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Statement of Purpose 
This Statement of Work (SOW) documents the services and deliverables, methodology, roles and 
responsibilities and implementation stages for the implementation of Tyler software and services listed 
in the Investment Summary of the License and Services Agreement (“Agreement”) between Tyler and 
the Client. 

The software provided by Tyler will be the latest version available at the time of initial software 
installation and will be the product version used for production operation cutover. If a major software 
release occurs during project implementation, Tyler and the Client will jointly review and decide if the 
new release should be applied to the project. Depending on this decision, the project schedule may be 
modified accordingly.  

This SOW guides both Tyler and the Client on the primary scope, activities and responsibilities necessary 
for a successful implementation. The SOW documents project implementation requirements, identifies 
each major task within the implementation process, sets expectations for each entity and identifies the 
criteria necessary for task completion. 
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Responsibility and Risk Summary 
To complete a successful project, the Client team’s engagement and support is required in several areas. 
The responsibilities and risks are outlined below. 

Project Ownership and Success 

1. Project ownership is shared between the Client and Tyler teams 
2. Executive sponsors from the Client team and Tyler will collaborate to manage strategic issues, 

help drive change management and maintain consistent communication throughout the project 

Client Executive Sponsor Responsibilities 

1. Provide leadership and clear direction to the Client project team throughout the project 
2. Allocate sufficient and qualified resources to ensure a successful project 
3. Confirm achievement of all milestones and deliverables after each phase of the project 
4. Track progress and resolve issues during executive reviews 
5. Ensure that the assigned resources adhere to time frames and schedules 
6. Partner with the Tyler Executive Sponsor to resolve any disputes that may arise 
7. Work as a team with Tyler to drive and promote change and take advantage of best practices 

Managing Organizational Change 

1. The Client is responsible for managing change within their organization 
2. Users will need consistent coaching and reassurance from the leadership team 
3. The Client team may need to provide extra effort during the implementation period 
4. Users need to understand the differences and overall benefits of the new solution 
5. Client management needs to explain the differences and benefits of the new solution 

Client Provisioning of a Stable Environment and Infrastructure 

1. Adhere to Tyler specifications for hardware, software and infrastructure 
2. Manage and maintain the necessary network bandwidth and stability 
3. Adhere to industry-standard practices when managing security, network and database 

resources 
4. Establish organization-wide policies and procedures to govern use of hardware, software and 

networks 

Tyler Escalation Policy 

1. The Client identifies an issue and categorizes it as a product, project or business issue 
2. The Client contacts the Tyler Project Manager and provides detailed documentation of the issue 

Expectations for Project Implementation 

1. Project will leverage Tyler’s Project Implementation Methodology (PIM) 
a. Pre-trip Reports sent 10 business days before on-site Tyler visits 
b. Schedule recurring project status and executive review meetings on a predetermined basis 
c. Review all documents provided by Tyler (pre-trip, post-trip, status reports, etc.) 
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2. Identify key time frames and requirements early in the project 
a. Project start dates 
b. Milestone dates 
c. Client blackout dates 
d. Non-standard contract deliverables required for Go-Live  

3. Resource scheduling will be planned and agreed to by both the Client and Tyler 
a. Identified resources will be scheduled 90 days in advance 
b. Schedule changes within the 90-day period may put the Project Plan at risk 

Managing Project Scope 

1. Implementing Standard Software and Managing Project Scope 
a. Adopt best practices of the Tyler commercial off-the-shelf (COTS)software to implement and 

use the standard solution optimally 
b. Existing business processes may need to be modified  
c. Changing requirements or delayed sign-offs may delay project schedule and increase cost 

2. Non-Standard deliverables require a signed Requirements Document (RD) 
a. RD is drafted by the Client and a Tyler Solutions Consultant  
b. RD is reviewed by both the Client and a Tyler Project Manager 
c. The Client signs off on RD 
d. Tyler only begins development after receiving a signed RD 

3. Third-Party Integration 
a. The Client must gather requirements from third parties early in the project 

4. The Client is responsible for providing data for conversion 
a. The Client is responsible for the accuracy and cleanliness of its data 
b. Tyler is only responsible for verifying technical requirements of data 
c. Data delivery from Tyler to the Client is considered a “data drop” or iteration; the number of 

data drops are included in the Agreement 

Project Roles and Responsibilities 

A successful project requires effort, collaboration and coordination of both the Client and Tyler staff to 
successfully complete the tasks to meet the project requirements. The following tables identify the 
required roles and responsibilities, as applicable to the Agreement, for Client and Tyler project 
members. 

Tyler 

Role Responsibilities 

Executive Sponsor ▪ Partner with the Client Executive Sponsor 
▪ Ensure that all business aspects of the project are 

successfully managed 
▪ Provide oversight and project guidance to the Tyler 

Project Executive and Project Manager 
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Tyler 

Role Responsibilities 

Project Executive ▪ Provide Client segment-specific leadership and project 
guidance 

▪ Support the Tyler Project Manager in successful project 
delivery execution 

▪ Attend periodic project status meetings at the Client 
location 

▪ Review project status with the Tyler Project Manager to 
ensure successful implementation 

Project Manager ▪ Manage Tyler’s day-to-day project activities 
▪ Ensure successful delivery/receipt of contractual items 
▪ Manage Tyler resources  
▪ Act as the Client’s first point of contact for contract 

issues 
▪ Perform issue resolution 
▪ Communicate with Tyler senior management  
▪ Oversee the change order process 
▪ Develop and deliver Project Status Reports 
▪ Engage in Go-Live stabilization 
▪ Manage operational turnover 

System Assurance Lead ▪ Oversee implementation setup and assurance  
▪ Manage hardware and operating system 

implementation 
▪ Perform network management 
▪ Oversee testing (technical) 
▪ Deliver operational documentation 

GIS Lead ▪ Initiate GIS planning 
▪ Perform data review 
▪ Oversee planning and Base Map installation 
▪ Deliver GIS Administrator training 

Conversion Technical Project Manager ▪ Deliver data analysis and documentation 
▪ Direct development 
▪ Coordinate data value mapping 
▪ Coordinate testing  

Standard Interface Implementation 
Consultant 

▪ Deliver standard interfaces 
▪ Work with third parties 
▪ Test interfaces 
▪ Train System Admin on interfaces 

Custom Interface Technical Project 
Manager 

▪ Collect and document requirements 
▪ Work with third parties 
▪ Direct Development 
▪ Coordinate Testing 
▪ Train System Admin on interfaces 
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Tyler 

Role Responsibilities 

Application Specialists 
▪ CAD  
▪ Law Enforcement Records 
▪ Fire Records Management (FRMS) 
▪ Corrections Management (CMS) 
▪ Mobile 
▪ Field-Based Reporting (FBR) 

▪ Provide application subject matter expertise to the 
client(s) 

▪ Participate in each phase of the project lifecycle 

 

Client 

Role Responsibilities 

Executive Sponsor ▪ Partner with Tyler Executive Sponsor 
▪ Ensure that all business aspects of the project are 

successfully managed 
▪ Approve overtime if necessary 

Steering / Governance Committee ▪ Be a vocal and visible champion for the project and 
accompanying change 

▪ Raise organizational risks or issues that may impact the 
project 

Project Manager ▪ Manage the Client’s day-to-day project activities 
▪ Ensure the successful delivery/receipt of contractual 

items 
▪ Document and escalate issues and concerns 
▪ Serve as primary contact for the Tyler Project Manager 
▪ Review and approve implementation schedule 
▪ Final-approve the Data Conversion Analysis Document 
▪ Communicate and inform management of project 

progress, issues and process changes 
▪ Conduct management briefings 
▪ Review and approve Tyler invoices 
▪ Coordinate and manage activities of staff in fulfilling the 

responsibilities within the SOW and the Agreement 
▪ Evaluate project status and report progress 
▪ Manage scope change, communications, issues, risks 

and organizational change to meet project objectives 
▪ Provide leadership to the project team 
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Client 

Role Responsibilities 

IT Lead / System Administrator ▪ Provide strategic and tactical support for Client and 
Tyler Project Managers 

▪ Ensure that network, servers and client (PC) 
environment is installed and maintained properly (i.e., 
hardware and system software infrastructure) 

▪ Provide daily operational support of hardware and 
system software infrastructure 

▪ Provide daily operational support for Tyler software to 
user staff 

Application Administrator ▪ Perform data mapping 
▪ Facilitate end user data validation 
▪ Perform Initial population and ongoing maintenance of 

data tables 
▪ Administer security permissions  

Lead Subject Matter Experts (SMEs) 

▪ CAD 
▪ Law Enforcement Records 
▪ FRMS 
▪ CMS 
▪ Mobile 
▪ FBR 
▪ GIS 
▪ Case Management 
▪ Property and Evidence 

▪ Apply functional knowledge and expertise to the 
definitional, planning and implementation activities of 
the project 

▪ Make decisions regarding workflow transition 
▪ Attend and participate in the Application Configuration 

sessions 
▪ Assist with initial population/ongoing maintenance of 

data tables 
▪ Facilitate data and configuration validation 
▪ Convene and manage team of SMEs for training 
▪ Act as SME/support throughout training, Go Live and 

post Go Live 

 

Managing Project Change (Change Control Process) 

If a change to the project is identified via the Scope Management Process, the Change Control Process 
provides the format for managing and integrating the proposed change into the project. A change 
request may be submitted by any project team member or stakeholder. As part of this process, the 
project team reviews the change request, assesses the impact of the change, plans how to execute the 
change and approves or rejects the change request. 

The Change Control Process comprises the following steps: 

1. Accept change requests from stakeholders per the process documented in the Project 
Management Plan. 

2. Assess the impact of requested changes. 
3. Approve or reject requested changes. 
4. Revise and update the project plans, schedule, documents and deliverables as necessary for 

approved change requests. 
5. Create a formal (legally binding) Change Order for each approved change request. 
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Key considerations for the Change Control Process include the following: 

▪ Change requests may cover any type of change to the project, but the most frequent are 
changes to scope, payment schedule or cost.  

▪ Changes may be requested by any project stakeholder.  
▪ Change requests and approvals should be documented and describe the costs, benefits and risks 

of the change.  
▪ The project team should assess all change requests to gauge the impact of the change across the 

project and should understand the full impact before approving change requests.  
▪ Some projects and clients will choose to convene a formalized Change Control Board to review 

and approve change requests; others, particularly small projects, may designate an individual 
such as the Project Sponsor to review and approve change requests.  

▪ Approved change requests may have broad implications for the project: Plans and estimates will 
need to be revised; some deliverables will likely need to be modified; and project 
documentation, including the Project Management Plan, will need to be updated.  

▪ Change Control should not be confused with organizational change management. Change 
Control focuses on changes requested for the project, such as a scope change. Organizational 
change management focuses on helping an organization adapt to the new technology and 
processes and organizational changes produced by the project.  

▪ Change Control is performed continually and iteratively throughout the duration of the project 
whenever stakeholders raise change requests. 

▪ A large volume of change requests over the course of the project may itself impact the project 
schedule, as project resources will be required to understand, evaluate and validate change 
requests. The Tyler Project Manager will present this as a risk should the volume be deemed too 
high. 
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General Assumptions 
Tyler and the Client will use this SOW as a guide for managing the implementation of the Tyler project as 
provided and described in the Agreement. 

1. Work will be performed at the Client’s location and/or Tyler’s project offices and will be 
performed on business days during the Client’s normal business hours, except when both 
parties agree otherwise. 

2. The project consists of the delivery, installation, configuration, testing, training, implementation 
and go-live of the Licensed Software that provides the functionality and operation described in 
the Agreement.  

3. Additional work activities and software functionality not described in the SOW or Agreement 
will be considered a change to this project and will require a Change Order as previously 
referenced in the definition of the Change Control Process. 

4. Training will take place during normal business days and normal business hours, which are 
typically between 8:00 a.m. and 6:00 p.m. Tuesday through Thursday and may exceed eight (8) 
hours in duration. Nonstandard training hours may be accommodated upon mutual agreement. 
Training arrangement for non-participant observers may be made upon mutual agreement. 

5. The Client is responsible for the hardware including servers, clients and ancillary servers 
supporting the Tyler applications. 

6. The operation and availability of the external systems or third-party software is the 
responsibility of the Client and necessary for the success of the project. 

7. The Client is responsible for maintaining in good working order the third-party systems that it 
operates and that interface with Tyler software as part of this project. 
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Tyler Project Methodology Overview 
The focus of Tyler’s Project Manager, Project Management Office (PMO), Professional Services Team, 
Client Success Team and all personnel associated with this project is to assist the Client in completing 
the project successfully. 

Since its inception, Tyler has successfully completed thousands of Client projects and developed a 
standard project management methodology that is predictable and repeatable, lowers risk and 
maximizes Client success. This standard approach, the Tyler Project Implementation Methodology (PIM), 
is based upon a combination of Project Management Institute (PMI) Project Management Body of 
Knowledge (PMBOK)© principles and the experience of Tyler project management in deploying public 
safety solutions. Modifications to or deviations from the Tyler PIM will require a change order and may 
result in modifications to the schedule or cost. 

The following diagram outlines the Tyler PIM. Although the steps on the diagram are sequential, over 
time the steps will overlap.  

 

The Tyler PIM is the standard process that Tyler follows for all project implementations. Projects are 
divided into five distinct phases during implementation: 

1. Initiation – Conduct Start-up Activities 
2. Planning – Create and approve the Project Plan 
3. Configuration – Execute the Project Plan to deploy, configure, test and review the system to 

verify system readiness 
4. Transition – Train users, execute Go-Live, complete post Go-Live activities 
5. Closing – Review and approve the project closure, disengage project management and formally 

transfer the Client to the Client Success Team 

Each phase consists of one or more steps. Each step includes: 

▪ Tyler responsibilities – Tasks that Tyler staff is responsible to complete  
▪ Client responsibilities – Tasks that Client staff is responsible to complete  
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▪ Inputs (prerequisites) – Items that must be completed prior to the start of the step and are used 
during the step 

▪ Outputs (deliverables) – Items that must be completed and delivered during the step and are 
requirements to consider the step complete (outputs are often the inputs of future steps and 
must be completed to keep the project on track) 
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Work Breakdown Structure 
The key tasks and related project deliverables that comprise the work breakdown structure (WBS) of the 
PIM are described in detail in this document. The full WBS is embedded in the Project Schedule template 
(.mpp), which is used in conjunction with this methodology. 

Project management occurs throughout the project and is a component of every task. Overall project 
management activities for both Tyler and the Client are listed here for reference.  

Tyler’s Project Management Team responsibilities include the following: 

1. Maintaining project communications with the Client’s Project Manager 
2. Managing the efforts of the Tyler staff and coordinating Tyler’s activities with the Client’s Project 

Manager 
3. Conducting regular status meetings with the Client’s Project Manager  
4. Conducting regular project review meetings with the Client’s Project Manager via telephone 

conference calls 
5. Responding to issues raised by the Client’s Project Manager in a timely manner 
6. Preparing and submitting regular status reports 
7. Preparing and submitting project Change Orders to the Client’s Project Manager as necessary 
8. Preparing and submitting key project milestone signoff documents to the Client’s Project 

Manager 

The Client’s Project Manager responsibilities include the following: 

1. Maintaining project communications with the Tyler Project Manager 
2. Managing the efforts of the Client’s staff and coordinating Client activities with the Tyler Project 

Manager 
3. Providing input to the Tyler Project Manager for creation of regular status reports 
4. Ensuring that Client personnel have ample time, resources and expertise to carry out their 

respective tasks and responsibilities 
5. Participating in the status meeting with the Tyler Project Manager monthly or as may otherwise 

be reasonably required to discuss project status 
6. Providing responses to issues raised by the Tyler Project Manager in a timely manner 
7. Serving as liaison with all Client-provided third-party vendors and associated systems 
8. Ensuring that acceptable Change Orders are approved with authorized signature(s) 
9. Ensuring that timely signoff of key project milestones is provided 
10. Ensuring timely payment of invoices 
11. Ensuring that Tyler personnel have access to server and network equipment and work areas on 

a 24x7 basis, with pre-authorization for off-hours  
12. Providing workspace for Tyler personnel as reasonably requested 

A high-level outline of the WBS is depicted on the following page. 
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WBS Overview 

Initiation Phase

Planning Phase

Configuration 

Phase

Transition Phase

Closing Phase

Step 2: Plan the 

Project

Step 3: Approve 

the Project Plan

Step 4: Install the 

Standard Solution

Step 5: Configure 

the Standard 

Solution

Step 6: Validate 

Configuration

Step 7: Conduct 

User Training

Step 8: Go-Live

Step 9: Conduct 

Post Go-Live 

Activities

Step 10: Close

the Project

Step 1: Conduct 

Start-Up Activities

A. Initiate Project

B. Perform Tyler Internal Turnover

C. Conduct Project Start-Up Call

A. Conduct Project Planning Meeting

B. Conduct Technical Services Planning Call

C. Conduct GIS Planning Call

D. Draft the Project Plan

A. Review the Project Plan and Associated Documents 

B. Update the Project Plan

C. Finalize the Project Plan

D. Approve the Project Plan

E. Conduct the Stakeholder Meeting

A. Validate Configuration and Workflows

B. Update Configuration and Workflows

C. Conduct Final Data Conversion Test Run 

D. Conduct Go-Live Planning

A. Perform End-User Training

B. Perform Train-the-Trainer Training

A. Perform Go-Live Data Conversion

B. Conduct Go-Live

A. Complete DSS and Data Analysis and Mapping Setup and      

Training 

B. Complete State Compliance Configuration and Assist with 

First Submission 

A. Complete Technical and System Hardware Setup 

B. Install Licensed Software and Complete System Setup

C. Conduct Geo-File Setup and Training

A. Conduct Configuration Training 

B. Configure the Applications

C. Conduct Data Conversion Analysis 

D. Configure Standard Interfaces

E. Perform Data Conversion Development, Mapping and 

Testing 

A. Transition to Client Success Team

Repeat 

Steps 5 

through 

9 for 

each 

stage of 

a multi-

stage 

Go-Live
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Phase: Initiation 
Purpose: Engage project management, establish initial communication channels and begin planning. 

Description of Phase: The Initiation Phase consists of one step. During this phase, the Tyler and Client 
Project Managers are assigned, and the Tyler sales representative initiates the formal transition of the 
project to the Tyler Professional Services Team. This team includes Executive Sponsorship, PMO 
governance and Project Management members. In this phase, the Professional Services Team 
establishes a foundation for program governance and retention of project artifacts and takes ownership 
of Client communications and execution of the Agreement. 

Step 1: Conduct Start-Up Activities 

A. Initiate Project 

Overview  
Following execution of the Agreement, Tyler will initiate the Client’s project. Internally, the Tyler PMO 
will establish the framework for project execution and governance (e.g., project metrics/status 
reporting, project artifact storage) and assign execution of the Agreement to a delivery team (e.g., 
Executive Sponsor, Project Manager). The Tyler Project Manager will then contact the Client Project 
Manager to set the date and time for a Project Start-Up conference call.  

Tyler responsibilities:  
1. Internally initiate the project at Tyler and establish an internal framework for governance 
2. Contact the Client Project Manager to schedule Project Start-Up conference call 

Client responsibilities:  
1. Provide availability for the call 

Inputs (prerequisites): 
1. Agreement (Contract) 
2. Sales to Professional Services Transition Document  

Outputs (deliverables): 
1. Initial project framework established 
2. Project Schedule Template 
3. Project SharePoint site to store project artifacts and facilitate communication  
4. Tyler delivery team is assigned (Project Manager, Executive Sponsor) 

B. Perform Tyler Internal Turnover 

Overview 
The assigned Tyler Project Manager will coordinate and facilitate an internal turnover meeting with key 
staff members associated with project planning, development and implementation. Key staff members 
include: 

▪ New Account Sales / Client Executive 
▪ Project Implementation Manager 
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▪ Project Manager 
▪ Others as needed 

Tyler responsibilities:  
Individual responsibilities are as follows: 

Project Manager: 
1. Review the Agreement (Contract) 
2. Review the Sales-to-Professional Services Transition Document 
3. Coordinate and schedule the internal turnover meeting 
4. Create and distribute a meeting agenda 
5. Conduct the meeting 
6. Facilitate a discussion that defines delivery structure and proposed project schedule for this 

project (e.g., application configuration approach) 
7. Initiate the Project Management Workbook 
8. Document action items, issues and risks in the Project Management Workbook 

Other Tyler Employees: 
1. The PMO will create an initial Project Plan wherein the WBS is aligned with the deliverables 

defined in the Agreement 
2. Individuals planning to attend the internal turnover meeting will: 

a. Review all project-related information, i.e., Agreement, internal documentation, meeting 
agenda, etc.  

b. Prepare questions and observations requiring further discussion 
c. Attend the meeting and discuss agenda items 
d. Document and follow up on any items requiring their attention 

Client responsibilities:  
None 

Inputs (prerequisites): 
1. Sales-to-Professional Services Transition Document (internal document) 
2. Agreement (Contract) 
3. Initial Project Plan Template 

Outputs (deliverables): 
1. Initial Project Management Workbook 
2. Initial Project Plan / Schedule (WBS) 

C. Conduct Project Start-Up Call 

Overview  
The Project Manager will facilitate a conference call with the Client. The objectives for this call are: 

1. Describe key teams / groups and identify their roles and responsibilities during the project 
2. Discuss Client and Tyler expectations  
3. Clarify that Senior Client leadership will be required for executive project reviews and signing of 

approval documents 
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4. Discuss Project Planning Meeting agenda and objectives 
5. Set a date for the on-site Project Planning Meeting and discuss site preparation 

Tyler responsibilities:  
1. Provide an agenda for the Project Start-Up call 
2. Provide a presentation deck for the Project Start-Up call 
3. Arrange and coordinate the Project Start-Up call 

Client responsibilities:  
1. Schedule Client resources to participate in the Project Start-Up call 
2. Prepare for the call and discuss agenda items during the call  

Inputs (prerequisites): 
1. Standard Meeting Agenda 

Outputs (deliverables): 
1. Project Start-Up Presentation 
2. Implementation Welcome Packet 
3. Date for Project Planning Meeting 
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Phase: Planning 
Purpose: Create and approve the Project Plan. 

Description of Phase: The Planning Phase consists of two steps. Tyler and Client Project Managers 
organize the project, establish project teams, review deliverables and develop the Project Plan, then 
obtain senior management approval for the Project Plan. 

Step 2: Plan the Project 

A. Conduct Project Planning Meeting 

Overview  
During the Project Planning Meeting the Tyler Project Manager provides the Client project team with an 
overview of the project. Tyler and the Client will establish project methods, project acceptance criteria 
and governance. Key topics include: 

1. Review of project scope (Agreement, project methodology) with Client project management 
2. Presentation of the overall implementation strategy, roles, responsibilities and keys to project 

success 

Key meeting participants include: 

▪ Tyler Project Manager 
▪ Client Project Manager 
▪ Client SMEs 

Tyler responsibilities:  
1. Establish a framework for account management, roles and responsibilities of Tyler and the 

Client 
2. Review project methodology  

3. Establish initial Project Management Workbook with the Client*  

a. Roles and Responsibilities 
b. Communication Plan 
c. Risk Management Plan 
d. Initial issues / concerns 

4. Review initial Project Schedule tasks 

* Once compiled, documents referenced in this step will be provided to the Client for review. 

Client responsibilities:  
1. Prepare Client facilities for project meetings (conference rooms, audio visual equipment, etc.) 
2. Coordinate meeting participation with Client staff and other key stakeholders  

Inputs (prerequisites): 
1. Agreement (Contract) 
2. Meeting Agenda  
3. Project Management Workbook 
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Outputs (deliverables): 
1. Updated Project Management Workbook: 

a. Communication Plan 
b. Roles and Responsibilities 
c. Risk Management Plan 

2. All project artifacts stored on Tyler Project SharePoint site 

B. Conduct Technical Services Planning Call 

Overview  
The Tyler Technical Services Technical Lead will work with the Tyler Project Manager to coordinate and 
facilitate a conference call with the Client to address technical services planning / analysis. The key 
objective of this conference call is to ensure that the Client understands what information is needed for 
the technical services process, as outlined the Agreement, for installation services, hardware quality 
assurance and message switch assurance.  

Tyler responsibilities:  
1. Technical Services Technical Lead facilitates a conference call with the Client and Tyler technical 

resources to address initial technical services planning and analysis  

Client responsibilities:  
1. Client leadership and technical resources participate in conference call(s) to address the initial 

technical services planning and analysis  

Inputs (prerequisites): 
1. Scheduled Technical Services conference calls  
2. Technical Services Conference Call Agenda 
3. Technical Services Implementation Guide 
4. Hardware Proposal 

Outputs (deliverables): 
1. None 

C. Conduct Geographic Information System (GIS) Planning Call 

Overview 
The Tyler GIS Team will conduct a conference call with Client staff responsible for developing and 
maintaining the GIS data for the system. A key focus of this call will be the process for developing the 
GIS data for use with Tyler applications. Before the call, Tyler will introduce the parameters for the 
required GIS layers by providing the Client with a GIS Implementation Packet. After the call and 
submission of the Client’s GIS data, Tyler will review the Client’s GIS data and provide feedback on any 
compatibility issues. 

Tyler responsibilities: 
1. Coordinate a GIS conference call 
2. Provide the GIS Implementation Packet prior to the call 
3. Explain the GIS implementation packet and the GIS data that is required 



Statement of Work 

 
 

 
Page | 20 

 

Client responsibilities: 
1. Client leadership and GIS resources participate in the conference call to address initial GIS 

planning and analysis  
2. Supply accurate GIS data in a standard Esri format (shape files, personal geo-database, file geo-

database, etc.) per the agreed-to project schedule  
3. Review the comments and/or requested changes from the Tyler GIS Implementation Specialists 

related to the compatibility of the Client’s GIS data with the Tyler application 

Inputs (prerequisites): 
1. GIS Implementation Packet 

Outputs (deliverables): 
1. Client provides updated GIS data to Tyler 

D. Draft the Project Plan 

Overview 
The Tyler Project Manager will update the draft Project Plan based on project meetings and activities 
completed during the Planning Phase. 

Tyler responsibilities 
1. Update the Project Plan (.mpp) 

Client responsibilities 
1. None 

Inputs (prerequisites) 
1. Initial Project Plan from PMO 

Outputs (deliverables) 
1. Updated Project Plan 
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Step 3: Approve the Project Plan 

A. Review the Project Plan and Associated Documents 

Overview 
The purpose of this event is to review the information captured during the Planning step, finalize key 
decisions and prepare to finalize the overall Project Plan. It is important to note that the Project Plan 
includes all documents prepared during the Planning step: 

1. Project Plan (.mpp) 
2. Project Management Workbook: 

a. Roles and Responsibilities 
b. Communication Plan 
c. Risk Management Plan 
d. Action Items 
e. Issues 
f. Project Schedule 

Tyler responsibilities: 
1. The Tyler Project Manager will:  

a. Meet with the Client project team and review the information documented in the Planning 
Phase  

b. Review deliverables with the conversion technical project manager and determine 
appropriate schedule  

c. Draft and publish an updated Project Plan  

Client responsibilities:  
1. Review documented planning materials 
2. Provide input into Project Plan updates 

Inputs (prerequisites): 
1. Project Management Plan documents 

Outputs (deliverables): 
1. Updated draft of Project Plan 
2. Updated Project Schedule 
3. Draft Resource Schedule 
4. Updated Project Management Workbook 

B. Update the Project Plan 

Overview 
The purpose of this event is to update any information identified during the review of the Project Plan, 
finalize key decisions and prepare the overall Project Plan for approval.  

Tyler responsibilities: 
1. The Tyler Project Manager will  

a. Meet with the Client project team and confirm the information documented during the 
Review task  
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b. Draft and publish an updated Project Plan  

Client responsibilities:  
1. Provide input regarding Project Plan updates 

Inputs (prerequisites): 
1. Project Plan documents 
2. Project Schedule 

Outputs (deliverables): 
1. Updated Project Plan documents 
2. Updated Project Schedule 
3. Proposed Resource Schedule 

C. Finalize the Project Plan 

Overview  
At this stage of the project, significant information has been gathered regarding the Client’s current 
operations and how the Tyler application implementation needs to occur to be successful. Based on this 
information, a final Project Plan must be developed that maps out the activities, deliverables and 
deadlines required by the project team.  

Tyler responsibilities:  
The Tyler Project Manager will finalize the Project Plan necessary to meet the requirements of a 
successful implementation, while establishing clear ownership of activities, deadlines and time frames 
for each step of the implementation. It is important to note that both Tyler and the Client must commit 
the resources and leadership necessary for a successful implementation. The Project Plan provides 
detailed instructions to the entire Client team and, once approved, is the plan for all project activity 
going forward.  

1. Review with Client personnel the identified implementation tasks, priorities, inter-
dependencies, team members, risks, resources and other requirements to approve the final 
Project Plan 

2. Finalize the Project Plan and supporting documentation 

Client responsibilities:  
1. In tandem with Tyler project personnel, analyze identified requirements of the Project Plan and 

make such implementation decisions as are reasonably required to finalize the plan  
2. Commit Client resources and leadership necessary to ensure adherence to the Project Plan 

Inputs (prerequisites): 
1. Agreement 
2. Project Plan documents 

Outputs (deliverables): 
1. Finalized Project Plan documents, including: 

a. Resource Schedule 
b. Finalized Project Schedule  
c. Updated Project Management Workbook 
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2. All project artifacts stored on Tyler Project SharePoint site 

D. Approve the Project Plan 

Overview 
The objective of this task is to approve the Project Plan based upon the activities and work processes 
discovered during the Planning Phase. The resulting document defines the specific project tasks, 
timelines for completion and ownership of each activity throughout the remainder of the project. 

Tyler Responsibilities: 
1. Deliver the final Project Plan to Client 
2. Review the Project Plan with Client personnel  

Tyler and Client Responsibilities: 
1. Upon mutual acceptance of the Project Plan, establish the document as the baseline for the 

remainder of the project  
2. Review resources confirmed in the project schedule; ensure that the 90-day lock can be 

honored 
3. Client Project Manager and Executive Sponsor sign off on final iteration of the Project Plan  

Inputs (prerequisites): 
1. Updated Project Plan documents 

Outputs (deliverables): 
1. Baselined Project Schedule 
2. Confirmed Resource Plan  
3. Updated Project Plan documents (stored on Tyler Project SharePoint site) 

E. Conduct Stakeholder Meeting 

Overview  
The Stakeholder Meeting is a meeting during which the Tyler Project Manager provides the Client 
project team and other key stakeholders with an overview of the project. 

▪ Review of project scope (Agreement, project methodology) with Client project management 
▪ Presentation of the overall implementation strategy, roles, responsibilities and keys to project 

success 
▪ Review of project timeline and schedule 

Key meeting participants include: 

▪ Tyler Senior Management / Executive Sponsor 
▪ Tyler Sales Account Executive  
▪ Tyler Project Manager 
▪ Client Senior Management / Executive Sponsor 
▪ Client Project Manager 
▪ Client SMEs 
▪ Other Client Key Stakeholders 
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Tyler responsibilities:  
1. Provide presentation 
2. Review framework for account management 
3. Review roles and responsibilities of Tyler and Client 
4. Review the Agreement 
5. Review project methodology  
6. Review Project Schedule 

* Once compiled, documents referenced in this step will be provided to the Client for review. 

Client responsibilities:  
1. Prepare Client facilities for project meetings (conference rooms, audio visual equipment, etc.) 
2. Coordinate meeting participation with Client staff and other key stakeholders  

Inputs (prerequisites): 
1. Agreement 
2. Meeting Agenda  
3. Presentation template 
4. Approved Project Plan 

Outputs (deliverables): 
1. Stakeholder Meeting presentation 
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Phase: Configuration 
Purpose: Execute the Project Plan to deploy, review and configure the system to verify system 
readiness. 

Description of Phase: The Configuration Phase consists of three steps. During this phase, the Tyler and 
Client Project Managers lead the project, coordinate project team activities, communicate direction, 
report on project progress and monitor resources while the team focuses on executing the Project Plan. 
The Client and Tyler project teams install the applications, attend Review and Configuration Training 
sessions, review the configuration, apply final application configuration requirements and lay the 
groundwork for migration to the Tyler applications. Success requires commitment from Tyler and the 
Client to include necessary leadership and governance by both parties over their respective teams.  

The methodology diagram indicates that each step of the Configuration Phase follows the previous step, 
but many of these steps occur concurrently. 

Step 4: Install the Standard Solution 

A. Complete Technical and System Hardware Setup 

Overview 
The Client and Tyler will install hardware for which the Client is responsible. 

Tyler responsibilities 
1. Assist with hardware installation as defined in the Agreement 

Client responsibilities 
1. Install and configure servers on the Client network 

Inputs (prerequisites) 
1. Hardware ordered and delivered 

Outputs (deliverables) 
1. Servers installed on the Client network 

B. Install Licensed Software and Complete System Setup  

Overview 
Tyler will install the Licensed Standard Software with an initial database. Installation of Mobile software 
is generally scheduled after the initial Review and Configuration Training sessions are completed, since 
the configuration from those applications is copied to the Mobile applications, which eliminates the 
need for duplicate setup and configuration. Tyler will install the client workstation software on up to 
three (3) workstations and train Client staff on how to complete the install. The Client will be 
responsible for installation of all remaining software on the workstations. 
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Tyler responsibilities:  
1. Configure the system as required 
2. Install and configure the application-specific server/client software  
3. Provide System Administration training for Client technical staff 

Client responsibilities:  
1. Provide information technology support staff on site and accessible via phone/email for 

knowledge transfer and to help address any concerns encountered during the system 
installation 

2. Install and configure the client software on a maximum of three (3) workstations 

Inputs (prerequisites): 
1. Pre-Trip Report 
2. Hardware installation 

Outputs (deliverables): 
1. Post-Trip Report including System Configuration summary 
2. Test and production environments installed and ready to use 
3. All project artifacts stored on Tyler Project SharePoint site 

C. Conduct Geo-File Setup and Training 

Overview  
Tyler will recommend procedures to support the loading of Client-supplied GIS data for use in the Tyler 
software and assist the Client with the initial load of GIS data.  

As part of this step, Tyler will provide a GIS overview of GIS components and where they are installed 
and discuss a plan for updating the GIS data within the Tyler software. Clients are responsible for 
continuous updates of the GIS data used in the Tyler software. 

The Client will need to have the appropriate Esri desktop software to conduct the initial GIS data load 
and ongoing maintenance of the data. The Esri software must be available for use by the Tyler GIS Team 
to assist the Client with GIS data support.  

Tyler responsibilities: 
1. Receive from the Client the Tyler-required GIS data per the GIS Implementation Packet 
2. Receive from the Client all appropriate required polygon boundary layers; this may represent 

Police Beats, Police Originating Agency Identifier (ORI), Fire Quadrants, Fire Department 
Identification Number (FDID), Emergency Medical Services (EMS) Districts and EMS ORI, 
Common Name, Alias, and Hydrant layer 

3. Assist the Client (via the GIS Implementation Specialist) in loading/importing their GIS data into 
the Tyler enterprise geo-database within the Tyler software; it is required that all GIS data to be 
used within the Tyler software either be maintained in a standard Esri data format (shape files, 
personal geo-database, file geo-database) and then loaded into the Tyler software or be 
maintained directly in the Tyler enterprise geo-database using Esri’s desktop software 

4. Conduct a GIS Overview with the Client 
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Client responsibilities:  
1. Develop initial GIS data and provide ongoing GIS data maintenance 
2. Identify and make available the Client GIS point-of-contact responsible for ongoing GIS 

maintenance 
3. Provide Tyler with the required GIS data containing address point layer (optional) and street 

centerline layer for the systems proposed 
4. Provide Tyler with all appropriate required polygon boundary layers 
5. Provide any other GIS data requested by Tyler for use within the Tyler software at the time of 

the initial import/load into the Tyler enterprise geo-database 
6. Provide all software licenses for Esri desktop software and any associated systems software and 

workstation equipment necessary for the initial import/load of the GIS data into the Tyler 
enterprise geo-database 

7. Provide trained staff to make GIS data changes or corrections in support of GIS implementation 
8. Be responsible for the content and accuracy of the supplied GIS data 

Inputs (prerequisites): 
1. Pre-Trip Reports (if applicable) 
2. GIS Implementation Packet 
3. Client GIS Data 
4. Esri Desktop Software 

Outputs (deliverables): 
1. Post-Trip Reports (if applicable) 
2. Client-supplied GIS data loaded in the Tyler standard software  
3. Demonstration by Tyler that the Tyler application is working as designed with the Client GIS data 
4. Overview delivered by Tyler to the Client for necessary ongoing maintenance and uploading of 

the GIS data within the Tyler application  
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Step 5: Configure the Standard Solution 

A. Conduct Configuration Training 

Overview 
During this event, Tyler will conduct Review and Configuration Training for designated Client SME 
personnel to acquire the knowledge necessary to configure the software solution. During the Planning 
Phase of the project it will be determined how many configuration sessions are required for each 
application. These sessions are not necessary for the Mobile applications as the configuration completed 
during these sessions are exported to the Mobile application, eliminating the need for duplicate data 
entry. 

Tyler responsibilities: 
1. Provide access to user manuals for the Configuration Team 
2. Train Client personnel, including the system administrator, on configuration of the various 

contracted applications 
3. Participate in workflow discussions as requested 

Client responsibilities:  
1. Provide and schedule necessary facilities and equipment for training sessions  
2. Convene Configuration Team for these Configuration sessions 
3. Attend and participate fully and collaboratively in the Review and Configuration sessions 
4. Identify in writing any issues regarding training delivery 

Inputs (prerequisites): 
1. Pre-Trip Report  
2. Training materials 
3. Training room with workstations running the Tyler application  

Outputs (deliverables): 
1. Post-Trip Report  
2. User Training Plans 

B. Configure the Applications (may be repeated) 

Overview 
Configuration of the applications includes reviewing the available functionality of each application and 
module and assisting/training the Client SMEs to: 

1. Define Client workflows  
2. Configure validation sets 
3. Make application configuration settings 
4. Set up standard forms as required for each licensed application and module  

To define the Client workflows, a hands-on Configuration Review of each application is completed in a 
classroom on computer workstations with access to the application software. Configuration Reviews are 
facilitated by Tyler Application Specialists for each application area. Client operations staff expert(s) for 
each application area attend the reviews to learn how to set up, configure and maintain the software.  
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The Configuration Review walks through each function within each application from the 
user/administrator point-of-view and examines every project configuration element as it relates to a 
particular process. During the review, decisions are made regarding the configuration elements and the 
system is set up accordingly, on-the-spot where possible. Homework is assigned to Client operations 
staff to complete additional tasks regarding definition of workflows and/or set up of the system 
configuration. Homework results are discussed in subsequent review sessions with the full group. 

At the end of each application’s Configuration Review, the application is properly configured with all 
related system variables fully defined and set up. 

The Configuration Reviews include: 

▪ Reviewing the various Client work processes and the functional relationship to the software 
▪ Reviewing any applicable Custom Enhancement and/or Interface Requirements Definition (RD) 

documentation for impacts on Client workflows 
▪ Identifying and documenting any desired configuration modifications to the standard software 

solution (not previously contracted) 
▪ Standard software applications 
▪ Standard interfaces 
▪ State reporting requirements (e.g., Incident-Based Reporting (IBR), Uniform Crime 

Reporting (UCR), Accident) 
▪ Validating any custom modification decisions related to implementation of the standard 

software solution and the post-live custom requirements 
▪ Custom software modifications 
▪ Custom interfaces 

▪ Identifying any Client-specific reports (internal management reports, public inquiries, etc.) 

Tyler Project Manager responsibilities: 
1. Provide access to up-to-date user manuals for Configuration Team participants 
2. Walk the Client through the Tyler standard software solution and train Client staff on the 

configuration and setup of each application  
3. Assist the Client Project Manager in preparing the Client team for Configuration Reviews  
4. Provide additional applicable documentation as required during the Configuration Reviews  
5. Participate in the Configuration Reviews (optional) 
6. Participate in a project review meeting with the Client’s senior staff 
7. Work with the Client Project Manager to finalize the content of the User Training Plans  

Tyler Application Specialist(s) responsibilities: 
1. Provide access to up-to-date user manuals for Configuration Team participants 
2. Walk the Client through the Tyler standard software solution and train Client staff on the 

configuration and setup of each application  
3. Provide additional applicable documentation as required during the Configuration Reviews  
4. Present the configured applications and facilitate an interactive exchange with the Client 

regarding the workflow and usability of the configured applications  
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Client responsibilities:  
1. The Client Project Manager is responsible for: 

a. Preparing the Client team for the Configuration Reviews 
b. Ensuring that all necessary Client team members  

i. Attend the reviews 
ii. Configure the system 
iii. Complete homework assignments 

2. Make decisions regarding configuration and setup and apply those decisions to the 
configuration and setup of the application software 

3. Walk through Client workflow and policy with the Configuration Team to validate the setup and 
usability of the configured Tyler applications   

4. Identify and document in writing any additional workflow modifications and/or minor software 
configuration changes required  

5. Ensure the implementation of any required workflow changes prior to system rollout and end-
user training  

6. Provide a written list of any required non-standard Tyler reports not yet identified or included in 
the Agreement  

7. Work with Tyler Project Manager to finalize the content of the User Training Plans  
8. Present the final configuration and setup to Client staff: “Here’s how the system has been 

configured.” 

Inputs (prerequisites): 
1. Pre-Trip Report  
2. Training materials 
3. Training room with workstations running the Tyler application  

Outputs (deliverables): 
1. Post-Trip Report  
2. Applications configured in preparation for Training and Go-Live 

C. Conduct Data Conversion Analysis  

Overview 
The Tyler Conversion Team will conduct an analysis of the Client’s current data. After the analysis, the 
Conversion Technical Project Manager (TPM) will spend three to five days at the Client site to:  

▪ Review the findings with Client staff who are knowledgeable about the legacy system(s) data to 
be converted 

▪ Provide an overview of the conversion process 
▪ Study current workflows 
▪ Collect screenshots of the current application 

Participation of a Client SME for each application (CAD, Law Enforcement Records, FRMS, CMS) is 
required for two to three days of the on-site conversion analysis review. The results of this review will 
be captured in the Conversion Analysis Document, which must be approved by the Client before 
development of the conversion can begin. 
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Tyler responsibilities 
1. Perform analysis of current client data 
2. Coordinate the on-site Conversion Analysis trip 
3. Understand the Detailed Breakdown of Conversion Services listed in the contract 
4. Prepare the Conversion Analysis Document 

Client responsibilities 
1. Provide the full data set from all current applications to be converted 

a. NOTE: This must be completed during the Planning Phase of the project 
b. Cleanse the data to be converted as required prior to providing to Tyler 

2. Attend the on-site Conversion Analysis meetings as needed 
3. Provide access to or screenshots of all applications to be converted 
4. Review the Conversion Analysis Document and provide comments and/or requested changes  
5. Approve/sign the Conversion Analysis Document 

Inputs (prerequisites) 
1. Detailed Breakdown of Conversion Services 
2. Full data sets from all applications to be converted 

Outputs (deliverables) 
1. Approved Conversion Analysis Document 

D. Configure Standard Interfaces 

Overview 
Contracted standard interfaces will be configured in the Client environment.  

NOTE: Final configuration of certain standard interfaces, as appropriate, will take place after this step.  

Tyler responsibilities: 
1. Work with the Client to define the desired application workflow  
2. Configure the contracted standard interfaces in the Client environment 
3. Train Administrators 

Client responsibilities:  
1. Work with Tyler to define the desired application workflow 
2. Coordinate access to third parties as requested by Tyler to install and test the interfaces 
3. Complete integration testing for each installed interface 

Inputs (prerequisites): 
1. Pre-Trip Report (if applicable) 

Outputs (deliverables): 
1. Post-Trip Report (if applicable) 
2. Completed/tested standard interfaces 
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E. Perform Data Conversion Development, Mapping and Testing  

Overview 
In parallel to the Configuration step, Tyler and the Client will perform the data conversion development, 
mapping and testing to convert the existing data files defined in the Agreement. If additional files are 
identified after contract execution, the Change Order process will be used to assess requested scope 
modifications. 

Based on the Conversion Analysis Document, the Client and Tyler will conduct the initial data conversion 
process.  

NOTE: No data cleansing, consolidation of records or editing of data will be part of the data conversion 
effort. The Client must perform any necessary data cleansing, removal of duplicate records and editing 
prior to providing the data to Tyler. 

The conversion process is further divided into three phases: 

▪ Conversion Development 
▪ Conversion Data Value Mapping 
▪ Conversion Testing 

Conversion Development 

Overview 
Based on the signed Conversion Analysis document, the Tyler Conversion Team will develop custom 
logic to convert the Client’s data into their NWPS databases. 

Tyler responsibilities: 
1. Program the data conversion per the Conversion Analysis Document 
2. Review preliminary results 

Client responsibilities:  
1. Provide current copies of the databases to be converted 
2. Provide latest copy of NWPS databases 
3. Be available to answer questions regarding the structure of current data and desired location in 

NWPS system as needed 

Inputs (prerequisites): 
1. Signed Conversion Analysis Document 
2. Databases to be converted 
3. Current NWPS databases 

Outputs (deliverables): 
1. Completed conversion logic 
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Conversion Mapping 

Overview 
The Conversion TPM will provide training and assistance to the Client for the mapping of all lookup 
values in the NWPS applications. 

Tyler personnel will provide three to five days of on-site mapping training and support. The initial 
conversion test run will be executed at the end of that on-site trip. However, the Client will continue to 
correct and add to the mappings throughout the conversion process. 

Tyler responsibilities: 
1. Install and configure the Tyler mapping tool on up to 10 Client workstations 
2. Provide training on mapping concepts and the mapping tool 
3. Provide support for mapping activities 

Client responsibilities:  
1. Attend all mapping sessions while Conversion personnel are on site 
2. Complete all data mapping 

Inputs (prerequisites): 
1. Completed conversion logic 

Outputs (deliverables): 
1. Completed data mappings 

Conversion Testing 

Overview 
The Conversion TPM will assist the Client with testing of the conversion logic. All issues will be tracked 
using the issue-tracking tool on the Tyler Project SharePoint site. 

Tyler personnel will provide three to five days of on-site testing support. The goal of the on-site testing 
trip is to identify as many issues as possible. However, the Client will continue to review and test the 
conversion throughout the conversion process. 

Tyler responsibilities: 
1. Train the Client on best-practice testing procedures 
2. Triage and track all conversion issues 
3. Where possible, correct conversion logic to fix reported issues 
4. Provide up to five test runs in the Client’s environment 

Client responsibilities:  
1. Fully test all converted modules with each test run provided 
2. Provide detailed descriptions, including screenshots, of all reported issues 
3. Where needed, correct source data and mapping 

Inputs (prerequisites): 
1. Data mappings 
2. Conversion logic 
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Outputs (deliverables): 
1. Completed data conversion 
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Step 6: Validate Configuration 

A. Validate Configuration and Workflows 

Overview  
Tyler will work with the Client Project Manager and SME personnel to conduct Configuration and 
Workflow Testing scenarios as outlined in the Pre- and Post-Trip Reports. During the Planning Phase of 
the project it will be determined if this effort is completed at the end of Review and Configuration 
Training per application, or as a separately scheduled event. 

Tyler responsibilities: 
1. Provide Configuration and Workflow Test Scenarios 
2. Attend Configuration and Workflow Test session(s) 
3. Work with the Client Project Manager to address any items agreed to not be working as 

designed 

Client responsibilities:  
1. Provide and schedule necessary facilities and equipment for testing session(s)  
2. Attend Configuration and Workflow session(s) 
3. Identify in writing any issues that are agreed to not be working as designed 

Inputs (prerequisites): 
1. Pre-Trip Report 

Outputs (deliverables): 
1. Post-Trip Report  
2. Written list of any items that are agreed to not be working as designed 

B. Update Configuration and Workflows 

Overview 
The Client updates any configuration settings or policy decisions that are identified during the Workflow 
and Configuration Test as needed. The results of this effort are configured applications and clearly 
defined workflows. 

Tyler responsibilities:  
1. Provide support for the Client SME team that is applying configuration changes  
2. Assist Client technology staff to address the desired application workflow for interfaces 

Client responsibilities:  
1. Apply configuration changes as needed 
2. Provide Client technology staff to address desired application workflows for interfaces 
3. Specify desired application workflows 

Inputs (prerequisites): 
1. Workflow and Configuration Test Results 
2. Configuration requirements for interface operations 
3. Standard and/or Custom Interfaces necessary for live operations  
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Outputs (deliverables): 
1. Configured applications, including applicable interfaces, state requirements and field reporting 

  

C. Conduct Final Data Conversion Test Run  

Overview 
In parallel with Step B. Update Configuration and Workflows, Tyler and the Client will perform the final 
data conversion test run and testing of the converted data files defined in the Agreement. 

Tyler responsibilities:  
1. Provide final converted test data files to the Client for testing 

Client responsibilities:  
1. Test the converted test data set to validate for accuracy and completeness 
2. Identify any concerns within fifteen (15) days of receiving the data conversion test files; should 

the Client not identify concerns within the fifteen (15)-day period, the data conversion is 
deemed ready for Go-Live 

Inputs (prerequisites): 
1. Legacy data from Client 
2. Current NWPS configuration 

Outputs (deliverables): 
1. Final Converted and Tested data 

D. Conduct Go-Live Planning 

Overview 
Tyler and the Client will review the overall project status to ensure that all requirements for the Go-Live 
event have been completed and the Go-Live event can occur with limited risk. They will document all 
related issues and concerns and jointly agree, in writing, to move forward with training and transition to 
production. 

Tyler responsibilities:  
1. Review the Project Management Workbook (PMW) with the Client to ensure that all applicable 

issues and action items are addressed 
2. Assist the Client in preparing the Go-Live Checklist 
3. Develop the Conversion Cutover Plan (as part of the Go-Live Plan)  
4. Provide final verification of Tyler resources scheduled to conduct Client Go-Live activities 
5. Review the final Training Plan with the Client 

Client responsibilities:  
1. Review the PMW to ensure that all applicable issues and action items have been addressed prior 

to moving forward with training and transition to the live environment 
2. Ensure that the Client team is fully committed to the Go-Live event and that the proper 

governance and leadership is in place to guide the Client through a successful Go-Live event 
3. Assist Tyler in preparing the Go-Live Checklist 
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4. Plan, schedule, communicate and coordinate all user planning, preparation and Go-Live tasks 
and events 

5. Ensure that requirements for training sessions have been met and that attendees have been 
notified of their required participation 

6. Review the Training Plans to ensure that training will meet the needs of the user base 

Inputs (prerequisites): 
1. Completed prior steps 

Outputs (deliverables): 
1. Completed Go-Live Plan 
2. Completed Training Plan 
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Phase: Transition 
Purpose: Train users, execute Go-Live and complete post Go-Live activities. 

Description of Phase: The Transition Phase consists of three steps. The Tyler and Client project teams 
review the system, verify and validate readiness for Go-Live, train users, cut over from legacy systems 
and complete post Go-Live requirements. Optimization of the implementation occurs throughout the 
Transition Phase. 

Step 7: Conduct User Training 

Overview  
Tyler’s Application Specialist(s) provide training to Client staff.  

Tyler responsibilities:  
Tyler’s Application Specialist(s) will provide on-site training services to assigned Client staff using the 
method agreed to in the Planning Phase. These sessions will be provided via an End User and/or Train-
the-Trainer (TTT) approach for applications. The two methods include the following:  

A. Perform End-User Training  

This training consists of a Tyler Application Specialist providing very detailed on-site training to end users 
of the application.  

Tyler responsibilities:  
1. Train Client End Users on specified applications  

Client responsibilities:  
1. Assign, schedule and ensure the attendance and participation of appropriate staff for training 

sessions 
2. Provide and schedule necessary facilities for training sessions 
3. Ensure that training facilities are set up and configured with all requisite hardware/software 
4. Monitor training course attendance and ensure that all users receive required training 
5. Identify in writing any issues regarding training delivery, participation and execution 

Inputs (prerequisites): 
1. Pre-Trip Report  
2. Training materials 
3. Lesson Plan / User Guide 

Outputs (deliverables): 
1. Post-Trip Report  
2. Delivery of all training courses 
3. Written list of issues regarding training (provided by Client) 

B. Perform Train-the-Trainer Training  

This training consists of a Tyler Application Specialist providing very detailed on-site training to Client 
representatives. The TTT course is designed to take Client-certified (either locally or by their state) 
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trainers, train them on the Tyler software and certify that they have the knowledge to successfully train 
other team members. This training includes problem-solving techniques to ensure an effortless 
transition with minimal interruptions during their training sessions. Students are also provided with 
training techniques and detailed lesson plans on their specific modules. 

Tyler responsibilities:  
1. Train Client trainers on specified applications  

Client responsibilities:  
1. Assign, schedule and ensure the attendance and participation of appropriate staff for training 

sessions 
2. Provide and schedule necessary facilities for training sessions 
3. Ensure that training facilities are set up and configured with all requisite hardware/software 
4. Select the Client trainers and receive the TTT training from Tyler 
5. Train the users for each application 
6. Monitor training course attendance and ensure that all appropriate users receive training 
7. Identify in writing any issues regarding training delivery, participation and execution 

Inputs (prerequisites): 
1. Pre-Trip Report  
2. Pre-Post Trip Reports (Word) 

Outputs (deliverables): 
1. Post-Trip Report  
2. Delivery of all training courses 
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Step 8: Conduct Go-Live 

A. Perform Go-Live Data Conversion 

Overview  
In parallel to the Execute Go-Live Preparation step, Tyler and Client will perform the Go-Live data 
conversion. 

Tyler responsibilities: 
1. Load final data cut from Client and execute the Go-Live data conversion per the Go-Live Plan; 

this typically involves moving the tested data conversion from the test environment to the 
production environment. 

Client responsibilities:  
1. Assist Tyler as requested in executing the Go-Live Plan 
2. Provide final data cut for Conversion 
3. Test the converted Go-Live data set in the production environment to validate for accuracy and 

completeness 
4. Identify any concerns as soon as possible, but no later than fifteen (15) days after Tyler has run 

the Go-Live data conversion in the production environment; should the Client not identify 
concerns within fifteen (15) days, the Go-Live data conversion shall be deemed Accepted 

Inputs (prerequisites): 
1. Tested converted data from prior phase 

Outputs (deliverables): 
1. Converted data in production environment 

B. Conduct Go-Live 

Overview  
With assistance from Tyler, the Client goes live on applications and interfaces identified in the 
Agreement and documented in the Project Plan. The phased approach and order of applications for the 
Go-Live events are detailed at the beginning of this document. 

Tyler responsibilities: 
1. Assist the Client in proactively verifying the operational readiness of the production 

environment; this activity is managed by the Tyler Project Manager and includes the following 
key areas for review: 
a. Infrastructure and related operational environment (Technical Services Team) 
b. GIS review 
c. Priority Warranty Items / Release Upgrades (Project Manager with assistance from the 

appropriate teams)  
2. Provide onsite assistance for all applications going live  
3. Assist the Client in preparing the production server for Go-Live 

a. Run SQL Go-Live script 
b. Run final data conversion  
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c. Set counters 
d. Perform other maintenance tasks 

4. Conduct Client turnover to Client Support 
5. Receive clearance for on-site staff to depart Client site 

Client responsibilities:  
1. Verify the operational readiness of the production environment (Tyler will assist)  
2. Prepare production server for Go-Live (Tyler will assist) 

a. Set counters 
b. Other maintenance tasks 

3. Schedule, communicate and coordinate all user planning, preparation and Go-Live tasks and 
events 

4. Provide SME staff to assist with Go-Live for each of the applications and to serve as the first line 
of support during the Go-Live period 

5. Place the software into production and begin operational use in consultation with Tyler and in 
accordance with the Project Plan 

6. Provide a detailed list of questions and issues that require explanation or resolution by Tyler at 
the end of each day during the Go-Live period 

Inputs (prerequisites): 
1. Pre-Trip Report  
2. Standard software 
3. Interfaces 
4. State reporting 
5. Geo-files 
6. Pre-Go-Live preparations 
7. System preparation 
8. Team preparation 

Outputs (deliverables): 
1. Post-Trip Report  
2. Verification that Tyler Client Support is engaged 
3. The Client operating live with the software 
4. Confirmation that all project artifacts are stored on the Tyler Project SharePoint site 
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Step 9: Conduct Post Go-Live Activities  

Overview  
Depending on specific products purchased, there may be some activities such as Decision Support 
Software (DSS)/Data Analysis and Mapping training, UCR/IBR submissions and/or Reliability Testing that 
occur after Go-Live, as these activities require actual production data prior to completion to be of any 
value. The activities are planned during the Planning Phase along with all other activities. 

A. Complete DSS and Data Analysis and Mapping Setup and Training  

If licensed, Tyler will provide the Client with implementation of licensed DSS and Data Analysis and 
Mapping modules and related training services.  

Tyler responsibilities:  
1. Facilitate one or more consultative session(s) (on-site) with executive command staff to discuss 

data needs and information requirements for decision making 
2. Lead solution design and review sessions to document and collaboratively design reporting 

cubes and dashboards that will assist with data needs and decision making as discussed during 
the consultative session(s) 

3. Configure and train on DSS software 
4. Configure and train on Data Analysis and Mapping software 
5. Provide training session(s) to provide an overview of using each DSS and Data Analysis and 

Mapping licensed module, including basic reporting, dashboard creation and other standard 
features 

6. Build Client-specific reporting cube(s) and dashboard(s) as agreed upon during solution design 
and review  

Client responsibilities:  
1. Ensure that appropriate command level personnel/decision makers are available for the 

consultative sessions to discuss data needs and information requirements for decision making 
2. Ensure that the infrastructure is in place to support DSS and Data Analysis and Mapping 

implementation (generally set up in Step 4 of the Configuration Phase) 
3. Approve the agreed-upon requirements for reporting cubes and dashboards 
4. Assign, schedule and ensure the attendance and participation of appropriate staff for training 

sessions 
5. Provide and schedule necessary facilities for training sessions 
6. Ensure that training facilities are set up and configured with all requisite hardware/software 
7. Monitor training course attendance and ensure that all appropriate users receive training 
8. Identify any issues in writing 

Inputs (prerequisites): 
1. Pre-Trip Report  
2. Training materials 
3. Lesson Plan / User Guide 
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Outputs (deliverables): 
1. Post-Trip Report  
2. Delivery of all training courses 
3. Written list of issues regarding training (provided by the Client) 

B. Complete State Compliance Configuration and Assist with First Submission (if applicable) 

As part of normal operations, agencies are required to submit crime statistic reports to the state (IBR, 
National Incident-Based Reporting System (NIBRS), etc.) monthly. During the transition to a new system, 
state agencies will work with local law enforcement agencies to develop a plan for allowing the system 
to adopt the new technology in their environment and submit reports after a period of operation. 

During the Configuration Phase of the project, Tyler works with the Client to implement state reporting 
rules. The first full test of these rules occurs three to four weeks after Go-Live to ensure that the Client 
has accumulated sufficient data for submission to the state. State reporting and editing can be a 
significant challenge, so Tyler schedules and assigns an Application Specialist to assist the Client with the 
first submission process post Go-Live. 

Tyler responsibilities:  
1. Assist the Client in submitting initial reports (IBR, NIBRS, etc.) from the Tyler system to the state 
2. Provide consultation, guidance and/or support on issues resulting from initial submission 

attempts: 
a. Review the infrastructure and related operational environment when there are submission 

issues and provide the Client with an explanation that pinpoints the source of the issue 
when it is unclear whether the issue is software or environmentally related 

b. Provide application configuration modifications to assist the Client as determined to 
optimize operational workflow and support compliance reporting requirements 

c. Modify custom forms based on a review of Client workflows after the Client has worked 
with the forms in a production environment 

d. Provide spot training to Client personnel if needed 

Client responsibilities:  
1. Identify primary and secondary staff responsible for submission and correction of state reports 
2. Identify state contact and state testing procedures to ensure that the state is prepared to assist 

with the analysis and evaluation of report submissions to expedite returns and error reporting 
3. Verify the infrastructure and related operational environment (assistance provided by Tyler 

Systems Assurance Team) 
4. Verify application configuration, compliance adherence and custom software modifications 

(assistance provided by Tyler Systems Assurance Team) 
5. Build compliance test plan 
6. Test all forms and compliance submissions 
7. Document all test results 
8. Identify in writing any suspected failures; prioritize and notify Tyler 
9. Provide access and staff support as necessary to support the Tyler activities 
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Inputs (prerequisites): 
1. Live system 

Outputs (deliverables): 
1. Completed state submission for one month 

 

 

 



Statement of Work 

 
 

 
Page | 45 

 

Phase: Closing 
Purpose: Review the project, approve closure, disengage project management and transition the Client 
to the Client Success Team.  

Description of Phase: The Closing Phase consists of one step. The Tyler Project Manager reviews the 
project with Executive Management, closes out all remaining documentation tasks and disengages from 
the project. The Client Success Team assumes all responsibilities for ongoing support of the system and 
the Client. 

Step 10: Close the Project 

A. Transition to Client Success Team 

Overview  
At the end of the project, the Tyler applications are fully live and functional in the Client’s environment, 
with all required components delivered and operational. During this event, the Tyler Project Manager 
will schedule a formal turnover of the Client to the Tyler Client Success Team, which includes the Client 
Executive and Client Support Account Manager. The Client Executive introduces the department 
structure and reviews the services provided by each team.  

Project closure will also be finalized with the Client to ensure that both the Client and Tyler support staff 
are knowledgeable about the overall Tyler implementation, that all questions have been addressed and 
that exceptions are incorporated into the sign-off document. 

Tyler responsibilities:  
1. Coordinate a meeting, either via teleconference or on site, to review the project status and 

transition ongoing communications with the Client to the assigned Client Success Team  
2. Prepare the sign-off documentation 
3. Review all project financials to ensure that all deliverables included in the Agreement are 

delivered, invoiced and paid 

Client responsibilities:  
1. Provide appropriate personnel for the turnover meeting 
2. Provide a location for the turnover meeting 
3. Sign-off on project closure  
4. Complete payment of all amounts described in the Agreement 

Inputs (prerequisites): 
1. Professional Services to Client Support Project Transition Document 
2. Agenda 
3. Scheduled meeting 
4. Open-item list and corresponding release-delivery plan 
5. Project Closure sign-off template 

Outputs (deliverables): 
1. Verification that Account Management is engaged to support the Client 
2. Project Closure sign-off  


