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ALLEGAN COUNTY 
 

Inmate Phone and Video Visitation System Agreement 
 

This Agreement (“Agreement”) is made by and between Allegan County, 3283 122nd 
Avenue, Allegan, Michigan 49010 (“County”) and Telmate LLC, 655 Montgomery 
Street, 18th Floor, San Francisco, California, 94111, (“Contractor”) and sets forth the 
terms and conditions mutually agreed upon by the parties as follows: 
 
1.  Contractor Services 
The Contractor will provide to the County the services, and products and supplies as 
described in Attachment A subject to the terms and conditions set forth in this 
Agreement. 
 
The Contractor warrants to the County that the services to be provided under this 
Agreement will be of the kind and quality that meet generally accepted standards and will 
be performed by qualified personnel.  The Contractor further warrants to the County that 
all products and supplies used in conjunction with the services provided under this 
Agreement will be new and of acceptable quality and quantity to the County. 
 
2.  Payment 
Per the terms and rates established in Attachment E – Contractor Proposal, Contractor 
will collect fees from users of the implemented Inmate Phone and Video Visitation 
System and pay the County a monthly commission based on system usage.   
 
The Contractor will provide the Inmate Phone and Video Visitation System described in 
this Contract at no charge to the County.  Any work beyond the scope of this Contract 
that would incur costs to the County must be mutually agreed upon and costs known 
before that work may commence. 
  
3.  Term of Agreement 
The Initial Term of this Agreement begins upon full-execution by all parties and ends on 
June 30, 2019. If the normal business operation of the Facility is interrupted for any 
reason (e.g., due to act of God, an inmate riot, or strike) the expiration of the Term of this 
Agreement shall be extended for a period of time equal to the period of such interruption 
or stoppage of business operations as determined by the County. After the Initial Term, 
this Agreement may be renewed with the terms and conditions set forth herein, for up 
five (5) additional one (1) year Renewal Terms upon written agreement from both parties 
at least sixty (60) days prior to the end of the current Term. The Term of this agreement 
is subject to Termination in accordance with Section 16 of this Agreement. 
 
4.  Insurance Requirements 
The Contractor will maintain at its own expense during the term of this Agreement all of 
the insurance coverage described in Attachment A subject to the terms and conditions set 
forth therein. 
 



Insurance companies, named insureds and policy forms will be subject to the approval of 
the County.  Such approval will not be unreasonably withheld.  Insurance policies will 
not contain endorsements or policy conditions which reduce coverage provided to the 
County.  The Contractor will be responsible to the County for all costs resulting from 
both financially unsound insurance companies selected by the Contractor and their 
inadequate insurance coverage. 
 
The Contractor will furnish the County with satisfactory certificates of insurance or a 
certified copy of the policy, if requested by the County.  No payments will be made to the 
Contractor until the current certificates of insurance have been received and approved by 
the County.  If the insurance as evidenced by the certificates furnished by the Contractor 
expires or is canceled during the term of this Agreement, services and related payments 
will be suspended and the County may terminate this Agreement immediately.  The 
Contractor will furnish the County with certification of insurance evidencing the required 
coverage and endorsements at least ten (10) business days prior to commencement of 
services under this Agreement.  Certificates will provide for thirty (30) day written notice 
to the certificate holder of cancellation of coverage. 
 
5.  Performance and Payment Bonds 
The Contractor will furnish the County with a performance bond as outlined in 
Attachment A if requested.  The Contractor will furnish the County with certification of 
insurance evidencing the required coverage and endorsements at least ten (10) business 
days prior to commencement of services under this Agreement. 

 
6.  Reporting and Review 
The Contractor will report to the County as described in Attachment A and also upon 
request, and will cooperate and confer with the County as necessary to ensure satisfactory 
work progress and performance.  All reports made in connection with the Contractor’s 
services are subject to review and final approval by the County.  The County may review 
and inspect the Contractor’s activities during the term of this Agreement.  Should it be 
required that County personnel travel outside of the County to conduct such review or 
inspection, all costs of such travel shall be paid by the Contractor.  When applicable, the 
Contractor will submit written reports to the County.  All documents submitted by the 
Contractor must be dated and bear the Contractor’s name.  After reasonable notice to the 
Contractor, the County may review any of the Contractor’s internal records, reports or 
insurance policies. 
 
7.  Indemnification 
To the fullest extent permitted by law, the Contractor will hold harmless, defend and 
indemnify the County and its officials, agents, representatives, volunteers and employees 
from any and all liabilities, claims, liens, fines, demands and costs, including attorney 
fees, of whatsoever kind and nature, such as, but not limited to, those resulting from 
injury or death to any persons or from loss or damage to any property, in connection with 
or in any way incident to or arising out of the activities to be carried out pursuant to the 
obligations of this Agreement, but only to the extent caused by the negligent acts, errors 
or omissions of the Contractor or its agents, representatives and employees.   



 
To the fullest extent permitted by law, the County will hold harmless, defend and 
indemnify the Contractor and its elected officials, agents, representatives, volunteers and 
employees from any and all liabilities, claims, liens, fines, demands and costs, including 
attorney fees, of whatsoever kind and nature, such as, but not limited to, those resulting 
from injury or death to any persons or from loss or damage to any property, in connection 
with or in any way incident to or arising out of the activities to be carried out pursuant to 
the obligations of this Agreement, but only to the extent caused by the negligent acts, 
errors or omissions of the County or its agents, representatives and employees. 
 
8.  Independent Contractor 
The parties agree that the Contractor is an independent contractor.  The Contractor and its 
employees will in no way be deemed, nor hold themselves out to be, an employee, agent 
or joint venture partner of the County for any purpose, and will not be entitled to any 
fringe benefits of the County, such as, but not limited to, health and accident insurance, 
life insurance, paid sick or vacation leave, or longevity pay.  The Contractor will be 
responsible for withholding and payment of all applicable taxes, including income and 
social security and unemployment taxes, to the proper federal, state and local 
governments, and maintaining the required workers’ compensation insurance, in 
connection with services rendered by its employees pursuant to this Agreement, and 
agrees to protect, defend and indemnify the County against such liability. 
 
9.  Subcontracting 
The Contractor will provide all services covered by this Agreement and will not 
subcontract, assign or delegate any of the services without written authorization from the 
County. 
 
10.  Default 
In the event of default by the Contractor, the County may procure the products or services 
from other sources and hold the Contractor responsible for any excess costs incurred, in 
addition to all other available remedies. 
 
11.  Endorsement Prohibition 
The Contractor may not use in any form or medium the name of the County, or 
supportive documentation or photographs of County projects, facilities, equipment or 
employees, for public advertising or promotional purposes unless authorized in writing 
by the County. 
 
12.  County Employees 
The Contractor will not hire any County employee to perform any of the services covered 
by this Agreement without written authorization from the County. 
 
13.  Compliance with Laws 
The Contractor will comply with all federal, state and local laws, including, but not 
limited to, all applicable OSHA/MIOSHA requirements, copyright and patent laws, and 
the Americans with Disabilities Act.  The Contractor agrees to protect, defend and 



indemnify the County against liability for loss, cost or damage resulting from actual or 
alleged violations of law by the Contractor. 
 
14.  Conflicts of Interest 
The Contractor promises that it has no interest which would conflict with the 
performance of services required by this Agreement.  If a possible conflict of interest 
arises, the Contractor will immediately inform the County regarding same. 
 
15.  Nondiscrimination 
The Contractor will adhere to all applicable federal, state and local laws, ordinances, 
rules and regulations prohibiting discrimination.  The Contractor, as required by law, will 
not discriminate against a person to be served or any employee or applicant for 
employment because of race, color, religion, national origin, age, sex, disability, height, 
weight, marital status, or any other factor legally prohibited by applicable law. 
 
16.  Termination of Agreement 
During the Initial Term, if County or Contractor defaults in its performance of any 
obligations hereunder, the non-defaulting party may notify the defaulting party in writing 
of such default with specific details concerning the default and expectations for remedy.  
The defaulting party must cure such default within sixty (60) days from receipt of notice 
of default, otherwise the non-defaulting party shall have the right to terminate this 
Agreement and pursue all legal and equitable remedies available to the non-defaulting 
party.   
 
During the Initial Term, Contractor may request to modify or terminate this Agreement if 
Contractor can demonstrate that any governmental tax, fee, regulation, or tariff, or any 
other law, coming into effect after the Effective Date of this Agreement directly affects 
ability of Contractor to provide the services agreed to herein for reasons of legal 
compliance or significant financial loss.  The County and the Contractor will have sixty 
(60) days from the date on which written notice of such a request is received by the 
County to re-negotiate the terms of this Agreement.  If a new Agreement, satisfactory to 
both parties, cannot be negotiated within 60 days, either party may proceed with Contract 
Termination.  
 
During any Renewal Term, either party may terminate this Agreement for any or no 
reason prior to the expiration date set forth in Section 3 of this Agreement by giving sixty 
(60) days written notice to the other party. If Contractor’s performance of this Agreement 
or any obligation hereunder, is interfered with by reason of any circumstances beyond the 
reasonable control of Contractor, including without limitation, fire, explosion, riots, civil 
unrest, power failure, injunctions, or acts of God, Contractor shall be excused from such 
performance on a day to day basis to the extent of such interference until Contractor and 
County mutually agree that conditions causing interference have been mitigated.  
 
Upon termination of this Agreement, County shall allow Contractor reasonable access to 
County facilities in order to remove all Contractor installed equipment, excluding 
electrical and Ethernet wiring and conduits. Contractor agrees to remove their equipment 



within thirty (30) days after such termination.  If equipment is not removed by the 
Contractor within 30 days of Contract termination, ownership of the Equipment transfers 
to the County. 
 
17.  Confidentiality 
The Contractor acknowledges that during the performance of services under this 
Agreement, it or its personnel may become aware of or receive confidential information 
relating to or kept by the County, and therefore the Contractor agrees that all such 
information will be kept confidential and will not be disclosed without the written 
authorization of the County. 
 
18.  Contractor Personnel 
Employees of the Contractor will be subject to any screening requirements set forth in 
Attachment A.  At a minimum, employees of the Contractor may be subject to an 
approved criminal background check prior to entering County property.  Employees of 
the Contractor must wear apparel or other means of identification when on the jobsite. 
 
19.  Amendment 
No provision of this Agreement may be modified except by a written document signed by 
a duly authorized representative of the both parties. 
 
20.  Binding Effect 
This Agreement will be binding upon and inure to the benefit of the Contractor and the 
County and their respective legal representatives, successors and authorized assigns. 
 
21.  Waiver 
No provision of this Agreement will be deemed waived and no breach excused, unless 
such waiver or consent will be in writing and signed by the party claimed to have waived 
or consented.  Any consent by any party to, or waiver of, a breach of the other party, 
whether express or implied, will not constitute consent to, waiver of, or excuse for any 
different or subsequent breach. 
 
22.  Counterparts 
This Agreement may be executed simultaneously in one or more counterparts each of 
which will be deemed an original, but all of which together will constitute one and the 
same instrument. 
 
23.  Invalid Provisions 
If any provision of this Agreement is held to be invalid, it will be considered to be 
deleted, and the remainder of the Agreement will not be affected thereby.  Where the 
deletion of the invalid provision would result in the illegality and/or unenforceability of 
this Agreement, this Agreement will be considered to have terminated as of the date on 
which the provision was declared invalid. 
 
 
 



24.  Section Titles 
These titles of the sections set forth in this Agreement are inserted for the convenience of 
reference only and will be disregarded when construing or interpreting any of the 
provisions of this Agreement. 
 
25.  Choice of Law and Forum 
This Agreement will be governed by and interpreted according to the laws of the State of 
Michigan.  The parties agree that the proper forum and venue for litigation arising out of 
this Agreement is in Allegan County, Michigan. 
 
26.  Act 517 Compliance 
The Contractor is required to certify, and by signing this contract does hereby certify, that 
in accordance with Act 517 of the Public Acts of Michigan of 2012 (“Act 517”), the 
Contractor is not an “Iran linked business” as defined in Act 517. 
 
27.  Debarment or Suspension Status 
The Contractor is required to certify, and by signing this contract does hereby certify, that 
it is not suspended, debarred or ineligible from entering into contracts with the Executive 
Branch of the Federal Government, or in receipt of a notice of proposed debarment from 
any State agency or local public body. 
  
28.  Anti-Collusion Statement 
The below signed Contractor has not divulged to, discussed or compared its bid with 
other contractors and has not colluded with any other bidder, with the exception of 
qualified subcontractors, or parties to the bid.  (Note:  No premiums, rebates or gratuities 
to employees or officials of the County are permitted either with, prior to, or after any 
delivery of product(s) or service(s).  Any such violation will result in cancellation and/or 
return of the item(s), as applicable, and removal from Bid List(s). 
 
29.  Entire Agreement 
This Agreement includes and incorporates the following documents and, in the event of 
any conflict or inconsistency between the terms and conditions in these documents, the 
conflict or inconsistency shall be resolved according to the following order of precedence 
from the document with the greatest control to the least, as: 
 
This Agreement includes and incorporates the following documents and, in the event of 
any conflict or inconsistency between the terms and conditions in these documents, the 
conflict or inconsistency shall be resolved according to the following order of precedence 
from the document with the greatest control to the least, as: 
 
1. This Inmate Phone and Video Visitation System Agreement 
2. Attachment A – Addendum to Inmate Phone and Video Visitation Agreement. 
3. Attachment B – Allegan County’s Request For Proposal released 7/19/2013 
4. Attachment C – RFP Addendum 1 – Revised released 8/16/2013 
5. Attachment D – RFP Addendum 2 – Revised released 8/30/2013 
6. Attachment E – Telmate LLC Proposal dated 8/29/2013 
 



This Agreement contains all the terms and conditions agreed upon by the parties, and no 
other negotiations, representations, understandings or agreements, written , oral, Or 
otherwise, regarding the sUbject matter of this Agreement or any part thereof shall have 
any validity or bind the parties in any way. 

IN WITNESS WI-IEREOF, the Parties hereto have caused this Agreement to be executed 
by their duly authorized representatives. 

CONTRACTOR: COUNTY : 

Sign: Sign: d. LL 
Name: Name: (l..\,v\- . 5<..« 9 

Title: C-EC:;; Title Co-+-, ..i Ike--\"/ 

Date: Date: 13/1 IvI hcP/
I 



ATTACHMENT A 
ADDENDUM TO INMATE PHONE AND VIDEO VISITATION SYSTEM 

AGREEMENT 
 
This Addendum to the Inmate Phone and Video Visitation System Agreement (“Agreement”) is 
made by and between Allegan County, 3283 122nd Avenue, Allegan, Michigan 49010 
(“County”) and Telmate LLC. Montgomery Street, 18th Floor, San Francisco, California 94111 
(“Telmate”) and sets for additional terms and conditions mutually agreed upon by the parties as 
follows: 

 
1.  Maintenance of Equipment. 
During the Term of this Agreement, Contractor will repair and maintain its Equipment in good 
operating condition and shall exclusively maintain its Equipment in such condition by furnishing 
all necessary parts and labor reasonably necessary for the successful operation of the equipment. 
Contractor has the exclusive access to open, adjust, remove, disconnect, repair, replace, or alter 
the Equipment. County shall permit employees or contractors of Contractor reasonable access in 
order to provide such service, repair, and maintenance on Equipment. Contractor’s Equipment 
shall remain the property solely of Contractor. 
 
Upon termination of this Agreement, Contractor shall have the right to enter upon the premises 
to remove the Equipment. County shall notify Contractor of any misuse, destruction, damage, or 
vandalism to the Equipment as soon as practicable. County shall exercise reasonable care to 
prevent damage or destruction of Contractor’s Equipment. 
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Allegan County 
3283 122nd Ave 

Allegan, MI 49010 
 
 

Inmate Phone and Video Visitation System 
 
 

BID PROPOSAL #10151 
 
�

 
�

.H\�'DWHV�
�

Request for Proposals issued .......................................................................... Friday, July 19, 2013 

Mandatory Pre-Bid Meeting ..................................................1:00 PM on Tuesday, August 6, 2013 

Deadline for Questions to be submitted....................................5:00 PM on Friday, August 9, 2013 

Deadline for County’s response to questions..........................5:00 PM on Friday, August 16, 2013 

Due date for proposals ...........................................................3:00 PM on Friday, August 30, 2013 

Bid Opening ............................................................................4:00 PM on Friday, August 30, 2013  
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�
�� 385326(�2)�&2175$&7�

The County of Allegan intends to secure a source of supply for the product(s) and 
service(s) outlined in this Request for Proposal (RFP) at the lowest price; early and 
satisfactory manufacture; and prompt and convenient shipment and service by the 
supplier to the County.  Any failure on the part of the supplier to comply with the ensuing 
conditions and specifications shall be reason for termination of contract. 

 
�� +2:�72�3$57,&,3$7(�,1�7+(�&2175$&7,1*�352&(66�

Contractors interested in responding to this RFP must follow the bidding process outlined 
below.  

 

���� 3URSRVDO�DQG�&RQWUDFW�([DPLQDWLRQ�
Before submitting a proposal, contractors should carefully examine the entire 
County Agreement and RFP documents.  By the submission of a bid, the contractor 
will be understood to have read and be fully informed as to the contents of this RFP 
packet.  Contractors should especially note any state or federal regulations and/or 
requirements in bids involving funds from respective agencies and be prepared to 
adhere to those requirements. 

 

Should a contractor find any discrepancies, omissions, ambiguities, or conflicts 
within the RFP packet, or be in doubt about their meaning, they should bring such 
questions to the attention of the County per Section 2.3.. 

 

���� 0DQGDWRU\�3UH�%LG�0HHWLQJ�±�DW������S�P��RQ�7XHVGD\��$XJXVW����������
To qualify, interested contractors must attend a mandatory pre-bid meeting to 
review the scope of work on-site, meeting with the following person (or alternate) at 
the following location: 
 

Deborah Marculis, Jail Administrator 
Sheriff’s Office and Corrections Center 

640 River Road 
Allegan, MI 49010 

 

���� &RQWUDFWRU�,QTXLULHV�±�GXH�E\������S�P��RQ�)ULGD\��$XJXVW����������
Inquiries concerning any matter pertaining to this RFP should be made in writing to: 

 

Denise Stan – Project Management Specialist 
Allegan County – County Services Building 

3283 122nd Ave 
Allegan, MI 49010 

dstan@allegancounty.org 
 

���� &RXQW\�5HVSRQVH�±�SRVWHG�E\������S�P��RQ�)ULGD\��$XJXVW�����������
The County’s project manager will review all questions received from contractors 
before the deadline and, where information sought is not already indicated or 
specified, a clarifying “Notice to Bidders,” will be made publicly available through 
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an online posting to the County website as an Addendum.  This Addendum will 
become part of the Contract Documents.  The County will not be responsible for 
any oral instructions. 

 

���� %LG�6XEPLVVLRQ�±�GXH�E\������S�P��RQ�)ULGD\��$XJXVW�����������
Bids shall be submitted in a sealed envelope, mailed or delivered to:  

 

Denise Stan – Project Management Specialist 
Allegan County – County Services Building 

3283 122nd Ave 
Allegan, MI 49010 

 

The outside of the envelope will show the contractor’s company name as a return 
address (for identification purposes during bid opening) and will be plainly marked 
with the words RFP #10151 Inmate Phone and Video Visitation System.  It is the 
sole responsibility of the contractor to ensure that the proposal reaches or is 
delivered to the County as specified above by the hour and date due. 

�

���� %LG�2SHQLQJ�±�DW������S�P��RQ�)ULGD\��$XJXVW�����������
All bids received will be publicly opened at the Allegan County Services Building 
3283 122nd Ave.  Contractors may be present, but attendance is optional as only the 
names of the contractors submitting proposals will be announced and taken into 
record.  Proposals will not be reviewed or evaluated at this Bid Opening.  The 
County will not release any dollar amounts until all proposals have been evaluated, 
scored and a contract has been awarded. 

 
�� 352326$/�(9$/8$7,21�$1'�&2175$&7�$:$5'�

In evaluating and awarding contracts, the County follows the process outlined below. 
 

���� 3URSRVDO�(YDOXDWLRQ�
Proposals will be evaluated and scored by an evaluation team using the criteria 
specified in Exhibit C.  Compiled scores from all eligible bids will form the basis 
for recommending a contract award. 

 

���� 3URGXFW�'HPRQVWUDWLRQV�
As part of the evaluation process, the County may request selected contractors to 
demonstrate their products on site at no cost to the County. 

 

���� &RQWUDFW�)LQDOL]DWLRQ�
Once the proposals are evaluated, any remaining issues will be resolved through 
clarification or negotiation. Upon the County’s decision to award the contract, a 
Contract Packet will be sent to the contractor for signature. 

 

���� &RQWUDFW�$ZDUG�
Upon receipt of a signed contract, the contract will be processed for final approval 
and award by the necessary County authority.  Upon award, the contractor will be 
notified, sent a copy of the executed contract and contacted to plan and schedule 
work.   

 

 11



Notification of award will be posted to the County’s website along with a tabulation 
of all bids received.  Notification letters will also be sent to each contractor that 
submitted a proposal. 

 

���� 5HMHFWLRQ�RI�%LGV�
The County reserves the right to reject any and all bids or to accept the bid or any 
part thereof which it determines to best serve the needs of the County and to waive 
any informalities or irregularities in the bids. While cost is a factor in any contract 
award, it is not the only factor and may not be the determining factor. 

 
�� :,7+'5$:$/�2)�%,'6�

A written request for the withdrawal of a bid or any part thereof will be granted if the 
request is received by the County Administrator prior to the specified time of opening.  
Formal bids, amendments thereto, or requests for withdrawal of bids received by the 
County Finance Director after time specified for bid opening will not be considered. 

 
�� )$,/85(�72�4827(�

If you receive an invitation to bid, but choose not to submit a bid, return bidding 
documents, state reason thereon, and request that your name be retained on our 
contractor’s list.  Failure to respond may result in your firm’s removal from our 
contractor mailing list. 

�
�� &2817<�$*5((0(17�

Contractors must sign and submit the Contract Acknowledgement with the bid. 
 

a) Unless otherwise specified, contractors must use the contract Agreement furnished by 
the County.  Failure to do so may cause a bid to be rejected.  Removal of any part of 
the contract proposal may invalidate the bid. 

 

b) Proposals having any erasures or corrections must be initialed by bidder in ink.  Bids 
shall be signed in longhand, in ink, by the principal authorized to make contracts.   

 
�� 35,&(�4827$7,216�

The following items should be taken into consideration when making price quotations. 
 

���� 3ULFH�4XRWHV�
Bid costs must be typed into or filled out with pen and ink on the cost proposal form 
provided in Exhibit D. 

 

���� 7D[HV�
The County of Allegan is exempt from Federal Excise Tax and Michigan Sales Tax 
and same shall not be charged to the County or included in the cost proposal.�

 

���� 4XDQWLWLHV�
The quantities or usage shown are estimated only unless otherwise stated.  No 
guarantee or warranty is given or implied by the County as to the total amount that 
may be or may not be purchased from any resulting contracts.  These quantities are 
for contractors information only and will be used for tabulation and presentation of 
bid and the County reserves the right to increase or decrease quantities as required. 

 

 12



���� 7UDGH�'LVFRXQWV�DQG�3ULFH�9DULDQFHV�
Bids on individual items must include unit prices, as well as total price.  Where a 
variance exists on the bid form between the unit price and the extension or 
whenever other discrepancies are noted between prices on the bid form and prices 
quoted elsewhere in the bid package, the unit price quoted on the bid form shall 
prevail.  The County will also consider trade discounts and other pricing features in 
each individual bid prior to determining the successful contractor. 

 
�� %,'',1*�21�352'8&76�$1'�(48,30(17�

The following items should be considered when a bid involves supplying the County with 
products or equipment. 

 

���� 4XDOLW\�
All materials used for the manufacture or construction of any item(s) covered by 
this bid shall be new.  The items bid must be new, the latest model, of the best 
quality and highest grade of workmanship, unless the option to include 
supplemental proposals for pre-owned, or demonstrator equipment or materials has 
been specified by the County. 

 

���� %LGGLQJ�RQ�(TXLYDOHQW�3URGXFWV�
If and wherever in the specifications a brand name, make, name of manufacturer, 
trade name, or vendor catalog number is mentioned, it is the purpose of establishing 
a grade or quality of material only.  Since the County does not wish to rule out other 
competition and equal brands or makes, the phrase or approved equal is added.  
However, if a product other than those specified is bid, it is the contractor’s 
responsibility to name such a product within the bid, and to prove to the County that 
said product is equal to that specified and to submit brochures, samples, and/or other 
specification in detail on the item(s) bid.  The County shall be the sole judge 
concerning the merits of bids submitted. 

 

���� 6HUYLFH�DQG�3DUWV�
Contractors must be prepared to submit evidence to the County, in addition to that 
required in the attached specifications that qualified personnel and adequate parts 
inventory are available to maintain all bid equipment in effective operation. 

 

���� 6DPSOHV�DQG�RU�'HPRQVWUDWLRQV�
Evidence in the form of samples may be requested if brand is other than specified.  
Such samples are to be furnished after the date of bid opening only upon request of 
the County unless otherwise stated in the Bid Documents. 

 

���� ,QVSHFWLRQ�([SHQVHV�
Should it be required that County personnel travel outside of the County to inspect 
product(s) or equipment, all expenses covering such travel shall be at the expense of 
the contractor. 

 

���� *XDUDQWHHV���:DUUDQWLHV�
Contractors must indicate the full guarantees and/or warranties prevailing on all 
equipment, parts and labor. 
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���� 'HOLYHU\�3URYLVLRQV�
Bid price is to be based upon the delivery terms of Free on Board, 640 River St, 
Allegan, MI 49010. Title to the purchased goods does not pass until the item(s) is 
received by the County. 

 
�� %,'',1*�21�&216758&7,21�&2175$&76�

The following items should be considered when a bid involves a construction contract. 
 

���� &RQWUDFW�3HUIRUPDQFH�DQG�3D\PHQW�%RQG�
When a construction contract that exceeds $50,000 is awarded, the following bonds 
or security may be required and shall become binding on the parties upon the 
execution of the contract: 

 

a) A performance bond satisfactory to the County, executed by a surety company 
authorized to do business in the State of Michigan or otherwise secured in a 
manner satisfactory to the County, in an amount equal to 100% of the price 
specified in the contract; and 

 

b) A payment bond satisfactory to the County, executed by a surety company 
authorized to do business in the State of Michigan or otherwise secured in a 
manner satisfactory to the County, for the protection of all persons supplying 
labor and material to the contractor or its subcontractors for the performance of 
the work provided for in the contract.  The bonds shall be an amount equal to 
100% of the price specified in the contract. 

 

Nothing herein shall prevent the requirement of such bonds on construction 
contracts under $50,000 when the circumstances warrant. 

 
��� '(/,9(5<�$1'�25�&203/(7,21�

Contractors shall indicate delivery or completion date of product(s) or service(s).  These 
dates may be taken into consideration in making the award.  Penalties imposed upon the 
County for late performance, shall be the responsibility of the contractor. 

 
��� 52<$/7,(6�$1'�3$7(176�

The successful contractor shall pay all royalties and license fees and shall defend all suits 
or claims for infringement of any copyright or patent rights and shall hold and save the 
County and its officers, agents, servants and employees harmless from any and all loss 
and liability of any nature or kind whatsoever, including costs and expenses of defense, 
for or on account of any copyrighted, patented or unpatented invention, process, article or 
appliance manufactured or used in the performance of the contract, including its use by 
the contractor unless otherwise specifically stipulated in the Contract Document. 

 
��� )5(('20�2)�,1)250$7,21�$&7�

Contractors should be aware that information submitted with a proposal is subject to the 
Michigan Freedom of Information Act and may not be held in confidence after the 
proposals are opened.  All proposals shall be available for review after County staff has 
evaluated them. 
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��� )857+(5�,1)250$7,21�$1'�&/$5,),&$7,21�
Should prospective contractors require further information or clarification, contact the 
County’s Project Management Specialist at dstan@allegancounty.org. 
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6&23(�2)�6(59,&(6 

 
Bid Number: 10151 
Project Name: Inmate Phone and Video Visitation System 

 
�� ,1752'8&7,21 

���� Allegan County is distributing this Request for Proposal (RFP) to obtain 
proposals from qualified vendors to provide a hosted inmate telephone service 
(ITS) and video visitation solution for the inmates at Allegan County Jail, 640 
River Street, Allegan, Michigan, 49010.  The intent of this document is to provide 
interested parties with enough information to prepare and submit a proposal for 
such system and service. Allegan County will use the results of this process to 
award a contract for the system and service described herein. 

 
���� $&521<06�	�'(),1,7,216 

������ API – Application Programming Interface 
������ DTMF – Dual-tone Multi-frequency 
������ GUI – Graphical User Interface 
������ ICE – Immigration and Customs Enforcement 
������ ITS – Inmate Telephone Service 
������ OCN – Originating Calling Number�
������ PAN – Personal Allowed Number�
������ PIN – Personal Identification Number�

�
�� 6&23(�2)�6(59,&(6 

���� Allegan County is seeking the Contractor to provide a fully functional and 
supported turn-key solution. 
������ Contractor will be required to provide all hardware and software 

identified in the proposal. 
������ Contractor will be required to perform all installation services of the 

proposed solution. 
������ Contractor will be required to perform support, repair and maintenance 

services of the proposed solution.  This includes, but is not limited to 
hardware repair, software updates, end user support (inmate and public), 
and Allegan County administrative staff support. 

������ Contractor will be required to perform replacement services of all 
hardware that has either failed during its life cycle or has reached an 
end of life or end of support cycle. 

���� The Inmate Telephone Service (ITS) solution will exist in all inmate day room 
areas of the correctional facilities physically independent from the video visitation 
solution. 

���� The video visitation solution will also exist in all inmate day room areas of the 
correctional facilities physically independent from the ITS.  The solution will also 
be installed in a publicly accessible visitation area near the front lobby of the 
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correctional facility to replace the traditional two-way glass face to face visitation 
solution.   

����  All equipment provided is new, in current production and considered to be state-
of-the-art at the time of installation. 

���� All equipment installed must be secured correctional grade quality construction 
���� All materials and services related to this project for proper installation are at no 

charge to Allegan County. 
���� Contractor must provide and utilize an un-interruptible power supply for all onsite 

equipment. 
 

���� ,QPDWH�7HOHSKRQH�6\VWHP��,76��±�+DUGZDUH�DQG�6RIWZDUH 
������ Current call information 
 
 
 
 
 
 
 

# of calls made 18,354 
# of minutes 241,937 
Current jail inmate phones 28 
Average Daily Population for June 2012 through December 2012  163 
Average Daily Population for January 2013 through May 2013 176 
Rated capacity 173 

������ Dedicated locations have already been identified and have had power 
and CAT5e data run to them.  Contractor must provide the number of 
ITS’s as follows: 
�������� (3) Pod A for the 32 beds    
�������� (2) Pod B for the 14 beds 
�������� (2) Pod C for the 14 beds 
�������� (3) Pod D for the 32 beds 
�������� (3) Pod E for the 32 beds 
�������� (4) Pod F for the 48 beds 
�������� (4) Pod G for the 24 beds 
�������� (3) Pod H for the 48 beds 
�������� (3) Dorm 1 for 32 beds 
��������� (2) Dorm 2 for 14 beds 
��������� (3) Dorm 3 for 16 beds 
��������� (2) Pre-classifications area 
��������� (1) DECT or 5.8 GHz wireless portable phone in booking. 

������ All recording and monitoring equipment must be incorporated into the 
offsite Inmate Telephone Service (ITS).  An onsite and/or non-
integrated call processing, recording and monitoring system will not be 
accepted.   

������ ITS must be a web-based solution available from existing facility staff 
computers without requiring any other types of software other than a 
web browser to run the application and without the need for VPN 
(virtual private network), token based authentication, or remote desktop 
(RDP) connectivity. All features and functionality, call recording and 
monitoring, data and reporting must be accessible from web browser 
applications including Internet Explorer 8.0 or higher. For security 
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reasons, a software solution running outside the Web browser is not 
permitted. 

������ ITS administration solution must be fully functional from a computer 
running Microsoft Windows XP/Vista/7/8.  

������ ITS visitation solution must be able to operate on an iPad or Android 
tablet device.  Bidder must provide a list of all compatible tablet 
devices. 

������ In addition to primary offsite call processing, recording and data center, 
contractor must have, geographically separate, redundant offsite centers 
providing complete redundancy of calling capacity, data and call 
recordings. 

������ Contractor must have 99.9% uptime of central call processing, and if 
required by the County, be able to provide reports showing this measure 
for the past 12 months for all correctional facilities under contract with 
contractor. 

������ Call recordings and data must be accessible online for immediate 
review for 36 months 

������� Contractor shall ensure the system performs without excessive delays 
due to a restriction of bandwidth in any part of the ITS system including 
any facility equipment or systems required for access.  The Contractor 
shall ensure each portion of the proposed ITS system is acceptable to 
provide a reliable connection without unreasonable delays, including, 
but not limited to, any connection through facility equipment, networks 
or cabling and internet access. 

������� ITS must allow for real-time monitoring of calls via web browser.  
������� The Personal Identification Number (PIN) distribution system needs to 

be automatically generated based on a PIN numbering format 
determined by Allegan County and the Contractor. 

������� PINs will be printed on forms/cards provided or paid for by the 
Contractor. 

������� Contractor must provide an automated PAN enrollment process that 
includes some sort of fully automated positive identification verification 

������� The system must provide for both automatic and manual on and off.  If 
there is an additional cost for either or both of these at any Allegan 
County facility, please provide. 

 
���� ,QPDWH�7HOHSKRQH�6\VWHP��,76��±�,QPDWH�)XQFWLRQDOLW\ 

������ PIN: the system must have the capability to be a PIN based system. The 
PIN system must allow selected areas to operate with or without PINs. 
Inmate must be able to be restricted to specific phone stations based on 
their PIN. 

������ System must provide real-time voice biometrics to establish the identity 
of each inmate making each call. 

������ Contractor must provide an integrated solution for inmates to contact 
crime tip hotline and PREA(Prison Rape Elimination Act) hotline. 
Correctional staff must have the capability to monitor and playback 
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recorded calls related to crime tips and PREA. Contractor must provide 
a real-time notification to select County cell phones whenever an inmate 
calls the crime tip hotline or PREA. 

������ Contractor must provide alternatives when collect calling is unavailable 
and provide inmates with a real-time ability to contact any domestic 
phone number they dial even if number cannot be called collect or if the 
inmate does not have a prepaid account setup for calling a specific 
phone number. 

������ Contractor must allow International prepaid calling to landlines and cell 
phones. 

������ Contractor must allow free Pro Bono calls for Immigration Detainees. 
Contractor may not receive compensation for providing Pro Bono calls. 

������ Bilingual recorded voice (English/Spanish) must be used to instruct and 
assist the inmate and called party while placing a call. 

������ Facility and friends and family must be able to reach a live bi-lingual 
(English/Spanish) operator. An automated customer service solution is 
not a satisfactory solution.  

������ The system must provide the capability for free calls by the inmates that 
must be allowed by law (i.e. calls to public defender). 

������� Contractor must be able to provide an automated method for inmates to 
purchase prepaid minutes via the phone system using a real-time trust 
fund transfer. Contractor must also provide prepaid balance and deposit 
notification to inmates without Allegan County staff involvement. 

������� Contractor must provide an automated voicemail solution for inmates to 
leave requests for facility personnel (eg. file grievances) and for facility 
to leave messages for inmates. Correctional staff must have the ability 
to monitor and playback recorded voicemail. Voicemail recording and 
data must be retained for same time period as call data and recordings. 

������� Contractor must offer a prepaid inmate calling solution that does not 
require correctional staff or commissary provider to tangibly handle 
calling cards. Solution must be capable of providing inmates fully-
automated prepaid purchase via real-time.  

������� ITS provides the inmates with the ability to obtain voicemail from 
Friends and Family and from facility staff. Inmate voicemail system 
must be integrated solution using all inmate call rules established for 
inmate phones. Correctional staff must have the ability to monitor and 
replay recorded voicemail. Using caller id to verify caller system must 
automatically route voicemail to applicable inmate. Only phone 
numbers listed on an inmate’s allowed call list shall be allowed to leave 
voicemails.  

������� Contractor must provide an automated voicemail solution for inmates to 
leave requests for contractor customer service complaints (dropped call 
credit, prepaid information, etc.) and receive notification of a resolution. 
Contractor must provide phone grievance resolution with a denial, 
balance refund, or balance adjustment within 2 hours of each grievance 
being reported, and an average of less than 10 minutes. 
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������� Contractor must provide an automated prepaid solution that allows 
inmates to obtain prepaid minutes using their trust balance 24/7/365. 

 
����� ,QPDWH�7HOHSKRQH�6\VWHP��,76��±�$GPLQLVWUDWLYH�)XQFWLRQDOLW\�DQG�6HFXULW\ 

������� All features of the ITS must be assignable based on user level. Access 
to any feature or group of features must be accessible or restricted, 
based on a user’s profile. 

������� ITS must provide an audit trail of staff user activity. Provide a sample 
report showing all possible audit fields. 

������� ITS must be accessible on the Internet by individual user accounts and 
should have the ability to be restricted to specific Internet Protocol (IP) 
addresses and specific Internet Protocol (IP) address ranges. 

������� Access to individual features of the ITS must be controllable on a user 
and group level. 

������� Call recording audio files must be transferable from the ITS to outside 
investigators via email. 

������� The proposed system must prohibit chain dialing and secondary dial 
tones. The inmate must be required to hang up before dialing a new 
number. 

������� The proposed system must identify the difference between an accepted 
call, an answering machine, busy signal or other telephone activity. The 
system will disallow connection with an answering machine, busy 
signal or other telephone activity. 

������� System must not allow inmate to listen to the status of the call in 
progress for the acceptance and or denial by called party and must not 
allow inmate to communicate with the called party until the call has 
been accepted. 

������� The proposed system must have the ability to document source of 
blocked calls (i.e. is the call blocked by the contractor’s system or is it 
blocked by the called party). 

�������� Contractor must be able to show the OCN (originating calling number), 
phone provider: (example AT&T) and rate center (billing location) for 
every phone number dialed by inmates through the administrative 
interface. 

�������� ITS must allow for live remote call monitoring via a mobile phone and 
mobile device. 

�������� System must provide an option for automatic daily turn on and shut off 
at designated times and manual system shut off capabilities. 

�������� System must have telephone number blocking capabilities, and allow 
pre-approved numbers to be assigned to specific inmates. 

�������� System must detect 3-way calls.  A live operator must examine all 
suspected three-way calls within one hour of detection to determine 
whether a false positive took place.  Contractor must have process in 
place for detecting silence, ringing and DTMF tones, along with live 
operator review of all detected calls.  Timely human review of all 3-way 
calls is a prerequisite and Contractor must certify their security methods 
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and review processes yield a less than 1% rate of confirmed 3-way calls 
are actually false positives.  

�������� System must have double speed-review of recorded calls. 
�������� System must have the ability to cycle through live calls allowing facility 

employees to assess calls throughout the day without interacting with 
the system. Please explain how this feature works. 

�������� Contractor should provide an automated voicemail solution for Allegan 
County staff to leave messages for individual inmates, groups of 
inmates, and entire facility. Staff must be able to determine from ITS 
system which messages have been listened to on a per-inmate and per 
message basis. 

�������� Correctional staff must have the ability to monitor and playback 
recorded voicemail, including voicemail from friend’s and family, 
grievance resolutions, and Allegan County voicemails left for inmates. 
Voicemail recording and data must be retained for same time period as 
call data and recordings. 

�������� The proposed system must automatically block inmates from calling 
from groups of phones that they should not have physical access to. 

�������� System must have the ability to deactivate and reactivate an inmate's 
individually assigned PIN without affecting the other inmates.   

�������� The ITS must have alarms and alerts that can be set on a per inmate, per 
destination number, per station, or combination and alert investigators 
via text messages or emails of calls from specific inmates, to specific 
destination numbers, or between a specific inmate and specific 
destination number.   

�������� System must be able to remotely survey inmate calls for specific 
content and be able to transfer specific calls in progress to investigators.  

�������� The ITS must have the ability to allow for certain numbers to be exempt 
from being recorded in cases where inmates are speaking with their 
attorney under all rights protected by client-attorney privilege. 

 
����� ,QPDWH�7HOHSKRQH�6\VWHP��,76��±�5HSRUWLQJ 

������� The proposed system must provide call detail reports for all calling 
activity that will include the following for any specified timeframe. 
��������� Report displaying inmate telephone number, date, time, 

PIN # (if applicable), number called, duration of call, and 
cost of each call. 

��������� Report showing “frequently called numbers” for all 
numbers called more than 5 times in a day. 

��������� Report showing “common numbers called” for all numbers 
called by more than one inmate. 

��������� Report allowing the real-time check on commissary 
balances and orders when used with the Contractors 
interface and system. 
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������� The proposed system must provide a customizable report framework 
that will allow Allegan County staff to select custom timeframes, select 
data fields and filter by inmate, pod, facility, station, or destination 
number.  

������� Commission report must be integrated within the ITS and available real-
time and accessible by Allegan County administrator. All call pricing 
and commissions must be calculated real-time. 

������� The Contractor must provide a live revenue and call volume dashboard. 
������� The Contractor must provide a mechanism for Allegan County staff to 

run a commission report without contractor assistance, at any time, that 
is accurate up to and including the last completed call. This report must 
be capable of listing each completed call and specify the exact amount 
of commission that will be paid for each completed call. 

������� Contractor must proactively provide a printed or emailed monthly 
commission report each month. 

������� The proposed system must be fully auditable (functionally and 
financially) 24/7 without Contractor assistance. 

 
����� ,QPDWH�7HOHSKRQH�6\VWHP��,76��±�&RVWV��)HHV��DQG�%LOOLQJ 

������� Contractor must not charge for unanswered or non-accepted calls.  
������� Allegan County is interested in allowing all inmates to make one (1) 

free one (1) minute call to a destination number on their Personal 
Allowed Number (PAN) list each month, ensuring that poor and 
indigent inmates have the opportunity to reach family members at least 
once per month.  

������� Contractor must provide and support a solution to distribute prepaid 
debit cards to inmates that are released from the facility with a positive 
account balance. 

������� Fees and commissions to Allegan County must be paid based on all 
gross billed revenues (completed calls) regardless of collectable status.  
“Gross” revenue must not exclude any reductions for factoring charges 
for fraudulent and un-collectibles. 

������� Commissions must be paid monthly and must be accompanied by a 
commission report which must include the following information 
��������� Date of report and time period covered. 
��������� Report must include number of calls, minutes, gross 

revenue and commissions broken down by call area: local, 
intralata, interlata, interstate, international by inmate 
telephone. 

������� All components required to render the services complete, installed, and 
operational must be provided by contractor at no cost to Allegan County 
.Allegan County will pay no freight, delivery, installation, setup, or 
service fees. 
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����� 9LGHR�9LVLWDWLRQ�6\VWHP�±�+DUGZDUH�DQG�6RIWZDUH 
������� The Video Visitation System will primarily be used between each day 

room and a central public accessible lobby visitation room.  
������� Dedicated locations have already been identified and have had power 

and CAT5e data run to them.  Contractor must provide the number of 
video visitation units as follows: 
��������� (13) visitation stations in the central lobby visitation room 
��������� (3) Pod A for the 32 beds    
��������� (2) Pod B for the 14 beds 
��������� (2) Pod C for the 14 beds 
��������� (3) Pod D for the 32 beds 
��������� (3) Pod E for the 32 beds 
��������� (4) Pod F for the 48 beds 
��������� (3) Pod G for the 24 beds 
��������� (4) Pod H for the 48 beds 
���������� (3) Dorm 1 for 32 beds 
���������� (2) Dorm 2 for 14 beds 
���������� (2) Dorm 3 for 16 beds 
���������� (7) Units, one for each of the seven professional visitation 

rooms. 
���������� (1) Unit in the courtroom of the correctional facility.  

������� The video visitation system shall be a complete Transmission Control 
Protocol/Internet Protocol (TCP/IP)-based system.  All video and audio 
streams between the stations and management equipment shall be 
transmitted over the dedicated, TCP/IP / Ethernet Video Visitation 
Network. Systems that utilize analog audio/video matrix switching 
systems are not acceptable.  

������� The system shall be capable of connecting inmate stations with remote 
users using standard widely available home computer equipment over 
the Internet. 

������� The system shall include a visitation scheduling, automation and policy 
management solution that is technology and hardware agnostic for both 
facility staff and the public. The system shall also provide for visitation 
monitoring, interrupt and visitation recording via Web browser, 
compatible with Microsoft Windows 

������� The video visitation scheduling & policy management solution must be 
browser-based and allow the Correctional Facility to administer 
visitation sessions and their visitation operations based on their policies 

������� Authorized correction personnel must be able to quickly and easily 
schedule visitation sessions. 

������� Family and Friends must be able to quickly and easily schedule 
visitation sessions. 

������� The Video Visitation system shall consist of Inmate and Visitor stations 
connected over a minimum of a 100 Mbps Ethernet network.  The 
visitation stations will include at a minimum, a detention grade 
enclosure, a 15” shatter-resistant touch screen LCD/LED Backlight 
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monitor, an integrated camera, and a detention grade visitation audio 
handset.  Station shall be available in 120/240 VAC, 50/60HZ. 

�������� To address security concerns, any installed hardware that contains an 
operating system must not run a Microsoft operating system that 
precedes Windows 7, or any other operating system version that is more 
than three (3) years old. 

�������� Remote visitation must function on computers running both Microsoft 
Windows and Apple OSX, without additional software. 

�������� Remote visitation must work using the latest two versions of the 
following Web browsers: Internet Explorer, Firefox, Safari, and 
Chrome. 

�������� Remote visitation must work on Android or Apple tablet devices and 
must be currently demonstrable.  

�������� The visitation stations shall utilize CAT5E or CAT6 cabling for 
connection to the visitation network.  Local 120 or 240 VAC 50/60HZ 
power shall be required at each station location. 

�������� Contractor must provide an automated Video Visitation System which 
must be integrated with the current ITS to ensure an integrated video 
and calling solution with single user sign on without using a third party 
subcontractor. 

�������� Video Visitation System must utilize the same PAN process and system 
as the inmate phone system, allowing approved numbers only. 

�������� System can record from all visitations stations concurrently. 
�������� The Video Visitation System shall allow for integration with Allegan 

County’s New World Systems inmate management system without 
costs to the County.  Any additional costs for this integration from New 
World or other third party provider must be included in the proposal. 

�������� The system shall automatically assign the Inmate’s jacket number as the 
unique Inmate number for the current offense. 

�������� The system shall utilize a server using a RAID 5 or superior storage to 
record the visitation sessions. 

�������� The recording system must be software based and not require third 
party video conferencing equipment to record and store recordings.  The 
end user may require additional simultaneous recordings in future and 
does not want to be limited (or have to pay for third party recording 
equipment with port expansion limitations and associated costs. 

�������� The Video Visitation System shall include Web-based visitation 
scheduling  for the “Public” utilizing any standard browser including 
Internet Explorer, Chrome, Firefox and Safari. 

�������� “Public/Visitors” can schedule from the convenience of home without 
staff involvement. 

�������� System must have configurable scheduling parameters including the 
length of visit and times available per pod or housing unit. 

�������� System must have web-based “Public” GUI to: 
���������� Allow visitors to view the web scheduling application in 

English or Spanish. 
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���������� Display pending visits (time, date, location). 
���������� Allow Visitor to easily schedule a visit by simply entering 

inmate name, selecting date and time. 
���������� Only display the dates that meet the County’s policy (e.g. 

won’t allow a visitor to schedule same day and won’t allow 
to schedule more than one week in advance). 

���������� Provide Visitor with check box acknowledging they agree 
to the terms and conditions of the County’s Visitation 
Policy. 

���������� Allow Visitor to easily change their personal information: 
passwords, address, phone numbers, etc.. 

���������� Allow the visitor to print out their visitation confirmation 
page. 

���������� Send an email to the Visitor when a visit is scheduled or 
cancelled. 

���������� Assign a unique visitation ID for every visit for tracking 
and reporting. 

����������� Send a confirmation email to the “Public” containing the 
time and date of the visitation. 

�������� Scheduling system must conduct all conflict checking and only display 
times that are available. 

�������� Provide Conflict Checking for the following variables: 
���������� Times (based on the housing unit/POD/dorms 

schedule/Visitation Center hours). 
���������� Visitor and Inmate. 
���������� Visitor and Inmate visitation stations. 

�������� The system shall track the Inmate visitation status and shall restrict 
visitation if the Inmate’s visitation privileges have changed either by on 
site or remotely. 

�������� The system shall automatically cancel the visit if the inmate has been 
released. 

�������� When a pre-arranged visit in the system is cancelled for any reason, the 
system shall automatically notify the visitor. 

 
����� 9LGHR�9LVLWDWLRQ�6\VWHP�±�,QPDWH�)XQFWLRQDOLW\ 

������� The System shall have the option to display “picture-in-picture” on the 
inmate and visitor station. 

������� Inmates must have the ability to pay for prepaid video visits. 
������� The Video Visitation System shall provide for real-time viewing and 

interrupt of the visitations from device (computer, mobile phone, 
Android or Apple tablet) using Flash or HTML on the network as long 
as the user has authority. The system shall provide users the following 
functionality: 
��������� User shall be able to cancel the visit. 

������� Contractor must be able to demonstrate a solution qualified in providing 
inmate education related to substance abuse programs, facility Rules 
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and Regulations, PREA information and inmate phone use rules and 
regulation via a secured inmate kiosk. 

������� System shall be supplied as capable of additional features (some fee 
based) such as: 
��������� Off site (remote) internet video visitation. 
��������� Secure web content delivery. 
��������� Commissary ordering. 
��������� Educational games. 
��������� Secured messaging. 
��������� Secure photo exchange 
��������� Web-based legal resources. 

 
����� 9LGHR�9LVLWDWLRQ�6\VWHP�±�$GPLQLVWUDWLYH�)XQFWLRQDOLW\�DQG�6HFXULW\ 

������� Allegan County requires detailed information for all video visitors, 
including name, address, and date of birth.  
��������� Adding and removing names to an inmate’s allowed visitor 

list. 
��������� The amount of time that it will take for new visitors to be 

added and removed from the allowed visitor list. 
������� The system shall provide different levels of functionality to correction 

staff based on their assigned privileges. 
������� Each staff will be required to have a unique username and password and 

this will dictate their level of functionality. 
������� The system must be able to provide the following restrictions: 

��������� Can restrict specific Visitors or Inmates from visitations. 
��������� Can restrict a specific Visitor from Inmate(s). 
��������� Can restrict a specific Inmate from Visitor(s). 

������� The Video Visitation System shall provide for real-time viewing and 
interrupt of the visitations from device (computer, mobile phone, 
Android or Apple tablet) using Flash or HTML on the network as long 
as the user has authority. The system shall provide users the following 
functionality: 
��������� Monitor shall be capable of scanning through the total 

number of active visits. 
��������� User shall be capable of “locking a visit” to stopping it 

from scanning through the active visits. 
��������� User shall be able to interrupt the visit. 
��������� User shall be able to cancel the visit. 
��������� User shall be able to start recording of the visit. 
��������� User shall be able to reassign visitor and/or inmate stations 

������� The system shall provide a visitation recording system that is capable of 
recording any Inmate/Visitor connection combination.  The system shall 
provide digital video and audio recording for all visitation session(s) 
(i.e. a session includes both the Inmate and Visitor side) at a time.  The 
recording system shall provide the following functionality:  
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��������� The system must store all recorded visits for a minimum of 30 days in a 
storage server (see ‘Video Visitation Recording Server’ below). 

��������� Authorized users shall be able to search for specific visitation sessions 
by Inmate, Visitor (or both) and time. 

��������� Authorized users shall be able to stream the video visitation session of 
their choice to their desk top for viewing/listening.  The contractor shall 
coordinate with the owner for which locations will have this feature. 
��������� Authorized users shall also be capable of burning a 

DVD/CD of the recorded visitation session. 
��������� System shall incorporate an audit trail to track who has 

viewed and or burned a copy. 
������� Provide an audit trail of all activity for a specific visit (i.e. who 

scheduled, added visitor, modified or cancelled).�
������� The system must have the ability to allow for certain names to be 

exempt from being recorded in cases where inmates are speaking with 
their attorney under all rights protected by client-attorney privilege. 

�
����� 9LGHR�9LVLWDWLRQ�6\VWHP�±�5HSRUWLQJ 

������� Provides the ability to do searches and create reports (HTML, Excel, 
PDF) on specific Inmate and who has visited them. 

������� Provides reports (hard copy or viewed from PC/monitor) for 
correctional personnel so they know where and what time the Inmate 
needs to be for pending visitations. 

 
����� 3XEOLF�.LRVN 

������� Contractor must provide a public accessible kiosk, web payment service 
and live operator support for friends and family to deposit money to an 
inmates trust account, purchase prepaid calling time and pay assorted 
other fees that the facility collects. Kiosk must be fully integrated with 
ITS and not provided by subcontractor or third party.  The public kiosk 
will be placed in the front lobby of the Correctional Facility. 

������� Contractor must install and support Public Kiosk’s in the following 
locations: 
��������� (1) in the front lobby of the Correctional Facility. 
��������� (1) in booking. 
��������� (1) in the bonding vestibule. 
��������� (1) in the courthouse. 

������� Contractor must provide lobby kiosks that include an automated 
visitation scheduling solution for friends an family. In order to 
minimize the lobby footprint, this same kiosk should also handle all 
other required lobby kiosk features, including accepting prepaid 
deposits and trust deposits. 

������� Kiosk must have the ability to register and schedule video visitations. 
Visitor must be able to utilize their driver’s license in an automated 
system to expedite registration and subsequent log in for visitors to 
reduce facility labor associated with visitor registration. 
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����� &XVWRPHU�6HUYLFH�DQG�6XSSRUW 

������� Contractor must have an in-house customer service department with 
facility service and technical support available 24/7/365 and must 
guarantee employees carry out all support activities. The toll-free 
number for service must allow the option to immediately speak to a 
customer service representative. 

������� Onsite Repair Technician: Service technician must be onsite when 
required within 4-hours of notification to contractor of a service issue 
without any added cost to Allegan County. 

������� Technical service representatives: Must be available 24 hours a 
day/7days a week/365 days a year (24/7/365) to resolve service issues. 
Services cannot be subcontracted out to third party vendors. 

������� Service/Repairs/Replacements: Services must be guaranteed for the 
duration of the Contract period.  The Contractor must accept 
responsibility for all equipment and software defects for the entire 
length of the contract.  The Contractor must certify that services are free 
from defects and must correct all problems associated with the hardware 
or software at no cost to Allegan County. A local service provider is 
preferred. 

������� The Contractor must have an integrated online accessible trouble ticket 
system that is available to facility staff for reporting and tracking all 
issues and work orders. Facility staff must have the ability to generate 
and track tickets online as well as audit tickets after they have been 
completed. 

������� Contractor must provide live customer service representatives 24 hours 
a day/7 days a week/365 days a year to resolve inmate and Friend & 
Family issues without participation of correctional staff. Services 
cannot be subcontracted out to third party vendors. Fully automated 
services are not satisfactory. 

������� Contractor must perform repairs, replace parts and provide upgrades to 
all software and equipment, for the life of the contract, free of charge. 

 
����� 0DLQWHQDQFH 

������� The system must always be running no later than one minor version 
release of any software.  The Contractor will be responsible for keeping 
the systems up to date throughout the year.  

������� Contractor must be able to provide system updates and additional 
features in a timely manner, as agreed upon by Contractor and Allegan 
County. Contractor must ensure that Allegan County is running the 
latest released version of ITS solution within 45 business days of any 
deployed update. 

 
����� 7UDLQLQJ 
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������� On-site training must be provided for Allegan County personnel and 
inmates at no cost to the facility or related agencies, upon initial 
implementation and at mutually agreed upon dates after GO LIVE.�

������� Contractor shall provide all technical assistance that may be essential 
during the installation and initial use of the equipment normally 
provided to their most preferred customer, including operational 
training for employees and inmates. Manuals, instructions, and names 
of technical representatives available via telephone will be given to the 
staff of the Detention Center. �
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(;+,%,7�&�
352326$/�$1'�&2175$&725�5(48,5(0(176�

�
�� 352326$/�5(48,5(0(176�
�

���� *HQHUDO�&RQVLGHUDWLRQV�
Before submitting a proposal, the contractor should carefully examine the entire 
RFP Packet and have a full understanding of the contents needed for the proposal.  
Submission of a response constitutes the contractor’s understanding of the 
contents of this RFP. 

 

���� &RQWUDFW�$FNQRZOHGJHPHQW�
In order for the bid / proposal to be considered, the attached Inmate Phone and 
Video Visitation System Agreement must be acknowledged and signed by an 
authorized individual of the company submitting the bid / proposal.  Failure to do 
this may result in disqualification of the bid / proposal. Once a contractor is 
selected and any points of clarification or additional terms and conditions are 
negotiated and captured in an Addendum, the contractor will be asked to sign the 
County’s Agreement to execute this contract. 

 

���� 3URSRVDO�/HQJWK��
The bid / proposal and all supporting documentation is not to exceed twenty (20) 
pages double-sided, or forty (40) single-sided pages.  This requirement will 
ensure the County receives only the most succinct information necessary to select 
a contractor. 

�

���� 1XPEHU�RI�&RSLHV� 
������ The contractor is required to supply to the County: 

x One (1) complete proposal master document in paper hard copy format 
(so marked); and  

x One (1) complete proposal copy in digital PDF format. 
 

���� 3URSRVDO�&RQWHQW�
�

������ A signed letter stating:�
x The contractor understands the County’s needs as outlined in Exhibit 

B - Scope of Work and is committed to performing the requested 
services. 
 

������ Company Information:�
x The year the company was established, the location of the office from 

which the work on this engagement is to be performed and the year 
that office was established. 

x Explain the firm’s experience. 
x The contractor shall provide information on the circumstances and 

status of any disciplinary action taken or pending against the firm 
during the past five (5) years with state regulatory bodies, professional 
organizations, or through legal action. 
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������ Proposed Work Plan or Services:�
x Describe the work plan or services to be provided to address the 

County’s needs as outlined in Section 2.0 Scope of Work. 
x Furnish a copy of all the data sheets, specifications, catalogs or 

literature completely describing the service to be furnished. 
 

������ Proposed Materials, Products and Equipment:�
x Describe the products the contractor intends to provide to address the 

counties needs outlined in Section 2.0 Scope of Services. 
x Furnish a copy of all the data sheets, specifications, catalogs or 

literature completely describing the equipment or product to be 
furnished. 

 
������ References:�

x The contractor shall list the most significant contracts (maximum of 5) 
performed in the last five years that are similar to this contract as 
described in this RFP with a similar volume.  These engagements 
should be ranked on the basis of their size.  Include the following: 
� Address and telephone and/or email address. 
� Owner contact information. 

 
������ Attachments:�

x Equal Opportunity Employer Statement 
 
�� ,192,&,1*�$1'�3$<0(17�7(506�
 

���� ,QYRLFHV�RU�5HYHQXH��
All invoices or revenue must reference project #, itemize services rendered and be 
sent to: 

Allegan County Sheriff’s Office and Corrections Center 
640 River Road 

Allegan, MI 49010 
 

���� 3D\PHQW�7HUPV��
The County will accept payment terms of Net 30 days and consider incentives for 
early payment. 

 
�� ,1685$1&(�&29(5$*(�

 

The selected contractor must maintain the following insurance during the term of the 
contract.  If any listed insurance coverage expires during the term of this contract, the 
Contractor shall deliver renewal certificates and/or policies to the County of Allegan at 
least ten (10) days prior to the expiration date.�

 

���� :RUNHUV
�&RPSHQVDWLRQ�,QVXUDQFH�  The Contractor shall procure and maintain 
during the life of this contract, Workers' Compensation Insurance, including 
Employers' Liability Coverage, in accordance with all applicable statutes of the 
State of Michigan.�

 

 31



���� &RPPHUFLDO�*HQHUDO�/LDELOLW\�,QVXUDQFH���The Contractor shall procure and 
maintain during the life of this contract, Commercial General Liability Insurance 
on an "Occurrence Basis" with limits of liability not less than $1,000,000 per 
occurrence and/or aggregate combined single limit, Personal Injury, Bodily 
Injury, and Property Damage.  Coverage shall include the following extensions:  
(A) Contractual Liability; (B) Products and Completed Operations; (C) 
Independent Contractors Coverage; (D) Broad Form General Liability Extensions 
or equivalent; (E) Deletion of all Explosion, Collapse, and Underground (XCU) 
Exclusions, if applicable.�

 

���� 0RWRU�9HKLFOH�/LDELOLW\���The Contractor shall procure and maintain during the 
life of this contract Motor Vehicle Liability Insurance, including Michigan No-
Fault Coverage, with limits of liability of not less than $1,000,000 per occurrence 
combined single limit, Bodily Injury and Property Damage.  Coverage shall 
include all owned vehicles, all non-owned vehicles, and all hired vehicles. 

 

���� $GGLWLRQDO�,QVXUHG���Commercial General Liability and Motor Vehicle Liability 
Insurance, as described above, shall include an endorsement stating that the 
following shall be Additional Insureds: “Allegan County, all elected and 
appointed officials, all employees and volunteers, all boards, commissions, and/or 
authorities and board members, including employees and volunteers thereof.” 

�

���� &DQFHOODWLRQ�1RWLFH���Workers' Compensation Insurance, Commercial General 
Liability Insurance and Motor Vehicle Liability Insurance, as described above, 
shall include an endorsement stating the following:  "It is understood and agreed 
that Thirty (30) days Advance Written Notice of Cancellation, Non-Renewal, 
Reduction, and/or Material Change shall be sent to:  Allegan County 
Administrator, 3283 122nd Ave, Allegan, MI 49010. 

 

���� 3URIHVVLRQDO�/LDELOLW\���The contractor shall procure and maintain during the life 
of this contract, Professional Liability Insurance in an amount not less than 
$500,000 per occurrence and $1,000,000 aggregate.  The contractor shall be 
required to keep policy in force, or purchase “tail” coverage for a minimum of 3 
years after the termination of this contract. 

 

���� 3URRI�RI�,QVXUDQFH�&RYHUDJH���The Contractor shall provide the County at the 
time the contracts are returned by him for execution, certificates and policies as 
listed below: 
������ A copy of Certificate of Insurance for Workers' Compensation Insurance; 
������ A copy of Certificate of Insurance for Commercial  General Liability 

Insurance; 
������ A copy of Certificate of Insurance for Vehicle Liability Insurance;  
������ If so requested, Certified Copies of all policies mentioned above will be 

furnished. 
 

�� $&7�����&203/,$1&(�
The Contractor is required to certify, and by submission of this bid does hereby certify, 
that in accordance with Act 517 of the Public Acts of Michigan of 2012 (“Act 517”), the 
Contractor is not an “Iran linked business” as defined in Act 517. 
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(;+,%,7�'�
&267�352326$/�)250�

�
Bid Number: 10151 
Project Name: Inmate Phone and Video Visitation System 
Vendor Name:  
Vendor Fax:  
Vendor Address:  
City, State, Zip:  

 
Considering the scope of services outlined in Exhibit B, itemize all costs associated with this bid 
in the format below.  The County reserves the right to reject any and all bids or to accept the bid 
or any part thereof which it determines to best serve the needs of the County and to waive any 
informalities or irregularities in the bids. While cost is a factor in any bid award, it is not the only 
factor and may not be the determining factor. 
 
&267�%5($.'2:1�)25�63(&,),('�,7(06�
�
,QPDWH�7HOHSKRQH�6\VWHP��

7\SH� 5DWH�FKDUJHG�WR�
LQPDWH��SHU�PLQXWH��

&RPPLVVLRQ�WR�WKH�
&RXQW\�

&RQQHFW�&KDUJHV�
�LI�DSSOLFDEOH��

Local / Intralata    
IntraLata Long Distance    
Interstate (long distance)    
International    
Other (describe)    
Other (describe)    
Other (describe)    
�
9LGHR�9LVLWDWLRQ�6\VWHP�&RVWV��
7\SH� 5DWH�FKDUJHG�WR�

LQPDWH��SHU�PLQXWH��
&RPPLVVLRQ�WR�WKH�

&RXQW\�
&RQQHFW�&KDUJHV�
�LI�DSSOLFDEOH��

Video call    
Email    
Games    
Other (describe)    
Other (describe)    
�
27+(5�6(59,&(�&2676���&+$5*(6�
�
Please describe in full detail any other costs or charges related to this implementation, support or 
operation of this solution. 
 

Payment Terms:  
Representative Name (Print):  
Representative Signature:  
E-Mail Address:  



(;+,%,7�(�
352326$/�(9$/8$7,21�&5,7(5,$�

�
The County will review and evaluate each submitted proposal in accordance with the 
requirements of this RFP and score each proposal using the matrix below. 
  
If further information is desired, vendors may be requested to make additional written 
submissions or oral presentations to the County which may be added to the scoring matrix. 
 
Proposals will be evaluated with the following rating scale: 
 

0 1 2 3 4 5 
No Answer / 

Missing 
Does Not 

Meet Basic 
Requirements 

Below Basic 
Requirements 

Meets Basic 
Requirements 

Exceeds 
Basic 

Requirements 

Superior 

�
�
 � Rated 

score 1- 5 
Multiplier SCORE 

1 Basic Requirements 
x Bid proposal received on time 
x Number of copies submitted 

 
Yes / No 

 
2 Statement of Work  2  
3 Company Information  1  
4 Specification Sheets  1  
5 ITS features and functions  2  
6 ITS administrative functionality  2  
7 ITS investigative functionality  2  
8 Video visitation features and functions  2  
9 Video visitation administrative functionality  2  
10 Video visitation investigative functionality  2  
11 References  1  

12 Any legal action within the past five years (no 
points given) Yes / No 

� 7RWDO�±�SRVVLEOH�SRLQWV��� � �
  SCORE 
 Pricing (this score will be completed by Finance)   
� 7RWDO�±�SRVVLEOH�SRLQWV��� � �
�
� *5$1'�727$/ ���� �
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���������������������������������������������������������������������������������$77$&+0(17�&

ADDENDUM�#1�Ͳ�REVISED�
POSTED�Friday,�August�23,�2013�@�5:00�PM�

Entirely�Replaces:�ADDENDUM�#1�
POSTED�Friday,�August�16,�2013�@�5:00�PM�

�

PROPOSAL:� �� 10151�–�Inmate�Phone�&�Video�Visitation�System��
SUBMISSION�DATE:� August�30,�2013�@�3:00�PM��
�
�
Mandatory�preͲbid�meeting�attendees:�
�

Michael�Stump� Securus�Technology�
Tim�Allading� Securus�Technology�
Brad�Coens� ICSolutions�
Scott�Conrath� Keefe�Group�
Jerome�Jacobs� Consolidated�Telecom/Turnkey�Corrections�
Andy�Barker� Telemate�

�
�
1Q� Please�confirm�the�average�stay�for�inmates�or�the�number�of�inmates�booked�per�

year.��
�
1A� 4,655�bookings�in�2012;�Average�length�of�stay:��27�days�
�
2Q� Does�the�current�inmate�phone�provider�currently�take�any�deductions�from�

commission�revenue,�if�so�what�are�the�deductions�and�how�much?�Are�fees�included�
in�these�deductions?�If�not,�are�there�any�further�fees�which�reduce�commission�
revenue?��

�
2A� No�
�
3Q� What�is�the�average�size�of�a�monthly�commission�check�received�by�the�County?�Can�

the�County�provide�24,�or�even�12,�months�of�commission�check�amounts?�
�
3A� See�attached�Commission�Reports�for�past�24�months.�
�
4Q� What�are�the�current�call�rates?��
�
4A� See�attached�Commission�Reports�for�past�24�months.�
�
5Q� What�is�the�historic�call�volume�by�month?�Can�the�County�provide�24,�or�even�12,�

months�of�call�volume�reports?�
�
5A� See�attached�Commission�Reports�for�past�24�months.�
�
6Q� How�many�visits�are�used�on�an�average�month?��



�
�
�
6A� 170�
�
7Q� How�many�free�video�visits,�and�for�what�duration�would�the�County�allow�each�

inmate�per�week?��
�
7A� Two�30�minute�visits�in�the�lobby�video�visitation�room.�
�
8Q� How�many�tentative�visits�by�bail�bondsman�and�public�defenders�are�expected�in�an�

average�month?��
�
8A� 25,�but�this�is�likely�to�increase�as�they�become�more�familiar�with�the�process.�
�
9Q� In�order�to�help�us�evaluate�call�volumes�and�recognize�additional�revenue�potential,�it�

is�very�helpful�to�have�the�rates�currently�being�charged�to�called�parties�under�the�
current�contract.��Please�provide�the�following�information:��

�

Call�Category� Per�Call�
Charge�

Per�Minute�
Charge� Other�Charges�

LOCAL�–�Collect� � � �

INTRALATA�–�Collect� � � �

INTERLATA�–�Collect� � � �

INTERSTATE�–�Collect� � � �
LOCAL�–�Debit� �

INTRALATA�–�Debit� �

INTERLATA�–�Debit� �

INTERSTATE�Ͳ�Debit� �

International�Ͳ�Debit� �

LOCAL�–�PrePaid�Collect� �

INTRALATA�–�PrePaid�Collect� �

INTERLATA�–�PrePaid�Collect� �

INTERSTATE�–�PrePaid�Collect� �

  �
9A� See�attached�Commission�Reports�for�the�past�24�months.�
�
10Q� Please�provide�a�copy�of�the�current�inmate�phone�service�agreement(s).��
�
10A� Current�inmate�phone�service�agreement�attached.�
�
11Q� Please�provide�the�commission�percentage�the�County�currently�receives,�an�average�

of�monthly�commissions�received�over�the�past�year�from�the�current�vendor�and�
copies�of�commission�statements�(if�available.)�Please�also�provide�information�
regarding�any�signing�bonuses,�upfront�commission�payments,�etc.�that�were�included�
with�the�current�contract.��

�



�
�
11A� See�attached�Commission�Reports�for�the�past�24�months.�
�
�
12Q� What�additional�equipment,�besides�inmate�telephones,�is�the�County�requiring?�

Please�fill�out�the�following�table�with�quantities�required.��
�

Equipment� Quantity
TDD/TTY�Devices� 1
Portable�Phones�in�Booking� 2�on�carts
Cart�phones�
HandsͲfree�phones�
Cordless�phones�
Enclosures�
Pedestals�
Workstations�with�Printers�
Laptops�

�
13Q� At�the�preͲbid�meeting,�it�was�stated�that�the�new�facility�would�have�about�325�beds.�

Please�confirm�that�this�capacity�is�correct.�Also,�when�does�the�County�expect�the�
new�facility�to�be�at�full�capacity�and�where�will�the�additional�inmates�be�coming�
from?�

�
13A� Our�new�jail�is�being�built�for�a�capacity�of�325�but�is�not�expected�to�reach�nearͲ

capacity�for�at�least�3Ͳ5�years.��Any�growth�is�currently�anticipated�to�occur�through�a�
gradual�increase�in�Allegan�County�court�commitments.�

�
14Q� Requirement�2.9.14�on�page�19�states:�“Contractor�must�provide�an�automated�

voicemail�solution�for�inmates�to�leave�requests�for�contractor�customer�service�
complaints�(dropped�call�credit,�prepaid�information,�etc.)�and�receive�notification�of�a�
resolution.�Contractor�must�provide�phone�grievance�resolution�with�a�denial,�balance�
refund,�or�balance�adjustment�within�2�hours�of�each�grievance�being�reported,�and�
an�average�of�less�than�10�minutes.”�

�
The�process�outlined�in�this�requirement�is�very�specific�and�provided�by�only�inmate�
telephone�vendor.�Therefore,�in�order�to�not�limit�competition,�would�the�County�
consider�altering�this�requirement?�

�
14A� The�County�is�looking�for�a�solution�that�eliminates�the�need�for�Corrections�Officer�and�

department�staff�to�report�and�follow�up�on�any�inmate�phone�issues.��You�are�
encouraged�to�submit�information�on�the�service�your�company�can�provide.���However,�
your�score�for�this�particular�area�will�reflect�your�ability�to�meet�this�requirement.�

�
15Q� Requirement�2.10.14�on�page�20�states�that�the�County�is�requiring�a�live�human�

review�of�all�detected�3Ͳway�calls.�To�our�knowledge,�only�one�company�in�our�
industry�can�meet�this�requirement.�Therefore,�in�order�to�not�limit�competition,�
would�the�County�consider�omitting�or�altering�this�requirement?�

�
If�the�County�will�not�omit�and/or�alter�this�requirement,�please�confirm�that�this�
service�will�be�provided�at�no�cost�to�the�County,�the�inmates,�or�the�called�parties,�



�
�

and�that�there�will�be�no�fines�or�penalties�charged�to�inmates�or�their�friends�and�
family�for�confirmed�threeͲway�calls.�

�
15A� You�are�encouraged�to�submit�information�on�the�service�your�company�can�provide.���

However,�your�score�for�this�particular�area�will�reflect�your�ability�to�meet�this�
requirement.�

�
The�county�does�not�expect�inmates�or�their�friends�and�family�to�be�charged�fines�or�
penalties�for�confirmed�threeͲway�calls�and�this�service�should�be�provided�at�no�direct�
cost�to�the�county,�the�inmates�or�the�called�parties.�

�
16Q� Requirement�2.10.16�states:�“System�must�have�the�ability�to�cycle�through�live�calls�

allowing�facility�employees�to�assess�calls�throughout�the�day�without�interacting�with�
the�system.�Please�explain�how�this�feature�works.”�Can�the�County�please�clarify�
what�is�meant�by�“cycle�through”?�Will�the�system�be�required�to�play�snippets�of�live�
calls�for�monitoring�by�facility�staff,�or�will�the�system�scan�through�all�calls�and�flag�
certain�ones�automatically�for�review�later?�

�
16A� The�county�is�looking�for�the�system�to�provide�the�following�functionality:�

1.� Automated�call�scanning�for�questionable�content�and�flagging�such�calls�for�later�
review.�

2.� The�ability�for�corrections�officers�to�see�all�phone�activity�as�it�is�occurring�and�be�
able�to�patch�into�and�listen�to�any�live�call�while�it�is�occurring.�

3.� Ability�to�flag�individuals�and�phone�numbers�and�receive�immediate�notification�if�
such�individuals�are�making�calls�and/or�such�phone�numbers�are�being�called.��For�
example�a�detective�may�request�corrections�officers�to�notify�them�if�an�inmate�
places�a�call�so�they�can�review�the�call�content�at�a�later�time.�

4.� Ability�to�alert�facility�staff�of�any�threeͲway�calls�and�allow�staff�to�fastͲforward�
through�recordings�to�where�3Ͳway�calls�begin�during�review.�

�
17Q� Requirement�2.17.1�states�that�the�Public�kiosk�“must�be�fully�integrated�with�ITS�and�

not�provided�by�subcontractor�or�third�party.”�Very�few�inmate�telephone�vendors�
also�manufacture�their�own�public�kiosk�as�it�is�a�separate�industry.�Therefore,�since�
this�will�limit�competition,�will�the�County�consider�removing�the�requirement�that�the�
kiosk�not�be�provided�by�a�subcontractor�or�third�party?�

�
17A� You�are�encouraged�to�submit�information�on�the�service�your�company�can�provide.�

However,�if�kiosks�are�to�be�provided�by�a�subcontractor�or�third�party,�this�will�be�
reflected�in�your�score�for�this�particular�area.�

�
18Q� Requirement�2.18.6�states:�“Contractor�must�provide�live�customer�service�

representatives�24�hours�a�day/7�days�a�week/365�days�a�year�to�resolve�inmate�and�
Friend�&�Family�issues�without�participation�of�correctional�staff.”�In�corrections,�
inmates�are�typically�not�allowed�access�to�a�live�operator�at�any�time�due�to�security�
concerns.�Please�confirm�that�the�requirement�for�“live�customer�service�
representatives”�applies�only�to�friends�and�family�members�calling�in�to�resolve�
complaints.�

�



�
�
18A� Friends�and�family,�not�inmates.�
�
19Q� Will�the�County�be�providing�the�enclosures�and/or�furnishings�for�the�visitation�

center,�or�will�the�ITS�vendor�be�responsible�for�providing�this?�If�the�latter,�please�
provide�information�regarding�the�exact�enclosures/furnishings�that�are�required.�

�
19A� The�County�is�not�providing�enclosures�and�does�not�believe�enclosures�are�essential.�

The�County�is�providing�stools�at�each�video�visitation�monitor�in�the�video�visitation�
room.�

�
20Q� By�what�exact�date�does�the�County�want�the�system�installed?�
�
20A� It�is�anticipated�that�a�contract�award�will�be�made�by�midͲOctober,�with�work�to�be�

completed�within�2�months�of�the�award�date.�
�
21Q� Please�provide�the�visitation�hours�for�the�new�facility.�
�
21A� 9:00�am�through�9:30�pm.�
�
22Q� Requirements�3.5.3�and�3.5.4�in�Exhibit�C�ask�that�vendors�furnish�all�of�the�data�

sheets,�specifications,�catalogs�or�literature�to�completely�describe�the�service�and�
equipment�to�be�furnished.�This�information�would�be�impossible�to�include�within�
the�County’s�40Ͳpage�limit.�Please�confirm�that�this�required�information�will�not�
count�towards�the�County’s�page�limit.�

�
22A� Data�Sheets,�specifications�and�catalogs�will�not�be�counted�in�the�40�page�limit.�
�
23Q� Is�Allegan�County�using�the�services�of�Real�Time�Detentions?�
�
23A� No�
�
24Q� Does�Allegan�County�realize�that�Real�Time�Detentions�has�a�business�relationship�

with�Telmate�inmate�phone�and�video�visitation�provider?�
�
24A� Yes�
�
25Q� Will�Allegan�County�require�dual�handset�video�visitation�devices�for�the�visitors�or�

single�handsets?�
�
25A� Single�Handsets�
�
26Q� Will�Allegan�County�require�7�video�devices�for�the�professional�visitation�rooms�or�6�

devices?�
�
26A� 6�devices�
�
27Q� Exhibit�C�Section�3.3�requires�the�bid/proposal�and�all�supporting�documents�to�not�

exceed�20�pages�double�sided�and�40�pages�singleͲsided�pages.��Considering�that�the�



�
�

RFP�is�itself�34�pages,�this�page�limit�severely�constricts�the�ability�of�vendors�to�
provide�the�information�necessary�for�the�County�to�make�a�meaningful�evaluation�of�
the�proposals.�A�typical�proposal�for�this�type�of�contract�would�normally�exceed�100�
pages.�In�order�to�ensure�Allegan�County�has�the�information�necessary�to�make�the�
best�possible�selection,�would�the�County�consider�removing�this�page�limit�or�
substantially�increasing�the�number�of�pages�allowed?�

�
27A� Data�Sheets,�specifications�and�catalogs�will�not�be�counted�in�the�40�page�limit.�
�
28Q� Section�2.8.6�states:�ITS�visitation�solution�must�be�able�to�operate�on�an�iPad�or�

Android�tablet�device.�Bidder�must�provide�a�list�of�all�compatible�tablet�devices.�Is�
the�county�suggesting�that�the�vendors�will�need�to�include�an�ITS�visitation�system�
along�with�the�video�visitation�system?��Typically,�ITS�visitation�solution�is�limited�to�
inmate�phones�utilized�for�onsite�visitation�only.�Would�the�tablet�devices�by�for�the�
use�of�County�personnel�as�opposed�to�an�application�that�would�be�used�by�the�
visitor?�

�
28A� The�County�is�looking�for�a�video�visitation�system�that�can�be�utilized�by�friends�and�

family�from�home�using�their�own�computers�and�iPads,�iPods,�etc.�to�visit�with�the�
inmates,�in�additional�to�the�video�visitation�available�in�the�front�lobby�of�the�jail.�

�
29Q� Section�2.13.14�states:�The�visitation�stations�shall�utilize�CAT5E�or�CAT6�cabling�for�

connection�to�the�visitation�network.�Local�120�or�240�VAC�50/60HZ�power�shall�be�
required�at�each�station�location.�Is�Allegan�County�providing�power�to�each�visitation�
station�location�or�will�the�providers�need�to�pay�for�electrical�wiring�to�the�station?”�

�
29A� Power�will�be�provided�to�each�visitation�station�by�the�county.�
�
30Q� Will�the�County�provide�all�vendors�with�a�copy�of�the�signͲin�sheet�from�the�

mandatory�preͲbid�meeting?���
�
30A� Mandatory�preͲbid�meeting�attendees�are�listed�at�the�top�of�this�Addendum.�
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ATTACHMENT�D�
ADDENDUM�#2�

POSTED�Friday,�August�30,�2013�@�12:00�P.M.�
�

PROPOSAL:� �� 10151�–�Inmate�Phone�&�Video�Visitation�System��

SUBMISSION�DATE:� August�30,�2013�@�3:00�PM��
�

�
PreͲbid�proposal�meeting�attendees:�
�

Michael�Stump� Securus�Technology�
Tim�Allading� Securus�Technology�
Brad�Coens� ICSolutions�
Scott�Conrath� Keefe�Group�
Jerome�Jacobs� Consolidated�Telecom/Turnkey�Corrections�
Andy�Barker� Telemate�

�
 
Q1:� ICSolutions�has�received�the�County’s�revised�Addendum�#1�and�appreciates�the�

information�you’ve�provided�in�response�to�our�questions.�However,�upon�close�review�of�
the�call�data�we�requested,�we’ve�realized�some�key�information�was�omitted�which�could�
have�a�significant�impact�on�our�bid,�so�we�request�clarification�of�your�Addendum.�

�
In�our�Questions�to�the�County,�we�requested�the�amount�of�revenue�that�was�generated�
for�each�call\revenue�type.�While�the�monthly�commission�statements�you�provided�clearly�
showed�this�information�for�Collect�and�Prepaid�calls,�the�revenue�information�was�blacked�
out�for�a�large�number�of�calls�in�the�“Other�Revenue”�section�of�each�statement.�For�
example�(from�January�2013):�

�
�
�



 
 

Based�on�the�number�of�calls�listed�in�the�commission�statements,�this�“Other�Revenue”�
accounts�for�at�least�25%�of�the�total�number�of�calls�connected�each�month,�and�therefore�
it�could�have�a�significant�financial�impact�on�our�offer�for�Allegan�County.���

�
Please�advise�when�we�can�receive�the�requested�information……….Either�Total�Revenue�for�
Instant�Pay–Pay�Now�and��InstantͲPay�Text2Connect�or�price�per�call�for�each�of�these�
revenue�types.�
�

A1:� Allegan�County�receives�a�flat�fee�for�these�two�types�of�calls:�
�

� Pay�Now�$14.99;�Allegan�County�receives�$1.60�flat�rate�commission�per�call��
� Text�2�Connect�$9.99;�Allegan�County�receives�.30¢�flat�rate�commission�per�call�

�
�
 



ATTACHMENT E 
 
 

Telmate LLC Proposal – 8/29/2013 



Thursday, August 29, 2013

Denise Stan – Project Management Specialist
Allegan County – County Services Building 
3283 122nd Ave
Allegan, MI 49010 

Dear Ms. Stan,

Thank you for the opportunity to propose the Telmate Inmate Telephone System solution for Allegan County.  

We feel our solution offers Allegan County the best value and quality of service with:

1. Tremendous Value at No Cost – Telmate is  offering Allegan County a  comprehensive communications 
and maintenance solution, including inmate telephone, video visitation, lobby and booking kiosks, and our 
powerful investigator tools, all at no cost.

2. Single Integrated System – Telmate is  offering a complete integrated network of video visitation 
kiosks, toll-free public information hotline, complete inmate phone system, and the most advanced 
Web-based administration system available. All of these systems were designed, engineered and built 
by Telmate ensuring maximum compatibility.

3. Low Calling Rates – Telmate is  offering significantly reduced calling rates. We are proposing reducing 
connection fees  by up to 35% and calling rates by up to 54%. We believe better rates will lead to 
increased calling activity and more revenue for the County.

4. More Phones  – We are offering to install up to 25% more telephones in all the facilities at no cost.  
More access means more volume, which increases morale, which in turn increases security.

5. Voicemail – Telmate is offering voicemail, a  service that enables families and other approved outside 
parties  (like attorneys) to leave a confidential voice message to an inmate. This service saves  hundreds 
of hours that corrections officers currently spend relaying messages to the inmates in their facility. 

6. Free Calls – Telmate will provide each inmate two (2) free 3-minute calls  upon booking so they can 
notify their family of their whereabouts  and condition. On the day of the changeover to our system, all 
inmates  get free calls  for 24 hours so that they can notify their families  of the new phone system and 
how to place and pay for calls.

7. Video Visitation Stations – We are offering to install our industry-leading video visitation solution, at 
no cost to the County, within six months of installing the inmate telephone system. Telmate’s Inmate 
Stations are fully integrated into the inmate phone system. 

655 Montgomery Street, Suite 1800, San Francisco, CA 94111
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8. Lobby Kiosks – Telmate is  offering to install lobby kiosks, saving labor for the County, at no cost. Our 
lobby kiosk solution makes  it easy for families  to deposit money into an inmate’s  phone account, 
thereby reducing staff time and increasing available funds. If desired, the kiosks can collect money for 
trust and commissary.

9. Booking Kiosk – Telmate is  offering an additional kiosk, at no cost, for booking new inmates. Our 
Telmate booking kiosk has  a host of features  that can simplify the intake process and helps  with 
staffing and accounting issues with regards to counting cash and depositing/reconciling.

10. Inmate Customer Service – Telmate is including a feature that allows  inmates  to dial 211# and file any 
comment they wish with Telmate. We’ll review the complaint, respond with a pre-recorded voicemail and 
issue refunds (when warranted), all on the same day. Let us handle inmate phone kites for you.

11. Public Information Hotline – Telmate is offering a  customized and automated phone number (IVR) for 
friends & family to receive general information (such as  directions  and hours) and inmate specific 
information (such as bail amount, court appearances, anticipated release date, and charge information).

12. Top Notch Service – Telmate is focused on service. We monitor all circuits  24 hours  a day and have 
developed our own trouble ticket and voicemail dispatch service to respond quickly to any outage. Our 
field technicians  will respond within two hours, and our US-based customer service representatives  are 
available 24/7.

13. Increase Revenue & Volume – Our increased calling options, generous  customer service for friends 
& family, inmate voicemail and Preview Plus  new customer signup program have been proven to 
significantly increase call deposits and call volume, which is good for everyone. If you have any 
questions  about how Telmate can increase revenue and save labor for the County, please contact 
Telmate’s VP of Business Development Darren Wallace at (208) 571-7455 or darren@telmate.com.

14. Nationally Recognized – We are nationally recognized company. Our customer references  include 
the Department of Homeland Security, ICE division. Through this  client, our inmate telephone 
solution services over 35,000 detainees each year, located in over 160 facilities, nationwide.

In conclusion, we appreciate this  opportunity to serve you. We are confident that when you evaluate all the 
aspects of our proposal, you will find that Telmate offers the best value option for Allegan County.  

Sincerely,

Kevin O’Neil, President, Telmate

655 Montgomery Street, Suite 1800, San Francisco, CA 94111
proposals@telmate.com :: (415) 562-5877 :: www.telmate.com :: www.gettingout.com
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Response to Stated RFP Requirements

In this section, we present our responses to requirements stated by Allegan County in the RFP.

REQUEST FOR PROPOSAL PACKET

Allegan County
3283 122nd Ave 
Allegan, MI 49010

Inmate Phone and Video Visitation System
BID PROPOSAL #10151
This packet contains the following materials required to submit a proposal to Allegan County:

Allegan County’s proposed contractual Agreement and
Allegan County’s Request for Proposal

Key Dates:

Request for Proposals  issued .......................................................................... Friday, July 19, 2013 Mandatory Pre-Bid 
Meeting ..................................................1:00 PM on Tuesday, August 6, 2013 Deadline for Questions  to be 
submitted....................................5:00 PM on  Friday, August 9, 2013 Deadline for County’s  response to 
q u e s t i o n s . . . . . . . . . . . . . . . . . . . . . . . . . . 5 : 0 0 P M o n F r i d a y , A u g u s t 1 6 , 2 0 1 3  D u e d a t e f o r 
proposals  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .3 :00 PM on  Fr iday, August 30, 2013 Bid 
Opening............................................................................4:00 PM on Friday, August 30, 2013

EXHIBIT B 

SCOPE OF SERVICES

INTRODUCTION 

1.1.   Allegan County is  distributing this  Request for Proposal (RFP) to obtain  proposals  from qualified vendors  to 
provide a hosted inmate telephone service (ITS)  and video visitation solution for the inmates  at Allegan County Jail, 640 
River Street, Allegan, Michigan, 49010. The intent of this  document is  to provide interested parties  with  enough 
information to prepare and submit a proposal for such  system and service. Allegan  County will use the results  of this 
process to award a contract for the system and service described herein. 

1.2.  ACRONYMS & DEFINITIONS 

1.2.1.  API – Application Programming Interface 

1.2.2.  DTMF – Dual-tone Multi-frequency 

1.2.3.  GUI – Graphical User Interface 

1.2.4.  ICE – Immigration and Customs Enforcement 

1.2.5.  ITS – Inmate Telephone Service 

1.2.6.  OCN – Originating Calling Number 

1.2.7.  PAN – Personal Allowed Number 

1.2.8.  PIN – Personal Identification Number 

SCOPE OF SERVICES 

Response To Stated RFP Require-

ments
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2.1.  Allegan County is seeking the Contractor to provide a fully functional and supported turn-key solution. 

2.1.1.  Contractor will be required to provide all hardware and software identified in the proposal. 

Read, agree, and will comply.

Telmate will install and maintain all required stations  and system components  at no cost to the County.  In addition all software 
upgrades  will  be  provided free of charge. All equipment and labor,  as  well  as our visitation management application, Telmate’s 
web-based Telmate Control, are included, also at no cost.

2.1.2.  Contractor will be required to perform all installation services of the proposed solution. 

Read, agree, and will comply.

Telmate will perform all  tasks  related to the installation of our services at Allegan County facilities. We have included, as  part of 
Attachment A,  a detailed implementation plan.

2.1.3.  Contractor will be required to perform support, repair and maintenance services of the proposed solution. This 
includes, but is not limited to hardware repair, software updates, end user support (inmate and public), and Allegan 
County administrative staff support. 

Read, agree, and will comply.

Telmate offers 24/7/365 Customer Service (for friends  and family) and Facility Support (for Allegan County staff)  from our Oregon-
based call center. If a  site visit is  necessary, we can dispatch a technician within  2 hours for repairs. Software updates are 
deployed remotely from our San Francisco office.

2.1.4.  Contractor will be required to perform replacement services of all hardware that has either failed during its life 
cycle or has reached an end of life or end of support cycle. 

Read, agree, and will comply.

Telmate’s  system features  state of the art diagnostics  and monitoring.  Because of this, we are usually alerted to potential hardware 
failures before an issue is noticed by County staff or inmates. If an on-site  visit is  necessary, we can dispatch a  local technician 
quickly, and we find that the best way to address defective equipment is to replace, rather than repair, the faulty hardware.

2.2.   The Inmate Telephone Service (ITS) solution will exist in  all inmate day room areas  of the correctional facilities 
physically independent from the video visitation solution. 

2.3.   The video visitation  solution will also exist in all inmate day room areas  of the correctional facilities  physically 
independent from the ITS. The solution will also be installed in a publicly accessible visitation  area near the front lobby 
of the correctional facility to replace the traditional two-way glass face to face visitation solution.

Read, agree, and will comply.

Telmate will work with County staff to determine the location and layout of Telmate Inmate Telephone and Video Visitation Systems. 

2.4.    All equipment provided is  new, in current production and considered to be state-of-the-art at the time of 
installation. 

Read, agree, and will comply.

Telmate installs only new, state-of-the-art hardware.

2.5.  All equipment installed must be secured correctional grade quality construction 

Telmate Inmate Communication System Proposal for Allegan County
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Read, agree, and will comply.

Telmate installs only corrections-grade hardware. Additional information on our hardware is included as Attachment A

2.6.  All materials and services related to this project for proper installation are at no charge to Allegan County. 

Read, agree, and will comply.

Telmate will assume responsibility for the installation,  maintenance, and repair of inmate telephone and video visitation systems at 
no cost to the County.

2.7.  Contractor must provide and utilize an un-interruptible power supply for all onsite equipment. 

Read, agree, and will comply.

We plug each piece of equipment into an Uninterruptible Power Supply (UPS), ensuring they will  continue  to operate  in the event of 
a power outage.

2.8.  Inmate Telephone System (ITS) – Hardware and Software 
2.8.1.  Current call information

# of calls made 18,354

# of minutes 241,937

Current jail inmate phones 28

Average Daily Population  for June 2012 
through December 2012

163

Average Daily Population  for January 2013 
through May 2013

176

Rated capacity 173

2.8.2.  Dedicated locations  have already been identified and have had power and CAT5e data run  to them. Contractor 
must provide the number of ITS’s as follows: 

 2.8.2.1. 
(3) Pod A for the 32 beds

 2.8.2.2. 
(2) Pod B for the 14 beds

 2.8.2.3. 
(2) Pod C for the 14 beds

 2.8.2.4. 
(3) Pod D for the 14 beds

 2.8.2.5. 
(3) Pod E for the 32 beds

 2.8.2.6. 
(4) Pod F for the 48 beds

 2.8.2.7. 
(4) Pod G for the 24 beds

 2.8.2.8. 
(3) Pod H for the 48 beds

 2.8.2.9. 
(3) Dorm 1 for 32 beds

 2.8.2.10. 
(2) Dorm 2 for 14 beds

 2.8.2.11. 
(3) Dorm 3 for 16 beds

 2.8.2.12. 
(2) Pre-classification area

 2.8.2.13 
(1) DECT or 5.8 GHz wireless portable phone in booking


Read, agree, and will comply.

Telmate will install Inmate Telephone System according to specifications of the County. 
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2.8.3.  All recording and monitoring equipment must be incorporated into the offsite Inmate Telephone Service (ITS). 
An onsite and/or non-integrated call processing, recording and monitoring system will not be accepted.

Read, agree, and will comply.

Telmate’s  recording and monitoring capabilities  are built into our telephone system, and are accessible  by County staff using our 
Web-based Telmate Control, which requires no software other than a Web browser and an internet connection.

2.8.4.   ITS  must be a web-based solution available from existing facility staff computers  without requiring any other 
types  of software other than a web browser to run the application and without the need for VPN (virtual private 
network), token based authentication, or remote desktop (RDP) connectivity. All features  and functionality, call 
recording and monitoring,  data and reporting must be accessible from web browser applications  including Internet 
Explorer 8.0 or higher. For security reasons, a software solution running outside the Web browser is not permitted.

Read, agree, and will comply.

Telmate offers  a  powerful suite of investigator tools, which require  no software other than a Web browser and internet connection. 
The Web-based Telmate Control is accessed via a login that we provide, and no other authentication or VPN is necessary.

2.8.5.  ITS administration solution must be fully functional from a computer running Microsoft Windows XP/Vista/7/8. 

Read, agree, and will comply.

As the  Telmate solution is 100%  Web-based, no special equipment is  required to use  any feature. All that is  needed is  a secure 
login (provided by us), a Web browser, and Internet access. Our system is  compatible with PCs running Windows XP,  Vista, 
Windows 7, and Windows 8.

2.8.6.  ITS visitation solution must be able to operate on  an iPad or Android tablet device. Bidder must provide a list of 
all compatible tablet devices. 

Read, agree, and will comply.

In addition to allowing standard Microsoft-based desktop and laptops  to be used for remote visitation, the Telmate system also 
uniquely supports all  Apple  computers  and the Apple iPad. An Android app is coming soon,  and an iOS app is  in development as 
well.

2.8.7.   In  addition  to primary offsite call processing,  recording and data center, contractor must have, geographically 
separate, redundant offsite centers providing complete redundancy of calling capacity, data and call recordings. 

Read, agree, and will comply.

Telmate has  selected each data center location to ensure that it  has  the highest quality connection to the Internet fiber backbone, 
and a wide array of available outside  power feeds and internal power generation capabilities. This means that  each Telmate facility 
is  hardened against all  but the most extreme catastrophes,  and even if that were to happen,  Telmate can switch seamlessly to an 
alternate location over 1,000 miles away.

2.8.8.  Contractor must have 99.9% uptime of central call processing, and if required by the County, be able to provide 
reports showing this measure for the past 12 months for all correctional facilities under contract with contractor. 

Read, agree, and will comply.

Telmate provides the highest uptime in the industry; our 99.993% uptime calculates to less than 30 minutes of downtime per year. 

2.8.9.  Call recordings and data must be accessible online for immediate review for 36 months 
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Read, agree, and will comply.

Sometimes the wheels of justice turn slowly. From the time an inmate makes a call  that contains actionable information,  it may be 
months or years  before you are ready to act.  Telmate  understands this, and was the first to offer call recordings  not for 30, 60,  or 
90 days,  but for the life of the contract.  If you need an extension beyond the  agreement duration,  we are happy to 
accommodate these requests. What’s  more, you can rest easier knowing whether it’s  one month, one year,  or five years until you 
need your call,  it will be there, and easy to access: our download capabilities  are easy to use, and Telmate has never lost a 
recording.

2.8.10.  Contractor shall ensure the system performs  without excessive delays  due to a restriction  of bandwidth  in any 
part of the ITS  system including any facility equipment or systems  required for access.  The Contractor shall ensure 
each portion  of the proposed ITS  system is  acceptable to provide a reliable connection  without unreasonable delays, 
including, but not limited to, any connection through facility equipment, networks or cabling and internet access. 

Read, agree, and will comply. 

Telmate’s system operates over a data line that we install and pay for. The County’s network will not be impacted.

2.8.11.  ITS must allow for real-time monitoring of calls via web browser. 

Read, agree, and will comply.

Telmate’s system automatically records all phone calls (with the exception of protected attorney calls)  and stores  these 
recordings for the life of the contract. Investigators can monitor calls in real time from any web-connected electronic 
device.

2.8.12. The Personal Identification Number (PIN)  distribution system needs  to be automatically generated based on a 
PIN numbering format determined by Allegan County and the Contractor. 

2.8.13.  PINs will be printed on forms/cards provided or paid for by the Contractor. 

Read, agree, and will comply.

Telmate can be configured to automatically assign a random (and unique) PIN number, or the County may use existing JMS 
numbers. The inmate’s unique PIN is  created and sent to a dedicated printer for placement on a  non-weaponizable card that 
contains  the inmate’s name, PIN number and information explaining how to enroll in the Telmate biometric solution and how to use 
the new ITS. Telmate can customize the cards to meet any needs that your facility may have.

2.8.14.  Contractor must provide an  automated PAN enrollment process  that includes  some sort of fully automated 
positive identification verification 

Read, agree, and will comply.

Telmate has a comprehensive automated PAN offering, with no limits  on the number of 10-digit assignments. No staff 
involvement is necessary.

2.8.15.  The system must provide for both  automatic and manual on and off. If there is  an  additional cost for either or 
both of these at any Allegan County facility, please provide. 

Read, agree, and will comply.

With Telmate, any phone, visitation phone, or group of phones in the system can be  easily turned off using any one of the following 
methods:

Telmate Inmate Communication System Proposal for Allegan County
 5



• Phones can be scheduled to automatically turn off and on via Telmate web-based software with wide ranging rules that can 
be set and modified by facility staff.

• Phones can be easily turned off and on via Telmate web-based software. Turning off (or back on) any phone requires just a 
few clicks from the Telmate home screen.

• Manual shutoff switches can be installed by Telmate during installation (at no cost). These manual switches can quickly cut 
off access to phones in an emergency.

2.9. Inmate Telephone System (ITS) – Inmate Functionality
2.9.1.  PIN: the system must have the capability to be a PIN based system. The PIN system must allow selected areas 
to operate with or without PINs. Inmate must be able to be restricted to specific phone stations based on their PIN. 

Read, agree, and will comply.

With Telmate,  the County may select to use any unique number from the JMS as a PIN number,  or Telmate can be configured to 
automatically assign a randomly (and unique)  PIN number.  There is no minimum or maximum length requirement for PIN numbers, 
so long as they are unique. Telmate recommends PIN numbers that are six digits or more and non-sequential.

Automatic assignments in our system  place the inmates into groups  based on JMS location. Telmate will work with facility 
preferences regarding whether or not to lock calling within a specified group.

A PIN can be turned off by simply clicking the link labeled “Active” next to the inmate’s  PIN.  The same field also turns  the PIN back 
on. Alternately, a PIN can be turned off for a specific amount of time using “Suspend PIN until” and then selecting both a date and 
time of day.

2.9.2.  System must provide real-time voice biometrics to establish the identity of each inmate making each call. 

Read, agree, and will comply.

Telmate’s  Voice Authentication Biometric Technology captures  specific  physical characteristics of the human voice and uses those 
characteristics to identify callers. 

Our voice biometric  system uses  a real-time pre-recoded voiceprint comparison to verify that the caller matches the owner of the 
PIN being used. Telmate’s Voice Authentication Biometric Technology captures specific  physical characteristics of the human 
voice, and uses these characteristics  to identify callers. This allows us to verify the identity of the  person prior to a phone  call being 
placed,  which eliminates the ability of an inmate to place  a call using a stolen PIN. All adult inmates  are required to enroll their 
voiceprint the first time they use the phone system.

In addition, Telmate can provide continuous voice biometrics if desired by the County.

2.9.3.  Contractor must provide an integrated solution for inmates  to contact crime tip  hotline and PREA (Prison Rape 
Elimination  Act)  hotline. Correctional staff must have the capability to monitor and playback recorded calls  related to 
crime tips  and PREA. Contractor must provide a real-time notification to select County cell phones  whenever an 
inmate calls the crime tip hotline or PREA.

Read, agree, and will comply.

Telmate complies fully with this  requirement by offering PREA and Crime Tip hotlines. Correctional staff can monitor and play back 
these calls, and all activity is audited. Investigators can be notified whenever the PREA or Crime Tip lines are used.

2.9.4.  Contractor must provide alternatives  when collect calling is  unavailable and provide inmates  with a real-time 
ability to contact any domestic phone number they dial even if number cannot be called collect or if the inmate does 
not have a prepaid account setup for calling a specific phone number. 

Read, agree, and will comply.
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Our Preview Plus Program  dramatically increases revenues for the facility (by capturing otherwise lost revenue)  and reduces the 
cost of calling (up to 50%  savings over traditional collect), while  providing inmates  with the opportunity to connect with friends  & 
family that they could otherwise not reach.

With Preview Plus, calls can be made to virtually any number in the  world (as  permitted by each facility), even if those numbers 
don’t accept traditional collect billing. Inmates without any funds  can call anywhere, including mobile  phones, VOIP numbers, 
Skype, Google Voice, and international numbers. With Telmate,  each time an inmate calls a new number, the inmate is given a  free 
call (lasting from  one to two minutes) allowing them to ask  the called party to pay for the call. When the free call is  up, the called 
party is then given the opportunity to provide a live operator with credit card information to continue the call.

2.9.5.  Contractor must allow International prepaid calling to landlines and cell phones. 

Read, agree, and will comply.

Telmate’s  system  supports  this capability.  Any country in the world that  can be called from  a US phone line  may be called from  a 
Telmate inmate phone, either on a prepaid basis or with our Preview Plus program.

2.9.6.  Contractor must allow free Pro Bono calls  for Immigration Detainees. Contractor may not receive compensation 
for providing Pro Bono calls. 

Read, agree, and will comply.

Telmate is the national provider of pro bono calls  for ICE inmates, and we additionally recommend an option to seamlessly call this 
Telmate service.

2.9.7.  Bilingual recorded voice (English/Spanish) must be used to instruct and assist the inmate and called party while 
placing a call. 

Read, agree, and will comply.

Inmates  select a language as  soon as they pick up any inmate phone handset (each language name is recorded professionally in 
it’s own language). Custom call placards are created for every facility, and by default these placards are in English and Spanish. 

Telmate will also provide copies of phone system rules, instructional PIN cards, and signage in alternate languages.

2.9.8.  Facility and friends  and family must be able to reach a live bi-lingual (English/Spanish) operator. An automated 
customer service solution is not a satisfactory solution. 

Read, agree, and will comply.

For Spanish speaking friends & family, our customer service representatives are bilingual, and available on a 24/7/365 basis from 
our Oregon call center.

2.9.9.  The system must provide the capability for free calls  by the inmates  that must be allowed by law (i.e. calls  to 
public defender). 

Read, agree, and will comply.

At the time of installation, Telmate will  meet with the county to review exactly which speed dial  numbers are desired. Any number 
can be supported and it is no problem to include all of the desired numbers listed above.

Additionally,  Telmate has  a  feature that allows facility staff to create a 3-digit speed dial  numbers for any frequently called number, 
right  from the web interface.  These numbers are treated identically to other numbers and may be set to record, or not record, on a 
facility-wide basis, or a per-inmate basis.
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2.9.10.  Contractor must be able to provide an  automated method for inmates  to purchase prepaid minutes  via the 
phone system using a real-time trust fund transfer. Contractor must also provide prepaid balance and deposit 
notification to inmates without Allegan County staff involvement. 

Read, agree, and will comply.

This  functionality is  available  to inmates through our 411 interface.  Inmates  are able to access their balance, and transfer funds to 
and from their trust fund account via  the  phone system. Because the  system  requires  both a PIN and voice biometrics, the system 
is  secure. Complete accounting of all  transfers to and from trust fund accounts is  available through Telmate’s  Web-based software, 
and is accurate up to the last completed transaction.

2.9.11.  Contractor must provide an  automated voicemail solution for inmates  to leave requests  for facility personnel 
(eg. file grievances) and for facility to leave messages  for inmates. Correctional staff must have the ability to monitor 
and playback recorded voicemail. Voicemail recording and data must be retained for same time period as  call data and 
recordings. 

Read, agree, and will comply.

The Telmate  Voicemail System provides  facility personnel with a convenient method of getting their own messages  to an inmate 
(voicemails from staff are free of charge) and verifying that the message was played to the intended recipient.

Inmate voicemail may also be  used as an announcement  system  for dispersing messages from the facility to all inmates  or a single 
inmate.  Voicemails from facility staff are free. Inmates  may also leave voicemails for customer service, and receive  a prompt 
response addressing their concerns. With Telmate’s  voicemail system,  all  messages  are recorded and stored for the life of the 
contract, and can be retrieved at any time by County staff using our Web-based Telmate Control, which treats the voicemails as 
any other call recording.

2.9.12.  Contractor must offer a prepaid inmate calling solution that does  not require correctional staff or commissary 
provider to tangibly handle calling cards. Solution must be capable of providing inmates  fully- automated prepaid 
purchase via real-time. 

Read, agree, and will comply.

The Inmate Prepaid Account eliminates the need for calling cards and traditional collect call procedures, while saving your facility 
time and money. The inmate simply transfers funds from their trust accounts  into their calling account right from  any inmate phone, 
inmate kiosk,  or commissary. Their friends & families are  also able to deposit  funds into an inmate’s calling account with a 
widevariety of deposit options.

Facility staff can view and fully audit  all prepaid deposits through Telmate’s  Web-based administration system. Inmate prepaid 
offers the following advantages: 

2.9.13.   ITS  provides  the inmates  with the ability to obtain  voicemail from Friends  and Family and from facility staff. 
Inmate voicemail system must be integrated solution using all inmate call rules  established for inmate phones. 
Correctional staff must have the ability to monitor and replay recorded voicemail.  Using caller id to verify caller system 
must automatically route voicemail to applicable inmate. Only phone numbers  listed on  an inmate’s  allowed call list 
shall be allowed to leave voicemails. 

Read, agree, and will comply.

Your staff has enough work to do managing your facility; they don’t have time to write down and hand-deliver messages  to 
inmates.  Telmate solved this problem with our industry-first inmate voicemail system.  It’s  easy for friends and family to leave 
messages for inmates,  without distracting facility staff from other tasks.  Inmate voicemail is  just one more way Telmate is 
simplifying inmate communications. Just like  with call recordings,  every voicemail is  recorded and routed through our system. 
County staff can easily access voicemail recordings by logging in to the Web-based Telmate Control application.
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County staff can restrict an inmate’s ability to receive voicemail messages using our Web-based Telmate Control.

2.9.14.   Contractor must provide an  automated voicemail solution  for inmates  to leave requests  for contractor 
customer service complaints  (dropped call credit, prepaid information, etc.) and receive notification  of a resolution. 
Contractor must provide phone grievance resolution  with a denial, balance refund, or balance adjustment within 2 
hours of each grievance being reported, and an average of less than 10 minutes. 

Read, agree, and will comply.

Telmate allows  inmates to leave a  customer service  request by dialing 211# from any inmate phone.  Our customer service team 
will review the inmate’s request and respond quickly 

2.9.15. Contractor must provide an  automated prepaid solution that allows  inmates  to obtain prepaid minutes  using 
their trust balance 24/7/365.

Read, agree, and will comply.

The Inmate Prepaid Account eliminates the need for calling cards and traditional collect call procedures, while saving your facility 
time and money. The inmate simply transfers funds from their trust accounts  into their calling account right from  any inmate phone, 
inmate kiosk,  or commissary. Their friends  & families are also able to deposit funds into an inmate’s calling account with a wide 
variety of deposit options. This feature requires commissary and banking integration, which Telmate can provide.

Facility staff can view and fully audit  all prepaid deposits through Telmate’s  Web-based administration system. Inmate prepaid 
offers the following advantages: 

2.10. Inmate Telephone System (ITS) – Administrative Functionality and Security
2.10.1.  All features  of the ITS must be assignable based on  user level. Access  to any feature or group of features  must 
be accessible or restricted, based on a user’s profile. 

Read, agree, and will comply.

Telmate allows for easy setup of user access  codes and passwords. The site administrator can assign security levels  to each user. 
Security levels allow for users to be denied access, granted read-only access  or granted read and write access to any part  of the 
application.  Each user is given a login name and assigned a password,  users are able to access  all parts of the application for 
which they have been granted access without the need to use multiple log-ins.  Many users can be simultaneously logged in on 
different computers, each having their unique security levels, with no possibility of unauthorized access.

2.10.2.  ITS must provide an audit trail of staff user activity. Provide a sample report showing all possible audit fields. 

Read, agree, and will comply.

An audit log is made of each user’s activities in the Telmate Web-based system. 

2.10.3.  ITS  must be accessible on  the Internet by individual user accounts  and should have the ability to be restricted 
to specific Internet Protocol (IP) addresses and specific Internet Protocol (IP) address ranges. 

Read, agree, and will comply.

With Telmate, it is  easy to lock down access  to a single or range of IP addresses. This features allows some users  to be restricted 
to using Telmate in their workplace. This feature may be applied to an individual, or group of users.

2.10.4.  Access to individual features of the ITS must be controllable on a user and group level. 

Read, agree, and will comply.
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With Telmate’s  Web-based Telmate Control, it is  easy for County staff to restrict access to features  based on a user’s  profile. 
Please see our response to section 2.10.1. for more information on Web-based access settings.

2.10.5.  Call recording audio files must be transferable from the ITS to outside investigators via email. 

Read, agree, and will comply.

With Telmate you have the option to avoid the tedious chain of evidence process  of downloading files, burning them to CD, and 
sending the CD to outside investigators. All phone calls recorded through Telmate,  regardless  of age, are instantly retrievable  via 
any Web browser. County staff with proper access can log in to the Web-based Telmate Control,  select any audio and data  files, 
and email a one-time download link to outside investigators or attorneys directly from the Telmate system. 

2.10.6.  The proposed system must prohibit chain  dialing and secondary dial tones. The inmate must be required to 
hang up before dialing a new number. 

Read, agree, and will comply.

Because our system is VoIP (voice over internet protocol), any dial tone an inmate hears is synthetic and the phone does not oper-
ate like a traditional payphone/landline. This makes it impossible for fraudulent activities to occur. 

2.10.7.  The proposed system must identify the difference between  an accepted call,  an  answering machine, busy 
signal or other telephone activity. The system will disallow connection  with an  answering machine, busy signal or other 
telephone activity. 

Read, agree, and will comply.

Telmate has  the capability of answer detection, and can detect busy signals, answering machines, and other irregularities.  The 
system will disallow these connections.

2.10.8.  System must not allow inmate to listen to the status  of the call in progress  for the acceptance and or denial by 
called party and must not allow inmate to communicate with the called party until the call has been accepted. 

Read, agree, and will comply.

The inmate is  placed on hold and the audio is  muted until the  call has been accepted.  Called parties must then press 1 to accept 
the call or 2 to reject the call. 

This  feature may be disabled for specific attorney numbers  so inmates may leave  voicemails for public defenders who may not  be 
available to take the call, and may not have a partner or receptionist to accept it.

2.10.9.  The proposed system must have the ability to document source of blocked calls  (i.e. is  the call blocked by the 
contractor’s system or is it blocked by the called party). 

Read, agree, and will comply.

Telmate’s system supports this capability.

2.10.10.  Contractor must be able to show the OCN (originating calling number), phone provider: (example AT&T) and 
rate center (billing location) for every phone number dialed by inmates through the administrative interface. 

Read, agree, and will comply.

Clicking on any called number in Telmate will result in a Destination Number Detail screen which displays  a  variety of information, 
including OCN.

2.10.11.  ITS must allow for live remote call monitoring via a mobile phone and mobile device. 
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Read, agree, and will comply.

Telmate’s  Web-based Telmate Control  is  accessible  from any electronic device with a Web browser and internet connection, 
including smartphones and tablets.

2.10.12.  System must provide an  option for automatic daily turn on and shut off at designated times  and manual 
system shut off capabilities. 

Read, agree, and will comply.

With Telmate, any phone, visitation phone, or group of phones in the  system  can have on/off times  scheduled or  be  easily turned 
off using our Web-based application, or by using physical on-off switches that we will install at no cost.

2.10.13.  System must have telephone number blocking capabilities,  and allow pre-approved numbers  to be assigned 
to specific inmates. 

Read, agree, and will comply.

We make blocking destination numbers  quick  and easy. Our highly flexible  rules  let you block  an individual destination number or a 
group of numbers (wildcards). For example, you can choose to block all 877 numbers. A phone number can be blocked for a 
specific inmate or for all inmates in a facility.  A complete audit trail  is  maintained for blocked and unblocked numbers. Pre-
approved numbers can be assigned to inmates as well.

2.10.14.  System must detect 3-way calls. A live operator must examine all suspected three-way calls  within one hour 
of detection to determine whether a false positive took place. Contractor must have process  in  place for detecting 
silence, ringing and DTMF tones, along with live operator review of all detected calls. Timely human review of all 3-way 
calls  is  a prerequisite and Contractor must certify their security methods  and review processes  yield a less  than 1% 
rate of confirmed 3-way calls are actually false positives.

Read, agree, and will comply.

Telmate has  the most comprehensive, and only 100%  accurate,  3-way call detection system in the industry. Every suspected 
three-way call is reviewed by a live, trained Telmate operator.  This  ensures total accuracy and presents  false positives, which can 
frustrate callers and depress call volume.

2.10.15.   System must have double speed-review of recorded calls. 

Read, agree, and will comply.

We have made it possible, with our enhanced audio player, to double the speed of call playback for faster call review.

2.10.16.  System must have the ability to cycle through live calls  allowing facility employees  to assess  calls  throughout 
the day without interacting with the system. Please explain how this feature works.

Read, agree, and will comply.

County staff can listen to calls  in  progress and retrieve historic calls at any time via the  Web-based Telmate Control application. 
Telmate’s  all-digital call platform  means  that call  monitoring is  completely silent and there is no indication to inmates  or called 
parties that a call is being monitored. 

2.10.17.  Contractor should provide an  automated voicemail solution for Allegan County staff to leave messages  for 
individual inmates, groups  of inmates,  and entire facility. Staff must be able to determine from ITS  system which 
messages have been listened to on a per-inmate and per message basis.

Read, agree, and will comply.
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Telmate’s  inmate voicemail satisfies  this  requirement, allowing County staff to leave messages  for one or more inmates.  All 
voicemail messages  on Telmate’s  system are  recorded and stored for the life of the contract, and can be retrieved or played back 
by County staff using our Web-based Telmate Control. The Telmate Control will display voicemails and indicate whether they have 
been heard by the inmate.

2.10.18.   Correctional staff must have the ability to monitor and playback recorded voicemail,  including voicemail from 
friend’s  and family, grievance resolutions, and Allegan  County voicemails  left for inmates. Voicemail recording and data 
must be retained for same time period as call data and recordings.

Read, agree, and will comply.

All voicemail messages  on Telmate’s  system are recorded and stored for the life of the  contract, and can be retrieved or played 
back by County staff using our Web-based Telmate Control.

2.10.19. The proposed system must automatically block inmates  from calling from groups  of phones  that they should 
not have physical access to. 

Read, agree, and will comply.

Telmate’s  Telmate Control enables  County staff to restrict inmate access to telephones based on any number of factors, including 
physical location. 

2.10.20. System must have the ability to deactivate and reactivate an inmate’s  individually assigned PIN without 
affecting the other inmates. 

Read, agree, and will comply.

A PIN can be suspended or reactivated with the click of a mouse using our Telmate Control web application.

2.10.21.   The ITS must have alarms  and alerts  that can  be set on a per inmate, per destination number, per station, or 
combination  and alert investigators  via text messages  or emails  of calls  from specific inmates, to specific destination 
numbers, or between a specific inmate and specific destination number.

Read, agree, and will comply.

With Telmate’s  comprehensive alarm feature, alarms/alerts can be set up so specific inmates  or destination numbers  calls  can be 
immediately patched in to investigators  via their PIN and they can monitor a  live call via their cell phone. They can even terminate 
the call  via their cell phone.  The connection is  completely silent and will not  be  detected by callers. Alarms  and alerts may also be 
simply flagged within the software, and may be set to trigger an email.

2.10.22.  System must be able to remotely survey inmate calls  for specific content and be able to transfer specific calls 
in progress to investigators.

Read, agree, and will comply.

Telmate’s  Alerts  and Alarms enable investigators  to remotely monitor calls in progress and transfer calls  in progress to 
investigators. 

2.10.23.  The ITS  must have the ability to allow for certain numbers  to be exempt from being recorded in cases  where 
inmates are speaking with their attorney under all rights protected by client-attorney privilege. 

Read, agree, and will comply.

By default Telmate records  all phone calls,  but exceptions can easily be made for privileged calls,  such as  calls to an attorney. 
There are no restrictions to the number of these phone numbers that can be added to the system.
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2.11. Inmate Telephone System (ITS) -- Reporting
2.11.1.   The proposed system must provide call detail reports  for all calling activity that will include the following for 
any specified timeframe. 

2.11.1.1.  Report displaying inmate telephone number, date, time, PIN # (if applicable), number called, duration of call, 
and cost of each call.

Read, agree, and will comply.

Telmate Reports  enables  the County to run searches and reports  across  a large number of criteria  on a 24/7/365 basis,  from any 
web-connected computer. Reports are updated in real time and are accurate up to the last completed call.

2.11.1.2. Report showing “frequently called numbers” for all numbers called more than 5 times in a day.

Read, agree, and will comply.

Telmate offers  a Multiple Inmate  Destinations Report,  showing numbers  that were called by multiple inmates, and the inmates  who 
called them.

2.11.1.3. Report showing “common numbers called” for all numbers called by more than one inmate.

Read, agree, and will comply.

Telmate offers  a summary report labeled Shared Numbers  (by more than  1 inmate).  This report can cover any timespan and is 
accurate up to the last completed call.

2.11.1.4.  Report allowing the real-time check on commissary balances  and orders  when used with  the Contractors 
interface and system.

Read, agree, and will comply.

Telmate’s system supports this capability.

2.11.2.  The proposed system must provide a customizable report framework that will allow Allegan  County staff to 
select custom timeframes, select data fields and filter by inmate, pod, facility, station, or destination number. 

Read, agree, and will comply.

Telmate’s  Telmate Reports feature provides this  exact functionality. All reports are available 24/7/365 from any web-connected 
computer.

2.11.3.  Commission report must be integrated within the ITS  and available real- time and accessible by Allegan 
County administrator. All call pricing and commissions must be calculated real-time. 

Read, agree, and will comply.

Commission reports  are fully integrated into the ITS and can be retrieved at any time from any web-connected computer. 
Commission reports can be generated in any format desired by the County.

2.11.4.  The Contractor must provide a live revenue and call volume dashboard. 

Read, agree, and will comply.

Telmate offers  several convenient dashboard screens, including one that specifically displays the current day’s revenue (or 
historical). 
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2.11.5.   The Contractor must provide a mechanism for Allegan County staff to run a commission  report without 
contractor assistance, at any time, that is  accurate up to and including the last completed call. This  report must be 
capable of listing each  completed call and specify the exact amount of commission that will be paid for each 
completed call. 

Read, agree, and will comply.

Telmate’s  Telmate Reports feature enable investigators to run reports at any time without  assistance. These reports  are  accessible 
from any web-connected computer and are accurate up to the last completed call.

2.11.6.  Contractor must proactively provide a printed or emailed monthly commission report each month. 

Read, agree, and will comply.

Each and every month Telmate will proactively provide complete reporting to meet facility specifications.

2.11.7.  The proposed system must be fully auditable (functionally and financially) 24/7 without Contractor assistance. 

Read, agree, and will comply.

With Telmate all revenue and call data is available online at  any time and fully auditable. In addition, Telmate automatically records 
the username, date,  time and playback history of every user action in the Telmate Web-based Telmate Control. The auditable 
activity log is available within the application to authorized users and includes a comprehensive action history of the entire system.

2.12. Inmate Telephone System (ITS) – Costs, Fees, and Billing
2.12.1.  Contractor must not charge for unanswered or non-accepted calls. 

Read, agree, and will comply.

With Telmate, billing begins only after positive call acceptance.

2.12.2.  Allegan  County is  interested in allowing all inmates  to make one (1) free one (1) minute call to a destination 
number on their Personal Allowed Number (PAN) list each month, ensuring that poor and indigent inmates  have the 
opportunity to reach family members at least once per month. 

Read, agree, and will comply.

Telmate will provide inmates with one (1) free one (1) minute call per month to a verified PAN destination number.

2.12.3.  Contractor must provide and support a solution  to distribute prepaid debit cards  to inmates  that are released 
from the facility with a positive account balance. 

Read, agree, and will comply.

When an inmate is released, facilities may transfer remaining inmate funds directly onto a debit MasterCard® via  the Web-based 
Telmate Control. This  eliminates the need to issue paper checks  to inmates, allowing them to use the funds immediately, and saves 
time for staff members to perform other duties.

2.12.4.  Fees  and commissions  to Allegan County must be paid based on all gross  billed revenues  (completed calls) 
regardless  of collectable status. “Gross” revenue must not exclude any reductions  for factoring charges  for fraudulent 
and un-collectibles. 

Read, agree, and will comply.

Telmate will pay monthly commission to the  County based on total gross  revenues. Please see our Cost Proposal for a breakdown 
of commissions per call type.

Telmate Inmate Communication System Proposal for Allegan County
 14



2.12.5.  Commissions  must be paid monthly and must be accompanied by a commission  report which  must include 
the following information 
2.12.5.1. Date of report and time period covered.

2.12.5.2.  Report must include number of calls, minutes, gross  revenue and commissions  broken  down  by call area: 
local, intralata, interlata, interstate, international by inmate telephone.

Read, agree, and will comply.

Telmate will  pay commissions monthly. Additionally, each and every month, Telmate will proactively provide complete reporting to 
meet facility specifications. Additionally, all reports can be accessed by the County 24/7/365 from any web-connected computer.

2.12.6.  All components  required to render the services  complete, installed, and operational must be provided by 
contractor at no cost to Allegan County. Allegan County will pay no freight, delivery, installation, setup, or service fees. 

Read, agree, and will comply.

Telmate will assume responsibility for the installation,  maintenance, and repair of inmate telephone and video visitation systems at 
no cost to the County.

2.13. Video Visitation System – Hardware and Software

2.13.1.  The Video Visitation  System will primarily be used between  each  day room and a central public accessible 
lobby visitation room. 

2.13.2.  Dedicated locations  have already been identified and have had power and CAT5e data run  to them. Contractor 
must provide the number of video visitation units as follows: 

2.13.2.1.   (13) visitation stations in the central lobby visitation room 
2.13.2.2.   (3) Pod A for the 32 beds
2.13.2.3.   (2) Pod B for the 14 beds
2.13.2.4.   (2) Pod C for the 14 beds

2.13.2.5.   (3) Pod D for the 32 beds
2.13.2.6.   (3) Pod E for the 32 beds
2.13.2.7.   (4) Pod F for the 48 beds
2.13.2.8.   (3) Pod G for the 24 beds
2.13.2.9.   (4) Pod H for the 48 beds
2.13.2.10.   (3) Dorm 1 for 32 beds
2.13.2.11.   (2) Dorm 2 for 14 beds
2.13.2.12.   (2) Dorm 3 for 16 beds
2.13.2.13   (7) Units, one for each of the seven professional visitation rooms.
2.13.2.14.   (1) Unit in the courtroom of the correctional facility.

Read, agree, and will comply.

Telmate will provide visitation stations at the locations specified by the County.

2.13.3. The video visitation system shall be a complete Transmission  Control Protocol/Internet Protocol (TCP/IP)-based 
system. All video and audio streams  between the stations  and management equipment shall be transmitted over the 
dedicated, TCP/IP / Ethernet Video Visitation  Network. Systems  that utilize analog audio/video matrix switching 
systems are not acceptable.

Read, agree, and will comply.

Telmate’s video visitation solution is TCP/IP based. No analog matrix switching systems are used.
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2.13.4.  The system shall be capable of connecting inmate stations  with remote users  using standard widely available 
home computer equipment over the Internet. 

Read, agree, and will comply.

Telmate’s  remote video visitation allows  inmates  to visit with friends  and family,  and works  with most  standard computers, 
operating systems, and webcams. No other special software or hardware is necessary.

2.13.5.   The system shall include a visitation  scheduling, automation and policy management solution  that is 
technology and hardware agnostic for both  facility staff and the public. The system shall also provide for visitation 
monitoring, interrupt and visitation recording via Web browser, compatible with Microsoft Windows 

2.13.6.   The video visitation  scheduling & policy management solution  must be browser-based and allow the 
Correctional Facility to administer visitation sessions and their visitation operations based on their policies 

Read, agree, and will comply.

With our easy-to-use web-based visitor scheduling portal, your lobby staff no longer need to manually schedule visits, freeing up 
time for more pressing tasks.  Our scheduling system enforces  existing visitation rules  &  requirements  (such as length,  time,  and 
frequency). Friends &  family schedule  visits  using a Web browser or the  Telmate lobby kiosk. Staff may review and modify 
scheduled visits, and print visitation day schedules appropriate for public posting.

By default,  Telmate records all video visitation sessions (unless privileged) and stores the video recordings for 30 days.  All 
recordings, just like  call recordings, are accessible to authorized users  via the Intelmate.net Application. Users can download one 
or more recordings  to the local media of their choice. Investigators can also monitor video visitation sessions through our Web-
based Telmate Control application. Staff can also terminate visitation sessions with a click of the mouse.

2.13.8.  Family and Friends must be able to quickly and easily schedule visitation sessions. 

Read, agree, and will comply.

Friends  & family may schedule visits via Telmate’s  GettingOut  website -- all  that is required is an Internet-connected home 
computer, and a camera and microphone, which are built into most newer laptops. Visitors  simply visit the Telmate website  and 
schedule a video visit from  time slots  allowed by the scheduling rules. At the scheduled time,  a connection is  made with the inmate 
and the visit takes place. Alternately, friends & family may also schedule visits from a Telmate lobby kiosk. 

2.13.9.  The Video Visitation system shall consist of Inmate and Visitor stations  connected over a minimum of a 100 
Mbps  Ethernet network. The visitation stations  will include at a minimum, a detention grade enclosure, a 15” shatter-
resistant touch screen LCD/LED Backlight monitor, an  integrated camera, and a detention grade visitation audio 
handset. Station shall be available in 120/240 VAC, 50/60HZ.

Read, agree, and will comply.

Telmate’s  Telmate Stations are  made of heavy-duty stainless  steel  with rounded corners for safety and an extra-tough full-color 
touchscreen. The camera can be adjusted for a range of heights – from wheelchair users to basketball forwards. 

ADA Compliant: Telmate’s Telmate Stations meet and exceed ADA requirements for both phones and kiosks.

Wide Temperature Range: We use special long-life components for normal operation between -4º and 176º F.

Splash Resistant: Rubber gaskets protect against spills and splashes.

Hardened Touchscreens: The 7.5mm thick screens are UL 60950 certified for impact resistance and more. 

Tough Handsets: Our correctional grade handset with lanyard is  the same model that we use on our inmate phones. None 
are better for resilience or clarity, and we always have a ready supply of replacements on hand.
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Field Serviceable: Telmate’s engineers and field technicians worked together to ensure that every major part can be 
serviced or replaced onsite including the camera, touch screen, headphone jack, handset and logic board. 

2.13.10.  To address  security concerns, any installed hardware that contains  an  operating system must not run a 
Microsoft operating system that precedes  Windows  7, or any other operating system version that is  more than three (3) 
years old.

Read, agree, and will comply.

To promote  optimal performance and security, Telmate’s  video visitation runs on a proprietary platform we designed and built from 
the ground up.

2.13.11.  Remote visitation  must function  on  computers  running both  Microsoft Windows  and Apple OSX, without 
additional software.

Read, agree, and will comply.

Unlike some of our competitors’ products, Telmate’s  remote video visitation is platform neutral,  and works  on both Windows and 
Mac OS.

2.13.12. Remote visitation must work using the latest two versions  of the following Web browsers: Internet Explorer, 
Firefox, Safari, and Chrome.

Read, agree, and will comply.

Telmate’s remote video visitation is compatible with Internet Explorer, Firefox, Safari, and Chrome.

2.13.13.  Remote visitation must work on Android or Apple tablet devices and must be currently demonstrable.

Read, agree, and will comply.

Telmate’s system supports this capability.

2.13.14. The visitation stations  shall utilize CA T5E or CA T6  cabling for connection to the visitation network. Local 120 
or 240 VAC 50/60HZ power shall be required at each station location.

Read, agree, and will comply.

2.13.15. Contractor must provide an  automated Video Visitation  System which  must be integrated with  the current ITS 
to ensure an integrated video and calling solution with single user sign on without using a third party subcontractor.

Read, agree, and will comply.

Telmate’s  Telmate Stations are designed, built, and maintained entirely by Telmate staff. They utilize the same Telmate unified 
platform as  every other Telmate product, including our Inmate Telephone  System. This means that you will have a single Web-
based login for accessing and controlling all  inmate communications, including inmate phone calls,  visitation recordings (onsite 
and offsite), visitation scheduling, and all of the other free features that are included in the Telmate platform.  

2.13.16.  Video Visitation System must utilize the same PAN process  and system as  the inmate phone system, allowing 
approved numbers only.

Read, agree, and will comply.

Telmate’s  video visitation system gives County staff total control over who their inmates are in contact  with.  Prior to interacting with 
an inmate in any way, friends and family must verify their identities  at a Telmate kiosk  or with our customer service department. 
Once someone is  verified and entered into our system, investigators  can control their access  to the system  using our Web-based 
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Telmate Control  application, where investigators  can block  communication between inmates and specific users, or delete users 
from an inmate’s contact list.

2.13.17.  System can record from all visitations stations concurrently.

Read, agree, and will comply.

By default, Telmate records all video visitation sessions (unless privileged), with no limit on the number of simultaneous recordings.

2.13.18.  The Video Visitation System shall allow for integration with  Allegan County’s  New World Systems  inmate 
management system without costs  to the County. Any additional costs  for this  integration  from New World or other 
third party provider must be included in the proposal. 

Read, agree, and will comply.

We have a tremendous  amount of experience integrating with a wide array of JMS and commissary platforms. Telmate is 
currently  integrated with over 35 different JMS software platforms. Telmate has  been adapted to work with or around most 
technological and vendor-specific road blocks. We will integrate with Allegan County’s JMS at no cost.

2.13.19. The system shall automatically assign  the Inmate’s  jacket number as  the unique Inmate number for the current 
offense.

Read, agree, and will comply.

Telmate’s system supports this capability upon integration with the County’s JMS.

2.13.20. The system shall utilize a server using a RAID 5 or superior storage to record the visitation sessions.

Read, agree, and will comply.

All call  data and voice  recordings are stored offsite at central data  centers  on dedicated RAID 5 servers (multiple hard drives with 
built-in redundancy) with backup RAID 5 servers at each center providing further redundancy, ensuring the reliability of long-term 
storage and accessibility. With more  than 6  duplicate copies of all call recording and data dispersed across  America,  Telmate 
guarantees that no call recording will ever be lost or unavailable. Telmate has never lost call data or recordings.

2.13.21. The recording system must be software based and not require third party video conferencing equipment to 
record and store recordings. The end user may require additional simultaneous  recordings  in future and does  not want 
to be limited (or have to pay for third party recording equipment with port expansion limitations and associated costs.

Read, agree, and will comply.

All video visits  are recorded by the Telmate system and stored within the Telmate redundant architecture,  which records, backs  up, 
and stores  data in multiple  data centers. We do not utilize a third party for any of our services. County staff can retrieve  recordings 
at any time by logging in to the Web-based Telmate Control application.

2.13.22. The Video Visitation  System shall include Web-based visitation  scheduling for the “Public” utilizing any 
standard browser including Internet Explorer, Chrome, Firefox and Safari.

2.13.23. “Public/Visitors” can schedule from the convenience of home without staff involvement.

Read, agree, and will comply.

Friends & family can schedule a visit with an inmate from any Internet-connected computer and Web browser. 
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2.13.24.  System must have configurable scheduling parameters  including the length of visit and times  available per 
pod or housing unit.

Read, agree, and will comply.

Telmate’s  Web-based Telmate Control gives  County staff total control over video visitation scheduling parameters. Investigators 
can set hours of operation, limit visit length, and more.

2.13.25. System must have web-based “Public” GUI to:
  2.13.25.1. Allow visitors to view the web scheduling application in English or Spanish.

Read, agree, and will comply.

Telmate’s  web portal for friends and family, at GettingOut.com, allows  users  to schedule visits  on the web. From the main site, 
users can switch between English and Spanish with a click of the mouse.

  2.13.25.2. Display pending visits (time, date, location).

Read, agree, and will comply.

After logging into GettingOut.com, the dashboard will display pending visits.

  2.13.25.3.  Allow Visitor to easily schedule a visit by simply entering inmate name, selecting date  and time

Read, agree, and will comply.

Users can schedule visits from the dashboard by clicking “Visit” and searching for an inmate’s name and facility.

 2.13.25.4. Only display the dates  that meet the County’s  policy (e.g. won’t allow a visitor to schedule same day and 
won’t allow to schedule more than one week in advance).

Read, agree, and will comply.

Telmate’s visitation scheduler will only display dates and times that are available for visitation.

  2.13.25.5. Provide Visitor with  check box acknowledging they agree to the terms  and conditions  of the County’s 
Visitation Policy.

Read, agree, and will comply.

Users must agree to the terms and conditions before scheduling a visit.

   2.13.25.6.  Allow Visitor to easily change their personal information: passwords, address, phone numbers, etc.

Read, agree, and will comply.

On the Profile Settings screen, users can update their profile information.

   2.13.25.7. Allow the visitor to print out their visitation confirmation page.

Read, agree, and will comply.

Users can print out their visitation confirmation page.

   2.13.25.8.  Send an email to the Visitor when a visit is scheduled or cancelled.
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Read, agree, and will comply.

Telmate’s system generates a notification email when a visit is scheduled or cancelled.

   2.13.25.9.  Assign a unique visitation ID for every visit for tracking and reporting.

Read, agree, and will comply.

Each visitation session is assigned a unique identifier, allowing individual sessions to be searched and reported on.

 2.13.25.10. Send a confirmation email to the “Public” containing the time and date of the visitation.

Read, agree, and will comply.

Telmate’s system will send a confirmation email detailing the time and date of the pending visitation.

2.13.26.  Scheduling system must conduct all conflict checking and only display times that are available.

2.13.27.  Provide Conflict Checking for the following variables:

      2.13.27.1.  Times (based on the housing unit/POD/dorms schedule/Visitation Center hours).

      2.13.27.2.  Visitor and Inmate
      2.13.27.3.  Visitor and Inmate visitation stations.

Read, agree, and will comply.

Telmate’s scheduling system automatically checks for these potential conflicts and will only display available times.

2.13.28.  The system shall track the Inmate visitation  status  and shall restrict visitation  if the Inmate’s  visitation 
privileges have changed either by onsite or remotely.

Read, agree, and will comply.

Telmate’s system supports this capability.

2.13.29. The system shall automatically cancel the visit if the inmate has been released.

Read, agree, and will comply.

Telmate’s system will cancel a visit automatically if an inmate has been released, and will send an email notifying the visitor.

2.13.30. When  a pre-arranged visit in  the system is  cancelled for any reason, the system shall automatically notify the 
visitor. 

Read, agree, and will comply.

Anytime a visit is cancelled, Telmate’s system generates a notification email and sends it to the visitor.

2.14. Video Visitation System – Inmate Functionality

2.14.1.  The System shall have the option to display “picture-in-picture” on the inmate and visitor station. 

Read, agree, and will comply.

The Telmate Telmate Station uses picture-in-picture display for video visits.

2.14.2.  Inmates must have the ability to pay for prepaid video visits. 
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Read, agree, and will comply.

Telmate’s system supports this capability.

2.14.3.  The Video Visitation System shall provide for real-time viewing and interrupt of the visitations  from device 
(computer, mobile phone, Android or Apple tablet)  using Flash or HTML on  the network as  long as  the user has 
authority. The system shall provide users the following functionality:
      2.14.3.1. User shall be able to cancel the visit. 

Read, agree, and will comply.

Users with sufficient  access privileges can log in at any time from any Web browser (on a desktop computer,  laptop, or Web-
enabled smartphone) to monitor and review live  visits, end a visit, or log a resident  out of the Telmate  Station directly from the 
Web-based Telmate Control application.  

2.14.4.   Contractor must be able to demonstrate a solution  qualified in  providing inmate education  related to 
substance abuse programs, facility Rules  and Regulations, PREA information and inmate phone use rules  and 
regulation via a secured inmate kiosk.  

Read, agree, and will comply.

Telmate goes  beyond simply providing the best video visitation in the industry. At the  County’s discretion, our Telmate Stations can 
be programmed to offer education, substance abuse, law library, and more, as well as  enabling inmates to file grievances or make 
PREA reports. For more on our Telmate Stations, please see Attachment A.

2.14.5.  System shall be supplied as capable of additional features (some fee based) such as: 

    2.14.5.1.  Off site (remote) internet video visitation. 
    2.14.5.2.  Secure web content delivery
    2.14.5.3.  Commissary ordering.
    2.14.5.4.  Educational games. 
    2.14.5.5.  Secured messaging. 
    2.14.5.6.  Secure photo exchange
    2.14.5.7. Web-based legal resources. 

Read, agree, and will comply.

Besides inmate-to-lobby and inmate-to-home video visitation, Telmate’s Telmate Stations include a tremendous  number of optional 
additional features that benefit both the inmate and the facility, including:

Onsite video visitation
Offsite Internet video visitation
Secure Web content delivery
Commissary ordering
Educational games

Secured messaging 
Web-based medical system integration
Web-based legal resources
And more

2.15. Video Visitation System – Administrative Functionality and Security

2.15.1.  Allegan County requires detailed information for all video visitors, including name, address, and date of birth.

 2.15.1.1. Adding and removing names to an inmate’s allowed visitor list.

 2.15.1.2. The amount of time that it will take for new visitors  to be added and removed 
 from the allowed 
visitor list. 

Read, agree, and will comply.
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County investigators  can use  Telmate’s Web-based Telmate Control  to add or remove names  from an inmate’s allowed visitor list. 
The changes take effect immediately and are system-wide.

2.15.2.  The system shall provide different levels of functionality to correction staff based on their assigned privileges. 

Read, agree, and will comply.

Telmate’s  system makes it easy for administrators  to specify an individual user’s access  to specific  features  and functionalities 
based on his or her login.

2.15.3.   Each staff will be required to have a unique username and password and this  will dictate their level of 
functionality. 

Read, agree, and will comply.

Each user will have a unique login, and access to features and functionalities is governed by the user’s login.

2.15.4.  The system must be able to provide the following restrictions: 


 2.15.4.1.  Can restrict specific Visitors or Inmates from visitations. 

 2.15.4.2.  Can restrict a specific Visitor from Inmate(s).

 2.15.4.3.  Can restrict a specific Inmate from Visitor(s).

Read, agree, and will comply.

County staff can fully administer every aspect of the video visitation system using the Web-based Telmate Control.  Because 
Telmate requires each and every user to register in order to visit, Allegan County staff can modify each user’s  access  privileges 
from the Members screen.

2.15.5. The Video Visitation  System shall provide for real-time viewing and interrupt of the visitations  from device 
(computer, mobile phone, Android or Apple tablet)  using Flash or HTML on  the network as  long as  the user has 
authority. The system shall provide users the following functionality:


 2.15.5.1.  Monitor shall be capable of scanning through the total number of active visits.

 2.15.5.2.  User shall be capable of “locking a visit” to stopping it from scanning through 
the active visits.

Read, agree, and will comply.

Telmate’s  Visit  Monitor screen provides  this exact functionality. County staff can view all visits  in progress in one convenient place, 
and shift focus to a particular visit by clicking “Live”.


2.15.5.3.  User shall be able to interrupt the visit.

2.15.5.4.  User shall be able to cancel the visit.

Read, agree, and will comply.

Telmate enables County staff to terminate visits in progress with the click of a mouse.


 2.15.5.5.  User shall be able to start recording of the visit.

 2.15.5.6.  User shall be able to reassign visitor and/or inmate stations

Read, agree, and will comply.

With Telmate, all  non-privileged sessions  are  recorded automatically, with no intervention needed from  the County. Users with 
sufficient privileges can use the Telmate Control to reassign visitors and/or Telmate Stations.
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2.15.6. The system shall provide a visitation recording system that is  capable of recording any Inmate/Visitor 
connection  combination. The system shall provide digital video and audio recording for all visitation session(s) (i.e.  a 
session includes  both  the Inmate and Visitor side) at a time. The recording system shall provide the following 
functionality:


 2.15.6.1. The system must store all recorded visits  for a minimum of 30 days  in  a storage 
server (see ‘Video 
Visitation Recording Server’ below). Authorized users  shall be able to 
 search  for specific visitation sessions  by 
Inmate, Visitor (or both) and time.

Read, agree, and will comply.

By default,  Telmate records all video visitation sessions (unless privileged) and stores the video recordings for 30 days.  All 
recordings, just like call recordings, are accessible to authorized users  via the Web-based Telmate Control.  Users can download 
one or more recordings to the local media of their choice.

	 2.15.6.2. Authorized users  shall be able to stream the video visitation  session of their 	 choice to their desk 
top for viewing/listening. The contractor shall coordinate with the 	 owner for which locations will have this feature. 

Read, agree, and will comply.

Telmate’s system makes the downloading of video visitation recordings easy, and supports multiple file formats.

	 2.15.6.4. Authorized users shall also be capable of burning a DVD/CD of the recorded 	visitation session.

Read, agree, and will comply.

Telmate’s system supports this capability.


 2.15.6.5. System shall incorporate an audit trail to track who has viewed and or burned a 
copy.

 2.15.6.7.  Provide an  audit trail of all activity for a specific visit (i.e. who scheduled, added 
visitor, modified or 
cancelled).

Read, agree, and will comply.

All investigator activity is  saved and able to be displayed as  an activity log to see who is  accessing inmate call records, scheduled 
visits, and more.

	 2.15.6.8.  The system must have the ability to allow for certain names  to be exempt from 	 being recorded in  
cases where inmates are speaking with their attorney under all rights 	 protected by client-attorney privilege.

Read, agree, and will comply.

Using Telmate Control, County staff can set any user’s sessions to not be recorded with a few clicks of the mouse.

2.16. Video Visitation System – Reporting

2.16.1.  Provides  the ability to do searches  and create reports  (HTML, Excel, PDF)  on  specific Inmate and who has 
visited them. 

Read, agree, and will comply.

Using Telmate Control, County staff can perform searches on the inmate’s visit history, and export them as PDF or HTML.

2.16.2.  Provides  reports  (hard copy or viewed from PC/monitor)  for correctional personnel so they know where and 
what time the Inmate needs to be for pending visitations. 

Telmate Inmate Communication System Proposal for Allegan County
 23



Read, agree, and will comply.

Telmate’s  system supports this capability.  Investigators can, from  the Members  screen,  view upcoming visits  for the inmate. The 
screen includes information about the station location, so staff will know where the inmate needs  to be for his  visit. Staff can print 
this screen as well, if needed.

2.17. Public Kiosk

2.17.1.  Contractor must provide a public accessible kiosk, web payment service and live operator support for friends 
and family to deposit money to an inmates  trust account, purchase prepaid calling time and pay assorted other fees 
that the facility collects. Kiosk must be fully integrated with ITS  and not provided by subcontractor or third party.  The 
public kiosk will be placed in the front lobby of the Correctional Facility. 

Read, agree, and will comply.

The Telmate kiosk offers  friends  & family a convenient,  accessible and localized option to add funds  to any inmate account by 
allowing them to make deposits to inmate   prepaid accounts from any Telmate kiosk  in any facility we service. When our kiosks are 
integrated with commissary systems, friends  & family may also use them  to deposit money into an inmate trust fund. Our 
automated kiosks decrease the time facility staff would ordinarily spend accepting and processing payments from  visitors,  as well 
as expand payment options  to include cash,  credit and debit cards. We design,  build, and service our own lobby kiosks. 
Additionally,  friends and family can deposit funds  for an inmate online via our web portal at GettingOut.com, or by calling our 
24/7/365 customer service.

2.17.2.  Contractor must install and support Public Kiosk’s in the following locations: 


 2.17.2.1.  (1) in the front lobby of the Correctional Facility. 

2.17.2.2.  (1) in booking.

2.17.2.3.  (1) in the bonding vestibule.

2.17.2.4.  (1) in the courthouse.

Read, agree, and will comply.

Telmate will work with the County to determine an amenable amount of kiosks  to meet the needs of the County,  and will  install the 
agreed upon number.

2.17.3.  Contractor must provide lobby kiosks  that include an automated visitation scheduling solution  for friends  an 
family.  In  order to minimize the lobby footprint, this  same kiosk should also handle all other required lobby kiosk 
features, including accepting prepaid deposits and trust deposits. 

Read, agree, and will comply.

Telmate’s  kiosks  provide this exact functionality.  Our kiosks accept deposits  and enable  friends and family to schedule visits 
without the intervention of County staff.

2.17.4.  Kiosk must have the ability to register and schedule video visitations. Visitor must be able to utilize their driver’s 
license in  an  automated system to expedite registration and subsequent log in for visitors  to reduce facility labor 
associated with visitor registration. 

Read, agree, and will comply.

Telmate’s  kiosks support this  capability,  allowing visitors  to scan their driver’s  license or other photo ID in order to register with our 
system.

2.18.  Customer Service and Support 

Telmate Inmate Communication System Proposal for Allegan County
 24



2.18.1.  Contractor must have an  in-house customer service department with facility service and technical support 
available 24/7/365 and must guarantee employees  carry out all support activities. The toll-free number for service must 
allow the option to immediately speak to a customer service representative. 

Read, agree, and will comply.

Telmate offers  live, in-house, multi-lingual, US-based operators, who are available 24 hours  a day, 365 days a year to both friends 
& family and jail staff (different numbers). All  facility and friends &  family inquiries (not  inmate)  are  handled real-time by trained live 
customer service representatives.

2.18.2.  Onsite Repair Technician: Service technician  must be onsite when  required within 4-hours  of notification  to 
contractor of a service issue without any added cost to Allegan County. 

Read, agree, and will comply.

Telmate has  a remarkable group of field technicians.  Our technicians are very well connected to our customer service and our 
automated diagnostic  tools. Our technicians frequently receive dispatches from  their PDAs and respond within minutes with time 
estimates. If the problem is related to failed equipment,  they will respond with a request to access the equipment, and can be  on-
site within 2 hours.

2.18.3.  Technical service representatives: Must be available 24 hours  a day/7days  a week/365 days  a year (24/7/365) 
to resolve service issues. Services cannot be subcontracted out to third party vendors. 

Read, agree, and will comply.

Telmate’s  Customer Service and Facility Support are available 24/7/365 to assist with any issues  that may arise. We do not 
subcontract or outsource any part of our customer support.

2.18.4.  Service/Repairs/Replacements: Services  must be guaranteed for the duration  of the Contract period. The 
Contractor must accept responsibility for all equipment and software defects  for the entire length of the contract. The 
Contractor must certify that services  are free from defects  and must correct all problems  associated with the hardware 
or software at no cost to Allegan County. A local service provider is preferred. 

Read, agree, and will comply.

Telmate will assume responsibility for the installation,  maintenance, and repair of inmate telephone and video visitation systems at 
no cost to the County.

2.18.5.  The Contractor must have an  integrated online accessible trouble ticket system that is  available to facility staff 
for reporting and tracking all issues  and work orders. Facility staff must have the ability to generate and track tickets 
online as well as audit tickets after they have been completed. 

Read, agree, and will comply.

Telmate has  a trouble ticketing system engineered directly into our Web-based Telmate Control.  Once an issue has  been logged, it 
can be followed all the way through to completion. This issue tracking system (also known as public tickets)  is  part of the  same 
application that  is used for everything else related to Telmate -- there is  no need to log in to a new system to verify that  your issue 
was resolved.  

2.18.6.  Contractor must provide live customer service representatives  24 hours  a day/7 days  a week/365 days  a year 
to resolve inmate and Friend & Family issues  without participation of correctional staff. Services  cannot be 
subcontracted out to third party vendors. Fully automated services are not satisfactory. 

Read, agree, and will comply.
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Telmate offers  live, in-house, multi-lingual, US-based operators, who are available 24 hours  a day, 365 days a year to both friends 
& family and jail staff (different numbers). All  facility and friends &  family inquiries (not  inmate)  are  handled real-time by trained live 
customer service representatives.

2.18.7.  Contractor must perform repairs, replace parts  and provide upgrades  to all software and equipment, for the life 
of the contract, free of charge. 

Read, agree, and will comply.

During the life  of the contract,  Telmate will  assume responsibility for the installation,  maintenance, and repair of inmate  telephone 
and video visitation systems at no cost to the County.

2.19.  Maintenance 

2.19.1.  The system must always  be running no later than one minor version release of any software. The Contractor 
will be responsible for keeping the systems up to date throughout the year. 

Read, agree, and will comply.

Telmate remotely deploys software updates on a regular basis  from our San Francisco office. No technician visit is necessary, and 
our method for updating ensures the County will always be running the latest version of our software.

2.19.2.  Contractor must be able to provide system updates  and additional features  in a timely manner, as  agreed upon 
by Contractor and Allegan County.  Contractor must ensure that Allegan County is  running the latest released version  of 
ITS solution within 45 business days of any deployed update.

Read, agree, and will comply.

Telmate’s  centralized platform allows us to deploy updates  remotely from  our San Francisco office.  No technician visit is  necessary, 
and the County will always be running the latest version of our software.

2.20. Training

2.20.1.  On-site training must be provided for Allegan County personnel and inmates  at no cost to the facility or related 
agencies, upon initial implementation and at mutually agreed upon dates after GO LIVE. 

2.20.2.  Contractor shall provide all technical assistance that may be essential during the installation  and initial use of 
the equipment normally provided to their most preferred customer, including operational training for employees  and 
inmates. Manuals, instructions,  and names  of technical representatives  available via telephone will be given to the staff 
of the Detention Center. 

Read, agree, and will comply.

Telmate will provide onsite training to facility personnel anytime that is  convenient  before or after the installation of the Telmate 
Offender System. Telmate recommends training be  scheduled in conjunction with  the installation.  Telmate’s training can be 
generalized for all staff, or it  can be designed around specific roles such as Site Administrators, Detectives,  Correctional  Officers 
and any other groups necessary. A professional instructor will teach each training class separately.

Additionally, online training is available, and all training materials can be found on our Community web site on a 24/7/365 basis.

EXHIBIT C
PROPOSAL AND CONTRACTOR REQUIREMENTS

3. PROPOSAL REQUIREMENTS

3.1.  General Considerations 
Before submitting a proposal,  the contractor should carefully examine the entire RFP Packet and have a full 
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understanding of the contents  needed for the proposal. Submission of a response constitutes  the contractor’s 
understanding of the contents of this RFP. 

3.2.  Contract Acknowledgement 
In order for the bid / proposal to be considered, the attached Inmate Phone and Video Visitation  System Agreement 
must be acknowledged and signed by an  authorized individual of the company submitting the bid / proposal. Failure to 
do this  may result in  disqualification of the bid / proposal. Once a contractor is  selected and any points  of clarification 
or additional terms  and conditions  are negotiated and captured in an Addendum, the contractor will be asked to sign 
the County’s Agreement to execute this contract. 

3.3.  Proposal Length: 
The bid / proposal and all supporting documentation  is  not to exceed twenty (20) pages  double-sided, or forty (40) 
single-sided pages. This  requirement will ensure the County receives  only the most succinct information necessary to 
select a contractor. 

3.4.  Number of Copies: 

3.4.1. The contractor is required to supply to the County:

• One (1) complete proposal master document in paper hard copy format (so marked); and 

• One (1) complete proposal copy in digital PDF format. 

Read, agree, and will comply.

Telmate understands and will comply with the stated submission requirements.

3.5. Proposal Content

3.5.1. A signed letter stating:

 The contractor understands  the County’s  needs  as  outlined in Exhibit B - Scope of Work 
 and is  committed to 
performing the requested services.

Read, agree, and will comply.

Telmate has included a signed letter satisfying this requirement as part of Attachment B.

3.5.2. Company Information:

• The year the company was  established, the location of the office from which  the work on this  engagement is  to be 
performed and the year that office was established. 

• Explain the firm’s experience. 

• The contractor shall provide information on the circumstances  and status  of any disciplinary action  taken or pending 
against the firm during the past five (5)  years  with  state regulatory bodies, professional organizations, or through legal 
action. 

Read, agree, and will comply.

Telmate began in 1998  as Pinnacle Public Services, a service  and installation provider for inmate  telecommunication systems. 
Through this experience we  discovered a  need in the industry for a streamlined,  high- tech telecommunications  solution.  So in 
2005, we became Telmate and directly entered the inmate communications  marketplace, offering solutions designed from  the 
ground up specifically for the correctional industry.  Today, Telmate’s  comprehensive Inmate Telephone, Video Visitation, Kiosk and 
Web-based Application solutions are the most advanced inmate telecom management products available.

Today, Telmate operates out of two offices: our main office and customer service center in Ontario, Oregon (established in 1998), 
and our corporate headquarters in San Francisco, California (established in 2005).
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Summary of Recent Litigation Involving Telmate
In the past five (5) years Telmate (inclusive of Pinnacle and Intelmate) has  been involved in  three lawsuits that relate  in any way to its 
performance.  None has had any success on the merits whatsoever.

1. T-Netix vs Intelmate, ED TX.  Competitor T-Netix asserted that Intelmate had infringed five of its  U.S. patents,  later amended 
to six patents.  Intelmate disputed the allegations  and vigorously defended itself against the lawsuit.  The matter was  resolved 
following mediation out  of court with all claims dropped with prejudice.  No determination of infringement was  ever found.  
The case is closed.

2. T-Netix vs Intelmate, ND TX.  Competitor T-Netix asserted that Intelmate  was  competing unfairly against T-Netix.  Intelmate 
disputed the allegations and vigorously defended itself against the lawsuit.  The matter was  resolved following mediation out 
of court with all claims dropped with prejudice.  No determination of unfair competition was ever found.  This case is closed.

3. Global Tel-Link vs Oregon Department of Corrections (Marion County, OR).   Following an unsuccessful bid and an 
unsuccessful protest having lost  the bid,  competitor GTL asserted that customer Oregon DOC improperly awarded a contract 
for the provision of inmate electronic communications services  to Pinnacle Public Services,  alleging bias  by the OR  DOC 
evaluators and lack of sufficient qualification by Pinnacle.  Pinnacle was named, as  required by statute, as  a co-defendant, 
along with all of the other competitor bidders  on the project.   Pinnacle disputed the  allegations  and defended itself.  The 
Oregon DOC made a  finding of “Public Interest” and legal basis exists  to enter into the contract with Pinnacle/Telmate despite 
GTL’s filing of its  lawsuit, and GTL subsequently withdrew the lawsuit with prejudice.  The court  so ordered, resolving the 
entire matter in Telmate’s favor.

No other litigations related to Telmate’s performance have been instituted or ongoing in the past five years.

3.5.3.  Proposed Work Plan or Services: 

• Describe the work plan or services  to be provided to address  the County’s  needs  as  outlined in Section 2.0 Scope of 
Work. 

• Furnish  a copy of all the data sheets, specifications,  catalogs  or literature completely describing the service to be 
furnished. 

Read, agree, and will comply.

We have included, as part  of Attachment A, a full implementation plan, which includes a full description of proposed installation 
timelines and processes. 

3.5.4.  Proposed Materials, Products and Equipment: 

Describe the products  the contractor intends  to provide to address  the counties  needs  outlined in Section  2.0 Scope 
of Services. 

Furnish  a copy of all the data sheets, specifications, catalogs  or literature completely describing the equipment or 
product to be furnished. 

Read, agree, and will comply.

For the County’s  convenience,  we have included, as  part of Attachment A  a full description of the hardware we propose installing 
in Allegan County facilities. We have also included additional data sheets about our services and products. 

3.5.5.  References: 

The contractor shall list the most significant contracts  (maximum of 5)  performed in  the last five years  that are similar to 
this  contract as  described in this  RFP with  a similar volume. These engagements  should be ranked on the basis  of their 
size. Include the following: 

 - Address and telephone and/or email address.

- Owner contact information. 

Read, agree, and will comply.

Telmate is pleased to present the following references for Allegan County’s consideration.
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1. Douglas County, Colorado
Software: Telmate Inmate Telephone System

Contact: Lieutenant Keith Penry 
4000 Justice Way 
Castle Rock, CO 80109

Phone: 303-814-7055

Installed: January 2011

ADP: 349

Number of Phones: 48

2. Bannock County, Idaho
Software: Telmate Inmate Telephone System and Video 

Visitation

Contact: Captain Ellie Peterson
5800 S 5th Ave
Pocatello, ID 83204

Phone: 208-236-7124

Email: elliep@bannockcounty.us

Installed: December 2010

ADP: 267

Number of Phones: 69

Number of Telmate Stations: 24

3. Marshall County, Alabama
Software: Telmate Inmate Telephone and Video Visitation 

System

Contact: Sheriff Scott Walls
423 Blount Ave
Guntersville, AL 35976

Phone: 256-582-2034

Email: jsw300@marshallco.org

Installed: August 2007

ADP: 250

Number of Phones: 31

Number of Telmate Stations 12

4. Twin Falls County, Idaho
Software: Telmate Inmate Telephone  and Video Visitation 

System

Contact: Jail Captain Doug Hughes 
425 Shoshone Street North 
Twin Falls, ID 83303
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Phone: 208-539-1814

Installed: January 2008

ADP: 209

Number of Phones: 64

Number of Telmate Stations 27

5. Lauderdale County, Alabama
Software: Telmate Inmate Telephone and Video Visitation 

System

Contact: Sheriff Ronnie Willis
Post Office 1710
Florence, AL 35631

Phone: 256-760-5757

Installed: April 2011

ADP: 180

Number of Phones: 49

Number of Telmate Stations: 24

3.5.6. Attachments:
    Equal Opportunity Employer Statement

Read, agree, and will comply.

Telmate is an equal opportunity employer. We have included our certification in Attachment B.

INVOICING AND PAYMENT TERMS 

4.1.  Invoices or Revenue: 
All invoices or revenue must reference project #, itemize services rendered and be sent to: 
Allegan County Sheriff’s Office and Corrections Center 640 River Road
Allegan, MI 49010 

Read, agree, and will comply.

4.2.  Payment Terms: 
The County will accept payment terms of Net 30 days and consider incentives for early payment. 

INSURANCE COVERAGE 
The selected contractor must maintain the following insurance during the term of the contract. If any listed insurance 
coverage expires  during the term of this  contract, the Contractor shall deliver renewal certificates  and/or policies  to the 
County of Allegan at least ten (10) days prior to the expiration date.  

Read, agree, and will comply.

5.1.  Workers'  Compensation  Insurance: The Contractor shall procure and maintain  during the life of this  contract, 
Workers' Compensation Insurance, including Employers' Liability Coverage, in accordance with  all applicable statutes 
of the State of Michigan.

5.2.   Commercial General Liability Insurance: The Contractor shall procure and maintain  during the life of this  contract, 
Commercial General Liability Insurance on an "Occurrence Basis" with limits  of liability not less  than $1,000,000 per 
occurrence and/or aggregate combined single limit, Personal Injury, Bodily Injury,  and Property Damage. Coverage 
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shall include the following extensions: (A) Contractual Liability; (B)  Products  and Completed Operations; (C) 
Independent Contractors  Coverage; (D) Broad Form General Liability Extensions  or equivalent; (E)  Deletion  of all 
Explosion, Collapse, and Underground (XCU) Exclusions, if applicable. 

5.3.   Motor Vehicle Liability: The Contractor shall procure and maintain  during the life of this  contract Motor Vehicle 
Liability Insurance,  including Michigan  No- Fault Coverage, with  limits  of liability of not less  than $1,000,000 per 
occurrence combined single limit, Bodily Injury and Property Damage. Coverage shall include all owned vehicles,  all 
non-owned vehicles, and all hired vehicles. 

5.4.   Additional Insured: Commercial General Liability and Motor Vehicle Liability Insurance, as  described above, shall 
include an endorsement stating that the following shall be Additional Insureds: “Allegan  County, all elected and 
appointed officials,  all employees  and volunteers, all boards, commissions, and/or authorities  and board members, 
including employees and volunteers thereof.” 

Read, agree, and will comply.

We have included our insurance certificate as part of Attachment B.

5.5.    Cancellation Notice: Workers' Compensation  Insurance,  Commercial General Liability Insurance and Motor 
Vehicle Liability Insurance, as  described above, shall include an endorsement stating the following: "It is  understood 
and agreed that Thirty (30) days  Advance Written  Notice of Cancellation, Non-Renewal,  Reduction, and/or Material 
Change shall be sent to: Allegan County Administrator, 3283 122nd Ave, Allegan, MI 49010. 

Read, agree, and will comply.

5.6.   Professional Liability: The contractor shall procure and maintain  during the life of this  contract, Professional 
Liability Insurance in an amount not less  than  $500,000 per occurrence and $1,000,000 aggregate. The contractor shall 
be required to keep policy in  force, or purchase “tail” coverage for a minimum of 3  years  after the termination  of this 
contract. 

Read, agree, and will comply.

5.7.   Proof of Insurance Coverage: The Contractor shall provide the County at the time the contracts  are returned by 
him for execution, certificates and policies as listed below: 


5.7.1.   A copy of Certificate of Insurance for Workers' Compensation Insurance; 


5.7.2.   A copy of Certificate of Insurance for Commercial General Liability Insurance; 


5.7.3.   A copy of Certificate of Insurance for Vehicle Liability Insurance; 


5.7.4.   If so requested, Certified Copies of all policies mentioned above will be furnished. 

Read, agree, and will comply.

Telmate maintains  full insurance coverage at all times. We will furnish the County with a  copy of our insurance certificate prior to 
beginning work. A digital copy can be found in Attachment B at the end of this proposal.

6. ACT 517 COMPLIANCE

The Contractor is  required to certify, and by submission of this  bid does  hereby certify,  that in  accordance with Act 517 
of the Public Acts  of Michigan  of 2012 (“Act 517”), the Contractor is  not an  “Iran  linked business” as  defined in Act 
517.

Read, agree, and will comply.

Telmate is not an Iran-linked business.
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Cost Proposal

This section covers Telmate’s financial offer and proposed call costs.

Commission
Telmate is offering Allegan County a commission of: 

30% of gross revenue on calls and voicemail, to increase to 55% after 36 months, with a monthly minimum 
guarantee of $5,000.

Gross call revenue is the total sum charged for all calls, not including mandatory federal, state and local 
taxes. There will be no deductions from the basis of the commission, including uncollected charges.

This offer also includes the installation of our industry-leading video visitation solution,  at no cost.

Commissions
In consideration for the right to install, maintain, and operate the Equipment within the Facility, Telmate agrees to pay 
Customer a monthly commission of  the Gross Revenue generated as a result  of collect phone calls and a monthly 
commission of the Gross Revenue generated as a result of pre-paid phone calls made through use of Telmate’s Equipment. 
Telmate shall pay such commissions on all calls  including Local, Intralata, Interlata,  Interstate,  and International calls.  
Commissions will be based on Revenues from all completed calls.  Telmate further agrees to pay Customer a monthly 
commission the Gross  Revenue generated after service,  maintenance, connections and equipment expenses, as a result of 
services provided to the Facility and its residents through use of the Telmate Inmate Kiosk. Gross Revenue excludes Taxes, 
Government Imposed Fees or Charges, and any applicable Billing or Security Fees.  Such commissions  shall be paid by 
Telmate to Customer by check on a monthly basis. Such payment shall be made no later than 45 days following the month 
in which the revenues were generated from Telmate’s Equipment.

Rates
Telmate proposes significantly lower calling rates for Allegan County, saving friends and family up to 35% on connection 
charges, and up to 54% on per-minute rates. We believe fair calling rates will lead to more calling activity and increased 
revenue for Allegan County.

The rates here assume a 15-minute cap on call length, which Telmate software supports. 

Cost Proposal
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Prepaid

Existing Rates

Surcharge or 
Connect Fee

Per Minute 
Rate

Cost of 15-
Minute Call

Local $3.84 $0.22 $7.14

Intralata $2.99 $0.58 $11.69

Interlata $2.99 $0.58 $11.69

InterState $3.84 $0.76 $15.24

Telmate Proposed Rates

Surcharge or 
Connect Fee

Per Minute 
Rate

Cost of 15-
Minute Call

Local $2.50 $0.25 $6.25

Intralata $3.00 $0.35 $8.25

Interlata $3.00 $0.35 $8.25

InterState $3.00 $0.35 $8.25

Collect

Existing Rates

Surcharge or 
Connect Fee

Per Minute 
Rate

Cost of 15-
Minute Call

Local $3.84 $0.22 $7.14

Intralata $2.99 $0.58 $11.69

Interlata $2.99 $0.58 $11.69

InterState $3.84 $0.76 $15.24

Telmate Proposed Rates

Surcharge or 
Connect Fee

Per Minute 
Rate

Cost of 15-
Minute Call

Local $2.50 $0.25 $6.25

Intralata $3.00 $0.35 $8.25

Interlata $3.00 $0.35 $8.25
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Surcharge or 
Connect Fee

Per Minute 
Rate

Cost of 15-
Minute Call

InterState $3.00 $0.35 $8.25

Note: Call  Rates shown do not include a pass  through of local, county,  state and federal taxes, and mandated Universal Service 
Fund fees.

Everything covered in this proposal is offered at no cost. This offer is good for 120 days, from the date of this document. 

Telmate proposes the following services to Allegan County:

• All inmate phone and video visitation hardware, including installation and maintenance 
• Telmate lobby and booking kiosks

• 2-hour onsite service

• Free immediate system upgrades

• Secure inmate voicemail

• Voice biometric authentication and fraud prevention for all inmates

• Inmate 211#: Automated solution for inmate phone complaints (with same day review and resolution)

• Inmate 411#, allowing inmates to check balance and transfer funds

• 24/7 live toll-free customer service for County staff

• 24/7 live, bilingual, toll-free customer service for friends & family

• Onsite training (as much as the County determines is needed)

• Live operator review of all detected 3-way calls (same day)

• Optionally, at the County’s request (and at no cost), Telmate will include a debit card solution for cashing out commissary 
funds to released inmates

• All software described in the proposal including (but not limited to): 

• Comprehensive investigator tools
• Visitation scheduling system
• Comprehensive real-time reporting
• Complete financial transparency
• Alerts to cell phones and email

• PREA solution
• Crime tips solution
• Live monitoring via browser or phone
• Live dashboard of calls and revenue
• Save recordings to CD, MP3 player

DESCRIPTION OF SERVICES
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Telmate’s Video Visitation System offers all of the above listed features, plus the following:

Allegan County Offer
Inmate Telephone System 

Plus Video Visitation

Telmate Video Visitation System (Telmate Video Phone).  Commission for video 
visitation excludes service, maintenance, connections, and equipment expenses 
resulting from remote video visitation provided to the facility and its residents 
through the use of the Telmate Video Phone

30% Commission on 
Remote Video Visitation

Installation of our inmate-hardened Telmate Stations INCLUDED

Video visitation cabling, installation, hardware, and maintenance INCLUDED

Visitation recording storage (minimum 30 days in video format) INCLUDED

Full turnkey service, including installation, data connectivity, service and 
maintenance for the first three years of the contract

INCLUDED

Continuous access (via touch screens)  to local and remote video visitation, 
education, games, law resources, messaging, photo share, and secure Web 
content such as news and sports

INCLUDED

One (1) free local video visit per week for inmates INCLUDED

Onsite video visitation scheduling is  free for visits scheduled within 15 minutes of 
the start of the visitation time window

INCLUDED

Full facility training and support for the inmate kiosks and the new functionality 
available within the Web-based administration system

INCLUDED

A single integrated system with the Telmate inmate phone system INCLUDED

Standard Telmate Video Phone PricingStandard Telmate Video Phone Pricing

# Free/Local Visits Week 1

Length of Free Visit Session 30 min

Extended Local Visit Price $0.25/min

Remote Visit  Price $0.40-$1.00/min

Games $0.10/min

Internet $0.10/min

Received Message Free *

Send Message or Photo $0.10-$1.00/min

* Inmate is allowed 10 minutes free of charge to read a message. If he exceeds that time, then he will be charged $0.15/min. Average time to read a 
message is 3 - 5 minutes. Charge is to discourage abuse of the free service. Friends and family members have no such restrictions.

RATES FOR TELMATE VIDEO PHONE
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Attachment A: Description of Hardware and Services

Below we include a description of our products and services as requested by Allegan County in the RFP.

Attachment A: Description Of Hard-

ware And Services

TELMATE HARDWARE
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Telmate Hardware
We include information about the following types of Telmate hardware in this section:

 � Telephones

 � TDD/TTY Devices

 � Cordless Phones

 � Video Visitation Stations

 � Telmate’s ADA-Compliant Lobby (& Booking) Kiosk

 � Interruptible Power Supply (UPS)

Telephones
Telmate installs only the highest quality phones and parts avail-
able. All of our phones are designed specifically for correctional 
institutions and encased in high security, 14-gauge stainless steel. 
The armored keypads are constructed of heavy chrome metal 
and the handsets use armored cord with steel lanyards and heavy 
14-gauge steel retainers. The phones contain no removable parts 
and are designed and installed in way that prevents safety haz-
ards to users, and minimizes vandalism and destruction of prop-
erty. Phones are well secured to walls and inmates cannot remove 
them. All phones are purchased, installed and maintained by Tel-
mate. 

Telmate uses the Quadrum Telecom 6Q2 and 7Q “Tough Guy” se-
curity phone models. Phones have a warranty of 12 months and 
Telmate will replace any broken phones, handsets or other phone 
equipment.

On the next page is a cut sheet from our telephone manu-
facturer.
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TDD/TTY Devices
Telmate can provide the County with TTY/TDD devices as needed. Below is a sample TTY/TDD device (Harris 
Communications TDD Superprint 4425), which is fully compatible with our system, and Telmate can provide 
this specific model or a similar model of the County’s choosing. ALL calls, including TDD/TTY calls, are routed 
through Telmate’s secure, unified platform.

Superprint 4425
One of the most technologically advanced TTYs, the Superprint 4425 features a built-in printer, direct connect 
with two built-in phone jacks, plus auto-busy redial, three-way calling and TTY transfer. Auto answer takes 
messages when you aren’t available.

Features:
 � Built-in 24 character printer — prints everything you type in lowercase letters and everything the other person 

types in uppercase letters.

 � 3 selectable print sizes — choose from normal, bold or wide sizes.

 � 32k memory — enough to save hundreds of memos and telephone numbers.

 � Automatic date/time printing — printed at the beginning of each call.

 � Turbo Code™ and Auto ID™ — Turbo Code® lets you have “real-time” conversations with other Turbo Code® 
TTYs while Auto ID™ indicates to other callers that you’re using a TTY.

 � E-Turbo — for simplified relay calling.

Cordless Phones
Telmate is able to provide Uniden WXI 2077 Waterproof Submersible cordless telephones and/or other wire-
less instruments (phones) for the required areas. The portable phones provided are compatible with the 
Telmate System and support all the same features available on the inmate phones. For example, the facility 
will be able to monitor phone calls and require PIN codes and voice verification just like they do on the inmate 
phones. These features can also be turned off if the facility so wishes.

This phone features:
 � Waterproof up to 3 ft. for 30 minutes

 � Rubberized handgrips

 � High visibility color

If desired, Telmate can also provide a hardened inmate phone on a cart or on rollers that will allow inmates 
to call from their cells. This style of phone requires only a phone cord to connect the moveable phone and a 
standard wall jack. This phone will operate identically to all other inmate phones (voice biometrics, calling 
rules, recording rules, etc.) and recordings will appear alongside all other inmate calls.
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Superprint 4425 
TDD/TTY Device

Uniden WXI 2077 
Waterproof, Submersible 
Cordless Phone
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Video Visitation System

Telmate Inmate Stations
More than just video visitation, our new inmate stations offer your facility a complete inmate communica-
tions suite. Telmate’s Inmate Stations are designed, built, and maintained entirely by Telmate staff. They uti-
lize the same Telmate unified platform as every other Telmate product, including public cash kiosks, phones, 
and our automated information line. 

Hardware
Telmate’s inmate stations are made of heavy-duty stainless steel with rounded corners for safety and an ex-
tra-tough full-color touchscreen. The camera can be adjusted for a range of heights – from wheelchair users 
to basketball forwards. 

 � ADA Compliant: Telmate’s inmate stations meet and exceed ADA requirements for both phones and kiosks.

 � Wide Temperature Range: We use special long-life components for normal operation between -4º and 176º F.

 � Splash Resistant: Rubber gaskets protect against spills and splashes.

 � Hardened Touchscreens: The 7.5mm thick screens are UL 60950 certified for impact resistance and more. 

 � Tough Handsets: Our correctional grade handset with lanyard is the same model that we use on our inmate 
phones. None are better for resilience or clarity, and we always have a ready supply of replacements on hand.

 � Field Serviceable: Telmate’s engineers and field technicians worked together to ensure that every major part 
can be serviced or replaced on-site including the camera, touch screen, headphone jack, handset and logic board. 

The images on the following pages show more detail about Telmate’s Industry-Leading Inmate 
Video Stations.
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Specifications for Telmate Inmate Stations
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Telmate’s ADA-Compliant Automated Lobby Kiosk
The Telmate kiosk offers friends & family a convenient, accessible and localized option to add funds to any 
inmate account. Deposits may be made to inmate prepaid accounts from any Telmate kiosk in any facility we 
service.

At Telmate we design, build & service our own lobby kiosks.
Our automated kiosks decrease the time facility staff would ordinarily spend accepting and processing pay-
ments from visitors, as well as expand payment options to include cash, credit and debit cards. When our 
kiosks are integrated with commissary systems, friends & family may also use them to deposit money into an 
inmate trust fund.

Please note that there are no servers, and there is no data storage hardware installed onsite in a standard 
installation. This minimizes the likelihood of an onsite failure, and means that no one facility is dependent on 
any other facility for the kiosk to be operational.

Features
 � Ruggedized, powder-coated steel housing.

 � Integrated camera with full range of view.

 � Full color touch screen monitor behind tamper-proof coating.

 � ID Scanner plate for secure ID verification of depositors.

 � Magnetic stripe reader for both ID and credit/debit cards.

 � Cash intake device and receipt printer.

Specifications
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Uninterruptible Power Supply (UPS)
We plug each piece of equipment into an Uninterruptible Power Supply (UPS), ensuring they will continue to 
operate in the event of a power outage. Below is an example UPS Telmate has installed in several facilities, 
though the model we install in your facility may vary based on your needs.

APC HS 500

Specifications
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More than just video visitation, our new Telmate Stations offer your facility a complete inmate communications suite. Telmate’s 
Telmate Stations are  designed, built,  and maintained entirely by Telmate staff. They utilize the same Telmate unified platform as 
every other Telmate product, including public cash kiosks, phones, and our automated information line. 

This  means that you will have a single web-based login  for accessing and controlling all  inmate communications, including 
inmate phone calls,  visitation recordings  (onsite and offsite),  visitation scheduling,  and all  of the other free features that are included 
in the Telmate platform.

Hardware
Telmate’s  Telmate Stations are  made of heavy-duty stainless  steel  with rounded corners for safety and an extra-tough full-color 
touchscreen. The camera can be adjusted for a range of heights – from wheelchair users to basketball forwards. 

ADA Compliant: Telmate’s Telmate Stations meet and exceed 
ADA requirements for both phones and kiosks.

Wide Temperature Range: We use special long-life 
components for normal operation between -4º and 176º F.

Splash Resistant: Rubber gaskets protect against spills  and 
splashes.

Hardened Touchscreens: The 7.5mm thick screens are UL 
60950 certified for impact resistance and more. 

Tough Handsets: Our correctional grade handset with lanyard is 
the same model that we use on our inmate phones. None are better 
for resilience or clarity, and we always have a ready supply of 
replacements on hand.

Field Serviceable:  Telmate’s  engineers and field technicians 
worked together to ensure that every major part can be serviced or 
replaced onsite including the camera, touch screen, headphone 
jack, handset and logic board. 

VIDEO VISITATION: THE TELMATE STATION
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Video Features
Telmate’s inmate video visitation provides  a high quality, safe, 
convenient alternative to live onsite visits allowing you to:

Increase Safety & Security:  Relieve your staff of their 
most dangerous burden – inmate transport. 

Eliminate Contraband: By physically separating inmates 
from visitors, a key mechanism for importing contraband, 
such as drugs, weapons and SIM cards, is shut down.

Eliminate Hidden/Shielded Communication: With Telmate, 
nothing can be communicated outside the camera’s field of 
view. 

Legal Compliance: Video visitation allows your facility to 
meet legislative requirements without decreasing security.

Face to Face Communication:  Allows inmates a chance 
to communicate face-to-face with their counselors, 
attorneys, religious leaders, and children. 

Reviewable Anytime, Anywhere: A single Web-based 
application allows staff to review inmate calls, video visits, 
set alarms, control access,  and more from any Internet Web 
browser or smartphone.

A Better Way To Visit Onsite
With onsite video visitation, inmates  can visit with their loved 
ones  without ever leaving their pod,  providing security for 
staff, and closing off a key avenue for contraband. Video-only 
communication ensures that  facility staff see everything that 
the inmates  sees, which means  that an inmate can’t use their 
body to shield hand-signals  or written messages from wall 
mounted cameras. 

Facility staff can see and hear everything. Staff can watch 
visits  in real time  or access saved recordings through 
Telmate’s  Web portal,  the  same system that used to review 
inmate calls.

Not all video visitation  solutions  are 
created equal. Facility staff who have 
switched to Telmate’s  video solution 
have passed along the following list 
of danger areas:

Solutions  built by one company,  and sold or 
marketed by another
Unavailable customer service and customer 
service that doesn’t cover the actual users
Solutions involving cheap laptops & headsets
Solutions  built on  10-yr-old Windows  XP or Out-of-
Date Windows Vista technology
Non-local technicians (and replacement parts)
Inflexible scheduling systems
Hidden installation and data line charges
Multi-functional solutions  that aren’t integrated 
with  other facility software like phones, JMS, 
commissary & accounting.
Systems  that charge a premium for recording 
functionality.

Watch Out For...
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Communicate Over The Internet 
Remote visitation allows  further a  convenience for facility staff 
& visitors  alike –  visitors  save time and money (fuel costs)  and 
staff appreciate the dramatic decrease in lobby foot traffic. 

For friend’s and family, all that is  required is  an Internet-
connected home computer, and a camera  and microphone, 
which are built into most newer laptops.  Also, public libraries 
often have the necessary equipment. In most cases, the 
required software is already installed. 

Visitors simply visit the Telmate website,  and schedule a 
video visit from time slots  allowed by the scheduling rules. At 
the scheduled time,  a connection is  made with the inmate 
and the visit takes place. 

Remote visitations allow inmates to connect with friends and family members  outside of normal onsite  visitation times, allowing a 
more personal connection than phone calls for events such as birthdays, anniversaries, public holidays, and religious holidays. 

Security
Telmate’s  voice biometric authentication technology, the  same used in every Telmate inmate phone, verifies  each inmate against his 
own voiceprint  before he can access  any video station features, preventing PIN theft and identity fraud. No other technology is 
better suited for inmate communication than Telmate’s tried & true biometric voice identification solution.
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A Better Way To Schedule
With our easy-to-use visitor scheduling portal, your lobby staff 
no longer need to manually schedule visits, freeing up time  for 
more pressing tasks.  Our scheduling system enforces existing 
visitation rules  &  requirements (such as length, time, and 
frequency). Friends & family schedule visits  using a  Web 
browser or the Telmate lobby kiosk.

Staff may review  and modify scheduled visits,  and print  visitation 
day schedules appropriate for public posting.

By default, Telmate records  all video visitation sessions 
(unless privileged)  and stores  the video recordings for 30 
days. All recordings, just like  phone audio recordings,  are 
accessible  to authorized users via  the Intelmate.net 
Application. Users can download one or more recordings to the local media of their choice.

Auditable Activity Log
All investigator activity is  saved and able to be displayed as an activity log to see  who is accessing inmate call records. Below are 
screen shots of Telmate’s Video Visitation Scheduler and visit logs.
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Below is a screen shot of the Video Visitation record interface with emphasis showing how the Visit Record can be downloaded.
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Beyond Video
Besides inmate-to-lobby and inmate-to-home video visitation, Telmate’s Telmate Stations include a tremendous  number of optional 
additional features that benefit both the inmate and the facility, including:

Onsite video visitation
Offsite Internet video visitation
Secure Web content delivery
Commissary ordering
Educational games

Secured messaging 
Web-based medical system integration
Web-based legal resources
And more

Completely Customizable
The features  that appear on the Telmate Telmate  Station are 
completely customizable at the facility, pod or inmate level. 
This means that if you would like to block Internet  access for 
all inmates,  it is no problem. Likewise, access  can be 
restricted to a  single inmate,  or group of inmates, and 
controlling access  to features  can be used as a behavior 
incentive.

To the right is  a  screenshot of the inmate home screen. 
Additional icons  will appear on this screen for inmates with 
permission to use a greater number of features.  

Secure Web Content Delivery
Our basic, restricted-access Internet service offers an 
additional  revenue source while keeping your facility’s 
residents  busy and calm. Inmates  may access  news, 
sports, and educational content in a controlled browsing 
environment.

Staff can monitor all activities, and retain the ability to 
grant and remove privileges.
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Email Messaging
Email to and from approved contacts allows inmates a 
simple, affordable communication method and your 
investigators a whole new channel of evidence.

A wide-range of facility review and approval options  are 
included.

Prevent contraband, such as  methamphetamine laced ink, 
from reaching your inmates though traditional mail.

Religious Services & Addiction 
Recovery
Our religious services feature offers  videos & audio 
recordings for many popular religions, addiction recovery, 
and other positive self help programs. 

New services  and programs are  available each week 
through the Telmate Telmate Stations.  A  headphone jack 
allows  inmates an alternative to listen without using the 
handset.

Educational Games
Educational Games are  an option that  will keep your 
facility’s  residents challenged with mentally-stimulating 
non-violent educational games, including puzzle-solving 
and memory-building varieties.
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Commissary Orders
Allow your inmates to order their commissary 
electronically. 

We are integrated with a wide-range of commissary 
providers,  and are always adding more. Digitally ordering 
commissary can result  in a significant labor savings as it 
saves  staff from reading handwritten forms and translating 
them into an order system.

Telmate’s Secure Network 
Application Platform - SNAP
The exciting thing about SNAP is what it means for your organization:
• All user activity is tracked and logged
• All administrator activity is tracked and logged
• All access is secure
• All features can be controlled at the user, group and/or facility level
• Provides an easy platform to add new apps and expand to include new partner services

• Jail handbook
• Legal Research
• Educational Opportunities
• Commissary
• JMS

Complete Command & Control
With Telmate’s  Web-based command center,  you’re always in Control. If your 
facility is also using Telmate inmate phones, everything is accessible through the 
same Web-based login that you use for controlling the phone system.

End  Session Controls: Need to end a live visit?  Need to log an resident  out of 
the station?  No problem. You’re always  just a click away from keeping things 
under control. Review video visits securely from any Web browser or Web-
enabled smartphone. 

Message Approval & Audit Trail: Know which resident is  using the station, 
what they are  doing and more with our comprehensive auditing tools.  Also, all 
content sent or received by inmates  is  stored and accessible through our secure 
web portal, so facility staff are able to filter and approve all photos  &  messages 
sent to or from inmates. You will always have control  over what they see and 
send.

Alternate Methods For Remote Visitation
In addition to allowing standard Microsoft-based desktop and laptops  to be used for remote visitation, the Telmate system also 
uniquely supports all  Apple  computers  and the Apple iPad. An Android app is coming soon,  and an iOS app is  in development as 
well.
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Automated Inmate Grievances Via Telmate Stations
Telmate has developed an Grievance  solution into a  feature  of our touchscreen Telmate Stations. This solution is  capable of 
handling all inmate complaints, not just inmate phone complaints. The Grievances button will be programmed to appear on the 
home screen of the Telmate Station so that it is easy to find and access. Inmates  can then type their grievances and route them to 
the proper destination.  Telmate will, of course,  continue to receive and respond directly to all  inmate  phone complaints  and 
inquiries. Non-phone related grievances can be routed to the  County's preferred destination. Inmates can check on the status of 
their grievance from their sent messages screen on the Telmate Station. Escalation of grievances  can be  managed through the 
Telmate platform, if desired by the County.
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Issue Escalation And Telmate’s Public Ticket System
Whenever an issue is reported, whether it is  in person, over the  phone,  email or directly through the Telmate Web-based 
application,  a public ticket is  created. Telmate’s online public ticket system allows  both you and Telmate to track every request  from 
reporting to resolution. 

The public ticket system is a real-time service  ticketing system  that is integrated into Telmate’s web-based platform. This means 
that any user with the appropriate access can log in an view the entire history of the ticket. The  system tracks all  issues and shows 
creation date,  issue date and resolution. Additionally, Telmate’s system has automated assignment of service and issues  with a 
built in escalation processes:

• When new tickets are created, Telmate’s 24/7 facility customer service department and the dedicated 
account manager for your facility are notified immediately via email.

• If the ticket is technical in nature, Telmate’s 24/7 IT team is notified to further diagnose the issue.
• If the issue is a result of a carrier issue (local phone/data provider outage) the team will follow up with the 

carrier until the issue is fixed and provide updates (which are always trackable via the public ticket 
system).

• If the ticket requires an onsite technician, an SMS message is sent immediately to your local lead 
technician, and followed within 15 minutes by a phone call. If the issue requires immediate attention 
onsite, a technician will be available to visit your facility within (2) two hours.

• If a new ticket goes unresolved, the director of customer service is notified immediately.
• In the unlikely event that a ticket is still unresolved, both Telmate’s President (Kevin O’Neil), and CEO 

(Richard Torgersrud) are automatically notified.
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Installation And Network
Telmate requires  cooperation with the Facility,  staff and related vendors  for proper installation of Telmate Telmate Stations. The 
Telmate installation team  must have the ability to physically access and work within and around the areas we are upgrading and 
connecting to this new service.

Telmate’s Telmate Stations architecture is detailed in the graphic below.
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In this section, we describe our proposed implementation plan for Allegan County.

At Telmate, we pride ourselves  on our ability to provide a seamless  transition of services for every facility, no matter how large or 
small.  Today, we provide service  to facilities of all sizes, including over 21 facilities  with over 1,000 beds. We have successfully 
managed implementation and turn-on at all of these locations  and we will  bring the same experience and professional service to 
Allegan County.

After award of contract we will conduct an on-site  survey and compile this  data 
along with  the information obtained from the walk through and IFB. We will 
additionally,  conduct a needs assessment and review the current policies and 
procedures of the facility from intake to housing and release of the inmate 
population. This process will allow us to show how we can possibly improve 
business and operational processes  in the  facility to possibly reduce staff time 
involvement through the operations  of the jail by providing additional solutions of 
the Telmate system. From here we will provide possible recommendations, 
additional  products and review  the scope and scale of the project. Once we 
agree to the products being installed we will move to contract execution and 
discussion of our implementation timeline and plan.

Our implementation team will consist of our director of operations, director of 
facility installations, VP of business  development and your local account 
manager.

Below we have included a sample  installation plan for Allegan County.  Of 
course, we will  modify the implementation plan as  needed to accommodate the 
County.

Telmate Transition Plan For Allegan County
The Telmate system requires minimal onsite hardware,  and our centralized call processing means that  all  of the most complex 
equipment and software is  already installed,  maintained,  and backed up at our distributed redundant data centers. This  makes our 
on-site installation quick and efficient. 

Telmate will  coordinate with the appointed project administrator and the conversion will take place during times when the inmate 
telephone service will not be disrupted. Generally our recommended installation times  are between 8:00AM and 8:00PM, but we 
can install  hardware whenever is  most convenient for facility staff.  Telmate understands  that the designated facility staff will provide 
access  and escort  services  for Telmate employees  during the  conversion and installation process.  Telmate recommends 
transitioning phones one-at-a-time and coordinating training to occur on or close to the changeover to Telmate.

The entire conversion process  should take no more than 90 days from  the day Telmate receives notification to proceed with 
installation, however this  timeline  may be expedited or slowed down if desired by the facility.  The biggest impediment to a speedy 
installation is  the installation of an Internet data line,  which can take the local carrier between 3-6 weeks. Once the data line  is 
installed, installation of all phones and system configuration should proceed quickly.

On the following pages, we present a sample Gantt  Chart for installation of telephone services at Allegan County facilities, and also 
a Gantt Chart for installation of video visitation services, should Telmate and the County negotiate this  option. Note  that these 
installations can take  place concurrently. Please  note that this  is  only a sample; our project manager will work with the County to 
develop a mutually amenable implementation plan.

IMPLEMENTATION PLAN

_______________________
“Telmate performed a 

flawless installation and 
initial change-over from our 

previous vendor, without 
interruptions to service. 

They have delivered on their 
service promises and it has 

created a seamless 
partnership” -Sheriff 

Timothy Miller
_______________________
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Gantt Chart For Inmate Telephone System
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Gantt Chart for Video Visitation
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Our installations typically proceed in three phases:Our installations typically proceed in three phases:Our installations typically proceed in three phases:

1. Investigation/Initiation 2. Facility Installations 3. Acceptance Testing

Contract
• Receipt by Telmate of signed 

contract

Planning
• Meet with facility personnel to 

determine payment kiosks 
placement

• Meet with IT department to 
review wiring requirements

• Define specific reporting 
requirements for departments

• Establish timing and personnel 
for training 

• Meet with appropriate 
departments to establish an 
agreed escalation process

• Physical site survey of all 
phone locations

Order Hardware
• Acquire equipment from 

manufacturers 
• Provision data circuits & lines

Configure Software
• Enter blocked numbers
• Enter calling rules
• Enter rate information

Install Hardware
• Install all back office 

equipment
• Install kiosks 
• Verify data lines/UPS
• Install phones one at a time
• Verify phones are working
• Clean up site & clean phones

Training/Documentation

• Provide onsite training
• Provide documentation
• Provide network diagrams

Ease Transition
• Provide Free Calls to every 

Inmate
• Provide second free call to any 

inmate cut off during transition

Verification
• Allegan County will verify that 

installation is working
• Allegan County will verify that 

training is satisfactory
• Allegan County will verify that 

ITS needs are adequately met 
by Telmate.

Followup Documentation
• Telmate to provide MPS VPN 

Wide Area Network diagrams
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Telmate’s Sample Transition Completion Checklist
Your Telmate project manager will work with the County to customize the Transition Completion Checklist so that it  reflects  all 
requirements for a successful changeover in providers.

Approved Initials Item
Inmate Integration: Assure inmates booked and released in JMS are up-
dated in Telmate.
Recordings: Perform sample testing and quantitive comparisons of ITS 
system to ensure that any data integration information is accurate and 
complete via record counts, and sample testing. 
Call Quality:Tone, test and verify integrity of all phone and data lines. 
Call Load Test: Run proprietary testing algorithms to verify onsite and 
offsite equipment meets or exceeds specifications. 
Trust Integration: Assure 411 transfers and deposits process and reflect 
in trust software
Inmate Phone Test:  Manually test all phones for sound quality, volume 
and voice biometrics. 
Video Visitation Station Test: Manually test Telmate Telmate Stations for 
screen calibration, sound quality, volume, voice biometrics and camera.
Backup Power Test: Test UPS Backup
Kiosks: Perform latency testing to ensure all kiosks are performing to 
specification. Test deposits, assure they reflect in user interface.
Fail over testing: Perform load and latency testing to ensure that ade-
quate bandwidth has been provisioned. 
Training: Verify staff and administrative training via testing and 
certification. 
Facility Approval: Obtain sign off from facility staff on all deliverables and 
checklists. 
Monitoring: Telmate will perform continuous ongoing monitoring of 
phone stations, data lines and call quality throughout the life of the 
contract. 
Accounting: Produce and commission and auditing reports in a manner 
and consistent with requirements of Allegan County’s finance department. 
Receive confirmation of acceptance from finance department. Assure 
correct facility banking information is recorded.
Alarms: Assure PREA Alarms and Crime Tip Alarms are setup correctly.

Facility: __________________________________________

Certification Signature: ___________________________    Date: ___________________________
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Training
Telmate will provide onsite training to facility personnel anytime that is  convenient  before or after the installation of the Telmate 
Offender System. Telmate recommends  training be scheduled in conjunction with the installation.  Telmate’s training can be 
generalized for all staff, or it  can be designed around specific roles such as Site Administrators, Detectives,  Correctional  Officers 
and any other groups necessary. A professional instructor will teach each training class separately.

Telmate estimates the number of hours required to train each group as follows:

ROLE ESTIMATED TRAINING 
REQUIRED

Site Administrator 4 hours

Correctional Officer 3 hours

Detective 3 hours

In addition, Telmate will provide ongoing training,  at no cost,  for the life of the contract and contract extensions. This  additional 
training will  be performed by our professional  training managers, and can be coordinated through the County’s  dedicated account 
representative. The training is conducted live with Telmate’s  training manuals, and no additional audiovisual equipment is needed 
for facility personnel.

Web Seminars

To help instruct facility personnel on our system  upgrades and provide ongoing training, Telmate  holds  free interactive  Web 
seminars  twice  a year around the same time that system  updates are released. We want to ensure that all users are familiar with 
the enhancements made with each Telmate System upgrade, and web seminars are another resource we have provided to make 
this  as convenient as possible for the facility staff and users.  A web seminar is  an Internet-based training program. No travel is 
required, instruction and guidance takes place from the computer.

Ongoing Training

Telmate releases new updates twice per year,  with minor improvements and enhances  occurring on an as available basis. 
Whenever a system update is released Telmate will send a full description of the  update as well as any new training materials 
necessary to instruct personnel at  no cost. Telmate  staff are also available to provide  onsite  training as needed for every system 
update. 

Sample Telmate Training Schedule

Training typically begins  on the 3rd day of the installation to ensure that facility staff are viewing live data for the facility.  It is 
segregated by staff roles. This  allows the instructor to only train on the relevant features  for the user’s  role  (the features  that they 
have access to). Each class is one (1)  to two (2)  hours,  depending on the number of questions  asked by participants. It is  preferred 
that classes have 10 or fewer attendees.

Below is a sample training schedule: 

Wednesday

9:00 am Jail Staff 6 participants

11:00 am Jail Staff 9 participants
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2:00 pm Administrators 5 participants

4.00 pm Administrators 3 participants

Thursday

9:00 am Jail Staff 7 participants

11:00 am Jail Staff 10 participants

2:00 pm Investigators 6 participants

4.00 pm Investigators 9 participants

Friday

9:00 am Jail Staff 10 participants

11:00 am Jail Staff 10 participants

2:00 pm Investigators 6 participants

4.00 pm Investigators 9 participants

Telmate is pleased to present the following additional information regarding our products and services:

ADDITIONAL PRODUCTS AND SERVICES
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Attachment B: Required Documents

In this section we include documents as required by Allegan County.

Equal Employment Certification

Statement of Policy
Telmate strives  to achieve equal employment opportunity and affirmative action objectives through the recruitment, employment 
and advancement  of a diverse workforce, including women, minorities  and the disabled. Telmate’s Board will not tolerate any form 
of discrimination or harassment and endeavors  to maintain a tolerant and respectful work environment  free of hostility or 
unwelcome behavior.

It is also the policy of Telmate to prohibit  harassment  of employees based on race,  creed, color,  religion, national origin, marital 
status, sex,  status  with regard to public assistance, membership or activity in a local human rights  (agency name), disability, sexual 
orientation, or age. This  prohibition with respect to harassment includes  both overt acts  of harassment and those acts  that create 
a negative work environment.  Any employee subjected to such harassment should file a complaint internally with Telmate’s 
Affirmative  Action Officer designee.  If the employee chooses, s/he may file a complaint externally with the California Department of 
Fair  Employment, State of Oregon Civil Rights  Division, the Equal Employment Opportunity Commission, or through other legal 
channels.  These agencies have time limits  for filing complaints, so individuals should contact the agencies for more information. 
Any unintentional or deliberate violation of this policy by an employee will be cause for appropriate disciplinary action.

Each employee is  responsible for the application of this  policy. This  includes  initiating and supporting programs and practices 
designed to develop understanding, acceptance, commitment, and compliance within the framework  of this  policy. All employees 
must be informed that harassment is  unacceptable behavior. The Affirmative  Action Officer designee will  be expected to keep the 
(agency name)  and its  employees  apprised of any changes  in the law or its interpretation regarding this  form of discrimination. The 
Affirmative Action Officer designee is also responsible for:

• 
 Notifying all employees, and orienting each new employee who is hired, of this policy; and

• 
 Informing all employees  of the complaint procedure and ensuring that all complaints  will  be investigated promptly and 
carefully.

Attachment B: Required Documents
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Certificate Of Insurance
We include below a digital copy of our certificate of insurance, which satisfies  all insurance requirements stated by the  RFP. We will 
furnish the County with a hard copy prior to beginning work.

CERTIFICATE HOLDER

© 1988-2010 ACORD CORPORATION. All rights reserved.
ACORD 25 (2010/05)

AUTHORIZED REPRESENTATIVE

CANCELLATION

DATE (MM/DD/YYYY)CERTIFICATE OF LIABILITY INSURANCE

LOCJECT
PRO-POLICY

GEN'L AGGREGATE LIMIT APPLIES PER:

OCCURCLAIMS-MADE

COMMERCIAL GENERAL LIABILITY

GENERAL LIABILITY

PREMISES (Ea occurrence) $
DAMAGE TO RENTED
EACH OCCURRENCE $

MED EXP (Any one person) $

PERSONAL & ADV INJURY $

GENERAL AGGREGATE $

PRODUCTS - COMP/OP AGG $

$RETENTIONDED

CLAIMS-MADE

OCCUR $

AGGREGATE $

EACH OCCURRENCEUMBRELLA LIAB

EXCESS LIAB

DESCRIPTION OF OPERATIONS / LOCATIONS / VEHICLES (Attach ACORD 101, Additional Remarks Schedule, if more space is required)

INSR
LTR TYPE OF INSURANCE POLICY NUMBER

POLICY EFF
(MM/DD/YYYY)

POLICY EXP
(MM/DD/YYYY) LIMITS

WC STATU-
TORY LIMITS

OTH-
ER

E.L. EACH ACCIDENT

E.L. DISEASE - EA EMPLOYEE

E.L. DISEASE - POLICY LIMIT

$

$

$

ANY PROPRIETOR/PARTNER/EXECUTIVE

If yes, describe under
DESCRIPTION OF OPERATIONS below

(Mandatory in NH)
OFFICER/MEMBER EXCLUDED?

WORKERS COMPENSATION
AND EMPLOYERS' LIABILITY Y / N

AUTOMOBILE LIABILITY

ANY AUTO
ALL OWNED SCHEDULED

HIRED AUTOS
NON-OWNED

AUTOS AUTOS

AUTOS

COMBINED SINGLE LIMIT

BODILY INJURY (Per person)

BODILY INJURY (Per accident)
PROPERTY DAMAGE

$

$

$

$

THIS IS TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD
INDICATED. NOTWITHSTANDING ANY REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS
CERTIFICATE MAY BE ISSUED OR MAY PERTAIN, THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN IS SUBJECT TO ALL THE TERMS,
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS.

INSR
ADDL

WVD
SUBR

N / A

$

$

(Ea accident)

(Per accident)

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER. THIS
CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND, EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLICIES
BELOW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING INSURER(S), AUTHORIZED
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.
IMPORTANT: If the certificate holder is an ADDITIONAL INSURED, the policy(ies) must be endorsed. If SUBROGATION IS WAIVED, subject to
the terms and conditions of the policy, certain policies may require an endorsement. A statement on this certificate does not confer rights to the
certificate holder in lieu of such endorsement(s).

The ACORD name and logo are registered marks of ACORD

COVERAGES CERTIFICATE NUMBER: REVISION NUMBER:

INSURED

PHONE (A/C, No, Ext):

PRODUCER

ADDRESS:E-MAIL

FAX (A/C, No):

CONTACT NAME:

NAIC #

INSURER A :

INSURER B :

INSURER C :

INSURER D :

INSURER E :

INSURER F :

INSURER(S) AFFORDING COVERAGE

SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE
THE EXPIRATION DATE THEREOF, NOTICE WILL BE DELIVERED IN
ACCORDANCE WITH THE POLICY PROVISIONS.

$

$

$

$

5/14/2013

Wortham Insurance & Risk Management
P.O. Box 795008
San Antonio, TX 78279 210-223-9171 210-223-2806

www.worthamsa.com

(SA) Eric Smith

Wortham Insurance & Risk Management

Telmate, LLC
IntelMate, LLC
234 Front Street
San Francisco CA 94111

16345768

Ì Ì

Certificate holder has been named as additional insured with wavier of subrogation and 30 day notice of cancellation.

655 MW Tower, LLC; Principal Real Estate
Investors, LLC
c/o PLC West, LLC
655 Montgomery Street, Ste 1400
San Francisco CA 94111

Business Income and extra expense (including rental value) is included $309,000

A 1,000,000711-01-32-59-0000 4/21/2013 4/21/2014
500,000Ì

10,000Ì

1,000,000
2,000,000
2,000,000

A 711-01-32-59-0000 4/21/2013 4/21/2014 1,000,000
Ì

Ì Ì

A 711-01-32-59-0000 5/13/2013 4/21/2014 4,000,000ÌÌ

4,000,000

A 406-03-89-98-0000 4/21/2013 4/21/2014 Ì

1,000,000
1,000,000
1,000,000

A Errors & Omissions 7110138130000 2/15/2013 4/21/2014 Limit: $2,000,000

OneBeacon America Insurance Company 20621

›¤ŒÃ “—ÚÊ ÔÍÌÏÎÈÍË ›‘¤“Ã ›—‹¤Ê ÓÓÃ¤‘”fl‘‘› ¯Õfl˜ Ãø –øª ÎÒÔÏÒÓÔÌ ÔÊÓÌÊÔÎ –” –øª Ô ± Ë
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Certification Of Understanding: Required Services
In response to requirement 3.5.1 on Page 30 of the RFP, we offer the following response.
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Contract Acknowledgment
Below, we acknowledge Allegan County’s contract agreement, as required by item 3.2, and include our proposed changes.

Proposed Changes
A. Term of the Agreement – Given the large amount of capital costs by Con-

tractor in regards to this venture, Contractor respectfully seeks a longer 
term date and renewal times thereafter as a conservative measure to allow 
Contractor a high probability of capital cost recoupment. 

a. Proposed Language - Agreement shall commence on the date of last 
signature by a party below (the “Effective Date”) and shall end five (5) 
years from the latter of (a) sixty (60) days after the Effective Date or 
(b) the date that County begins or switches over to using, and noti-
fies Contractor of its acceptance of, Contractor Equipment (“Initial 
Term”).  If the normal business operation of the Facility is inter-
rupted for any reason (e.g., due to act of God, an inmate riot, or 
strike) the expiration of the Term of this Agreement shall be ex-
tended for a period of time equal to the period of such interruption 
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or stoppage of business operations.  After the Initial Term, this 
Agreement shall automatically renew for additional terms of one (1) 
year time periods each thereafter (each a “Renewal Term”) for an ad-
ditional five (5) year term, upon the terms and conditions herein set 
forth, unless written notice is sent by either party at least sixty (60) 
days prior to the end of the then current Term (the Initial Term to-
gether with all Renewal Term(s) collectively comprise the “Term”).  
County agrees to provide Contractor advance written notice 180 days 
prior to County releasing any RFP that includes all or part of Equip-
ment or services offered by Contractor, during the Initial Term or any 
applicable Renewal Term.  Upon receipt of a notice of non-renewal 
from County, Contractor shall have the right to match the financial 
and service conditions of any binding competitive proposal under 
consideration, and upon written notice of Contractor’s promise to 
match same proposal, Contractor may retain the business for an ad-
ditional Renewal Term

B. Exclusivity - Given the large amount of capital costs by Contractor in re-
gards to this venture, Contractor respectfully seeks exclusivity as a conser-
vative measure to allow Contractor a high probability of capital cost re-
coupment.

a. Proposed Language - During the Term of this Agreement, County 
grants to Contractor the exclusive right to visitation services and the 
exclusive right and license to install, maintain, and operate commu-
nication Equipment governing all inmate calls and electronic com-
munications, including but not limited to local, long distance and in-
ternational, including but not limited to collect calls, debit calls, 
within any Facility owned or operated by County.  During the Term of 
this Agreement County shall not hold non-video visits or provide to 
any third party access to Contractor’s Equipment. County appoints 
Contractor as its exclusive inmate communications agent, charged 
and authorized with making changes, implementing and updating 
features, and otherwise establishing such functionality and taking 
such steps which Contractor considers, in its sole discretion, in best 
interest and designed to keep Facility using the best features with a 
state-of-the-art, leading system.

C. Indemnification – Contractor seeks mutual indemnification. Contractor stands 
behind its technology, products and services and is happy to indemnify and make whole the 
County for all damages to the extent arising solely out of its products or services.  That be-
ing said, mutual indemnification is sought by Contractor as protection against damages 
caused by the use of its equipment by users of whom it has no control. 

a. Proposed Language - Contractor shall indemnify and hold County 
harmless from and against any and all claims, costs, expenses, dam-
ages, and liabilities, arising from or pertaining to gross negligence or 
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willful misconduct in the performance by Contractor of services or 
the manufacture of the Equipment provided County shall give Con-
tractor prompt written notice of any such claim or demand. County 
assumes the risk of liability arising from or pertaining to the posses-
sion, operation, or use of Equipment.  County shall indemnify and 
hold Contractor harmless from and against any and all claims, costs, 
expenses, damage, and liabilities, arising from or pertaining to the 
use, possession, or operation of Equipment.  County shall indemnify 
Contractor against, and hold Contractor harmless from, any and all 
claims, actions, suits, proceedings, costs, expenses, damages, and 
liabilities, including attorney’s fees, resulting from, arising out of, or 
connected with Equipment, including without limiting the generality 
of the foregoing, the manufacture, selection, delivery, possession, 
use, operation, or return of Equipment.  Contractor does not assume 
any liability for any acts or omissions of County or County’s agents, 
or employees.  County hereby releases Contractor and agrees to in-
demnify Contractor and hold Contractor harmless from any and all 
claims against County of any kind or nature whatsoever, arising out 
of or resulting from the use and/or operation of the Equipment by 
County or its agents, visitors or inmates, or prior vendors of the 
Equipment, including any expenses and attorney’s fees which Con-
tractor may incur in defending any such claims.  County shall indem-
nify and hold Contractor harmless from any and all liability, loss, 
damage, expense, causes of action, suits, claims or judgments aris-
ing from injury to person or property resulting from or based upon 
the actual or alleged use, operation, delivery, or installation of any or 
all of the Equipment or its location or condition, and shall at its own 
cost and expense defend any and all judgments and fines that may 
be recovered against Contractor in any such action or actions, pro-
vided, however, that Contractor shall give County written notice of 
any such claim or demand. 

D. Termination – Contractor seeks revisions to the Termination clause to pro-
tect itself from incurring a huge losses if the contract is terminate prema-
turely. Contractor will have made a significant initial investment if the 
County terminates without a breach by either parties. Contractor agrees 
that County may terminate the agreement at any time that Contractor fails 
to cure a breach after a reasonable time.

a. Proposed Language - If County or Contractor defaults in its perform-
ance of any obligations hereunder, the non-defaulting party may no-
tify the defaulting party in writing of such default with specific atten-
tion to detail.  The defaulting party must cure such default within 
sixty (60) days from receipt of notice of default, otherwise the non-
defaulting party shall have the right to terminate this Agreement and 

Telmate Inmate Communication System Proposal for Allegan County



pursue all legal and equitable remedies available to the non-
defaulting party.  If Contractor’s performance of this Agreement or 
any obligation hereunder, is interfered with by reason of any circum-
stances beyond the reasonable control of Contractor, including with-
out limitation, fire, explosion, riots, civil unrest, power failure, in-
junctions, or acts of God, Contractor shall be excused from such 
performance on a day to day basis to the extent of such interference 
until interference is corrected by County and Contractor agrees with 
such correction. If any governmental tax, fee, regulation, or tariff, or 
any other law prevents Contractor from providing the services 
agreed to hereunder or makes the continuation of this Agreement 
economically impracticable then Contractor may, at its own discre-
tion, unilaterally modify or terminate this Agreement without liabil-
ity.  On any termination of this Agreement, County shall allow Con-
tractor reasonable access to facility in order to remove equipment, 
including electrical and Ethernet wiring and conduits.  Contractor 
agrees to remove their equipment within 30 days after such termina-
tion.

E. Maintenance of Equipment – Contractor seeks right to be able to maintain 
its Equipment.

a. Proposed Language - During the Term of this Agreement, Contractor 
will repair and maintain its Equipment in good operating condition 
and shall exclusively maintain its Equipment in such condition by 
furnishing all necessary parts and labor reasonably necessary for the 
successful operation of the equipment.  Contractor has the exclusive 
access to open, adjust, remove, disconnect, repair, replace, or alter 
the Equipment.  County shall permit employees or contractors of 
Contractor reasonable access in order to provide such service, repair, 
and maintenance on Equipment.  Contractor’s Equipment shall re-
main the property solely of Contractor.  Upon termination of this 
Agreement, Contractor shall have the right to enter upon the prem-
ises to remove the Equipment.  County shall notify Contractor of any 
misuse, destruction, damage, or vandalism to the Equipment as soon 
as practicable.  County shall exercise reasonable care to prevent 
damage or destruction of Contractor’s Equipment.  
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Thursday, August 29, 2013

Attn: Denise Stan – Project Management Specialist 
Allegan County – County Services Building 

3283 122nd Ave
Allegan, MI 49010

Dear Ms. Stan,

Enclosed, please find a completed copy of Exhibit D - Cost Proposal Form, from RFP #10151 for Inmate Phone 

and Video Visitation System. Separately, Telmate has submitted a full proposal, which includes a  detailed cost 
proposal with a  full breakdown of proposed rates and commission structure. However, in order to ensure full 

compliance with County requirements, we have included here the form as requested by the County.

Thank you again -- we at Telmate are extremely excited about this opportunity to serve you.

Sincerely,

Kevin O’Neil, President, Telmate

655 Montgomery Street, Suite 1800, San Francisco, CA 94111

proposals@telmate.com :: (415) 562-5877 :: www.telmate.com :: www.gettingout.com

mailto:proposals@telmate.com
mailto:proposals@telmate.com
http://www.telmate.com
http://www.telmate.com
http://www.gettingout.com
http://www.gettingout.com
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