






























 

This RFP Proposal response includes trade secrets or other proprietary data (data) that may not be disclosed outside the Village and may not be 
duplicated, used or disclosed in whole or in part for any purpose other than to evaluate this Proposal submittal. The data subject to this restriction 
are contained in sheets (2-7, 13-16, 18-25, 27-32, 33, 36-39, 41-44, 46-49, 58, 73, 75, 76-99 ). The Village, for purposes of this provision, will 
include any consultant assisting in the evaluation of Proposals. If, however, a contract is awarded to this Respondent as a result of or in connection 
with the submission of this data, the Village has the right to duplicate, use, or disclose the data to the extent provided in the resulting contract. This 
restriction does not limit the Village‘s right to use information contained in the data if it is obtained from another source without restriction unless 
required by any applicable public records law and no exemptions to disclosure apply, and then only to the extent required.  
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COVER LETTER 
 
Passport Labs, Inc. (“Passport”) is pleased to submit its proposal for Unified Parking Citation and Permit 
Management Systems (RFP No. 17-131) to the Village of Oak Park, IL (the “Village”). Having thoroughly read 
through the requirements of the RFP, Passport feels strongly that an expanded partnership between it and 
the Village will be the best choice to achieve the goals outlined herein. Passport and Oak Park, IL have been 
partners since 2013. Through Passport, Oak 
Park has seen  850,000+ transactions with 
$1,700,000+ in revenue come through its 
Mobile Payment for Parking application. 
Since Passport and the Village started 
working together, Passport has not only 
grown as a company, but grown its 
presence in Chicagoland due to the work 
and development with municipalities like 
Oak Park. Oak Park has seen the growth in 
Passport and has first-hand knowledge of 
its development, customization capabilities, 
ability to execute, and industry leading 
service.  
 
The Village was an early adopter of 
Passport, but since the partnership has 
begun, Passport is now being used by over 
60+ Villages and Cities in Illinois alone and 
450+ clients worldwide.  Further, most 
clients start out with Mobile Payments and have since added our Enforcement and Permitting modules. For 
example Evanston, Wilmette, Highwood, and Blue Island are all live using Passport’s Enforcement platform 
-- with others soon to launch in the next few months.  

Not only does Passport have the most intimate knowledge of Oak Park’s system, but is best suited to grow 
with the Village in the coming years due the following success factors: 

Transition Experts 
Transitioning providers is not a decision the Village should enter into lightly, so it is 
imperative Oak Park choose a provider well versed in transitions for large scale and high 
profile installations. Passport is the industry expert at transitioning clients from one Citation 
management payment provider onto its best-in-class platform. Passport has a deep 
understanding of Oak Park’s citation platform from 4+ years of working together. Having 
that intimate knowledge of not only the dedicated work that went into building that system 
will allow Passport to preserve the integrity of the system through its Enforcement platform. 
Furthermore, Passport is the only vendor who has already built out a majority of the 
Village’s enforcement environment, ensuring a low-risk and time-efficient implementation 
process. In fact, the current knowledge and environment build out in Passport’s system 
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could enable  the Village to start issuing citations on the Enforcement platform tomorrow, 
if needed. As the host of the no-cost citation management pilot Passport built for Oak Park 
over the summer, all the citation types, escalation schedules, and custom issuance features 
are fully built and ready to go operational. They were built by the same Project Manager, 
Mike Mohler, who will also be leading the full implementation of the Enforcement platform. 
Oak Park will be leaning on a company that not only knows and launches all Chicagoland 
clients, but who has already built over half the system itself.  

 Proven Customization and Partnership 
Passport prides itself on creating true partnerships with its clients. When Passport commits 
to developing custom software, it ensures that it meets the needs of each client and creates 
a complete solution that brings value now and in the future. Oak Park already has first hand 
experience with Passport’s dedication to its clients through the creation of  the industry’s 
first digital overnight pass solution for Oak Park. Every vender can create custom solutions, 
but Passport is not just a vendor -- it is a proven partner of Oak Park who has demonstrated 
the ability to develop and deploy tailored solutions. From Passport’s deep understanding 
of Oak Park’s needs, it is clear that the Village requires a partner who is built to successfully 
transition the current system tomorrow, but also to grow with the Village as the needs 
change and develop in the coming years. This summer Oak Park piloted Passport’s citation 
system and during that pilot Passport built multiple custom items at no cost in for the 
Village, just to test its efficacy. Oak Park’s testing strengthened the overall product and 
Passport continues to grow the platform and service with clients like Oak Park. Passport 
has proven it can accomplish customization and will continue to do so for Oak Park, while 
still making available all platform enhancements requested by its growing list of clients.  

Service and Team 
Not only does Oak Park have a first hand account of Passport’s technology and 
customization abilities, but understand what working with Passport truly entails. Passport 
offers a best in class service for its clients, and has been a major reason why Cities are 
transitioning to the Passport platform. Oak Park will retain its same support team with 
Passport, which is led by Chris Watt, who has been the Village’s main support line for many 
years. Passport is so dedicated to Oak Park that there is a standing weekly call established 
to ensure that all of Oak Park’s needs are continually met. Passport demonstrated its elite 
customer service to the Village this summer, when Oak Park facilitated a meter pilot. Chris 
assisted the village by tracking down all meter vendors and setting up the integrations 
needed for mobile and enforcement. Passport will challenge any other vendor to commit 
to this level of service, and be able stand by said service year over year.   

 
It is through Passport’s industry leading technology, demonstrated ability to provide custom solutions, and 
first-class client service that it will provide the solution specified in the Village’s RFP. Passport’s intimate 
knowledge of the Chicagoland region and the Village itself especially qualify it as the ideal vendor to provide 
the Village with a Citations Processing Management System (CPMS) and Permit Management System (PMS). 
Passport looks forward to furthering its successful partnership with the Village. 
 
Sincerely,  
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Khristian Gutierrez, Chief Revenue Officer 
 
BIDDER PROFILE AND QUALIFICATIONS 
 
Include a brief description of the company, including financial stability, capacity and 
resources. Include a listing of any lawsuit or litigation and the result of that action within 
the last five (5) years. Indicate number of years working with State of Illinois municipalities 
and interface experience with the IL SOS.  
 
For the past seven years Passport has navigated the public-private relationship between municipalities and 
its parkers, bringing increased transparency and efficiency to parking operations. Passport’s Mobile 
Payment Platforms have served municipal clients across the United States for five years, across Canada for 
three years, and across the United Kingdom for one year. In that time, Passport has evolved from Passport 
Parking, LLC to Passport Labs, Inc. and simply Passport in Mecklenburg County, North Carolina. However, 
Passport’s mission has remained constant: to deliver the most adaptable Mobile Technology Platforms that 
reduce operational complexity and provide increased business intelligence. 
 
Passport’s history in the parking industry is marked by leading innovation that aims to support both 
municipal clients and their communities by creating a network of trust and accountability. Passport 
continues to drive the efficiency of parking regulation by developing dynamic LPN lookups, which more 
than cut the time in half to determine whether a parking session is valid. Additionally, Passport tracks officer 
routing to provide additional clarity into where enforcement officers are spending their time. Using this 
data, Passport can provide a heat map of all citations issued, to gain a better understanding of parking 
regulations Village-wide. Passport is constantly iterating and updating its software along with emerging 
technology and the needs of each client and is excited to announce several updates later this year! 
 
Since launching its first product, Passport has learned best practices to deliver the best quality product to 
each of its clients, including treating each municipality as a true partner. Part of that partnership is 
understanding the nuances of each environment and delivering the best product to each of Passport’s 
Citation Management Platform’s 90+ clients. To that end, Passport developed its software on an Operating 
Setting System, allowing each client to dynamically turn on or off features and feature sets without 
disrupting the system or even updating the application. This flexibility has allowed each of Passport’s clients 
to have a truly unique and transformative application regardless of whether the client uses Passport’s base 
application or is one of the 40 private label applications supported by Passport.  
 

In addition to Passport serving over 450+ clients in North America and Europe with its 
mobile technology platforms, Passport maintains a strong network presence in the State 
of Illinois and the Chicagoland area. Passport has been working with municipalities in 
Illinois for four years, since the launch of Morton Grove’s Mobile Payment for Parking 
platform in 2013. The Village of Oak Park will only benefit from an extended network of 
users in the surrounding areas who are already familiar with Passport’s software. 
Passport partners with 60 clients in Illinois alone and has an extensive knowledge of 
parking environments in the Village itselfs. Passport is the only provider who currently 
has such a strong understanding of the Chicagoland user base. See below for a full list 
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COVER LETTER 
 
Passport Labs, Inc. (“Passport”) is pleased to submit its proposal for Unified Parking Citation and Permit 
Management Systems (RFP No. 17-131) to the Village of Oak Park, IL (the “Village”). Having thoroughly read 
through the requirements of the RFP, Passport feels strongly that an expanded partnership between it and 
the Village will be the best choice to achieve the goals outlined herein. Passport and Oak Park, IL have been 
partners since 2013. Through Passport, Oak 
Park has seen  850,000+ transactions with 
$1,700,000+ in revenue come through its 
Mobile Payment for Parking application. 
Since Passport and the Village started 
working together, Passport has not only 
grown as a company, but grown its 
presence in Chicagoland due to the work 
and development with municipalities like 
Oak Park. Oak Park has seen the growth in 
Passport and has first-hand knowledge of 
its development, customization capabilities, 
ability to execute, and industry leading 
service.  
 
The Village was an early adopter of 
Passport, but since the partnership has 
begun, Passport is now being used by over 
60+ Villages and Cities in Illinois alone and 
450+ clients worldwide.  Further, most 
clients start out with Mobile Payments and have since added our Enforcement and Permitting modules. For 
example Evanston, Wilmette, Highwood, and Blue Island are all live using Passport’s Enforcement platform 
-- with others soon to launch in the next few months.  

Not only does Passport have the most intimate knowledge of Oak Park’s system, but is best suited to grow 
with the Village in the coming years due the following success factors: 

Transition Experts 
Transitioning providers is not a decision the Village should enter into lightly, so it is 
imperative Oak Park choose a provider well versed in transitions for large scale and high 
profile installations. Passport is the industry expert at transitioning clients from one Citation 
management payment provider onto its best-in-class platform. Passport has a deep 
understanding of Oak Park’s citation platform from 4+ years of working together. Having 
that intimate knowledge of not only the dedicated work that went into building that system 
will allow Passport to preserve the integrity of the system through its Enforcement platform. 
Furthermore, Passport is the only vendor who has already built out a majority of the 
Village’s enforcement environment, ensuring a low-risk and time-efficient implementation 
process. In fact, the current knowledge and environment build out in Passport’s system 
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could enable  the Village to start issuing citations on the Enforcement platform tomorrow, 
if needed. As the host of the no-cost citation management pilot Passport built for Oak Park 
over the summer, all the citation types, escalation schedules, and custom issuance features 
are fully built and ready to go operational. They were built by the same Project Manager, 
Mike Mohler, who will also be leading the full implementation of the Enforcement platform. 
Oak Park will be leaning on a company that not only knows and launches all Chicagoland 
clients, but who has already built over half the system itself.  

 Proven Customization and Partnership 
Passport prides itself on creating true partnerships with its clients. When Passport commits 
to developing custom software, it ensures that it meets the needs of each client and creates 
a complete solution that brings value now and in the future. Oak Park already has first hand 
experience with Passport’s dedication to its clients through the creation of  the industry’s 
first digital overnight pass solution for Oak Park. Every vender can create custom solutions, 
but Passport is not just a vendor -- it is a proven partner of Oak Park who has demonstrated 
the ability to develop and deploy tailored solutions. From Passport’s deep understanding 
of Oak Park’s needs, it is clear that the Village requires a partner who is built to successfully 
transition the current system tomorrow, but also to grow with the Village as the needs 
change and develop in the coming years. This summer Oak Park piloted Passport’s citation 
system and during that pilot Passport built multiple custom items at no cost in for the 
Village, just to test its efficacy. Oak Park’s testing strengthened the overall product and 
Passport continues to grow the platform and service with clients like Oak Park. Passport 
has proven it can accomplish customization and will continue to do so for Oak Park, while 
still making available all platform enhancements requested by its growing list of clients.  

Service and Team 
Not only does Oak Park have a first hand account of Passport’s technology and 
customization abilities, but understand what working with Passport truly entails. Passport 
offers a best in class service for its clients, and has been a major reason why Cities are 
transitioning to the Passport platform. Oak Park will retain its same support team with 
Passport, which is led by Chris Watt, who has been the Village’s main support line for many 
years. Passport is so dedicated to Oak Park that there is a standing weekly call established 
to ensure that all of Oak Park’s needs are continually met. Passport demonstrated its elite 
customer service to the Village this summer, when Oak Park facilitated a meter pilot. Chris 
assisted the village by tracking down all meter vendors and setting up the integrations 
needed for mobile and enforcement. Passport will challenge any other vendor to commit 
to this level of service, and be able stand by said service year over year.   

 
It is through Passport’s industry leading technology, demonstrated ability to provide custom solutions, and 
first-class client service that it will provide the solution specified in the Village’s RFP. Passport’s intimate 
knowledge of the Chicagoland region and the Village itself especially qualify it as the ideal vendor to provide 
the Village with a Citations Processing Management System (CPMS) and Permit Management System (PMS). 
Passport looks forward to furthering its successful partnership with the Village. 
 
Sincerely,  
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Khristian Gutierrez, Chief Revenue Officer 
 
BIDDER PROFILE AND QUALIFICATIONS 
 
Include a brief description of the company, including financial stability, capacity and 
resources. Include a listing of any lawsuit or litigation and the result of that action within 
the last five (5) years. Indicate number of years working with State of Illinois municipalities 
and interface experience with the IL SOS.  
 
For the past seven years Passport has navigated the public-private relationship between municipalities and 
its parkers, bringing increased transparency and efficiency to parking operations. Passport’s Mobile 
Payment Platforms have served municipal clients across the United States for five years, across Canada for 
three years, and across the United Kingdom for one year. In that time, Passport has evolved from Passport 
Parking, LLC to Passport Labs, Inc. and simply Passport in Mecklenburg County, North Carolina. However, 
Passport’s mission has remained constant: to deliver the most adaptable Mobile Technology Platforms that 
reduce operational complexity and provide increased business intelligence. 
 
Passport’s history in the parking industry is marked by leading innovation that aims to support both 
municipal clients and their communities by creating a network of trust and accountability. Passport 
continues to drive the efficiency of parking regulation by developing dynamic LPN lookups, which more 
than cut the time in half to determine whether a parking session is valid. Additionally, Passport tracks officer 
routing to provide additional clarity into where enforcement officers are spending their time. Using this 
data, Passport can provide a heat map of all citations issued, to gain a better understanding of parking 
regulations Village-wide. Passport is constantly iterating and updating its software along with emerging 
technology and the needs of each client and is excited to announce several updates later this year! 
 
Since launching its first product, Passport has learned best practices to deliver the best quality product to 
each of its clients, including treating each municipality as a true partner. Part of that partnership is 
understanding the nuances of each environment and delivering the best product to each of Passport’s 
Citation Management Platform’s 90+ clients. To that end, Passport developed its software on an Operating 
Setting System, allowing each client to dynamically turn on or off features and feature sets without 
disrupting the system or even updating the application. This flexibility has allowed each of Passport’s clients 
to have a truly unique and transformative application regardless of whether the client uses Passport’s base 
application or is one of the 40 private label applications supported by Passport.  
 

In addition to Passport serving over 450+ clients in North America and Europe with its 
mobile technology platforms, Passport maintains a strong network presence in the State 
of Illinois and the Chicagoland area. Passport has been working with municipalities in 
Illinois for four years, since the launch of Morton Grove’s Mobile Payment for Parking 
platform in 2013. The Village of Oak Park will only benefit from an extended network of 
users in the surrounding areas who are already familiar with Passport’s software. 
Passport partners with 60 clients in Illinois alone and has an extensive knowledge of 
parking environments in the Village itselfs. Passport is the only provider who currently 
has such a strong understanding of the Chicagoland user base. See below for a full list 
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of Passport’s implementations in Illinois and the number of years serving them. Passport 
has established direct interfaces with several state DMVs and maintains an integration 
with NLETS to serve out-of-state citations. Passport open API infrastructure and gives it 
the ability to interface with the State of Illinois SOS and other state agencies as needed.  

 
 
 

Client Products Year of Launch 

Village of Morton Grove Mobile Payment for Parking 2013 

Village of Downers Grove Mobile Payment for Parking 2013 

City of Des Plaines Mobile Payment for Parking 2013 

Village of Villa Park Mobile Payment for Parking 2013 

City of Harvard Mobile Payment for Parking 2013 

Village of Oak Lawn Mobile Payment for Parking 2013 

Village of Oak Park Mobile Payment for Parking 2013 

City of Highwood 
Mobile Payment for Parking 
Enforcement 2013 

Village of Glenview Mobile Payment for Parking 2014 

City of Chicago Mobile Payment for Parking 2014 

Village of Skokie Mobile Payment for Parking 2014 

City of Evanston 
Mobile Payment for Parking 
Enforcement 2014 

Village of River Forest Mobile Payment for Parking 2014 

Village of Mundelein Mobile Payment for Parking 2014 

Village of Itasca Mobile Payment for Parking 2014 

Village of Wilmette 
Mobile Payment for Parking 
Enforcement 2014 

Village of Berkeley Mobile Payment for Parking 2014 

Village of Lemont Mobile Payment for Parking 2014 

Village of Hinsdale Mobile Payment for Parking 2014 

Village of Clarendon HIlls Mobile Payment for Parking 2014 

Village of Brookfield Mobile Payment for Parking 2014 

Village of Deerfield Mobile Payment for Parking 2015 

Wheaton Center Mobile Payment for Parking 2015 

City of Champaign Mobile Payment for Parking 2015 

Village of Lombard Mobile Payment for Parking 2015 
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Northeastern Illinois University Mobile Payment for Parking 2015 

Town of Cicero Mobile Payment for Parking 2015 

Village of Wheeling Mobile Payment for Parking 2015 

Village of Schaumburg Mobile Payment for Parking 2015 

City of Prospect Heights Mobile Payment for Parking 2015 

Village of Fox Lake Mobile Payment for Parking 2015 

Village of Hanover Park Mobile Payment for Parking 2015 

Village of Richton Park Mobile Payment for Parking 2015 

Village of Riverside Mobile Payment for Parking 2015 

Village of Willow Springs Mobile Payment for Parking 2016 

City of Peoria Mobile Payment for Parking 2016 

Village of Bensenville Mobile Payment for Parking 2016 

City of Urbana Mobile Payment for Parking 2016 

University of Chicago Mobile Payment for Parking 2016 

Village of New Lenox Mobile Payment for Parking 2016 

Village of Orland Park Mobile Payment for Parking 2016 

Lake County Forest Preserves Mobile Payment for Parking 2016 

Village of Fox River Grove Mobile Payment for Parking 2016 

Village of Buffalo Grove Mobile Payment for Parking 2016 

City of Lockport Mobile Payment for Parking 2016 

City of Geneva Mobile Payment for Parking 2016 

Village of Chicago Ridge Mobile Payment for Parking 2016 

Village of Schiller Park Mobile Payment for Parking 2016 

Village of Palatine Mobile Payment for Parking 2016 

City of Blue Island 
Mobile Payment for Parking 
Enforcement 2017 

City of Crystal Lake Mobile Payment for Parking 2017 

Village of Palos Park Mobile Payment for Parking 2017 

Village of Bartlett 

Mobile Payment for Parking 
Enforcement 
Permitting 2017 

Illinois State University Mobile Payment for Parking 2017 

Village of Vernon Hills Mobile Payment for Parking 2017 

Village of La Grange Permitting 2017 
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Illini North Development 
Mobile Payment for Parking 
Enforcement 2017 

University of Illinois Mobile Payment for Parking IN IMPLEMENTATION 

Mid-City Parking Mobile Payment for Parking IN IMPLEMENTATION 

Highland Park - Park District Mobile Payment for Parking IN IMPLEMENTATION 

 
As an industry leader in mobile technology platforms for municipalities, Passport is well positioned to scale 
with the Village in the future, both technologically and financially. Passport Labs, Inc. is a privately held 
Delaware C-Corporation backed by institutional investors Grotech Ventures, Relevance Capital, and MK 
Capital. Since 2013, Passport has raised a total of $14MM in two equity funding rounds. Passport also 
maintains a banking relationship with Comerica Bank for additional financial stability through available debt 
capacity and liquidity. Passport has used that funding to deliver innovative, technologically advanced 
solutions to municipalities, private operators, and universities across North America. 
 
Passport provides internal CPA-prepared financial statements on a monthly basis for review by its Board of 
Directors. Passport also conducts thorough financial statement and tax compliance audits on an annual 
basis with a fully-accredited accounting firm. It’s 2013 (unaudited) and 2014 (audited) financial statements 
were prepared by Reardon & Garrison, LLP. The audits of Passport’s internally CPA-prepared 2015 and 2016 
financial statements were performed by Dixon Hughes Goodman, LLP. 
 
Due to highly competitive and strategic details within these reports, the policy of the Board of Directors is 
to provide these detailed financial statements to municipalities upon request only following formal 
engagement of Passport for its services. In the interim, with revenue expected to exceed $10MM in 2017 
and a projected $18MM in 2018, Passport can confidently attest to its financial stability and ability to 
successfully service any contract arising out of this project. Please feel free to contact the following people 
for additional assurance as to Passport’s financial stability. 
 

 

Financial Contacts 
Hunter Louis 

 
Chief Financial Officer 

Passport 
Phone: (704) 823-6095 

 
Keith Giddens, CPA 

 
Partner, Tax Services  

Dixon Hughes Goodman 
Phone: (704) 452-8026 

 
Don Rainey 

 
Managing Partner  
Grotech Ventures 

Corey Wilhelm, CPA 
 

Director, Assurance Services  
Dixon Hughes Goodman 

Phone: (703) 462-1348 Phone: (704) 367-7054 
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Bret Maxwell 
 

Managing General Partner 
MK Capital 

Cameron Newton 
 

Managing Partner  
Relevance Capital 

Phone: (312) 324-7701 Phone: (931) 455-0155 
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STAFFING PLAN 
Include an organization chart and resumes of key management staff and staff that shall 
be assigned to work on this project.  

 
 
 
Team Overview 



11 

The Sales Executive will be responsible for running point on all communications prior to the notice to 
proceed. Max will lead any live demonstrations, answer any follow up questions, negotiate price, provide all 
post award deliverables to the Village, and ensure that the contract is executed in a timely manner. Max will 
bring his Illinois roots and intimate knowledge of the region and its parking systems to the project. 
 

Maxwell Mickey, Sales Executive 
Maxwell is a Sales Associate for Passport. Since joining Passport Maxwell has worked with 
municipalities, universities, and private operators to deploy mobile payment, permitting, and 
enforcement solutions throughout North America.  Prior to Passport, Maxwell was a Licensed 
Stockbroker and then worked as a Treasury Analyst in Corporate Finance prior to Passport. 
Maxwell graduated Magna Cum Laude from Aurora University earning a BA in Business and 
Commerce.  

 
The Project Manager will be the main point of contact for the Village during implementation. Mike will work 
with Village stakeholders to establish a launch date and project milestones. Thereafter, Mike will hold weekly 
calls with the Village to update stakeholders on the progress of the project, request information or 
documentation from the Village, and provide deliverables for Village approval. Mike has established 
processes and relationships with Village stakeholders which will be invaluable to the implementation 
process.  

Mike Mohler, Project Manager 
Mike comes to Passport  from the City of New Haven with 3 years of industry experience as 
Deputy Director of Transportation, Traffic, and Parking as well as Manager of Parking 
Enforcement. While at the City, Mike ran the implementation of the Passport Citation 
Management system and launched a whitelabel Parking App. Prior to working for the City, 
Mike had accumulated 8 years of people management, customer service, and project 
management through the retail industry. Mike received his Bachelor of Science in Graphic 
Design from Southern Connecticut State University and is currently pursuing his CAPP 
certification.  

 
The Client Success Manager will be the Village’s main business contact for the term of the contract. Chris 
will be introduced to the Village shortly after contract execution and will be available to answer any 
questions the Village may have. Additionally, the Client Success Manager will reach out to the Village on 
regular intervals to gather feedback on the system, provide updates, offer additional information on how 
to best use the system, and lead the development on any Village-specific features. The Village can leverage 
Chris’ existing relationship and lines of communication to ensure continued high quality client service for 
the Enforcement platform. Chris will continue to hold weekly calls, as needed, to address the Village’s 
integrated multi-platform solution.  
 

Chris Watt, Senior Client Success Executive   
Chris provides a wealth of knowledge to Passport’s clients, boasting more than 9 years of 
customer service, management, and client consultation. As a member of the International 
Parking Institute Membership Committee and organizer of the Passport Client Advisory Board, 
he has been able to stay well acquainted with the industry as a whole. Chris works with some 
of Passport’s largest client-partners to maximize revenue through shared growth and 
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proficiency of the software. Chris received his Bachelors of Science in Communication from 
Kennesaw State University in Georgia. 
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PROJECT REFERENCES 
 
Include a brief project description of two (2) government entities where providing a CPMS 
and two (2) government entities where providing a PMS, at a minimum, or a minimum of 
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four (4) government entities where providing both a CPMS and PMS. Project references 
should include at least two (2) years of experience, and shall include the primary client 
contact details, including name, title, phone number and email address. At least one (1) 
reference should be an Illinois municipality that has been a client for a minimum of two (2) 
years.  
 
See below for Passport’s Project References in accordance with the Village’s requests. Passport has provided 
contact details for government entities most befitting of the size and scope of this project. Passport works 
with 60 clients in Illinois (see full list on page 5), including six (6) Enforcement clients and three (3) Permitting 
clients.  
 

 

City of New Haven, CT 

Name Doug Hausladen 

Title Director of Traffic, Transportation, and Parking & Executive 
Director of New Haven Parking Authority 

Phone Number (203) 946-8067 

Email Address dhausladen@newhavenct.net 

 
 
The City of New Haven engaged Passport in 2015 to provide a Citation Management platform for the CIty 
of New Haven. Passport implemented its Enforcement software in place of its legacy Duncan Solutions 
system.  Through Passport’s innovative platform the City saw an increase of 18% in online payments and a 
10% increase in revenue.  Since then, the City has expanded its partnership with Passport to include a 
private-label Mobile Payment for Parking application, GoNewHaven. It is through this integrated solution 
and features like in-app citation payments that helped elevate the City’s compliance levels and citation 
revenue. For a comprehensive break down of the success of Passport’s platforms in New Haven, see the 
New Haven Case study in Appendix 4 on page 74.  
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New York City Housing Authority 

Name Amy Anderson 

Title Director of Operations, LAZ 

Phone Number (860) 552-7641 x7746 

Email Address aanderson@lazparking.com 

 
 
 
 
In 2016, the City of New York tasked Passport with building its online digital permitting system for the New 
York City Housing Authority. Passport installed its purely digital solution to provide the Authority’s 12,000 
issued permits per year. Through another demonstrated successful partnership with LAZ, Passport delivered 
a solution that served both the Authority and its parkers in one of the most active transportation 
environments in the world. Passport worked with the Authority to revamp its permit renewal process, 
enabling Authority residents to upload identification to the RMCPay web portal, as well as gave Authority 
administrators the ability to review and approve/disapprove the permit application immediately through 
the OpsMan platform.  
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The City of Albany, NY 

Name Jim Vanapeldorn 

Title Director of Parking Violations Bureau 

Phone Number (518) 434-5008 

Email Address jvanapeldorn@albanyny.gov 

 
 
The City of Albany worked with Passport to build both its Enforcement and Permitting platform as well as a 
private-label mobile payment for parking application, ParkAlbany. The City required the handheld 
enforcement devices to be able to scan New York State registration stickers. Passport recommended the 
one-piece N5 Scan handheld issuance device (also recommended in this proposal), providing the parking 
enforcement officers with the ability to easy scan an import this information in the field. Additionally, 
Passport created a direct integration with the New York State DMV to facilitate registration holds and 
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information flow between the City and necessary government entities. Since its June 2017 launch, the City 
utilizes Passport’s Enforcement and Permitting platform to service a community of over 1,200 paid parking 
spaces and 80,000 issued citations per year.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

The City of Portland, ME 

Name John Perverada 

Title Parking Manager 

Phone Number (207) 874-8444 

Email Address jbp@portlandmaine.gov 
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Passport worked with the City of Portland, ME to build the City’s very first digital enforcement platform. 
Prior to Passport’s installation, the City was issuing citations manually and using internal methods to track 
continued collections as adjudication efforts. Passport expertly guided City administrators and parking 
enforcement staff through this sensitive transition process, ensuring no interruptions to the City’s issuance 
efforts at any time. Additionally, Passport built a series of custom reports for the City, identifying key activity 
points most specific to the City’s operations. Since the implementation in 2017, the City is on pace to issue 
roughly 130,000 citations this year through its new system. Portland administrators are already realizing the 
cost and time savings associated by taking advantage of Enforcement’s operational efficiencies.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
WORK PLAN/RESPONSES TO SCOPE OF WORK 
 
Present a detailed service plan including a description of major tasks and subtasks and the 
Bidder’s project approach. This section shall establish that the Bidder understands the 
Village’s objectives and work requirements. The response must demonstrate the Bidder’s 
ability to satisfy those objectives and requirements. Identify the staffing plan and the 
designated team member (not a help desk) that will be the direct point of contact for the 
Village throughout the term of the agreement. 
 
Passport relies on the seven principles of project management: define the scope and objectives, define the 
deliverables, project planning, communication plan, tracking and reporting project progress, change 
management, and risk management. The Village can expect the implementation process of its Enforcement 
platform to be even more streamlined than previous Passport implementations (Mobile Payment Platform, 
Enforcement Pilot) by leveraging the existing working relationships between Passport and Village 
stakeholders. It is through these previous successful projects that Passport has established efficient modes 
of communication and points of contact for facilitating the process. The Village will be assigned Mike Mohler 
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as its dedicated Project Manager, and Chris Watt as its dedicated Client Success Manager. Passport is the 
only vendor that can provide a project staff with such a high level of industry, region, and Village-specific 
experience. Mike has personally already built out a large portion of the Village’s system as part of the 
Village’s Enforcement pilot this summer, and will also oversee the continued built out for this project.  
 
During contract negotiation, Passport’s product managers, project managers, and the Village will all define 
the scope of the project and the deliverables. Based on that document, Passport will estimate the amount 
of time necessary to complete the project and set a projected launch date that matches the City’s timing 
requirements. Throughout the implementation process, the Village’s dedicated Project Manager will 
communicate weekly to update all stakeholders on the status of the project, request any additional 
information, confirm design of deliverables, and ensure that all expectations are being met. The project 
lifecycle will be tracked using Salesforce, which is used by all client-facing departments in Passport to 
maintain consistency. Finally, Passport will expertly transition the Village’s administrators to its Client 
Success Manager ahead of launch to train all necessary parties on the expanded capabilities of the now 
familiar backend system, OpsMan, best uses, and other ways to improve the efficiency and transparency of 
the system. Going forward, it is the Client Success Manager, Chris Watt, who will act as the main point of 
contact for the Village for the Enforcement, Permitting, and Mobile Payment systems. 
 
Implementing Enforcement by Passport will be driven by two teams: Client Success and Service Delivery. 
Client Success is comprised of Client Success Managers, Product Support Specialists, and Customer Support 
Representatives, who will all be available to the Village from the point of contract execution to expiration. 
The Service Delivery team is made up of Project Managers and Implementation Specialists, who’s sole 
responsibility it is to efficiently launch products for clients. The Implementation Specialists will work 
diligently behind the scenes to setup citations, establish integrations, and test the system, while the Project 
Manager works directly with each client and its stakeholders. Oak Park’s dedicated Project Manager will 
develop a tailored Project Plan outlining all milestones, deliverables, and roles and responsibilities of each 
key stakeholder both internally and externally with quality control and testing throughout.  

Passport developed an implementation process that is efficient, easy, transparent, and has successfully 
launched Passport’s Enforcement solution for more than 90 clients in a timely manner. To keep the process 
lean, Passport maintains active integrations with 30+ software providers in the parking, enforcement, and 
transit industries as well as 15 major merchant processors. Using this process, Passport is able to launch its 
Enforcement product 90 days from contract execution on average. Passport designed its process to be 
dynamic and flexible, while still controlling for quality. The project is laid out into smaller pieces, which can 
be dynamically implemented as the Village provides Passport with necessary information. The faster the 
Village can return required forms, provide contact information, and approve steps, the faster the system 
can be implemented -- oftentimes in under 90 days, but the schedule will be set to accommodate the 
desired timelines of the Village. 

To keep the Village on track, the dedicated Project Manager will hold weekly calls with Village stakeholders, 
providing updates, asking questions, or generally pushing the project to the finish line. With Passport, The 
Village of Oak Park receives a dedicated team that is always available to answer questions, take feedback, 
adjust the system, fix bugs, brainstorm ideas, and ensure that the Village is getting exactly what it expects.  

Implementation will be split into four categories: Discovery, Setup, Training, and Launch. Only discovery and 
launch have dependencies built into them. In Discovery, the Village will be asked to fill out an Information 
Request Form, which covers most pertinent aspects of the current enforcement environment, including 
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providing contact information for representatives at other service providers (meters, pay stations, LPR, 
enforcement, etc.) and sending a high resolution Oak Park logo for the RMCPay website. Additionally, more 
in-depth discovery is accomplished via an in-person discovery session. Passport already has a strong 
understanding of the Village’s environment and has even built out the majority of its enforcement, meaning 
the VIllage does not have to start from scratch. For the Village, this process will be checking against already 
completed implementation efforts, limiting the window for error and implementation risks. 

 The only other dependency occurs in the Launch stage -- Passport will not launch a product without 
the Village of Oak Park’s expressed approval. Throughout the process, Passport will continually ask for 
feedback and approval and this last step should be a simple decision, but still one that should and will be 
made by Oak Park alone.  

The following is a complete breakdown of each stage, with average time frames. Again, these time frames 
are subject to change, based on the Scope Alignment Meeting and the Village’s timing requirements, and, 
like any good partnership, will only be improved by open and effective communication.   
 

 

Milestone Passport Client Description 

Kick-off &  
Project Foundation 

Training 

✓ ✓ Meeting to welcome The Village of Oak Park to the 
Passport family, review the onboarding process, and walk 
through baseline product training.  
 
Passport Team Members: 

● Dedicated Client Success Manager - Chris Watt 
● Sales Executive - Maxwell Mickey 
● Dedicated Project Manager - Mike Mohler 

 

Complete Information 
Request Form 

 ✓ This form gives Passport a complete understanding of the 
detailed specifics of the enforcement environment as it 
exists at the time of contract execution.  

   This is one of only two dependencies in Passport’s 
implementation process. This form must be completed 
prior to the Scope Alignment Meeting.  

Scope Alignment Meeting ✓ ✓ Passport will conduct an in-person meeting to review the 
Info Request form and define the scope of work. Topics of 
discussion include current enforcement environment, 
merchant processing, and necessary integrations.  
 
Passport Team Members: 

● Dedicated Client Success Manager 
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● Dedicated Project Manager 
● Implementation Specialist 

 

Determine Target Launch 
Date 

✓ ✓ Based on the Information Request Form, Scope Alignment 
Meeting, and Village timing needs, Passport will set a 
Target Launch Date.  
 
Passport Team Members: 

● Dedicated Project Manager 
● Implementation Specialist 

 
 

 
 

Stage Milestone Passport Client Description 

Data Flow Confirm Data 
Flow 

✓ ✓ During the Scope Alignment Meeting, necessary integrations 
will be discussed, as well as ways to best integrate the 
Enforcement platform into the Village’s existing environment. In 
order to make this step seamless, the Village of Oak Park will be 
asked to provide contact information for each 3rd party vendor.  
 
Passport Team Members: 

● Dedicated Project Manager 
● Implementation Specialists 

 Finalize 
Integration 

Details 

  Passport will work alongside 3rd party vendors (pay stations, 
meters, LPR technology) to set up an integration for each 3rd 
party, allowing data to flow smoothly between it and Passport. 
Passport maintains existing integrations with most leading 
industry hardware and software providers. Non-established 
integrations are identified early in the scoping process. 
 
Passport Team Members: 

● Dedicated Project Manager 
● Implementation Specialists 

 Complete 
Integration 

Testing 

✓  Once the integrations have been configured, Passport will test 
the integration using in-house consultants Quilmont in 
conjunction with crowdsourced testing software.  
 
Passport Team Members: 

● Dedicated Project Manager 
● Implementation Specialists 
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● Quilmont QA Testing 

 Approve 
Data Flow 

 ✓ Once Passport has thoroughly tested the integration, the 
Village will be given access to a non-production environment 
to perform its own testing. Once satisfied with the integration, 
the Village will sign off on the integration.  

Funds Processing Confirm 
Gateway 
Provider 

✓ ✓ During contracting, Oak Park will select their Merchant of 
Record. During the Scope Alignment Meeting this will be 
confirmed and Passport will ask for contact information for the 
Village of Oak Park’s Merchant Processor and Gateway. The 
Village currently utilizes Passport as its Merchant of Record, and 
could seamlessly add the Enforcement platform to this payment 
processing engine. 
 
Passport Team Members: 

● Dedicated Project Manager 
● Implementation Specialists 

    If Passport is the Merchant Processor and Gateway, this stage 
can be skipped.  

 Provide 
Merchant 

Details 

 ✓ If Passport is not the Merchant Processor and Gateway, the 
Village will be asked to provide credentials for a Card Not 
Present Account that has been set up for processing citation 
payments. Once the provider is confirmed, Passport will 
provide a list of required credentials.  

 Confirm 
Successful 

Test 
Transaction 

✓  After credentials are input to the system, Passport will run a 
few test transactions to ensure the integration works. 
 
Passport Team Members: 

● Dedicated Project Manager 
● Implementation Specialists 

 
 

 Approve 
Fund 

Processing 

 ✓ After Passport has thoroughly tested the merchant processing 
integration, The Village will be asked to provide written 
confirmation that the funds from the test transactions are 
available in its bank account.   

Environment Setup Activate Back 
Office 

✓  After the Scope Assignment Meeting, Passport will create Oak 
Park’s Operator in the back office. Passport will work with the 
Village to establish access permissions to OpsMan. The Village 
will have final approval on all access permissions and Passport 
will help guide the process. Oak Park’s back office 
environment will be configured to issue citations and perform 
collections in accordance with current Village protocol, 
including all citation fees, fee escalation schedules, and 
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delinquency notice schedules as indicated in the submitted 
Information Request Form. 
 
Passport Team Members: 

● Dedicated Project Manager 
● Implementation Specialists 

 Configure 
Zones 

✓  Passport will break Oak Park into specific zones based on the 
Scope Alignment Meeting. Zones should be configured based 
on Village goals and parking regulations. Each zone will have 
specific features to mimic the existing environment, including 
permit permissions, parking time limits, and fines. Passport will 
create a test environment for the Village to explore and 
provide feedback on the nuances of its specific environment. 
 
Passport Team Members: 

● Dedicated Project Manager 
● Implementation Specialists 

 Custom 
Information 

✓ ✓ Passport will work with the Village to  develop the terms and 
conditions, privacy policy, and FAQ that will live on the 
RMCPay Website. All outbound communications such as 
delinquency notices, appeals notices, and appeals decisions 
will be drafted and approved by the Village of Oak Park. 
Passport will also confirm all necessary mailing addresses, 
return to sender addresses, and necessary Oak Park contact 
information that will be part of any outgoing communication.  
During this phase, Passport looks to review Oak Park’s existing 
forms and notifications as a sample to guide this 
development.  
 
Passport Team Members: 

● Dedicated Project Manager 
● Implementation Specialists 

 Build 
RMCPay 
Website 

✓ ✓ Passport will gather the client logo and design assets for use 
in Oak Park’s RMCPay website. The Village may provide 
feedback on the design and layout of the portal and will 
provide final approval on the website.  
 

    The Environment Setup provides Oak Park with the 
opportunity to envision, design, and test a system that meets 
its objectives. 

 Build 
Citations 

✓ ✓ Passport will work with The Village of Oak Park to create the 
content and layout of issued citations. The Village will have the 
ability to decide on content, layout, what Village contact 
information to be included, and on the addition of 
photographs. This phase of the implementations process has 



26 

already been completed by Mike Mohler, the Village’s 
dedicated Project Manager, as part of Passport’s continued 
service to the Village.    
 
Passport Team Members: 

● Dedicated Project Manager 
● Implementation Specialists 

 System 
Testing 

✓  Once the backend environment has been configured and the 
RMCPay web portal built, Passport will test the system, from 
citation issuance to resolution to ensure all data is flowing into 
the back office (OpsMan) and into enforcement handhelds 
(OpsMan Mobile) in real time. Passport will perform these 
transaction tests on a test merchant processor as to not 
interfere with Oak Park’s current accounting and reporting. 
Once tested and approved, the system will be switched to Oak 
Park’s desired Merchant of Record. 
 
Passport Team Members: 

● Dedicated Project Manager 
● Implementation Specialists 

 
 

Milestone Passport Client Description 

Device Setup ✓  Passport will order N5 handheld issuance devices as 
specified in the contract. All devices will be installed with 
OpsMan Mobile and prepped for service with the 
addition of cases, stickers, straps or other accessories 
desired by the Village. Once setup is complete, Passport 
will ship the service-ready devices to Oak Park. 
 
Passport Team Members: 

● Dedicated Project Manager 
● Implementation Specialists 

   OpsMan Mobile can be downloaded from the Google 
Play store free of charge 

Citations Paper Selection ✓ ✓ The Village of Oak Park will decide to print its citations on 
blank paper or use a customized template with standard 
information included. Passport will confirm final citation 
paper design, the amount and type and provide a proof 
to the Village for final approval. Once the proof is 
authorized, paper will be ordered and shipped to Oak 
Park. The Village may choose to purchase paper from 
Passport or from its own third-party supplier. 
 
Passport Team Members: 
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● Dedicated Project Manager 
● Implementation Specialist 

 

X ✓ ✓  
Passport Team Members: 

● Dedicated Client Success Manager 
● Dedicated Project Manager 

 
 
 

 

 
 

Milestone Passport Client Description 

Confirm Training 
Schedule 

✓ ✓ Once a majority of the milestones have been completed and 
the Target Launch Date is confirmed, Passport will set up a 
time to train Oak Park administrators. Passport will provide 
on-site training for both Village administrators and 
enforcement officers for a number of days to be agreed upon. 

    
Passport Team Members: 

● Dedicated Client Success Manager 

Complete Training 
Preparation 

✓  Prior to the training session, The Village of Oak Park’s 
Dedicated Client Success Manager will provide detailed 
instructions to the Village on how to best prepare for the 
session, including who should be present, the amount of time 
it will take, and any required hardware (i.e., computers with 
wifi connectivity and smartphones).  
 
Passport Team Members: 

● Dedicated Client Success Manager 

Training ✓ ✓ Passport will host a training session with any Village 
employees who will interact with the new Enforcement 
system. Passport recommends training all enforcement staff 
(operator managers, operators, and the press team), anyone 
responsible for adjudication of parking and traffic citations, 
Village accountants, the police technology chief, and parking 
enforcement manager all be present for training. Passport will 
perform a specific training session for both back office 
employees (OpsMan) and for Enforcement Officers (OpsMan 



28 

Mobile).  
 
Passport Team Members: 

● Dedicated Client Success Manager 

   All training is done via a “Train the Trainer” method, 
equipping each person present with the tools and 
knowledge to train their teams now and in the future.  

Complete Hands-on 
Assignment 

 ✓ After training, Passport will provide a hands-on assignment 
for Village staff to complete to test everyone’s 
comprehension of the system. Passport will continue to work 
with the Village until all key staff members feel comfortable 
with the system prior to launch. 
 
Passport Team Members: 

● Dedicated Client Success Manager 
 

 
 

Milestone Passport Client Description 

Provide Final Launch 
Approval 

 ✓ Prior to launch, Passport will send a Launch Approval Email 
to the Village seeking written approval of the system.  

   The system will not launch without The Village of Oak Park’s 
written approval.  

System Launch ✓  The system will be moved from a non-production to 
production environment, press releases will be published, 
and the RMCPay website launched. 
 
Passport Team Members: 

● Dedicated Project Manager 
● Enforcement Engineer Team Lead 

Post Launch Statistics ✓  1 week after launch, the Client Success Manager will provide 
a statistics dashboard to the Village of Oak Park. This 
dashboard will show Oak Park’s statistics during its first week 
of launch (issuance, compliance, etc…) and show benchmarks 
of other similarly situated Cities after the same time period. 
The Client Success Manager will work with the Village to 
understand what this data means and how to leverage it for 
continued growth.  
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Passport Team Members: 
● Dedicated Client Success Manager 

Client Effort Score Survey  ✓ After launch, the Village will receive a survey to rate its 
satisfaction with the onboarding process. Passport is always 
seeking to improve this process and wants Oak Park’s candid 
opinion on ways to improve each client’s experience.  
 
Passport Team Members: 

● Dedicated Client Success Manager 
 

 

LEGACY CITATION COLLECTION 

Milestone Passport Client Description 

Legacy Citations Letter 
Generation 

✓ ✓ Legacy citation delinquency notices sent through Passport’s 
collection process will have different content and escalation 
schedules as issued citation delinquency notices. Based on 
feedback from the Village, Passport will design, draft, and gain 
approval from Oak Park on all outbound communications 
regarding legacy citations. Once confirmed, Passport will 
migrate batches of legacy citation data into OpsMan in 
preparation for collection. Passport will perform a final DMV 
lookup to verify registered owner information is current. The 
Harvester legacy citation collection will go live with the 
Enforcement platform. 
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SYSTEM SPECIFIC INFORMATION 
 

Describe all System Hardware and System software specifications to be provided by the Bidder to support 
all current and anticipated citation issuance, permit management, hardware and processing tasks. If it is an 
on premise solution, Bidders shall provide all server, software, network, and service requirements. Software 
specifications shall include all supported operating systems for both in-house CPMS/PMS and enforcement 
software. Any exception, e.g. thick-client install, add-in, add-on, java, etc., must be stated. This section shall 
include screenshots of software along with explanations of services, description of supported processing 
tasks and reporting capabilities.  

 
To service this contract, Passport will provide the Village with its cloud-based SaaS product, Enforcement, which includes the 
issuance software, OpsMan Mobile; a white labeled and mobile optimized payment and appeals portal, RMCPay; and the 
backend system, Operator Management or “OpsMan”. With these tools, the Village will be able to issue and fully resolve all 
citations as well as capture all data related to that process. As the platform is a SaaS product, it requires no physical presence 
from Passport or any third parties to implement and service. 

 
CPMS (Citation Processing Management System) Specifications 

 
As indicated in the Specification Tables section of this proposal, Passport 
will provide the Village of Oak Park with a comprehensive Citation 
Processing Management System (CPMS), its Enforcement platform, that 
meets all Village requirements. Through its state of the art issuance 
software, OpsMan Mobile, Enforcement will be built to mimic the Village’s 
current enforcement environment, including Village addresses, parking 
zones, and violation codes.  
 
Passport provides the Village with the most efficient and accurate issuance 
process in the industry, maximizing resources in the field and helping the 
Village reach its issuance and revenue goals. All data related to citation 
issuance (OpsMan Mobile), payments (RMCPay), integrations (Genetec, 
Cale, etc.), and back office management (OpsMan) is aggregated in 
OpsMan in real time and updated to all system access points. Parking 
enforcement officers will be able to see all active parking sessions in real 
time, allowing them to match the LPN with vehicles seen on their route. 

Passport uses a Dynamic Issuance feature that speeds up the issuance process and ensures data input accuracy. When an 
officer enters the first few digits of a suspected violator’s LPN, OpsMan Mobile will automatically match this input with LPNs 
existing in the OpsMan database, providing the enforcement officer with a dramatically slimmed down number of options.  
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OpsMan Mobile will allow officers to issue citations with two extensive notes fields: internal and external notes. External notes 
print on the citation and internal notes can only be seen by Village administrators. Notes are either written in an open text 
box or can be selected from a predefined "Common Notes" list. The free form notes can be either dictated or typed. All notes 
will be timestamped. From OpsMan, administrators also have the ability to enter internal notes following a citation being 
issued. Any notes entered will include a timestamp of when the note was entered and the user ID attached to it. 
 
OpsMan Mobile provides enforcement officers the ability to take photographs of the violation on their handheld issuance 
devices and attach to the citation record. Similar to officer notes, photographs can be classified as internal or external, internal 
only being visible to authorized Village personnel, external can be printed on the citation and will be available for violators to 
view in RMCPay. Village enforcement officers are already utilizing Passport’s Park Monitor  to view active parking sessions, 
OpsMan Mobile would provide enforcement officers with all of the functionality and similar interface they have come to expect 
with even more comprehensive issuance capabilities and data access.  
 
The Village’s back office data management portal, OpsMan, will provide the Village a single backend portal for its parking, 
enforcement, and permitting operations. Employing Passport’s single backend solution will provide the Village with unique 
data analysis opportunities to view its entire transportation ecosystem as a whole. OpsMan aggregates all data related to 
citation in real time, including issuance, payment, appeals, and administrative data. OpsMan comes equipped with over 60+ 
standard reports for analyzing citation activity, revenue, officer activity, and more. All violations in OpsMan will be assigned a 
unique citation number, allowing citation data to be indexed and analyzed on a granular or aggregate level. Sample reports 
are available in Appendix 1 on page 57 of this proposal, such as the refund/reversals report requested in specification 6.1.28. 
All reports in OpsMan can be run on a one-time basis or scheduled to run on a recurring basis and emailed to Village 
designated contacts. Reports may be exported to Excel for easy conversion to .csv, shape files, or other formats. Passport can 



32 

also provide access to the Village’s raw data files,, flawlessly exporting data to internal reporting tools. Additionally, OpsMan 
includes an ad hoc report builder, enabling Village administrators to build reports and filter data based on any collected data 
field. If a particular data view is not available, Passport will work with the Village to build a custom report solution.  
 

OpsMan not only aggregates citation information and provides 
intuitive reporting, but also serves as an operations hub where Village 
administrators can configure all settings of its Enforcement platform, 
including parking zones, fee amounts, escalation schedules, and more. 
OpsMan also automates the Village’s collections efforts (detailed 
further in the Optional Collections Services Section on page 50) by 
generating and mailing delinquency notices to violators as directed by 
established Village ordinances. Passport will utilize integrations with the 
IL Secretary of State (SOS) and the National Law Enforcement 
Telecommunications Service (NLETS) to retrieve registered owner 
information as-needed when citation records near an escalation and/or 
notification period. OpsMan also tracks and facilitates delinquency 
notifications to violators driving rented, leased, or company vehicles. 
OpsMan also has the ability to import payment files from third party 
systems via FTP transfer. OpsMan even provides the Village with the 
ability to send notifications via text or email to a list of residents for 

snow emergencies.  
 
To service this contract, Passport will establish a direct integration with the IL SOS office to facilitate the retrieval of registered 
owner information as well as the placement/removal of registration holds and/or license suspensions in accordance with the 
specifications requested in this RFP. Additionally, Passport will work with the Village to establish a data transfer with the Illinois 
Debt Recovery Offset Portal (IDROP) according to Village business rules. Additionally, Passport’s Enforcement and Permitting 
back office portal, OpsMan, was designed to integrate perfectly with Passport’s Parking platform and the existing interfaces 
and data the Village is currently using. As part of its Parking platform in the Village of Oak Park, Passport has already 
established integrations with all necessary hardware/software providers (Cale, Duncan, etc.) in the Village’s ecosystem, and 
can be relied upon to establish additional integrations as needed to service the Village’s Enforcement platform. Passport’s 
open-API infrastructure also means the Village is well-positioned to integrate with future hardware/software operators as 
future needs dictate, such as with MLPR enforcement hardware as requested in this RFP. 
 
In addition to its issuance software and back office data management portal, Passport’s Enforcement platform includes a 
Village-branded violator payment portal, RMCPay. RMCPay allows violators to enter their citation number or LPN and view all 
outstanding citations associated with their vehicle record, including officer notes and photographs. Upon review of citation 
details, the violator may then choose to pay for one or all of their outstanding citations or appeal any one of the violations. If 
the violator selects an appeal, collections and notification efforts will cease and the citation record will enter Passport’s online 
adjudication process, detailed further on page 59. Violators may pay for a citation using any credit or debit card and OpsMan 
will immediately reconcile the account, including removal of the vehicle from scofflaw notifications and reports in OpsMan 
Mobile, if applicable. OpsMan also serves as a simple cashiering tool for in-person payments and mailed payments to be 
entered into the system. Passport facilitates in-person partial payments in lieu of providing a payment plan. Violators or permit 
holders/applicants may pay for a citation or permit in Village offices and Village administrators may apply that payment to a 
citation record whether it is in full or a portion of the total amount due. Through Passport’s experience, enabling an online 
payment plan for violators encourages non-compliance and creates additional challenges to the login and account 
management features. OpsMan allows Village administrators to leave comments on any citation or permit record from the 
back office, including the addition of comments on multiple citation records at once through a manual selection process.  

 
PMS (Permit Management System Specifications) 
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Passport’s Permitting platform was created to go hand-in-hand with the Enforcement platform and allow for easy enforcement 
for a myriad of permits. Both platforms were built by the same team of full-stack developers and originated with the same 
question: how can Passport best serve the municipality when it comes to total parking management? Adding Passport’s 
Permitting to the Village’s existing Mobile Payment for Parking platform will reduce overhead costs, reduce waste created by 
the Village, and place the Village at the forefront of the regeneration of parking permits. Passport’s completely digital solution 
allows parkers to register for permits using their vehicle LPN, integrating seamlessly with the Village’s Enforcement and Mobile 
Payment for Parking program, enabling the Village to create dynamic parking environments that best serve its citizens and 
visitors.   
 
As an existing technology partner with a demonstrated ability to build custom solutions for the Village, Passport is well-suited 
to guide the Village’s transition from its current permitting system to a purely digital solution. Passport understands the 
nuances of Oak Park’s permitting system, and has already built the Village’s Mobile Payment for Parking platform to mimic 
these. Additionally, Passport is the only vendor who can provide a single backend data management portal, OpsMan, enabling 
unique data views and reporting on Oak Park’s entire transportation environment.   

 
Passport’s Permitting platform allows for the creation of as many permit types as the Village desires, befitting 
to the Village’s current environment, including subsidized or reduced rate permits. The platform allows for 
multi-vehicle permits to be registered to several vehicles in a single household. Seamless integration with 
OpsMan Mobile lets enforcement officers know if the permit is being used simultaneously on both vehicles. 
OpsMan provides the Village with full control over its Permitting platform, allowing Village administrators to 
configure all aspects of the system as Village business rules adapt.  

 
Parkers can apply for permits and obtain permit program information on the Village’s branded RMCPay web portal. Once in 
RMCPay, the permit applicant will provide the Village with necessary information (including plate type) and may select the 
type of permit they’d like to purchase. If the permit requires proof of residency, the applicant may upload a picture of their 
driver’s license, registration, or required documentation, which will be placed in a queue for Village administrators to review 
in OpsMan. Once approved, applicants will receive a notification to submit payment through RMCPay and complete the 
application process. RMCPay also allows for shopping cart functionality where employers or parkers may purchase multiple 
permits are once 
 
Passport’s Permitting platform fully supports the Village’s waitlisting program for permits and provides an online option for 
both the Village and its permit applicants to manage permit waitlists. Permit applicants may log into RMCPay at any time to 
see the waitlist status of their application. Village administrators may approve and review permit applications and supporting 
documents through OpsMan. The single backend system, integrated with the Village’s Enforcement platform, gives the Village 
to allow permit/pass sales to only vehicles with a valid annual Vehicle sticker as well as restrict permit sales to vehicles with 
outstanding citation records or records in final determination, as designated by the Village.  
 
For an employee permit program, the Village administrator will add an Employer’s email address into OpsMan. Within OpsMan, 
the administrator will set the permissions for that employer’s permits, including the zone, number of permits allowed, and 
whether the permits will be automatically renewed. Once the permit is created, the employer will be verified through a two-
step authentication process and, once verified, will be able to access the employee permit portal through RMCPay. In this 
portal, the Employer will enter as much information as required by the Village to issue the permit, which at the very least 
includes the employee’s LPN. 
 
Passport is the only provider with the technology acumen and experience to transition the Village from its current environment 
to a purely digital solution. Passport would need to further scope the continued support of physical permits, but has 
successfully implemented transition solutions in the past and can provide the Village with several options for compliance. 
Depending on the Village’s detailed scope and desired methods, Passport can provide a .pdf permit to be issued via email to 
permit applicants. From here the permit can be printed by the parker and displayed in the vehicle. Additionally, Passport can 
work with a third party provider to facilitate the printing of permit information on a sticker or decal. Passport has completed 
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successful permit program transitions for clients such as Virginia Beach, VA and the New York City Housing Authority. For 
more information on this transition experience, see the Project References Section on page 13.  
 

Enforcement Equipment 
 

The power of Passport’s monitoring and enforcement tool lies in its software and its hardware agnostic. This allows the Village 
flexibility in choosing the best hardware for its operation and frees it to upgrade hardware inexpensively as mobile technology 
advances in the coming years. Passport’s OpsMan Mobile issuance software can be run on any Android device with version 
4.4 operating system and up. To fulfill the Village’s expressed desire for a single issuance unit, Passport recommends Two 
Technologies’ N-Class Series issuance hardware.  

 
The N5 Print operates on a Samsung Note computing platform, ideal for OpsMan mobile. The unit includes a hot 
swappable battery and an integrated 3” thermal printer. The protective case is designed for durability and 
prepared for optimal functionality in all weather conditions expected in the Village, including temperatures as 
low as -20 degrees celsius.  
 
The N5 Scan is Two Technologies’ premier N-Class issuance device, encompassing all of the great 
features of the N5Print with additional 1D and 2D scanning capabilities for superior barcode reading. 
This feature will allow the Village to scan permit stickers, decals, with unparalleled speed and 
accuracy. Once scanned, the information will automatically populate fields for the citation to be 
issued. For full specifications and details on these issuance devices, see the Appendix 2 on page 60.  
 

Each citation will be printed on high quality, weather proof, polythermal, preprinted paper. Passport will customize 
the front of the citation to include the Village’s name, the RMCPay website, which values need to be printed, the 
layout, barcodes, and other stylistic requirements. The Village may choose to customize the back of the citation, 
including information related to payment options and the appeals process. To service this contract, Passport will 
provide the Village with ten (10) handheld enforcement devices with an integrated printer.  
 

Vehicle-based License Plate Recognition 
 
Passport maintains an integration with Genetec for its LPR technology. Passport’s backend system, OpsMan, will aggregate all 
citation-related data associated with an LPN. Both OpsMan Mobile and Genetec’s software are scalable to operate on forty 
(40) in-vehicle laptops as specified by the Village. Additionally, Passport will provide four (4) vehicle-based LPR systems with 
an established integration to Passport’s Enforcement platform and OpsMan Mobile. For more detailed information on 
Genetec’s MLPR equipment specifications and features, see Appendix 2 on page 65.    
 
When the MLPR camera registers an LPN, the LPN will be searched against OpsMan’s data bank, which will return any negative 
reports. The parking enforcement officer will receive these negative reports in real-time while in the vehicle. The Village may 
proceed in one of two ways from this point: the parking enforcement officer in the vehicle may stop and issue a citation, boot, 
or alert a towing company; or another parking enforcement officer may be dispatched to the exact location of the vehicle in 
violation and then issue a citation or boot the car. 
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Another added benefit of the integration between Genetec and Passport is the ability to electronically chalk 
parked vehicles. After the LPN is scanned, the exact location of the vehicle and a timestamp are logged into 
the system. When the enforcement vehicle passes the chalked vehicle again, the enforcement vehicle will 
scan the LPN a second time and calculate the duration of the parking session. If the parking session exceeds 
the time allowed by local ordinances, then the parking enforcement officer will be prompted by Passport’s 
software to issue a ticket to that vehicle.  
 
Passport also offers electronic chalking functionality through its OpsMan Mobile handheld issuance 
software. Once a parking enforcement officer marks an LPN as parked, the information becomes available 
across the entire enforcement fleet, enabling another enforcement officer to see a vehicle’s marked status 
even between shifts.  
 
Adjudication Process 

 
Passport’s Enforcement platform supports the adjudication process of all citations online both for the violator through RMCPay 
and for the Village through OpsMan. Violators may opt to contest a citation directly within RMCPay, where they will be 
prompted to provide moe information as required by the Village as well as given the opportunity to attach notes and 
photographs in support of their case. All collections and notifications will cease for the citation record until the appeal has 
been decided upon. Village administrators will have access to a queue of appeals requests in OpsMan where they can review 
all applicable evidence and make a decision directly in the system. All aspects of the adjudication process and business rules 
associated with notifications, penalties, etc. can be modified directly in OpsMan. Village administrators may restrict appeals 
requests for citations older than fourteen (14) days and apply Village status codes to citation records. Passport will need to 
define the purpose and functionality of these status codes during the Scope Alignment Meeting further, but can attach 
notification to a citation or vehicle record indicating bankruptcy status as well as cease collections and noticing on these 
accounts.  All appeals correspondence will be customized by the Village to include all necessary information and barcodes as 
designated by the Village. All outbound correspondence will be snapshotted and stored with the citation records, accessible 
from OpsMan at any time. Additionally, OpsMan provides a full reporting capabilities around the adjudication process, 
including reasons for appeals, allowing Village administrators to optimize appeals operations and prevent abuse and fraud of 
the system 

Optional Processing Services 
 

Through its partnership with LAZ, Passport will facilitate the processing of the Village’s mail-in payments. Passport’s 
Enforcement platform will utilize its integrations with the IL SOS and NLETS to automatically update registered owner 
information for returned mail pieces. OpsMan allows for the batching and preparing of citation payments for entry into the 
system. As LAZ processes mail-in payments, they will be entered into OpsMan in real-time, ensuring the Village’s data and 
payment information stays up to date. Passport will also offer automated collections services for legacy citations that remain 
unpaid after six (6) months, as indicated by the Village. For more information on these services, see the Optional Collections 
Services Section on page 50. Passport also maintains the ability to integrate with a phone collections provider of the VIllage’s 
choosing. 

 
General Technical Specifications 

 
Passport’s solution is an entirely cloud-hosted Software as a Service (SaaS) solution that will requires no 
hosting infrastructure from the Village. Passport will provide a fully-hosted solution encompassing the 
Village’s OpsMan Mobile issuance software, OpsMan data management portal, and RMCPay payment 
portal. The web-based software is accessible from any internet-connected device and is designed to be 
implemented with the Village’s existing infrastructure. Passport’s provides its cloud-hosted solution 
through a partnership with Amazon Web Services (“AWS”), which utilizes relational databases and and data 
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backup snapshots to ensure continuous utility of the platform. Passport guarantees less than a 0.1% downtime of its system 
in compliance with the Village’s specifications. At its core, Passport is a payments processing company, capable of processing 
2.2 billion transactions per year, between citations, parking, and permits. Passport maintains PCI-DSS Level 1 (v.3.2) 
certification (Appendix 7, page X) in addition to complying with SSAE No. 16 standards, conducting annual white hat and 
penetration testing, and transferring all data through an encrypted and tokenized Secure Socket Layer (“SSL”). The security 
and safety of Village and parker data is the number one concern of everyone at Passport, and Passport takes measures above 
and beyond industry standards to provide peace of mind to Village administrators.  

 
Customer-Facing Web Portal 

 
To service this contract, Passport will provide the Village with its RMCPay payment portal. 
This website will be Village branded and enable violators to pay for citations by referencing 
the citation record by LPN or by citation number. The RMCPay website will support the 
payment and adjudication of citations as well as the application, management, and payment 
of permits online. The violator RMCPay portal will provide violators with the ability to upload 
documents and notes to contest a citation as well as schedule a hearing request, if need be. 
The website will contain a detailed FAQ section with Village-designated content to guide 
violators through the citation payment and/or adjudication process. The web portal will also 
contain links and contact information for Passport and Village support services.  
 
The permitting RMCPay portal allows applicants to register for a new permit account using a 

single piece of identifying information (e-mail or phone number) and a 4-digit PIN number. The system included password 
retrieval features in the event a permit holder/applicant has forgotten login credentials. Parkers in the Village of Oak Park 
who are already using the Village’s Mobile Payment for Parking application can use the same login credentials to access their 
permit account through RMCPay. For this portal, applicants may purchase any available permit type designated by the Village 
with a drop down menu of permit types and/or Village supplied locations available for sale. RMCPay provides applicants with 
the ability to pay for a permit (or multiple permits), renew a permit, or add/subtract themselves from a waitlist. Applicants 
may log in at any time to view their place on the waitlist and manage their issued permits.  
 
Passport’s single backend data management portal, OpsMan, interfaces with the RMCPay portal in real-time, giving Village 
administrators full control over payment limitations and business instances prohibiting permit issuance. Village administrators 
reviewing permit applications in OpsMan will have the ability to flag LPNs in the system to prevent online permit payments 
as well as the ability to restrict the number of permits issued to an LPN each month.  
 

Client Support for Village Staff 
 

Passport will provide support for both the Village and its violators and permit holders/applicants for the duration of the 
contract. First off, the Village will be assigned a dedicated Client Success Manager (“CSM”), Chris Watt, whom the Village is 
already working with through its Mobile Payment for Parking platform. Chris will be available to guide the Village through 
its permitting transition and help it to optimize its entire integrated platform. Chris will continue to speak with the Village 
on a regular basis to fully understand system performance and to proactively keep the Village abreast of any new features 
or system updates.  
 
To address any critical problems or triaging any issues, the Village will also have access to a dedicated Product Support 
Specialist (the “PSS”). The PSS is trained in solving most technical problems that the Village may encounter and for any 
problem that is outside the scope of their training, the PSS will liaise with the software engineer that built the system. Any 
issues will be addressed immediately and should be resolved within 24 hours of notice. Additionally, Passport maintains a 
complete Disaster Recovery Plan detailing system and communication protocols for system troubleshooting, triaged by level 
of severity. Passport has attached a copy of this plan to Appendix 3 on page 73.  
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All technical and operational support items should follow the outlined procedure: 
Phone: 
•        Immediately call (980) 939-0990 for Client Support 
If an email response or phone call does not occur within under 5 minutes call any of the secondary support numbers, which 
go directly to support engineers: 
•        704-837-8066 ext. 100 
•        704-837-8066 ext. 103 

 
Response Times 

 
Passport will provide system support in the response times indicated in this RFP. Emergency issues will be addressed in 
accordance with Passport’s Disaster Recovery Plan, under the two hour turnaround time requested by the Village. Non-
emergency issues will be addressed within 2 hours during normal business hours, and the Village may reach out to its 
dedicated Client Success Manager or a Passport Product Support Specialist at any time using the process indicated above. 
All payment processing through Passport’s RMCPay portal and IVR portal will occur in real time. Processing of in-person 

and mailed payments will be completed by Passport’s partner, LAZ Parking, within one (1) business day of 
receipt.  
 
Additionally, Passport will continue to provide customer technical support in accordance with its existing 
services provided for the Village’s Mobile Payment for Parking platform. Violators and permit 
holders/applicants will have a toll-free number to call in the event of a technical issue with the platform. 
Questions specific to the Village’s adjudication process or permit issuance will be directed to the 
appropriate Village contact at a number provided by Oak Park. 

 
 
This System Specific Information Section addresses Passport’s ability to service all needs of the Village specified in this RFP. 
Additionally, Passport has demonstrated its ability to build custom solutions for the Village to address other concerns that 
may come up during the implementation and ongoing service of the contract.  
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SPECIFICATION TABLES 
 
Using the tables provided, please indicate for each feature/item, availability, 
availability with custom work, or unavailability. 
 
6.2 CPMS Specification Table 
 

Citation Software Features 

Item Currently 
Available 

Available 
with 
Customizatio
n 

Not 
Available 

Comments  
(if available with 
customization) 

6.1.1. Custom violation codes X    

6.1.2. Location list pre-
populated from Village 
database 

 
X 

   

6.1.3. Add comments to a 
citation record 

 
X 

   

6.1.4. Add comments to 
multiple citations 

 
X 

   

6.1.5. Attach documents to 
citations 

 
X 

   

6.1.6. Query by citation, 
license plate, name and VIN 

 
X 

   

6.1.7. Multiple plate R/O 
owner support 

 
X    

6.1.8. Paying multiple plates 
& citations in one transaction 

 
X    

6.1.9. Interface with BS&A 
cashiering system (to supply 
open citation information and 
retrieve payment 

  
X   
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information) 

6.1.10. Ability to interface with 
TIBA to supply permit-related 
data 

  
X   

6.1.11. Custom void codes X    
6.1.12. Adjust amount 
due/override penalties 

X    
6.1.13. Display photos 
captured by handhelds 

X    
6.1.14. Track user activity X    
6.1.15. IL SOS and out-of-
state DMV inquiries (bidder 
to describe method and 
schedule of initial search and 
refreshed searches) 

 
 

X 

   

6.1.16. IL SOS Driver’s license 
hold processing  

 
X 

   
6.1.17. Assign collection 
status 

X    
6.1.18. Flag rental vehicles X    
6.1.19. Fully customizable 
real-time reports 

X    
6.1.20. Customer-friendly 
website 

X    
6.1.21. Ability to associate 
citations to individuals by 
date of the citation/permit 

 
X 

   

6.1.22. Ability to reassign 
citations to different 
individuals 

 
X 
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6.1.23. Each violation must be 
its own unique citation 
number 

 
X 

   

6.1.24. DMV mailer 
information must be used for 
notices 

 
X    

6.1.25. Transfer of unpaid 
citations to IDROP 

 
X    

6.1.26. Ability to retrieve 
payment files from third 
party collection agency 

 
X    

6.1.27. Payment plan 
processing 

 
X    

6.1.28. File transfer of 
refunded citations 

 
X    

6.1.29. Simple cashiering 
functionality via internal web 
page 

 
X    

6.1.30. Phone/email 
notifications for snow 
emergencies 

 
X    
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7.2 PMS Specification Table 
 
 

Permit Software Features 

Item Currently 
Available 

Available 
with 
Customizatio
n 

Not 
Available 

Comments  
(if available with 
customization) 

7.1.1. Payment of subsidized 
permits 

 
X 
 

   

7.1.2. Sale of multiple permits 
at once 

 
X 

   

7.1.3. Renewal notice mail 
and email 

 
X 

   

7.1.4. Waitlist for multiple 
zones at once 

 
X 

   

7.1.5. Ability to charge for 
wait-list and later apply to 
permit cost 

  
X 

  

7.1.6. Virtual permit support X    

7.1.7. Physical permit support X    



42 

7.1.8. Plate type required 
when buying a permit 

 
X 

   

7.1.9. 24/7 support of sale of 
vehicle stickers, passes and 
permit 

 
X 

   

7.1.10. Prevent violators from 
buying 
permits/stickers/passes 

 
X 

   

7.1.11. Restrict permit/pass 
sales to vehicles with a valid 
annual Vehicle sticker 

 
X 

   

7.1.12. Address-based 
verification on web (based on 
Village database) 

 
X 

   

7.1.13. Ability to print permit 
data on thermal decal 

X    

7.1.14. Adaptability to Village 
business rules for permit 
types, timeframes, prices (no 
cost) 

 
X 

   

 
8.3 Handheld Enforcement Specification Table 
 

Handheld Enforcement Features  

Item Currently 
Available 

Available 
with 
Customizatio
n 

Not 
Available 

Comments  
(if available with 
customization) 

8.2.1. Handheld real-time 
mode 

X    

8.2.2. Handheld 
offline/disconnected mode 
(Describe functions that will 

 
X 
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be unavailable in offline 
mode) 

8.2.3. Integration w meters 
and mobile payment 

 
X 

   

8.2.4. Integration with PARCS 
system 

  
 

X 

 Passport requires more 
information on the specific 
requirements involved with 
this integration and will 
work with the City to scope 
the project upon contract 
award. 

8.2.5. Real-time shared tire 
marking 

 
X 

   

8.2.6. Drop-down location list X    

8.2.7. “Photos on file” note X    

8.2.8. Multiple permit zone 
and time enforcement 

X    

8.2.9. GPS tracking X    

8.2.10. Ability to issue 
warning citations for first-
time offenders only 

 
X 

   

 
8.4. LPR Specification Table 
 

LPR Features 

Item Currently 
Available 

Available 
with 
Customizatio
n 

Not 
Available 

Comments  
(if available with 
customization) 

8.4.1. Integration with 
CPMS/PMS 

 
X 

   

8.4.2. Scofflaw Identification X    



44 

8.4.3. Permit verification X    

8.4.4. Integration with pay 
station vendors and mobile 
payment 

 
X 

   

8.4.5. Real-time shared tire 
marking 

  
X 

 Not currently available 
between vehicle units. This 
feature is being tested for 
future software release in 
2018.  

8.4.6. Integrated GPS X    

8.4.7. Convert text/email 
notification to Police 
Department 

X    
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9.2. Adjudication Specification Table 
 

Adjudication Features 

Item Currently 
Available 

Available 
with 
Customizatio
n 

Not 
Available 

Comments  
(if available with 
customization) 

9.1.1. Online appeals X    

9.1.2. Online hearing 
scheduling 

X    

9.1.3. Restrict appeals to less 
than 14 days old 

X    

9.1.4. Custom Village 
correspondence forms 

X    

9.1.5. Ability to add new 
correspondence forms 

X    

9.1.6. Barcoded 
correspondence forms 

X    

9.1.7. Attach documents to 
appeals 

X    

9.1.8. Ability to generate a 
claim form 

X    

9.1.9. Printing of selected 
citations on a plate 

X    

9.1.10. Assignment of citation 
status codes 

  
 
 

X 

 Passport will work with the 
Village to develop a 
system to assign citation 
status codes. Citation 
statuses such as 
paid/unpaid, etc. are 
already automatically 
applied through OpsMan 
based on business rules 
set forth by the Village.  
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9.1.11. Reporting of activity 
by 
hour/day/week/month/year/
years 

 
X 

   

9.1.12. Ability to select 
multiple citations and 
apply/remove special Village 
status codes 

 
X 

   

9.1.13. Ability to adjust 
timeframes based on business 
rules (no cost) 

 
X 

   

9.1.14. Efficiencies for faster 
citation processing. Describe.  

 
X 

  See Dynamic 
Issuance page 26 

 
 
General Technical Specification Table 
 

Technical Specifications 

Item Currently 
Available 

Available 
with 
Customizatio
n 

Not 
Available 

Comments  
(if available with 
customization) 

11.1 Vendor-hosted database X    

11.2 Web-based software X    

11.3 Relational database X    

11.4 No PC install required X    

11.5 On-site tech support X    

11.6 Level-1 PCI compliance X    

11.7 System downtime of less 
than 0.1% 

 
X 

   

11.8 Reports that can be     
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exported to Excel and/or csv 
files 

X 

 
 
 
 
 
 
PROPOSED INNOVATIONS 
The Bidder may also suggest technical and procedural innovations that have been 
used successfully with other service agreements. Discuss any innovative approaches, 
projected future developments or specific new concepts that would benefit the 
Village.  

 
Passport is a leader in providing municipalities with custom and innovative solutions to manage 
their parking and enforcement environments. Its open-API infrastructure and team of over 30+ 
full stack software engineers gives Passport the ability to scope and build projects for the VIllage 
from idea to reality. In fact, Passport as already successfully demonstrated this ability in the 
Village of Oak Park through its Enforcement pilot program. Passport built a custom IVR system 
to read T9 texting capabilities as well as necessary software upgrade for its overnight passes 
permitting system. 

 
The Village will enjoy the same level of service and ability to provide feedback as it has with its Mobile 
Payment for Parking platform. Village administrators will continue to work with Chris Watt, the Village’s 
dedicated Client Success Manager, who will keep the Village up to date on the latest technical and 
procedural innovations available for the Enforcement platform. The may also reach out to Chris at any time 
to discuss desired features and provide feedback on the system. Passport’s Client Success Team values this 
feedback from its clients and uses it as a driving force for innovation to the platform. Last year alone, 
Passport updated its issuance software more than 50 times, pushing each update to the system in a matter 
of hours or days, depending on the needs of the Village.  
 
Passport is the only provider in the industry that takes such a comprehensive and hands on approach to 
scaling and growing its platform with its clients’ needs.  
 
Digital Permit Transition Experts   
Through its implementation of its purely digital permitting solution in municipalities across North America, 
Passport has developed the implementation and transition expertise to move clients from its existing permit 
environment to Passport’s digital environment with minimal disruption to the system or its utilization levels. 
Passport has  a strong understanding of the parking environment in Oak Park, and realizes that changes to 
the permitting process must be taken with public sentiment and utilization in mind. For example, Passport 
has successfully transitioned the New York City MTA’s Metro North Rail Park & Ride permitting system from 
a physical display to a fully digital solution. The agency requested that Passport support the issuance of 
physical permits while parkers were phased into the new LPN based digital system. Passport worked with 
the Authority to full scope out the desired functionality of its physical permitting system and developed a 
custom solution to serve this piece of the parker base.  See below for a detailed description of the approval 
and issuance process for this available short-term transition solution. 
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To purchase and utilize a printed permit, holders/applicants will use the same RMCPay portal and all 
procedures detailed in this proposal, except parkers will receive a printable .pdf version of their permit via 
email upon approval and payment. This printed permit can be displayed as a hangtag or on a dashboard 
as desired by the Village, meanwhile the LPN is on file and can serve as the permit credential whenever the 
Village and its citizens are comfortable going to a fully-digital enforcement of the permits. 
 
City Stack 
Through OpsMan, the Village gains a robust data analytics platform that presents key data elements in a 
singular online view. OpsMan reports, graphic interfaces, and unique data visualization tools (citation 
density heat mapping, live officer routing) were built with the primary data concerns of Cities in mind. 
Through these OpsMan features and through its dedicated Client Success Manager, the Village will have 
the ability to take an overview of all necessary key data elements through intuitive presentations and 
visualization tools. 
 



49 

In addition to the current OpsMan offering, Passport is currently developing a newer version of its backend 
data management platform, City Stack. City Stack will build upon the extensive reporting capabilities already 
in OpsMan and provide additional dashboards, control boards, and unique ways to view Village data. This 
new platform will be available next year, in line with the Village’s expectations for system launch in Spring 
2018. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
Dynamic Officer Routing Engine 
Building off of Enforcement’s existing officer routing technology, Passport is currently building a Dynamic 
Officer Routing Engine into the OpsMan platform. This feature will analyze Village data to determine the 
best routes for enforcement officers to take, based on pre-determined conditions set forth by the VIllage, 
such as revenue maximization, compliance, and more. Through the collective conscience of Passport’s 
Enforcement clients, Passport has identified this feature as one that will bring value to all of its partners, 
especially one like Oak Park with such a large and unique parking environment.  
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In-App Citation Payments 
Passport offers a one-of-a-kind feature to those cities that use Passport’s Enforcement and Mobile Payment 
for Parking Platforms: In-App Citation Payments. When a parker is issued a citation, they will be able to pay 
for that citation using the same Passport app that they used to purchase parking. The violator simply 
navigates to the “Citation Payment” tab on the side menu, enters the citation number or license plate 
number and state. The citation will appear, including the reason for the citation, fine amount, and issue time 
and date. The violator selects the citation they wish to pay and pay for it using the same pre-stored card 
used for mobile payments. 

 
 
 
 
 
 
 
 
 
 
 
 
 
Prior to launching Passport’s Citation 
Management and Mobile Payment 
Platforms in Omaha, NE, the city only 
accepted cash and checks to reconcile parking fines. In July 2014, ParkOmaha launched, giving violators the 
option to pay parking citations using a debit or credit card. In September 2016, in-app citations were added 
to the ParkOmaha enterprise suite, allowing violators to pay their citation fines using either RMCPay or 
ParkOmaha. At the end of the first quarter of 2017, 80% of violators have made the choice to pay for their 
parking fines using a debit or credit card, and, of that 80%, 42% have paid their citations through 
ParkOmaha. ParkOmaha has unequivocally demonstrated that by bundling Passport’s private label 



51 

application with the Enforcement platform, the Village can increase compliance with parking regulations 
and collection of citation payments within the first month of launch.  
 
RoadMap 
Passport’s product roadmap is owned by its CTO, VP of Engineering, and Product Managers. Passport strives 
to develop innovative products, which provide the most value to its clients and lead the industry in feature 
set and functionality. One important aspect of creating the best products is taking feedback and ideas from 
the people who know the pains of the parking environment best -- the cities. 
 
If the Village has a pain point that is not currently being addressed by the platform, Passport will work with 
the Village to develop a solution. Passport will prioritize those problems that are deemed Critical or would 
provide the most utility. A Critical Problem is one that affects the system as a whole in a material, significant, 
or substantive way. Passport will determine the utility of the feature set as it relates to the client base as a 
whole, the functionality of the feature, and the timing of the release of such feature within the market. 
 

If the Village wishes to request a new feature, it will reach out to its dedicated Client 
Success Manager first. The Client Success Manager will loop in the appropriate Product 
Manager and the three parties will discuss the problem that the Village is facing. When 
the intricacies and nuances of the problem have been discussed in full, the Product 
Manager will work with the development team to determine the best solution. When the 
solution has been discussed with the client, the Product Manager will build a prototype 
and work with the specific engineers to determine a timeline for the build. The Village 
will be kept abreast of the development of the feature and any changes or adjustments 

to the timeline. 
 
Optical Character Recognition (OCR) Payment Processing 
Passport’s team of engineers is developing a feature that will automate the lockbox system, saving the 
Village hundreds of thousands of dollars every year. This feature will print optical character recognition 
(“OCR”) details along the side of every citation. The OCR details will include all the data related to the 
citation, including the officer’s name, coordinates of the vehicle at the time of issuance, the municipal code 
violated, and the vehicle details. 
 
When a violator pays their citation using a check, they will send their citation and check in the pre-printed 
envelope that comes with the citation. The envelope will be mailed to the Village’s PO box or to a third 
party provider. Once the envelopes are collected, they are fed through a fully automated machine, which 
will open the envelope, scan the citation, scan the check, find the exact citation within OpsMan, and 
reconcile the account as necessary. This eliminates the need to staff a full office just to collect payment and 
relieves the Village of the burden of manually entering in citation and payment details of checks.  
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PROPOSAL EXCEPTIONS 
 
Identify any exceptions or requested changes to the Village’s RFP requirements 
and/or sample contract. Bidder must specify that there are no exceptions and accept 
all conditions and requirements identified in the Sample Agreement (Exhibit B).  
 
Passport has provided its requested changes to the Village’s sample contract, identified in full in Appendix 
X on page X. Passport has an established history of successful contracting with the Village, including for 
solutions requiring custom development. If awarded this contract, Passport will work with the Village to 
establish contract terms that deliver the scope necessary for a successful Enforcement implementation.  
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TECHNICAL ARCHITECTURE 
 
Bidders should include an overview of the technical architecture for their back-end 
database, how users connect to the software, and programming languages utilized to 
develop any software proposed for use by the Village. This section must also address how 
the Bidder ensures that Village data will be kept in a secure environment, including back-
up procedures, and prevents unauthorized access. Bidder shall acknowledge that data 
ownership resides with the Village for all citation and permit-related data elements, 
including information gathered during citation issuance and names and addresses of 
registered vehicle owners as well as access to citation and plate history, photos, letters, and 
notices.  
Passport’s servers are hosted by Amazon Web Services (“AWS”), a secure cloud services platform that stores 
databases and delivers content and functionality to its clients. Part of AWS’s service offering is the 
implementation and maintenance of virus and security software. Using AWS and its suite of products, 
Passport is able to offer peace of mind to the Commission.   

Database Storage 

Amazon Relational Database Services (“RDS”) houses Passport’s database. RDS provides 
multiple advantages to Passport such as provisioning, patching, backup, recovery, failure 
detection, and repair. Using AWS and RDS, Passport is able to scale easily, which means 
that every one of Passport’s clients’ utilization can grow quickly and all at the same time 
without affecting the efficacy of the database.  

 

Elastic Load Balancing 

Multiple servers exist within the system, each with the capacity to host the entire system. 
Amazon RDS automatically creates a primary database instance, which is simultaneously 
replicated to a standby instance in a different Availability Zone (“AZ”). Each AZ runs on 
its own physically distinct, independent infrastructure, and is engineered to be highly 
reliable.  

 

If a server becomes overloaded or fails, RDS performs an automatic failover to the standby instance. This 
means that the application can resume database operation without the need for manual intervention. 
Essentially, RDS protects the system from failure and the only potential lag time would be the amount of 
time it takes for the system to failover from one AZ to the next.  
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Database Backup 

RDS offers automated backup, which allows for point-in-time recovery of Passport’s database instance. RDS 
backs up the database and transaction logs and stores both for a specified retention period, meaning that 
Passport can restore its database instance to any second during the retention period, up to the last five 
minutes. Passport’s entire database is backed up daily between 3:00-3:30AM EST, capturing all transaction 
logs. Each backup is saved for seven (7) days. Thus, if there is ever a failure of the server, Passport will be 
able to recover all data and transaction logs up to the morning of the failure.  

Database Snapshots 

Amazon’s Simple Storage Services (“S3”) takes and stores database snapshots of the entire system. The 
snapshots are kept until explicitly deleted and are incredibly durable, allowing Passport to create a new 
instance of the database from the snapshot whenever needed or desired. These snapshots can be stored in 
separate AZs, giving an additional protection against any potential system failure or overload. Daily offsite 
snapshots are taken of the entire Passport database.  

Passport guarantees that its solution will have a 99.9% uptime. 
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Data Ownership 
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Through its Privacy Policy, Passport obtains consent from the parker to use certain data, which is split into 
four categories: Operational Data, PCI-DSS Information, Personally Identifiable Information, and Activity 
Data.  

Operational Data is specific to the Village’s operations (i.e., fine and escalation information, operational 
schedules, business metrics, etc..) and is wholly owned by the Village. For purposes of this contract, Passport 
asks for a perpetual, irrevocable, and non-exclusive license to use such data in its service of the platform for 
the Village’s benefit.  

PCI-DSS Information is all data related to the violator’s payment method (account number, cardholder data, 
and sensitive authentication data). This information is licensed to Passport by the violator in order to 
complete the transaction. Per PCI-DSS Standards, Passport is obligated to secure this information, meaning 
that it cannot grant any derivative ownership rights, nor is it required to disclose any such information, to 
the Village.  

Personally Identifiable Information is any representation of information that identifies an individual (name, 
address, telephone number, email address, etc.), and is licensed for use to Passport by the violator. Passport 
may sublicense this information to the Village under certain conditions, namely compliance with security 
controls. If PII is sublicensed to the Village, Passport and the Village will execute a separate, written 
document memorializing such agreement.  

Finally, Activity Data is any data that is generated in the provision of services by Passport (user interaction 
data, geolocation data, opt-in/opt-out status, purchase and session data, etc), and any data derived from 
such Activity Data. Activity Data is the sole property of Passport, which is licensed to the Village for the term 
of the agreement, for internal use in connection with the services offered by Passport. 
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OPTIONAL COLLECTION AGENCY SERVICES 
 
Bidders choosing to respond with the option of supplying collection agency services shall 
describe the collections process in detail. 
 
As an optional service, the Bidder may elect to offer secondary collection agency services 
for delinquent citations. Delinquent citations are currently defined as citations that 
remain unpaid after six (6) months and have received a notice of final determination. This 
service should be considered an option to the Village and a separate cost shall be 
provided within the pricing response that is a percentage of citation revenue collected on 
citations defined as “in collection status”. Collection efforts shall include, at a minimum: 
 
In addition to collections services for active citations, Passport’s Enforcement platform will perform 
collections on delinquent citations, defined by the Village as citations that remain unpaid after (6) months. 
Passport has a detailed process of converting existing citation records into its OpsMan system and resuming 
collections efforts in accordance with municipal regulations. 
 
Passport has successfully displaced several leading citation management systems with the ability to convert 
over 10 years’ of historical data and millions of records into its new Enforcement platform.. As integration 
and displacement experts, Passport will ensure all legacy data from the Village’s internal system is converted 
and actionable the Village’s Enforcement platform.  
 
A preliminary export (dry run) is run on the data to be uploaded from the Village’s current systems into 
Passport’s platform - this is a small sample size. This dry run is done to encompass the migrated information 
and ensure that it is functioning correctly prior to the full import being completed during the scheduled 
conversion. Existing citations are exported into reports and formatted to fit into the new system. During the 
full conversion, Passport imports all existing data from most to least recent until the full library of historical 
data has been imported. Through experience, Passport has refined the process for a smooth transition. The 
process is as follows:  
 

● Passport fully reviews all data exported for custom fields and 
citation status that needs to be converted.  

● Pending appeals will be reconciled in the new system;  
● Passport will leverage the existing DMV lookup data, including 

holds, to ensure the most up-to-date system;  
● All outstanding DMV requests will be converted into the 

Passport system; and 
● Any leftover actionable tasks are completed in the existing 

system prior to transition to either be closed or cleanly imported 
into the new Passport system.  
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Throughout the conversion to the Passport system, ticket data from the Village’s current internal system 
will seamlessly transfer. For instance, a ticket that has a status of “Open,” “Closed,” or “Escalated” will 
maintain that same status in OpsMan. The same is true for DMV hold statuses and any notes associated 
with a ticket. Passport will handle any other conversion-related issues that may arise during the transfer as 
well, making the conversion painless for the Village and the end user.  
 
In addition to Passport’s auto generation of delinquency notices, Passport maintains the ability to integrate 
with a collection agency of the Village’s choosing to facilitate reporting of phone collections activity and 
additional registered owner information as needed. Passport’s system gives the VIllage flexibility to enhance 
its collections efforts by any means desired, while still maintaining a single backend management and 
reporting portal.  
 
13.1 Minimum of two (2) collection notices sent to the registered vehicle owner. 
 
Passport’s solution will auto-generate delinquency notices for outstanding citations issued to both in state 
and out of state vehicles, utilizing DMV lookups for all plates. The letters can be customized to be on the 
Villages letterhead and will contain all required content. The solution will provide notices for mailing, for 
which the Village will only provide postage. The system will be customized to meet the Village’s regulations, 
so that an escalated notice and fine will be mailed at specific intervals of time.  
 
Each letter generated and mailed will be tracked in the system through the Citations Audit trail. Each citation 
has its own audit trail so that at a glance the Village can see every action taken on that citation from the 
time of issuance to final disposition, including the specific letters that were sent. The Village can query 
current and outstanding citations and view additional detail on each citation from within OpsMan.  
 
13.2 Identification of the registered owner’s phone number and outbound phone calls 
from the collection agency to the owner of record. 

 
Passport can use its integrations with the IL SOS and NLETS to obtain registered owner 
phone number information to forward to a phone collections agency of the Village’s 
choosing. Upon contract initiation, Passport will work with the Village to scope its entire 
desired collections environment, including phone collections through a Village-approved 
partner and in accordance with the Village and State regulations.  
 

13.3 Acceptance of payment online, by IVR phone system, or by mail for delinquency 
citations. 
 
Passport will accept payment through its online payment portal, RMCPay, IVR phone system, or by mail 24 
hours a day, 7 days a week. The Enforcement platform also provides a simple cashiering system through 
OpsMan, enabling Village administrators to accept payments in-person from Village designated offices and 
locations.  
 
RMCPay 
After a parker is issued a citation, they become a violator, at which point they have two options: appeal the 
citation or pay the citation. Passport’s Resolve My Citation (“RMCPay”) feature provides the violator a single 
platform to accomplish both of those tasks. 
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RMCPay is a custom-branded website bearing the Village’s colors and seal to match other government 
websites and provide continuity to the Village’s operations. RMCPay draws from data stored in OpsMan 
and updates in real-time, as OpsMan updates. 
 
When the violator visits the site, they will be prompted to look up the citation by either a license plate 
number (“LPN”), citation number, or VIN. Based on the number entered, the system will return all citations 
associated with that LPN. If the violator has multiple outstanding citations, they will be able to pay for all or 
a selected few of the citations at one time. 
 

 
 
In addition to paying for all citations at one time, the violator will also be able to see details associated with 
each citation. These details include the street address where the vehicle was parked at the time of issuance, 
any photographs taken by the enforcement officer to support the citation, notes made public by the 
enforcement officer, the date of issuance, reason for the citation, vehicle make, any late fees, and appeals 
history. If the violator is marked as a scofflaw, RMCPay will alert the violator of this, explain the reason for 
the designation, the consequences of the designation, and how to reconcile your account. 
 
After the violator has selected which citations to pay, they will be brought to a payment portal. To ease the 
payment process, Passport will prefill specific data, such as the billing address state. The violator can then 
pay using a credit or debit card. Once a citation has been paid, OpsMan will update immediately and 
reconcile the account.  
 
IVR Payment Platform 
In addition to its RMCPay online payment portal, Passport also accepts payment in real-time from its IVR 
telephone portal. The IVR system enables citation payment by credit or debit card through a series of SMS 
messages and voice prompts. For a full description of Passport’s IVR calling tree, see Appendix 5 on page 
75.  
 
Mailed Payments 
Delinquent citations sent by mail will be addressed to the Village’s dedicated lockbox address. From here, 
Passport’s partner, LAZ Parking, will process all mailed payments. Checks will be processed and submitted 
to the Village’s merchant processor (Passport) for submission of funds into the Village’s account. LAZ will 
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also apply the payment to the citation record in OpsMan, resolving the citation if paid in full. OpsMan also 
provides batch payment uploading features, enabling Village administrators to upload payment 
information from a series of mailed payments. Violation Batch reports available in OpsMan detail these 
accepted payments by Village administrator, date, and reconciled citation amount.  
 

 
 
13.4 Integration with PACER (Public Access Court Electronic Records) for bankruptcy 
claims.  

 
Upon contract initiation, Passport will work with the Village to establish a required 
integration with PACER (Public Access Court Electronic Records). Passport and the Village 
will produce a detailed scoping document reviewing the full functionality of the 
integration and establishing the proper information flow in the proper formats. Passport’s 
open API infrastructure simplifies integration procedures, giving the Village flexibility with 
required integrations both now and in the future.  
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IDENTIFICATION OF SUBCONTRACTORS 
 
Identify all subcontractors that will perform any portion of the work required by this RFP 
outlining the tasks they will be responsible for performing.  
 
LAZ 
To service the Optional Payment processing portion of this contract, Passport has partnered with LAZ, an 
industry leader in parking management and services. Passport maintains a long-standing relationship with 
LAZ and has partnered with them on some of North America’s largest municipal installations in cities such 
as Dallas, Austin, San Diego, Houston, Atlanta, and Baltimore. LAZ currently manages over 2,300 locations 
nationwide and over $930 million in parking revenue. Through its experience managing 840,000 spaces 
over the past 35 years, LAZ is well-positioned to provide the Village with the services detailed in this RFP.  
 
To service this contract, LAZ will be providing the Village with the following parking management services 
in partnership with Passport: 
 
o   Account maintenance/reconciliation 

o   Check imaging 

o   Electronic deposit 

o   Mailing 

o   Data Capture/Transfer/Maintenance 

o   Rejected Check Processing 

o   Return Services 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



62 

 
 
PCS MOBILE 
 
Passport has also partnered with PCS Mobile, supplier of MPLR hardware requested by the Village. PCS 
Mobile is a dynamic vendor of mobile computing and video equipment, specializing in Law Enforcement, 
parking, and municipal solutions. PCS is a trusted vendor of Genetec’s AutoVu technology, providing some 
of the industry’s best LPR technology. Founded in 1993, PCS Mobile has a long-standing reputation for 
delivering technology solutions that improve municipal operations. Additionally, Passport has successfully 
partnered with PCS Mobile in a number of locations nationwide, ensuring a turn-key integration and 
implementation of its hardware options with Passport’s Enforcement platform. To service this contract, PCS 
Mobile will provide the Village with MLPR hardware in accordance with its specifications. The Village also 
reserves the right to choose its own hardware provider as well. See below for a breakdown of the Key 
Personnel involved and their role in servicing the hardware portion of this contract.  
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PRICING 
 
For a full breakdown of pricing for Passport’s Enforcement platform, Permitting platform, Optional Processing 
Services, and MLPR hardware as requested by the Village, see the separate pricing document submitted in 
conjunction with this proposal.  
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APPENDIX 1: SAMPLE REPORTS 
 
Utilizing OpsMan, the Village will have the ability to view all data in intuitive presentations, with drop down 
menus and custom fields designed for easy lookup. OpsMan not only provides 60+ reports, but allows for 
the Village to create and save new report types and to filter by those datasets which are most pertinent to 
their operations. 
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Citation Management Digital Permitting 

Financial 
Reporting 

Transaction Report 
Daily Total Revenue 
Summary By Zone 
Daily Citation Payments 
Void/Refund Report 
Declined Card Transactions 
Invoices 

Transaction Report 
Daily Total Revenue 
Summary by Zone 
Void/Refund Report 
Declined Card Transactions 
Invoices 

Customer 
Reporting 

Individual Customer Report 
User Report 

Administrative 
Reporting 

Audit Reports 
Suspended Account Attempts 

Platform 
Specific 
Reporting 

Unpaid Citations 
Paid Citations 
Chalking Report 
Resolved Appeals 
Warnings 
Officer Route 
Ticket Density 
Many more! 

Permit Report 
Payment Report 
Permit User Report 
Permit Employer Report 

 
Reversals/Refund Report 
OpsMan includes a reversals report that details all payment refunds. This report also indicates when 
payment was initially received, the citation in question for the payment, the date the payment was refunded, 
and the Village administrator responsible for the change. This detailed refund reporting ensures the Village’s 
refund and/or chargeback capabilities are being used properly and prudently.  
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Citation Issuance Heat Mapping 
 
In addition to the ability to view all citation data by 
location, OpsMan provides a unique data view to 
the Village through its citation density heat 
mapping. These reports provide the Village with 
unique insight into the location of citation issuance 
or any other data category collected. These heat 
maps show which neighborhoods the most citations 
are issued, helping to optimize routes to 
neighborhoods most in need of enforcement. 
Additionally, heat mapping can be configured to 
display any other collected system data, such as 
citation compliance, allowing Village administrators 
to route enforcement officers to areas that will likely 
yield the most citation revenue 
 
 
 

 
 
Live Officer Routing 
Live officer routing allows Village administrators to view Field Agents live and organize routes based on 
actionable data. Live officer routing also ensures the safety of Field Agents by providing their exact location 
in the field in the event they are in distress. The advanced mapping functionality available through OpsMan 
even let’s Village administrators pinpoint exact locations within the Village and see a “street view” of the 
surrounding area and landmarks. This in-depth view of the Village’s operations allow administrators to view 
enforcement environments remotely in the same context as live Field Agents.  
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Appeals Report 
OpsMan gives the Village full flexibility in how its data is sorted and viewed. Citations may be sorted by 
violation code, violation type, or any grouping desired by the Village. OpsMan includes an Appeals Report, 
allowing Village administrators to break down appeals requests and all data related to adjudication 
processes. Village Administrators may even view the most common reasons submitted for an appeal, giving 
actionable insights into enforcement and adjudication processes to increase efficiency.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Transaction Reports 
OpsMan provides the Village with detailed transaction reports allowing them to reconcile citation activity 
with accounting and payment activity seamlessly. Transactions and citation records can be viewed and 
analyzed through any data filter collected by the system. Payments can be broken down by type of violation, 
location, and more, to help the VIllage understand where and what types of citations lead to the most 
revenue yield.  
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APPENDIX 2: BROCHURES FOR PROPOSED  
ENFORCEMENT EQUIPMENT INCLUDING HANDHELD 
DEVICES AND VEHICLE-BASED LRP SYSTEM 
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APPENDIX 3: DISASTER RECOVERY PLAN 
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Passport’s Enforcement solution is entirely vendor-hosted in the cloud through a partnership with Amazon 
Web Service (“AWS”). The solution is hosted on redundant relational databases in multiple sites across the 
United States, designed to maintain continuous utility in the event of primary data center failure. Passport 
takes every effort to ensure its platform experience is unharmed by potential downtime, but has 
documented and tested procedures for restoring service in the event of a disaster (see below).  
 

Priority Elements Support Response  

Priority 1 – Critical Problems:  Marked by problems that: 
● Crash the system completely;  
● Corrupt data;  
● Cause major functions or 

features to fail to operate; or 
● Otherwise significant, 

material, and substantive.   

Passport will provide an error notice for such 
problems within fifteen (15) minutes of 
Provider’s receiving notice of such error and 
dedicate resources on a continual, best 
efforts basis to correct the problem within 
one (1) hour of receipt of the Error Notice. 
Passport will provide the Village status 
reports every one (1) hour, or more frequently 
if requested by the Village, until the problem 
has been corrected. 

Priority 2 – Medium Impact 
Problems 

Marked by problems that: 
● Cause significant delays or  
● Cause minor functions or 

features to fail to operation 
that is substantive, but not 
material.  

Provider shall provide an Error Notice for 
such problems within one (1) hour of 
Provider’s receiving notice and shall work 
during normal business hours and use 
reasonable commercial efforts to correct the 
problems within six (6) hours of receipt of the 
error notice. Passport will provide the Village 
status reports every one (1) hour, or more 
frequently if requested by the Village, until 
the problem has been corrected. 

Priority 3 – Low Impact 
Problems 

Marked by problems that: 
● Cause minor delays, but 
● Do not inhibit the ability to use 

the service and are neither 
substantive nor material.  

Passport will provide an error notice for such 
problems within one (1) hour of Provider’s 
receiving notice and shall work during normal 
business hours and use reasonable 
commercial efforts to correct the problems 
within one (1) day of receipt of the error 
notice. Passport will provide the Village status 
reports every one (1) hour, or more frequently 
if requested by the Village, until the problem 
has been corrected. 

 
APPENDIX 4: NEW HAVEN CASE STUDY 
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APPENDIX 5: IVR CALL FLOW 
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APPENDIX 6: PCI-DSS LEVEL 1 CERTIFICATION 
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APPENDIX 7: REQUIRED FORMS 
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