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AGENDA STAFF REPORT 

DATE: 

TO: 

APPROVED BY: 

PREPARED BY: 

August 2nd, 2016 

Mayor and City Council 

Armando G Villa, City M:nag~i~f}i:p~ 
R. Gomez, Chief of PQ!iG- J2.b' 
G. Gerardo, Lieutenant cV 

SUBJECT: Authorize City Manager to Enter into a Five-Year Agreement with PM AM 
for False Alarm Billing and Tracking Service. 

======================================================================= 

Recommendation: 

Recommend for the Calexico City Council accept the Request for Proposal from PM AM 
Corporation for False Alarm Billing and Tacking Services and to authorize the City 
Manager to negotiate a 5-year contract with PM AM Corporation. 

Background: 

In the past, the City of Calexico Police Department had designated personnel to bill 
businesses and residents for false alarm responses in accordance to Calexico 
Municipal Code Sections 5.70.10 through 5.70.100. Since 2008, the City of Calexico began to 
downsize its workforce due to hard economic times and this source of revenue 
did not cover the expense to have someone do the billing. The Calexico Police 
Department averages a total of 2054 false alarms per year. Most of these alarms are 
repeat offenders and residences/businesses without alarm permits. The amount of time 
and resources that it takes to respond to these alarms impacts public safety and service 
significantly. It takes a minimum of two officers to respond to a residential alarm and 
three officers to respond to a business alarm. The amount of time to check the 
perimeter of a false alarm can take from 15 minutes to 30 minutes depending on the 
time of day and owner's travel time to the location of the alarm. 

' 

Discussion & Analysis: 

On June 8, 2017, the Calexico Police Department advertised for a 
Request for Proposals (RFP) for a False Alarm Billing and Tracking 
Services that would meet the needs of the City of Calexico. The company 
selected had to meet the RFP guidelines provided by the Police 
Department, with an emphasis on their services integrating with the 
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Calexico Police Department's Spillman Computer Automated Dispatch 
(CAD) System. RFP's were received at the City Clerk's Office by 4:00 p.m. on July 6, 201'7. 
(Copy of RFP Attached) Two RFP's were received from PMAM Corporation and CryWolf False 
Alarm Solutions. RFP's were reviewed by the Calexico Police Department Leadership Team. 
The PM-AM company proposed an average of 12.3% of all revenue collected for permits and 
false alarm fines. The City of Calexico would receive 87.7%. CryWolf Company proposed an 
average of 18.0% of all revenue collected for permitting and false alarm fines. The City of 
Calexico would receive 82%. References were contacted and both companies received a 
positive recommendations. The services provided by both companies were very similar and 
the final decision was based on the percentage of the amount of revenue that the City of 
Calexico would receive. It is the consensus and the recommendation of the Calexico Police 
Department Leadership Team to award the contract to PMAM Corporation for the False Alarm 
Billing and Tracking Services. This service will track and bill all false alarms. The firm will 
handle alarm permits and include an educational component to the alarm owner. This alone 
will decrease the false alarms and time spent responding to them. 

Fiscal Impact: 

None. 

Coordinated With: 

None. 

Attachments: 

1. City of Calexico Request for Proposal. 
2. PMAM Proposal. 
3. CryWolf Proposal. (Provided in electronic format) 
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The City of Calexico, CA 

Request for Proposal 

False Alarm Billing and Tracking Services 

City of Calexico Police Department 
420 E. Fifth St 

Calexico, CA 92231 
Address 2 

Proposal Opening Date: June 8, 2017 · 

Proposals are to be received before 4:00 pm on July 6, 2017 at: 

City of Calexico City Clerk 
608 Heber Ave 

Calexico, CA 92231 
Attention: Gabriel Garcia, City Clerk 

Proposals will be opened on July 7, 2017. 



lntroducti n and n 

1.0 Introduction: 

I lnforrn 
n ·1 

n 

The City of Calexico is interested in obtaining the services of a highly professional, qualified, 
full service false alarm solution firm to manage the false alarm tracking, billing, and payment 
processing services for our City. Interested contractors shall have at least 5 years of experience 
managing such services for cities and counties similar in size and complexity as the City of 
Calexico. 

All qualified proposals will be evaluated based on the criteria contained in this RFP and awarded 
to the firm whose proposal meets the performance requirements of this RFP. The City of 
Calexico reserves the unqualified right to reject any and all offers if deemed in its best interest. 

Proposals shall be sealed, mailed or delivered before 4:00 pm on July 6, 2017 to: 

City of Calexico City Clerk 
False Alarm RFP 
608 Heber Ave 

Calexico, CA 92231 

Late submittals will not be accepted. 

All inquiries regarding this Request for Proposal must be addressed to: 

Attention: Lt. Gonzalo C Gerardo 
Calexico Police Department 

420 E. 5th 

Calexico, CA 92231 
Email address: ggerardo@calexico.ca.gov 

1.1 Response format 
Each response shall contain the sections as numbered below: 

1) Cover Letter: The Contractors shall provide a cover letter or letter of transmittal to 
briefly summarize the company's interest and relevant qualifications for the project and 
shall be signed by an agent of the responding firm who is authorized to negotiate the 
details of the proposed services. 
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2) Project Team: Contractors shall provide an organizational chart for the proposed 
project team, as well as the relevant background and experience for every proposed 
team member. 

3) Proposed Solution: Given the purpose of this project and Scope of Services as 
described in Section 3 of this RFP, provide a detailed solution to meet stated objectives 
and goals. Please describe in detail how your solution will meet the conditions as 
described in Section 3, Scope of Services. 

4) Pricing: Provide the pricing in the form of a percentage split of the program fees and 
fines collected to be split between the City and Contractor in the full management of the 
false alarm tracking and billing services. 

5) References: Provide a list of 5 references with their name, designation and contact 
numbers. Please note which clients have similar size programs. 

Only submit clients which the Contractor is providing full outsourcing alarm 
administrative services. Clients licensing software and administering the program 
internally with City resources should not be provided as a reference. 

1.2 Expense of Submittal Preparation 
The City accepts no liability for the costs and expenses incurred by the Contractors in 
responding to this RFP, in preparing responses for clarification, in attendance at interviews, 
participating in contract development sessions, or in meetings and presentations required for 
the contract approval process. Contractors cannot make any claims whatsoever for 
reimbursement from the City for the costs and expenses associated with the procurement 
process. 

1.3 RFP Not an Offer 
This RFP does not constitute an offer by the City. No binding contract, obligation to negotiate, 
or any other obligation shall be created on the part of the City unless the City and the Contractor 
execute a Contract. No recommendations or conclusions from this RFP process concerning the 
Contractor shall constitute a right (property or otherwise) under the Constitution of the United 
States or under the Constitution, case law, or statutory law of the state of California. 

1.4 Trade Secrets I Personal Identification Information 
Upon receipt at the City, all materials submitted by a Contractor (including the Proposal, 
requests and other communications) are considered public records except for material which 
qualifies as "Trade Secret" information under California State Civil Code Statute 3426 to 
3426.11 and "Personal Identification Information" (Pll) as protected by state and federal law to 
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include, but not be limited to, social security numbers, bank account numbers, and driver's 
license numbers. 

The public disclosure of the contents of a Proposal or other materials submitted in response to 
this RFP is governed by State Statute Civil Code sections 3426.1-3426.11. If any Proposal 
contains Trade Secret information as defined by State Statute 3426.1-3426.11 or Pll, such Trade 
Secret information and Pll must be specifically and clearly identified. 

Any trade secrets or Pll submitted by a Contractor must be clearly segregated from the rest of 
the Proposal. Whether filing by hard copy or electronic format, the confidentiality same caption 
stated above must clearly appear on each page of the Trade Secret or Pll materials. 

In submitting a Proposal, each Contractor agrees that the City may reveal any trade secret 
materials and Pll contained in such response to all City staff and City officials involved in the 
selection process, and to any outside consultant or other third parties who serve on the 
Evaluation Committee or who are hired or appointed by the City to assist in the evaluation 
process. 

Furthermore, each Contractor agrees to indemnify and hold harmless the City and each of its 
officers, employees, and agents from all costs, damages, and expenses incurred in connection 
with refusing to disclose any material, which the Contractor has designated as a trade secret. 
Any Contractor may be disqualified that designates its entire Proposal as a Trade Secret or any 
portion thereof which clearly does not qualify under applicable law as a trade secret. 

1.5 Amendments to RFP 
If the City amends this RFP, addenda will be posted to the Internet at www.calexico.ca.gov. 
Contractors are required to acknowledge their receipt of each addendum. 

1.6 No Collusion or Conflict of Interest 
By responding to this RFP, the Contractor shall be deemed to have represented and warranted 
that the Proposal is not made in connection with any competing Contractor submitting a 
separate response to this RFP, and is in all respects fair and without collusion or fraud. 

The City neither desires nor wishes to have any appearance of a conflict-of-interest in the 
administration of the False Alarm Management Program. No Contractor submitting a response 
shall be considered if within the past five years they have had any type of financial relationship 
or direct sales business relationship dealing with any alarm company. This is to include, but not 
exclusive of, any ownership, partial investment, loans, software sales or paid services relating 
to any type of alarm company business activities. 
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1. 7 Proposal Terms Firm and Irreversible 

I I 
n ''! 

rmati n 

The signed Proposal shall be considered a firm offer on the part of the Contractor. The City 
reserves the right to negotiate price and Services. All Proposal responses (including all 
statements, claims, declarations, prices and specifications in the Proposals) shall be considered 
firm and irrevocable for purposes of future Contract negotiations unless specifically waived in 
writing by the City. The Contractor chosen for award should be prepared to have its Proposal 
and any relevant correspondence incorporated into the Contract, either in part or in its entirety, 
at the City's election. Any false or misleading statements found in the Proposal or Contract 
exceptions not included in the Proposal may be grounds for disqualification. 

1.8 Proposal Binding for 180 Days 
Proposal shall be a firm offer for one-hundred-eighty (180) calendar day period from the date of 
the opening. This statement must be signed by an individual authorized to bind the Contractor. 
All prices quoted shall be firm and fixed for the full Contract period. The City shall have the 
option to accept subject to exception by Contract. 

1.9 Subcontracting 
The Contractor given contract award shall be the prime contractor and shall be solely 
responsible for contractual performance. In the event of a subcontracting relationship, the 
Contractor shall remain the prime contractor and will assume all responsibility for the 
performance of the Services that are supplied by all subcontractors. The City retains the right 
to approve all subcontractors. 

1.10 Equal Opportunity 
The City has an equal opportunity purchasing policy. The City seeks to ensure that all segments 
of the business community have access to supplying the goods and services needed by City 
programs. The City provides equal opportunity for all businesses and does not discriminate 
against any Contractors regardless of race, color, religion, age, sex, and national origin or 
disability. 

1.11 Withdrawal for Modification of Proposals 
Contractors may change or withdraw their Proposals at any time prior to the Proposal due date; 
however, no oral modifications will be allowed. Only telegrams, letters, or other formal written 
requests for modifications or corrections of a previously submitted Proposal, which is addressed 
in the same manner as the Proposal, and received by the City prior to the scheduled closing 
time for receipt of Proposals, will be accepted. The Proposal, when opened, will then be 
corrected in accordance with such written request(s), provided that the written request is 
contained in a sealed envelope, which is plainly marked "Modifications to Proposal." 
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1.12 No Bribery 
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In submitting a response to this RFP, each Contractor certifies that neither it, any of its affiliates 
or subcontractors, nor any employees of any of the foregoing has bribed, or attempted to bribe, 
an officer or employee of the City in connection with the Contract. 

1.13 Fair Trade Certifications 
By submission of a Proposal, the Contractor certifies that in connection with this procurement: 
The prices have been arrived at independently, without consultation, communication, or 
agreement, for the purpose of restricting competition, as to any matter relating to such prices 
with anyone; Unless otherwise required by law, the prices which have been quoted in its 
Proposal have not been knowingly disclosed by the Contractor and will not knowingly be 
disclosed by the Contractor prior to opening; and no attempt has been made or will be made by 
the Contractor to induce any other person or firm to submit or not to submit a Proposal for the 
purpose of restricting competition. 

1.14 Contractor's Obligation to Fully Inform Themselves 
Contractors or their authorized representatives are expected to fully inform themselves as to all 
conditions, requirements and specifications of this RFP before submitting Proposals. Failure to 
do so will be at the Contractor' own risk. 
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2.1 Intent to Propose 
Please acknowledge receipt of this RFP via email or facsimile by June 14, 2017 advising the City 
of your firm's intention to submit or not submit a Proposal. Fax or email the completed and signed 
form to: 

760-357-1241, 

Attention: Lt Gonzalo C Gerardo, ggerardo@calexico.ca.gov. 

The City strongly encourages Contractors to submit this form prior to the Pre-Proposal 
conference, but Contractors shall not be precluded from submitting a Proposal if they fail to submit 
this form. 

2.2 Interpretations and Addenda 
No interpretation or clarification of the meaning of any part of this RFP will be made orally to any 
Contractor with the exception of questions answered at the Pre-Proposal Conference. Otherwise, 
Contractors must request such interpretations or clarifications in writing from the City. 

Contractors are required to acknowledge their receipt of each addenda by including it in the letter 
of transmittal 

2.3 Pre-Proposal Conference 
If needed contact Lt Gonzalo C Gerardo at ggerardo@calexico.ca.gov to set up telephone call. 

2.4 Submission of Proposals 
Proposals must be in the format specified in Section 1. One (1) original Proposal signed in ink by 
a company official authorized to make a legal and binding offer, plus two (2) copies and one (1) 
flash drive shall be submitted to the address by July 6, 2017 before 4:00 pm. 

The original Proposal and each of the two (2) copies shall be complete and unabridged, and shall 
not refer to any other copy of the signed/sealed original for any references, clarifications, or 
additional information. All Proposals will be time-stamped upon receipt and held in a secure place 
until this date. 

When received, all Proposals and supporting materials, as well as correspondence relating to this 
RFP, shall become the property of the City. Proposals sent by fax or email will not be 
accepted. 
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2.5 Correction of Errors 
The person signing the Proposal must initial erasures or other corrections in the Proposal. The 
Contractor further agrees that in the event of any obvious errors, the City of Calexico reserves 
the right to waive such errors in its sole discretion. The City of Calexico, however, has no 
obligation under any circumstances to waive such errors. 

2.6 Evaluation 
As part of the evaluation process, the Evaluation Committee may engage in discussions with one 
or more Contractor(s). Discussions might be held with individual Contractors to determine in 
greater detail the Contractor's qualifications, to explore with the Contractor the scope and nature 
of the required contractual Services, to learn the Contractor's proposed method of performance 
and the relative utility of alternative methods, and to facilitate arriving at a Contract that will be 
satisfactory to the City. 

The City may in its discretion require one or more Contractors to make presentations to the 
Evaluation Committee or appear before the City and/or its representatives for an interview. During 
such interview, the Contractor may be required to orally and otherwise present its Proposal and 
to respond in detail to any questions posed. Additional meetings may be held to clarify issues or 
to address comments, as the City deems appropriate. Contractors will be notified in advance of 
the time and format of such meetings. 

Since the City may choose to award a Contract without engaging in discussions or negotiations, 
the Proposals submitted shall define the Contractor's best offer for performing the Services 
described in this RFP. 

2.7 Contract Award by Council 
As soon as practical after opening the Proposals, the name of the apparent successful Contractor 
will be submitted to the Council for final approval of award. If approved by the Council, the 
Procurement Management Division will provide Contract documents to the Contractor. In the 
event the Council approval is not received within one hundred eighty (180) calendar days after 
opening of the Proposals, the Contractor may request that it be released from the Proposal. 
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Scope of Services 

The City of Calexico is looking for a qualified Contractor who can maintain and manage the City's 
Alarm Ordinance Program. At a minimum, project tasks shall include, but are not necessarily 
limited to, the following. If the Contractor believes that additional tasks are warranted, they must 
be clearly identified in the firm's proposal. 

The Contractor shall provide a response to the following: 

General 

1. Provide information regarding your company with necessary contact information. Please 
list the names of all officers if a corporation and partners if a partnership. 

2. How long has "outsourcing administrative services" (specifically designed for the 
support of alarm ordinances) been offered by your company? How did the offering of 
these services come about? 

3. What services will be performed by your company ... and if subcontracted, what part of the 
services will be subcontracted? 

Technical 

1. Is the proposed offering designed and architected as a true 100% web-based solution 
without requiring any additional software or hardware device/s to be introduced into the 
City's IT footprint? Please explain in detail. 

2. Describe how this 100% web-based solution proposed is hosted; number of servers, 
location of servers, redundancy, security protocols, firewall security, types of encryption 
used, CJIS readiness status, risk mitigation strategy, etc. 

3. Has the hosting environment supporting this 100% web-based solution ever experienced 
any unexpected down time (outside of scheduled maintenance)? 

4. Has there ever been a breach in the database environment being proposed? 

5. What communication interfaces with the City's databases will be required to effectively 
and successfully manage the alarm tracking and billing services? Please describe any 
additional fees associated with such interfaces. 
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6. Describe the SPILLMAN CAD communication interface required along with any additional 
fees associated with such interface. 

7. Describe how the proposed solution will integrate with current iOS and Android mobile 
device (smarl phones, tablets, etc.) capabilities. 

8. Describe other technologies which might be leveraged in support of the City's alarm 
ordinance and the reduction of false alarms. 

9. Explain in detail the IT processes that your company employs along with any certifications. 

Customer Service I Education 

1. Provide information regarding the location of your customer service centers. Do all of your 
Customer Service Representatives work from these same customer service centers? Do 
you engage in subcontracting this part of your service to third parties? 

2. Describe how citizen inquiries regarding the City's alarm ordinance, registrations, fines, 
etc. will be responded to and supported. 

3. Explain in detail the processes used by your company for customer outreach and 
education regarding the false alarm issue. 

4. Explain the level of City involvement, staff time and resources that will be required to 
support this program. 

5. Provide information on web portals available to our citizens and features. 

6. Provide information on web portals available for the alarm companies and features. 

7. What processes are employed for customer outreach and education regarding the false 
alarm issue? 
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Functional 

1. Describe the steps I processes used to enhance the compliance of the City's alarm 
ordinance and reduce false alarms. 

2. Describe how your company maintains the database for alarm registration, alarm 
incidents, invoices, etc. How often is this database updated? 

3. Describe the approach and methodology used to ensure that alarm permits are not issued 
to locations outside City's jurisdiction. 

4. How do you ensure that the billing is done in support of the City's ordinance? 

5. What options are available to citizens to make the payments? 

6. Do online payments comply with current PCI standards? 

7. Describe the processes in place to ensure financial controls. Including any independent 
and internal audits which your company submits to on a regular intervals. 

8. Should the City amend its alarm ordinance, how will this impact your ability to administer 
the program? 

9. Please describe your procedures to handle return mail and returned checks 

10. Does your solution allow independent access to the City to perform the following functions: 

a. Change account details and make updates to citizen accounts 
b. Make a payment to citizen account 
c. Update permit status or expiration date 
d. Change the alarm incident status 
e. Review appeals and provide decisions through the web-based access 

11. Will City personnel have the same access to all menu options as the Contractor personnel 
actively administering the program? 

12. What processes are in place ensuring that outstanding amounts are collected? 

13. Explain in detail your processes to manage the appeals and how the City is notified of 
such appeals. 
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14. Describe the reporting and analytical capabilities of your solution. Are all system-wide 
reports used by your staff to manage the program also accessible by City personnel via a 
web-browser? 

15. Describe in detail the implementation process and timelines to fully implement the 
program. 

16. What makes your solution unique for the alarm tracking, billing, and collection service 
needs of our City? 
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Proposal Evaluation Criteria 

Proposals will be evaluated based on the Contractor's ability to meet the performance 
requirements of this RFP. This section provides a description of the evaluation criteria that will be 
used to evaluate the Proposals. To be deemed responsive, it is important for the Contractor to 
provide appropriate detail to demonstrate satisfaction of each criterion and compliance with the 
performance provisions outlined in this RFP. The Contractor's Proposal will be the primary source 
of information used in the evaluation process. Proposals must contain information specifically 
related to the proposed Services and requested herein. Failure of any Contractor to submit 
information requested may result in the elimination of the Proposal from further evaluation. 

Proposals will be assessed to determine the most comprehensive, competitive and best value 
solution for the City based on, but not limited to, the criteria below. The City reserves the right to 
modify the evaluation criteria or waive portions thereof. Proposals will be evaluated on the 
following major categories: 

a. 20% 100% Web-Based Solution; 
b. 20% Qualifications and Experience; 
c. 30% Project Approach I Proposed Solution; 
d. 20% Cost Effectiveness and Value; 
e. 10% Demonstrated Use of Technical Innovation. 

4.1 100% Web-Based Solution 

Contractors will be evaluated on the true 100% web-based design and architecture of the solution 
provided in the RFP response. 

4.2 Qualifications and Experience 

Contractors will be evaluated on the background and experience information provided in the RFP 
response. 

4.3 Project Approach I Proposed Solution 

Contractors will be evaluated based upon their understanding, experience and qualifications in 
performing the same or substantially similar Services, as reflected by its experience in performing 
such Services. The evaluation will include references regarding work for organizations with needs 
similar to the City's, and the feasibility of the Contractor's approach for the provision of the 
Services. 
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4.4 Cost Effectiveness and Value 

Under this criterion, Proposals will be compared in terms of the most reasonable and effective 
pricing options. The Evaluation Committee will also take into consideration any indirect costs 
associated with the Services and administration of the Contract. 

4.5 Demonstrated Use of Technical Innovation 

The City is looking for a demonstrated creative, clever, and effective use of modern technology in 
the administration of its alarm program. It believes by doing so that the success, adoption rate 
and compliance of the program by its Citizens and business residents will be that much greater. 

14 



s 

ITV F CALEXI 

ELECTRONI CO 



PMAM 

r 

False Alarm Billing and Tracking Services 

Mlcrosoft Part11er 

City of Calexico, CA 

Provided by: 

5430 LBJ Freeway, Suite 3 70 
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City of Calexico City Clerk 

False Alarm RFP 

608 Heber Avenue 

Calexico, CA 92231 

Attn: Gabriel Garcia, City Clerk 

RE: False Alarm RFP 

Dear Mr. Garcia, 

July 3, 201 7 

With distinct pleasure PM AM Corporation submits this proposal response to the City of 

Calexico's RFP for False Alarm Billing and Tracking Services inclusive of all subsequent 

addenda. Per your request, please find enclosed a) l original proposal, b) 2 copies and 

c) l electronic copy on flash drive. 

PM AM has established itself as the leader in this industry and has helped municipal 

and county jurisdictions to achieve: 

1. Remarkable reduction in the number of false alarm calls 
2. Increased revenue realized by the city's alarm program 
3. Robust and convenient service framework for the city and its citizens 
4. Significant reduction in the city's administrative burden of overseeing the 

program 

In this RFP response, we describe in detail PM AM's proprietary, l 00% Cloud I Web based 

technology, best practices and carefully thought out approach of enabling the City of 

Calexico to reach its alarm program goals. PM AM offers the most comprehensive and 

unique solution for the alarm administration and collection services. 

PM AM has proven itself as a trusted and reliable advisor by offering the most 

comprehensive and unique solution for alarm administration and collection services. PM 

AM serves a current universe of 282 municipal and county jurisdictions and has assisted 

cities and counties with more than l 00 alarm ordinances, drafts, revisions, updates and 

alarm policy changes. 

PM AM Response to: City of Calexico, CA - Confidential I Vendor Sensitive (Not for Public Disclosure) 



We are proud to represent that PM AM Is the leading provider of managed alarm tracking 

and billing services in the nation. Our national client portfolio Includes jurisdictions of 

all sizes including cities such as Oakland, CA, Chula Vista, CA, Morgan Hill, CA, Houston, 

TX, Denver, CO, and many others who are realizing the benefits from the PM AM False 

Alarm Management Solution (FAMS) services as being recommended to the City of 

Calexico by PM AM, and as described within this document. 

PM AM remains committed to continuous innovation, a journey that It started with l 00% 

web-based alarm management solution in 2004 to the latest launch of mobile app 

(FAMS-ALARM) for Apple and Android devices in 2016. Our intent is to keep investing 

significant dollars on a continuous basis for the benefit of our existing clients and also 

to offer a very unique solution that sets PM AM apart In the industry. 

PM AM has extensive experience In partnering with several cities and their legal 

departments to develop or revise alarm ordinances. In doing so PM AM has offered up 

drafts that leverage "Best Practices" realized across the country, revisions, updates and 

alarm policy changes for various cities and counties. PM AM offers to provide this service 

to the City at no additional cost. 

Thank you for providing this opportunity for PM AM Corporation to respond to the 

complete alarm management needs of the City of Calexico. This proposal will remain 

valid for 180 calendar days from the date of proposal opening. We look forward to 

building a mutually rewarding partnership. 

Sincerely, 

Pankaj Kumar 

Chief Executive Officer 

PM AM Corporation I 5430 LBJ Fwy, Suite 370, Dallas, TX, 75240 I Phone: 972-831-7401 

pankajk@pmam.com 
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CONFIDENTIALITY NOTICE 

Please be advised that the following proposal to provide the requested services on behalf 

of the City of Calexico contains certain proprietary and confidential information of PM 

AM Corporation that is being provided to the city in confidence for the sole purpose of 

permitting the city and its authorized employees, counsel, and representatives to 

consider and evaluate our proposal in order to determine whether such proposal is 

acceptable to the city. 

If the city receives a request from a third party under the applicable open records act, 

freedom of information act, or comparable statute or ordinance requesting a copy of our 

proposal, we respectfully request that the city refrain from making such disclosure and 

promptly notify Pankaj Kumar, the Chief Executive Officer of PM AM Corporation, at 

pankajk@pmam.com of such request so that we may timely file an appropriate response 

to such disclosure with the appropriate authority so that such authority may decide 

whether our proposal or parts thereof, redacted or otherwise, should be disclosed to the 

requesting party. 

In this regard, please note that PM AM was able to recently obtain two opinions from a State's Attorney 

General that the disclosure of certain proprietary Information of PM AM, similar to the proprietary 

information of PM AM set forth In the following Proposal, was exempt from disclosure, based on the facts 

of those cases, under Section 552. l 04{a) of the Texas Government Code because the disclosure of such 

Information would give advantage to a competitor of PM AM. 

Thank you for your consideration of our proposal. 

© 201 7. PM AM. All rights reserved. 
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PM AM has established more than 100 different real-time, live data-based report 
functions upon the requests of our partner cities and counties that provides transparency 

and management insight. PM AM listens to this strong user community's voice and meets 

their needs to make this program impactful for reducing false alarms and constantly 

increasing revenue. As an on-going practice, PM AM is attentive and responsive to the 

user community and constantly invests real dollars in making our solution feature-rich 

and user friendly. The relationship between PM AM and the user community is possible 

because as soon as a new innovation is added to FAMS, it is available to the entire 

community, the FAMS platform is on the cloud and is always available. 

PM AM has several processes that are unique and warrants patenting. However, the 

majority of time technology is an integral part of these processes/workflows. Since PM 

AM is constantly innovating its existing processes to make them more effective and 

efficient, the company has made a conscious decision of not filing for a patent for its 

processes so as to avoid offering solutions that have not undergone innovation in a 

decade or more. 

In this section, we wish to state and demonstrate with examples of how PM AM's dollars 

are invested in continuous improvements/ innovations that result into achieving four 

key result areas that our partner community places a significant importance to: 

False Alarm Reduction: PM AM has been committedly working towards reducing false 

alarms and will continue to play an important role in false alarm reduction. We will 

leverage best practices taken from the l 00+ customers we have across the nation and 

new technology offerings that will drive false alarms lower. 

FAMS™ I False Alarm Reduction 

Here are few examples of our consistent outreach engagement model that always results 

in false alarm reduction that is usually the first priority for our partner cities. 
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Key Personnel Committed to Project 

PM AM believes that excellence is possible when the right people are responsible for 

specific functions of managing FAMS related projects. The following organization chart 

describes the roles and responsibilities of PM AM personnel who will oversee the alarm 

program for the City of Calexico. 
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A more detailed description of each role and the team member assigned to it is shown in 
the table below. 

i 
The Project Sponsor ensures all roles and · 

responsibilities to align ownership and 

commitment throughout the entire alarm 

administration service process. The Sponsor 

also directs the project steering committee, 

resolves issues and constraints preventing 

operational objectives from being met, and 

makes resources available to support the ! 

project. 

The Customer Support Manager is directly . 

responsible for the work performance of the ! 

various Customer Service Specialists, Alarm 

Matching Specialist, Billing and Payment 

Specialist, and Document Specialist. The 

supervisor will perform quality control 

activities for all service support staff to 

ensure customer service is maintained at the 

highest level. 

The Accountant will be responsible 

working with the city accounting and finance 

departments to ensure all reporting and 

information requests are responded to in a 

timely fashion. 
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Customer Care Specialists answer all 

incoming calls and provide resolutions to 

Citizen queries including permitting, billing, 

ordinance, "No Response" status, hearings 

and appeals, and special assistance with 

online application processing. Customer Care 

Specialists also make outbound calls to 

follow up on outstanding payments. 

The Alarm Matching Specialist downloads the 

false alarm report file and matches them to 

permit holders for billing purposes. 

The Billing and Payment Specialist is • 

responsible for running various reports to I 
ensure billing is generated correctly and is i 

mailed out in a timely manner. This specialist 

is also responsible for the receipt processing 

of all payments received in the Lock Box and 

reconciles accounts on an ongoing basis. 

The Document Specialist will coordinate 

citizen collateral with the City Staff. The 

document specialist will develop key 

messaging with the city and incorporate this 

into the existing FAMS module. This includes 

gaining content approval for all mailings, 

email and voicemail communications, and 

marketing campaign materials. 
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The Implementation Manager is responsible 

for implementing the decisions of the 

steering committee. The Implementation 

Manager will be responsible for the Customer 

Service and Billing Center team members and 

operations. 

The Implementation Manager coordinates 

with the Management Staff to ensure all 

Alarm Administration Services are being 

performed to contract specifications. The 

implementation manager is directly 

responsible for ensuring all operations are 

working as expected. All program issues are 

resolved under the manager's direct 

supervision. 

Resumes of Management Team Assigned to the city Project 
In lieu of full resumes, PM AM provides the relevant biographical Information of the 

management team. 

Founder and Chief Executive Officer 

Pankaj Kumar has been developing innovative ways to use technology to tackle difficult 

business problems for more than 30 years. His ability to analyze complex problems and 

map out comprehensive solutions that combine technology and customer support 

management has put him in the presence of industry and government leaders worldwide. 

Kumar has assembled and continues to lead a team of top talent to continually innovate 

PM AM's Alarm Management Solution and Human Capital Management that agencies use 

to solve false alarm problem, accreditation problems and deliver measurable value for 

municipalities, law enforcement agencies, and communities. 

Kumar has experience as a programmer, corporate head, and businessman, working for 

government departments in both India and Thailand before coming to U.S. in 1 996. He 
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is an international leader in the field of Enterprise Resource Planning and was 

instrumental in working with some of the world's best consulting firms on innovative 

solutions. 

As worldwide CEO of Birla Consultancy and Software Services (Aditya Birla Group with 

200,000 plus employees & revenue $25 billion), Kumar was responsible for North 

America, Europe, and Asian markets. His work with the world's top consulting firms, 

including the McKinsey & Company, KPMG, Boaz Allen Hamilton, and Price Waterhouse 

Coopers, involved him in massive international ERP and IT projects. Under his leadership, 

Birla (now known as PSI Data Systems) grew more than 300%. 

Just prior to incorporating PM AM and opening the doors of its first office in Irving, Texas, 

Kumar was the IT advisor to the Chief Minister (same executive powers as Governor in 

U.S.) of Madhya Pradesh in India, where he was responsible for developing the strategy 

for the State government's complete IT initiatives. 

Since 1999, he has been the Chief Executive Officer and Chairman of PM AM, Kumar 

continues to set the vision for developing PM AM as a company that provides affordable 

and accessible solutions in the vertical markets of Government, Healthcare, and 

Insurance. The company continues to grow through his leadership, as well as successful 

technology development and acquisition. 

Vice President of Sales, FAMS 

David Moss is Vice President of Sales for FAMS at PM AM holding more than 3 7 years of 

experience in technology sales. He is responsible for driving strategies to deliver more 

profitable business models, enhance business performance, and ensure that PM AM is 

well-positioned for continued growth. 

Earlier in his career, David has served domains like Digital Technology, 

Telecommunications, eCommerce, and Technology Consulting, to name a few. He 

strongly believes in building fast-growing and reliable long-term relationships with 

customers to foster business opportunities. 
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Prior to working with PM AM, David was associated with some of the world-renowned 

companies like Nortel, Canal+ Technologies, and Harris Corporation, one of the leading 

public safety technology providers. 

David attended Stephen F. Austin University and later the Darden School of Business at 

the University of Virginia. 

Harold Hurtt 
Public Safety Advisor 

Harold Hurtt has 41 years of law enforcement expertise applied across diverse police 

departments including California, Arizona, and Texas. He has served as a Chief of Police 

for the Oxnard, CA, city of Phoenix, AZ, and the city of Houston, TX. 

At the city of Houston, TX, he was recruited by Mayor Bill White to revitalize the 

organizational performance of the fifth-largest department in the United States with 

8,200 sworn and non-sworn employees. 

He later joined US Immigration and Customs Enforcement (ICE) as an Assistant Director. 

During his tenure with ICE, he was engaged with FAMS as a consultant. He is currently 

working to educate the departments by conducting workshops. During his stint as the 

Chief of the city of Houston, he spoke about the success of PM AM FAMS as he had an 

opportunity to experience the same. 

Harold holds a Master's degree in the organizational management from the University of 

Phoenix and a Bachelor's of Science degree from the Arizona State University. 

Dan Stocking 

Government Relations Manager 

Dan Stocking has been consulting with police departments and government organizations 

on security and related issues for more than ten years. He retired from the Littleton 

(Colorado) Police Department after serving that city for 31 years in several capacities, 

including seven years as a patrol officer. 
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As a Prevention and Public Information Officer, Stocking was involved in coordinating 

many initiatives that involved crime prevention, ordinance compliance, and community 

involvement. He coordinated the Police/Citizen Academy and citizen volunteers. He also 

served as a spokesperson for the Littleton Police Department. 

For PM AM, Stocking has been directly responsible for false alarm management solutions 

being implemented in dozens of cities and counties across the United States. His 

knowledge of law enforcement procedures and his ability to guide ordinance 

development and compliance programs has proven invaluable to agencies and 

communities of all sizes. 

Stocking is responsible for training with departments at the local level. As both a college 

professor and Police Academy Instructor, he has the unique combination of skills for 

training law enforcement agency personnel. He is an expert on enhanced call verification 

and burglar alarm verification procedures, and his experience coordinating police/citizen 

programs helps with communicating ordinance and false alarm prevention information 

to communities. Stocking assists agencies in their communications with community 

organizations, alarm companies, and the media. 

Before joining PM AM in 2005, Stocking was a consultant working with the Colorado 

Burglar and Fire Alarm Association, the Department of Defense, law enforcement agencies 

and public water districts. He is based in Denver and manages Government Relations for 

PM AM, dealing with cities, counties, and law enforcement agencies throughout the 

United States. 

Throughout the years, Stocking received numerous awards and honors and has 

conducted many seminars, workshops and training sessions. He received his Bachelor of 

Science degree in Criminal Justice from Metropolitan State University in Denver. He 

spends his free time as a volunteer with the Colorado Law Enforcement Memorial and 

other charities. 

Harvey Lee 
Information and Technology Manager 

With more than l 5 years of strategic information technology development experience 

working with government entities, Harvey Lee's skills have become highly sought after. 

His 20 years of systems programming and project development with a leading pioneer in 
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both hardware and software brings with it a vast knowledge to his work supporting cities, 

counties, and law enforcement agencies. 

As the Information and Technology Manager for PM AM, Lee is based in PM AM's Colorado 

Springs office where he has spent the last 7 years ensuring the highest level of integrity 

for false alarm management solutions. He is known for his robust understanding of 

software and systems and his ability to work with people on both the technical and non

technical sides of the table. These competencies contribute tremendously to the quality 

and focus of work produced by PM AM. 

As one of the architects of the information management infrastructure that ensures the 

success of the FAMS Saas model, Lee is responsible for the quality of project 

implementations. His Six Sigma and TQM expertise contribute to the high level of 

customer service PM AM clients' demand. 

With a background in both hardware and software, and degrees in Physics and Math from 

the New Mexico Institute of Mining and Technology, Lee is a leader who assembles the 

best teams for the job at hand. Working with hundreds of clients across the nation, his 

abilities to analyze, manage and implement have become a key benefit for PM AM clients. 

With over 14 years of experience in Call Center Management and Data Analytics, Prabhjit 

Singh has proved himself an asset to PM AM. He oversees all Customer Service and Data 

Center operations across PM AM's centers in Dallas, TX, Houston, TX; and Colorado 

Springs, CO. 

Singh works closely with municipality clients during implementation and ensures quick 

turnaround on implementation tasks. He acts as a liaison between the city staff and PM 

AM Information Technology teams to ensure the timely delivery of service. He is also 

responsible for ensuring that services are being provided per contract specifications. 

Prior to joining PM AM, he managed Call Center Operations for various Fortune 500 

companies like Hewlett-Packard and Target. He has led teams of over 300 employees and 

keeps himself extremely well-versed in the latest innovations in the Call Center 
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marketplace. He is a Six-Sigma Green Belt and has successfully implemented several 

revenue-enhancement and First Call Resolution projects. 

Judy Vigil 

Operations Manager I Public Division 

Judy Vigil has worked in the Alarm Management Services Industry for over l 0 years and 

possesses a thorough understanding of the standards and practices involved in managing 

such services. Vigil was working as a manager for ATB Services and was retained by PM 

AM when ATB Services was acquired by PM AM in 2011 due to her excellent client 

relationship and co-ordination skills. She manages a team of customer care and data 

entry specialists and oversees service management for approximately l 5 clients. 

She works in a close coordination with FAMS partner cities to ensure smooth day-to-day 

operations. Her responsibilities include delegation of tasks to her staff and ensuring their 

higher productivity. She sees that all invoicing and payments are processed accurately 

and efficiently. She also conducts regular training sessions for city staff and PM AM staff 

for any new feature releases and changes to existing features. 

Before joining PM AM, Vigil worked as a Bank Research Specialist for Checks Unlimited. 

Her duties included researching and analyzing fraudulent activity for stolen checks, and 

communicating with law enforcement agencies as necessary. 

Katie 

Manager I Public Safety Division 

Katie Dupont is a recent addition to PM AM's diverse management team. She was a 

Customer Care Supervisor with more than 8 years of experience in customer support 

management for the call center industry. With her experience in customer service, Katie 

brings a unique and successful approach to managing PM AM's Customer Service Team. 

Her responsibilities include project planning to enhance the collections department, 

completing call audits to ensure the highest level of customer satisfaction, and 

communicating directly with clients and citizens to ensure proper compliance. She also 

plans and coordinates with internal departments for staffing requirements, training etc. 

Katie previously worked as a Customer Service Manager for Maestro Personal Assistance. 

In that role, she ensured quality customer service through various channels at a 
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managerial level. She was also responsible for vendor and outsourcing partner 

management. 

The management level Project Team members are additionally supported by a full team 

of Customer Service, Back-office, Data-Entry, Billing - Payment Processing and IT 

personnel. 

in RFP section 1 "Introduction and 
Page 3") 
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UTION I 

After a thorough analysis of the City's specific false alarm billing and tracking services 

and its objectives as listed in RFP's Scope of Services, PM AM understands the overall 

scope of the project. 

PM AM False Alarm Management System (FAMS) 

solution, a 100% web-based solution provides the 

flexibility and ease to apply for permit, pay the 

permit fee, and update contact information, on 

real time basis. 

FAMS also tracks all unregistered locations where 

false alarms occur and sends out notices for the 

requirement of the permit as required by the City 

ordinance. This provides an opportunity to the 

citizens to be compliant with the ordinance. 

FAMS maintains the key information like the permit 

issue date, expiration date etc. and generates 

notifications for permit renewal up to 60 days 

before the permit expiration date. This allows the 

citizens to renew their alarm permit in a timely . 

manner. 

FAMS imports the alarm incident dataset from the 

City's CAD/RMS and generates notifications, 

·invoices etc. on a configurable frequency as 

needed by the city. 

FAMS also tracks the registered and unregistered 

locations and has a business-rule based billing 

criterion which can be easily modified to 

accommodate the City of Calexico's business 

rules. FAMS maintains a table of incidents and 
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corresponding charges to generate invoices, 

notices etc. This ensures that quick and error free 

iQVQi~~~~r_~ r~~~y-~c:J_byyqur citizens. 

FAMS, a 1 00% web-based solution stores, updates 

and maintains the complete documentation 

required for the appeal hearings. This allows the 

cities to conduct appeal hearings in-person or via 

mail. 

FAMS intuitive appeals module provides the 

flexibility to the hearing officers to review the 

information in real-time from the office or while 

using a mobile device. This enables them to make 

informed decisions in a timely manner. 

PM AM offers multiple payment options including 

lock box mail in, online, IVR, etc. to the citizens. 

PM AM maintains robust data and financial 

controls for safe and reliable administration of the 

alarm program. PM AM is among the few service 

providers which independently conducts an audit 

of financial controls, data security etc. from time 

to time. PM AM is SSAE-16, SOC I certified for 

payment processing. Additionally, all online 

payments are made through a secure payment 

gateway in compliance with PCI guidelines. 

FAMS provides an integrated collection approach [ 
I 

which includes detailed information coupled with I 
scientific trend analysis approach to determine the I 
payment behavior for each city and accordingly we I 

i 
set up the outreach efforts to optimize the ! 

maximum collections. PM AM also employs skip I 
tracking methodologies and in-person calls to I 
receive the correct information and phone! 

numbers. Qljr Cuggmer Care t_earn_~!D!'.r_5_211_aJ1yJ 
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engages your citizens to pay the outstanding 

charges through phone calls. PM AM is confident 

that similar results of higher collection rates will 

be achieved for the City of Calexico as well. 

PM AM understands that City of Calexico currently 

utilizes SPILLMAN CAD and is seeking an interface 

between its current CAD system and FAMS. PM AM 

has several cities which use SPILLMAN CAD and a 

variety of other industry-standard CAD systems of 

which PM AM provides the relevant interface 

specific to each respective city's requirements. 

Included in our scope of proposed services, PM AM 

will provide the City of Calexico with the 

appropriate CAD interface as required to 

successfully administer the alarm program. PM 

AM's use of CM Mi Level 3 processes and Microsoft 

certified software development expertise has 

produced seamless CAD integrations. 

FAMS offers a reputable citizen self-service portal 

accessible from the city's website 24/7 allowing 

your citizens to apply for permit, pay fees and 

fines, and update contact information in real-time. • 

The portal provides un-matched citizen 

experience by providing video demonstrations for 

the important functionalities to the first-time 

visitors. More importantly, the self-service portal 

provides educational content focused on false 

alarm reduction coupled with the false alarm 

academy. 

PM AM has a dedicated staff of multiple customer 

support representatives coupled with best 

. r>_ractices '!l'_lq_~d\f<!_t1Ce_fl_£§.Jl~~J:1-tef technplggy_to 
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provide a superior customer service to your 

citizens. The customer support representatives 

undergo extensive training and coaching to 

answer questions related to the ordinance, 

invoices, false alarm reduction initiatives etc. 

City of Calexico will have a complete insight into 

all the functions of False Alarm Management 

Services on a real time basis through various 

reports and queries. FAMS has more than 1 00 

reports which can be generated based on variable 

parameters. Most of these reports can be exported 

in PDF or Microsoft Excel. Such reports are very 

helpful for the City of Calexico Police, Finance and 

other officials to review the progress of the 

program. 

By specific design, the City will witness a program 

where all information is readily available 

independent of any need to engage PM AM's 

award-winning support staff. 

PM AM offers several features like an proprietary 

educational CD, Online academy, Bill inserts, high 

violator's identification etc. at no additional cost to 

the City of Calexico which helps in engaging the 

citizens and provides them important information 

on reducing false alarms and Ordinance 

compliance. 
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1 I GENERAL 

1.1 Firm Profile I Qual 

Company Information 

PM AM Corporation 
5430 Lyndon B Johnson Freeway, Suite 3 70 

Dallas, TX, 75240 

Phone: 888-584-5692 

Fax 

URL 

E-mail: 

Principals: 

972-831-7499 

WWW,,PJ]1il 11'1-COj:>SOU rce .com 
pankailna)pmam.com 

Mahima Kumar- President 

Pankaj Kumar- Chief Executive Officer 

PM AM Corporation (C-Corp) is a privately owned minority, as well as a woman-owned 

enterprise, incorporated in 1999, in the State of Texas with its headquarters located in 

Dallas, TX with offices in Houston, TX and Colorado Springs, CO. All FAMS services, are 

provided from these three centers located in United States. PM AM has been providing 

alarm management services since 2004. 

PM AM IT Services Private Limited- is incorporated in Mumbai, India as per Indian laws. 

PM AM Corporation owns l 00% of the Indian company. The Mumbai facility is responsible 

for software development, they do not undertake any back office or customer support 

functions for FAMS. This facility is providing software development to private companies 

in the U.S., U.K., and Spain. 

PM AM Corporation and PM AM IT Services Private Limited together employs l 75 plus 

employees. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
General - Point 1 Company Information, Page 9") 
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PM AM is the sole responder to the services rendered to the city and does not engage in 

sub-contracting practices that will have an impact on our performance of the services 

described herein. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
General- Point 3 Subcontracting, Page 9") 

PM AM Corporation has been providing False Alarm Management Administrative services 

since 2004 and does not have any involvement in the security alarm business. The 

material majority of the company's revenue is derived from false alarm management 

solutions. PM AM believes that conflicts of interest exist within the alarm industry and 

some of our competitors. However, there has never been any intentions for PM AM to 

cross this line. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
General - Point 2 Outsourcing administrative services, Page 9") 

All work including call center, back office, and data entry for the city will be performed 

from PM AM's corporate office in Dallas, TX. All of our staff goes through a rigorous hiring 

process that includes drug & background screenings and 1-9 verification. Each team 

member also goes through an extensive training process. The quality of our well-trained 

staff is a primary factor in the many accolades our client municipalities have bestowed 

on PM AM since 2004. 

PM AM's employees have extensive experience with the company, and some have been 

with us since we began providing alarm management services in 2004. PM AM 

Corporation is an equal opportunity employer. As such it is our policy not to discriminate 

on any basis prohibited by law including race, sex, age, religion, national origin, 

disability, marital status or veteran status. It is our intent and desire that equal 

employment practices apply to all terms and conditions of employment at PM AM 

Corporation. The CEO of PM AM Corporation and all managerial personnel are committed 

to this policy and its enforcement. 

STATE OF THE ART CALL CENTERS 

Cal! Center Protection against Disaster 
PM AM shall perform the alarm administration services for the city from our Dallas, TX 
office location. PM AM does not engage in subcontracting with any third parties for the 

services offered to the city. 

PM AM Response to: City of Calexico, CA - Confidential i Vendor Sensitive (Not for Public Disclosure) 



PM AM provides three distinct processing and call center services sites. While the chances 

of a physical disaster (weather, fire, etc.) are remote, PM AM maintains a complete mirror

image and backup of the processes, equipment, and necessary personnel to support our 

partner cities in three locations {Dallas, TX, Houston, TX, and Colorado Springs, CO). 

Should one site be incapacitated, PM AM can restore service to the city within hours at 

the alternate site. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Customer Service I Education - Point 1 customer service centers and subcontracting, Page 10") 

COLORADO HOUSTON, 

PM AM has put a lot of thought and investment in establishing its state of the art customer 

care center locations in Dallas, TX; Houston, TX; and Colorado Springs, CO. The PM AM 

call support center network is designed so that calls can be diverted to any of the three 

call support centers in a very seamless and efficient manner so as to prevent any 

disruption of service to our clients. 

Recent example: Monday, April 18, 2016, the city of Houston was impacted by 

torrential rains and flooding. The mayor's office declared that the city's 

administrative offices would remain closed. The PM AM Houston support office was 

closed due to flooding in the office building. 

PM AM's cloud-based phone system was configured, within 30 minutes, to re-route 

all calls intended for the Houston support center to PM AM's Dallas and Colorado 

Springs support centers. Even though the city's offices were closed, Houston 
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1.3 

PM AM serves a current client universe of 282 (rapidly approaching 300) municipal and 

county jurisdictions across the country with the various solutions we have-developed 

specifically for the law enforcement and public safety industry. 

PM AM has been providing false alarm management services since 2004 and has 

extensive experience in working with municipalities throughout the country delivering 

exemplary service. Through these partnerships, we have extensive experience working 

with municipalities similar to the city and are delighted to provide some of the success 

stories and testimonials as shared by our partner cities. 
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FAMS Customer Success - Oakland PD, CA 

Since 2008, PM AM has had the pleasure of working with four 

different Project Mangers over the years. We have made on

site visits with each person and worked to create a relationship 

with each individual. 

PM AM assisted Oakland in implementing their new alarm 

ordinance in 2009. The goal of Oakland at the time was to 

reduce the number of false alarms, increase the number of paid 

alarm permit holders and reduce the amount of administrative 

time being utilized to operate their alarm program. The 

numbers speak for themselves. Permit holders have increased 

from under 13,000 in 2009- 2010 to more than 26,000 today. The number of alarms has 

continued to fall from a high of 24,000 in 2009 - 2010 to under l 5,000 today. The total 

collection rate for the program is at 86%. 

Additional assistance provided to the city of Oakland by PM AM include ... 

• Onsite training provided to the Alarm Program Manager on alarm equipment and 

its operation. 

• Consultation on alarm response issues or ordinance questions. Always quickly 

available when requested by the Alarm Program Manager. 

~ Continue to update the Alarm Program Manager on major changes in the alarm 

industry and technology advancements. 

In 201 5 PM AM transitioned the Oakland Alarm Program over to the most recent 

updated PM AM's False Alarm Management Solution (FAMS). 

;; Under the new FAMS, the PM AM Corporate Website Portal is available to 

government jurisdictions and businesses with multiple alarm sites. Allows the 

alarm user only one sign-in to access all their permitted sites with Oakland. 

" The Oakland School District has taken advantage of this technology. 

• The Oakland Alarm Program Manager has requested our expertise on drafting 

new revisions to the present alarm ordinance. PM AM will leverage our vast 

knowledge of alarm ordinance best practices and administrative experience in 

assisting the city in the development of the alarm ordinance. 

Many factors have contributed to the success of the city's alarm program over the last 

seven years. The expertise of PM AM employees in assisting the Oakland Program 

Manager. The high quality of the software, IT, that has been developed for the City of 
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Oakland. The three web portals; City Official, Citizen, and Alarm Company that were 

updated along the way and are available to allow each principal to easily interact with all 

aspects of the program. 

In 2014, the city of Morgan Hill Police Department, 

CA contracted its false alarm management services 

to PM AM. This program was earlier managed by 

another alarm management company. 

The city of Morgan Hill Police Records management 

team was spending an enormous amount of 

administrative time on their alarm program which 

was managed by an outsourced company. They 

were handling l OO's of appeals amounting to approximately 1 ,000 a year. 

Their desire was to reduce the number of appeals in which they were involved, thus 

substantially reducing their police administrative time allocated to their alarm program. 

Through PM AM's advanced technology processes, customer services and a detailed 

Standard Operation Procedures (SOP), PM AM was able to meet their goal. Morgan Hill's 

appeals have been reduced to just a few each month. 

Another unexpected advantage was the increase in revenue that PM AM was able to 

produce. After the first full year of operating under the management of PM AM the city's 

Alarm Program revenue increase by 48%. The last full year of collections under the other 

vendor was $127,814 collect to PM AM's $189,052, a difference of $61,238. 

Morgan Hill was provided on site alarm equipment training and understanding of its 

operation. 

In 201 6, Morgan Hill wanted to adopt a policy for Enhanced Call Confirmation (ECC) (use 

to be called Verified). PM AM assisted them with the training on ECC, developed a letter 

regarding their ECC policy for their approval. PM AM then sent out more than 400 letters 

to alarm installation and monitoring companies informing them of the new policy and 

effective date. 
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FA.MS Customer Success - Houston, TX ARA Department 

In 2009, City of Houston awarded the False Alarm 

Billing and Tracking Services contract to PM AM, 

previously being administered by EDS. 

The city experienced an immediate reduction in 

administrative staffing requirements of both, city 

personnel and contracted personnel. 

The city has realized extraordinary results from the program, consistently realizing 

month-to-month I year-over-year in revenue growth as a result of PM AM continually 

introducing creative and innovative techniques to increase compliance of the alarm 

ordinance. As a result, the city has increased the number of permits issued and renewed, 

as well as increasing the collections of false alarm fines. 

The revenue reported by the then ARA director realized by the city at the onset of PM 

AM's contract award in 2009 was $6.4M. Today PM AM is happy to report that revenues 

collected and realized in 2016 were $11.9M, representing an increase of 84%. Currently, 

revenue results for Fiscal 2016 are on track to either meet or exceed previous record 

results of the program. 

Denver represents a city demanding high 

standards in all of its administrative endeavors. 

Relating to its alarm program, the city operates 

under an alarm ordinance which stipulates that 

police assets will not be dispatched to burglary 

alarm calls which do not have a valid alarm 

permit. One can quickly appreciate the 

administrative accuracy demands required to 

effectively administer such a program. All 

permit records must be current and available for dispatch to determine how to respond 

to such alarm calls. 
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PM AM is proud to represent that we are currently on our third competitive award contract 

with the city. Over the years servicing the city of Denver as a client, PM AM as truly risen 

to the status of 'Trusted Advisor" having assisted the city steadily reduce its false alarm 

calls and increase its cost recovery dollars (revenue), participated in several advanced 

strategic planning sessions, interfacing the FAMS platform to seamlessly interact with 

several of the city's administrative systems, including its financial cashiering system as 

well as its TriTech CAD environment, and earning the Mayor's award for excellence. 

Many factors have contributed to the success of the city's alarm program over the last 

seven years. The expertise of PM AM employees in assisting the Oakland Program 

Manager. The high quality of the software, IT, that has been developed for the City of 

Oakland. The three web portals; City Official, Citizen, and Alarm Company that were 

updated along the way and are available to allow each principal to easily interact with all 

aspects of the program. 

FAMS Customer - Douglas County Sheriff's Office, CO 

The Douglas County, Colorado Alarm Program is run 

through the Douglas County Sherriff's Office and the 

Sheriff's Finance Department. The unincorporated 

population is 192,000. 

Douglas County had contracted with another alarm 

service management vendor in 2008. Douglas County 

cancelled the contract for issues regarding the 

management of the program. Two areas of concern 

were; !)the high number of different letters and forms 

that were being sent to the County's citizens, businesses, and alarm companies ... and 2) 

issuing permits to locations outside of the county's jurisdiction. 

Both were causing confusion for all involved in the alarm program and the County's 

creditability was put into question by its public. 

PM AM today has reduced the number of different letters and forms utilized by the 

program by more than half. 
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ATB Services (now PM AM) contracted with Douglas County in 2010. When the lists of 

alarm users were scrubbed for the proper jurisdiction, more than 500 accounts were 

found to be listed in the wrong jurisdiction. PM AM handled the refunding of the 

registration fees for the County. 

Between 2010 and 2016 the number of paid permits has increased from 9,966 to 13,036 

an increase of 31%. False alarms have averaged near 3,100 a year (3,122 for 2015). 

Considering the County's growth, the average alarm per alarm user has decreased by 

25%. For the past 12 months ending August 2016, the total revenue collected $532,971 

shows a positive increase of 34% over the 2010 period. 
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City of Morgan Hill, CA 

Morgan Hill Police Department switched their Alarm Management Program to PM AM from 

their previous vendor Cry Wolf in 2014. Patti Yinger, Support Services Manager for the 

Morgan Hill Police Department has realized an increase in revenue from $127 ,81 4 in 20 l 3 

to $189,165 in 2 01 5. This amounts to an increase of over 48%. 

From: Patti Ylnger [i:nn!lla.;£9Ul"'Ylru.Ler;,@JnQlmnbl!l,J:!l_J19Y] 
Sent: Wednesday, February 17, 2016 2:35 PM 
To: Prabhjlt Singh - PM AM 
Subject: Letter 

We have been with PM AM for our alann management since October 2014. I ha\'e been the 
hearing officer for appeals with both PM AM and our prior vendor. I am much less busy with 
appeals since contracting with PM AM. 

They have made good their promise to provide better customer serdce to our community, whlch 
was a high priority for us. I literally went from over a thousand appeals with our prior vendor, to 
a handful with PM AM in a year's time. I can only conclude that PM AM takes the time to talk 
with customers who contact them, answer their questions and only if their issue cannot be 
resolved do I get an appeal. 

The data exchange works seamlessly with our CAD program. Lastly, PM AM was very helpful 
in drafting updates/changes to our ordinance. I am happy to talk with you if you would like 
further discussion. 

Sincerely, 

Patti Yinger 
Support Services Manager 
Morgan Hill Police Department 
408-776-7304 
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City of Bell Gardens, C4 

Lieutenant Brendan Kirkpatrick and his team have been able to focus on other 

departmental demands as a direct result of the city's decision to have PM AM administer 

their alarm program with FAMS. 

From: .Brendan Kirkpatrick 
To: OM Stocking 
Sent: Wednesday. September 7, 201612:53 PM 
Subject: Bell Gardens 

Dan. 

"PM AM provided us with a wmning combination of advanced technology which took us from 
spreadsheets to the 21r. century 

It reduced our staff's admimstrative time spent on the alarm program to a simple monthly 
printout of data at the beginning of each month 

PM AM handles the retJt! 

Additionally, their citizen educational component is outstanding.· 

7100 Garfield Avenue. Bell Gardens, CA 90201 
Desk !.!06-7693 ·Fax (562) 927-4839 

Th!lf1Uiay, 7 AM w 5 pgJ 
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City of Pembroke Pines, FL 

Pembroke Pines Police Department converted its Alarm Management Program to PM AM 

from their previous vendor Cry Wolf in 2014. Katelen Berry, Administrative Services 

Manager has commented on several occasions how seamless and timely the conversion 

was along with the city's current satisfaction level of the current PM AM service. 

From: Beny, Katelen ~~,:~~u.:;;::u;i~'~''"'c" 
Sent: Thursday, February 16, 2017 3:42 PM 

To: Prabhjit Singh· PM AM '~'1£""'"'"~''''°"'"'"'""', 
Subject: PMAM positive experience 

Good Afternoon, 

Per your request I 11m sending a brief description of our experience that we have had working with the 
PMAM. 

Our partnership with PM AM began October l, 2014. The transfer of service from our previous false 
alarm program was extremely seamless. September 30, 2014 we were working with Cry Wolf and by 
October 1 '', 2014 all of the information had been transferred and could be found within their alarm 
tracking and billing system 

We have a direct dump from our CAD system Into PM AM data. This is a turnkey service, they send out 
the registration requests / billing notices. Our code unit gets an automated email for all accounts which 
have failed to pay the invoice within 90 days from the invoice date; i.e 60 days overdue. PM AM still 
sends delinquency notices to alarmed location up until this point (60, 90 days delinquent). City Code 
Enforcement starts a case against the delinquent account, notifies the official home-0wner based on 
Broward Property Appraiser records and schedules it for a Code Enforcement Special Magistrate Hearing 
if the account isn't brought into compliance by a specified date We have a onetime registration, the only 
time an alarm user needs to contact us reference their registration is when they have information to 
update or will be leaving the premise 

PM AM customer service is very hands on and takes care of the majority of customer interaction. If a 
special circumstance is brought to their anention which they feel may require additional consideration it 
is forwarded to me. in addition, they answer all of the first time appeals, if an appeal is made for the 
second time then it is filtered to me. 

overall we are very satisfied with PM AM and the services that they provide. Their customer service is 
hands on and all-encompassing and their alarm tracking system is user friendly and detail orientated. 

Thank you, 
Katelen Berry 
Administrative Sen·ices :Manager 
Pembroke Pines Police Department 
l'.~B~TV~tin~~.ccrr~ 
954-435.;6207 

The City of Petlbroke Pines i1 a public entitl sub)~ to Chaptar 119 of the rlor1d.a otatuteo 
c~ public ncordJi. ~ -••'"9"• ua covered urul.e.r Oiapu.r 119 .and are thwt 1ubjact to 
public ucords d.ucloirw:e. All e:s:&il. =nail"'• Hnt U>d rectived ue captured by our server and 
reta.ined u publ:i.c rec:ordll. 
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City of Salina, KS 

Chief Brad Nelson the city of Salina, KS experienced a 35% decrease in alarm calls in 201 6, 

the first five months of PM AM administering their alarm program under their newly 

adopted alarm ordinance. 

From: Nelson, Brad [mallto:brad,ne!sonfwsaHna.or_g) 
Sent: Thursday, June 09, 2016 11:08 AM 
To: Greg Shapan. PM AM <Grel[S@PMAM.com> 
Subject: Significant Alarm Calls Reduction 

Greg, 

After fae months of data, we han receind 35° ii/ewer alann calls in the first fae months of 2016 
\"ersus 2015. This represents 234 alarms calls that we ha\"e not had to respond to in 2016. 

To date, I haYe been \"ery pleased with the sen·ice proYided by your company. I am eYen more 
pleased with ~he reduction in these needless calls for sen·ice. 

At the end of the year I will be preparing a memorandum for our City Commissioners documenting 
the saYing after haying this program implemented. 

I look fonrnrd to our continued success. 

Sincerely, 

Brad L. Nelson I Chief of Police 
Salina, Kansas 

. (785) 826-722 l 

/"Accredited Since 1996" 
FBINA236 
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City of Allen, lX 

Chief of Police Brian Harvey became the Chief of Police for Allen, TX in 2012 and has been 

actively involved in the alarm management program for the city of Allen. 

By utilizing PM AM's expertise, the city of Allen has experienced an increase in revenue 

from under $100,000 to $442, 11 0. 

From: Brian Harvey "!tllru::~~m'!~~b.Q!E 
Date: Wednesday, February 24, 2016 at 2:28 PM 
To: Pankaj Kumar :~~filllru~~J;.Qf!.P 
Subject: RE: From Pankaj Kumar. .... PM AM corporation 

Mr. Kumar, 

I am glad to share my experience with you. As you know, Allen Police Department has utilized your 
False Alarm Management Solution (FAMS) for approximately 10+ years. I have been personally Involved 
since arriving in Allen as Chief of Police in 2012. We are very satisfied with the FAMS service and intend 
to continue our relationship since we believe it is beneficial to the organization and community. 

This is a mature program that has benefitted from years of enhancements. We meet annually with you 
and PMAM management to provide end user feedback as well as learn about current and pending 
innovations to the existing client. Back-end hardware upgrades as well as front-end functionality 
improvements all combine to continually increase customer service levels. 

I have confidence in the security of both the online payment option and the online application process; 
having personally used the website as a new resident in 2015. The website is easily navigable and 
provides well produced demos for first time users along with links to our Alarm ordinance and 
educational links of false alarm prevention, major causes of false alarms and information for business 
owners. 
Staff has always been very responsive and capable, either with questions or with a positive resolution to 
a citizen issue. I am convinced that our alarm compliance has increased through our relationship with 
PMAM. To establish an equivalent alarm service internally would require additional staffing for billing, 
customer service, tech support; maintenance; training; hardware; software and web design. From a 
management perspective, this is an economical solution. I would highly recommend FAMS to any 
agency considering an alarm management solution. 

Best Regards, 

Chief of Police 

Allen Police Department 
205 W. McDermott Drive 
Allen, Texas 75013 
~14·509·4201 
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The FAMS hosting environment is designed to deliver FAMS in an ':4/ways Availab/e"24/7 
365 days per year mode to the city officials and citizens. 

FAMS system availability uptime and responsiveness is directly correlated to Rackspace's 

leadership in providing optimal data center and application hosting services. Since 2004, 

FAMS has never experienced a downtime incident. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Technical - Point 3 downtime, Page 9") 

All system updates and upgrades are performed by PM AM staff and are inclusive to the 

program at no additional fees or costs to the city. 

Disaster Recovery Plan 

PM AM maintains a comprehensive IT Disaster Recovery and Business Continuity plan that 

ensures recovery point objective of 24 hours. The disaster recovery plan specifically 

addresses critical risk areas that could impact the project and the action plan to address 

such an eventuality. Multi-location redundancy and backup of system and data ensure 

that the operations are up and running within 24 hours. 

PM AM Business Continuity Management policy ensures that all configurable items 

identified are documented and a risk assessment carried out to analyze vulnerability on 

each configurable item based on which an appropriate mitigation and contingency plan 

is put in place. A resource is identified for each configurable item defined in the plan. 

The data management plan also defines the life-cycle for each of the configurable Items 

from creation to closure. 

The disaster recovery plan is regularly updated, mock drills are periodically carried out 

to test the efficiency of the Disaster Recovery plan. 

Data Back-up and Storage 

PM AM maintains a comprehensive IT Disaster Recovery and Business Continuity plan that 

ensures daily backup of our application's critical data to achieve recovery point objective 

of 24 hours. 

This covers data onsite along with a copy of it placed at an off-site location. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Technical - Point 2 redundancy, Page 9") 
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Policies, Processes, and Systems 
PM AM's False Alarm Management Solution (FAMS) is designed, developed and 

deployed per the robust and time-proven 256-bit Secured Socket Layer (SSL) .. SSL 

ensures an encrypted link between the server and the client and transfers the data using 

256-bit encryption. FAMS has an inbuilt mechanism to also support legacy browsers that 

have limitations and can only work with 128-bit SSL encryption. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Technical - Point 2 security encryption, Page 9") 

Access to key menus that are important and considered valuable such as billing and 

payment processing at PM AM's end is further restricted. Such options are only available 

to known and approved IP addresses. This way, an intrusion from unknown IP addresses 

is restricted. 

The access to FAMS application is allowed through authenticated login credentials only. 

In addition, the access is available only to authorized users. The user authorization and 

authentication determine the menus that are available to the user who has logged in 

through a password verified process. All passwords are first encrypted using Microsoft 

certified techniques before these data elements are stored in the database. This way, 

even the database visibility does not reveal the password. This scheme is applicable to 

all users with no exceptions. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Tee/mica/- Point 2 security protocols, Page 9") 

The data architecture ensures that appropriate constraints are maintained to ensure data 

integrity. PM AM has hearty and defined processes which routinely validate, ensure data 

integrity and consistency of the database by checking the tables, objects, data 

components and stored procedures, etc. 

PM AM follows referential integrity through foreign keys so that data is always consistent 

with the parent tables. Important attributes such as addresses are verified against city's 

GIS to ensure that data elements are always in conformance to "Normalization Forms"to 

the extent applicable to FAMS. 
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The servers are hosted at Rackspace, detailed information is provided in section "Hosting 

Environment" of the RFP response. The servers are dedicated servers of PM AM with 

security to provide limited access to approved IP addresses along with other standard 

security measures like firewall etc. 

((The above is in direct reference wit/1 the requirement as requested in RFP section 3 "Scope of Services 
- Technical- Point 2 servers and firewall security, Page 9") 

Data Security Practices 

PM AM hosts its servers on the world's leading managed cloud provider, Rackspace. The 

following security measures are in place at Rackspace for PM AM servers that host the 

application and database. 

Physical Security 

" Data center access limited to Rackspace data center technicians 

• Biometric scanning for controlled data center access 

" Security camera monitoring at all data center locations 

24x7 onsite staff provides additional protection against unauthorized entry 

Unmarked facilities to help maintain low profile 

Physical security audited by an independent firm 

System Security 

• System installation using hardened, patched OS 

f< System patching configured by Rackspace to provide ongoing protection from 

exploits 

• Dedicated firewall and VPN services to help block unauthorized system access 

" Data protection with Rackspace managed backup solutions 

$ Optional, dedicated intrusion detection devices to provide an additional layer of 

protection against unauthorized system access 

• Distributed Denial of Service (DDoS) mitigation services based on our proprietary 

Rackspace PrevenTier™ system 

• Risk assessment and security consultation by Rackspace professional services 

teams 

Operational Security - the Rackspace Infrastructure 
• ISO 1 7799-based policies and procedures, Regularly reviewed as part of our SAS 

70 Type II audit process 

• All employees trained on documented information security and privacy 

procedures 
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o Access to confidential information restricted to authorized personnel only, 

according to documented processes 

" Systems access logged and tracked for auditing purposes 

• Secure document-destruction policies for all sensitive information 

~ Fully documented change-management procedures 

• Independently audited disaster recovery and business continuity plans in place 

for Rackspace headquarters and support services 

Security

• Best practices used in the random generation of initial passwords 

,. All passwords encrypted during transmission and while in storage at Rackspace 

• Secure media handling and destruction procedures for all customer data 

" Rackspace Security Services can provide guidance in developing security 

processes for compliance programs 

(The above is in direct reference with the requirement as requested In RFP section 3 "Scope of Services -
Technical - Point 2 security, Page 9'J 

ff Processes 

Hosting Environment 
PM AM provides a hosted False Alarm Management solution to the city. The hosting is 

provided by Racks pace Hosting, NYSE listed company with the market cap of 4.05 billion 

that has recently been taken private. 

Rackspace Hosting provides world-class, 

dedicated server hosting to PM AM. FAMS 

system availability uptime and responsiveness 

is directly correlated to Rackspace's leadership 

c 
in providing optimal data center and application hosting services. Since 2004, FAMS has 

never experienced a downtime inCident. More about Rackspace Hosting services is 

provided below. 

Physical Security 

• Keycard protocols, biometric scanning protocols and round-the-clock interior and 

exterior surveillance monitor access to every one of Rackspace data centers. 
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.. Only authorized data center personnel are granted access credentials to Racks pace 

data centers. No one else can enter the production area of the datacenter without 

prior clearance and an appropriate escort. 

• Every data center employee undergoes multiple and thorough background security 

checks before they're hired. 

Environment 

"' Every data center's HVAC (Heating Ventilation Air Conditioning) system is N+ 1 

redundant. This ensures that a duplicate system immediately comes on line should 

there be an HVAC system failure. 

• Every 90 seconds, all the air in our data centers are circulated and filtered to 

remove dust and contaminants. 

" Rackspace's advanced fire suppression systems are designed to stop fires from 

spreading in the unlikely event one should occur. 

~ All cables are securely tied down with cable racks suspended from ceilings, 

providing dual routes for all cables. 

• Should a total utility power outage ever occur, all of the Rackspace data centers' 

power systems are designed to run uninterrupted, with every server receiving 

conditioned UPS (Uninterruptible Power Supply) power. 

e Rackspace's UPS power subsystem is N+ l redundant, with instantaneous failover 

if the primary UPS fails. 

• If an extended utility power outage occurs, Rackspace's routinely tested, on-site 

diesel generators can run indefinitely. 

Core Routing Equipment 

• All routing equipment is housed in a secured core routing room and fed by its own 

redundant power supply. 

• Fiber carriers can only enter Rackspace data centers at disparate points to guard 

against service failure. 

Network Technicians 

• Racks pace requires that the networking and security teams working in Racks pace's 

data centers be certified. Rackspace also requires that they be thoroughly 

experienced in managing and monitoring enterprise level networks. 
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2.3 Communication I 

PM AM believes that the only communication interface required for the successful 

administration of the false alarm billing and tracking services will be the CAD Interface. 

PM AM recommends that City should consider following additional interfaces that are 

useful for this program. There is no fee that PM AM charges for any of the following two 

interfaces. 

" GIS interface: As described in the permitting process, FAMS cross-references 

permit address to ensure that the permit is being issued in the city limits. PM AM 

can accomplish this cross-referencing using a real-time GIS validation if the City 

of Calexico has such capability existing with their current GIS system. PM AM has 

undertaken such integrations for large cities like Denver, CO and others. 

" UtilinfIL interface: In order to skip trace accounts that have not provided their 

phone numbers, PM AM has a standard interface that retrieves data from the City's 

utility database. PM AM shall deploy this interface if the City's utility system is 

accessible by external interfaces. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Technical- Point 5 Communication interlaces, Page 9") 
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3 I CUSTOMER SERVICE AND EDUCATION 

3 .1 Customer 

Customer Center 
The city shall be provided with a unique toll-free calling number for its citizens to contact 

the PM AM service centers located in the United States. PM AM utilizes a cloud-based 

dialer. The dialer allows the service center to route calls to the dedicated Customer Care 

Specialist team members in all or any of our 3 call centers (Dallas, TX; Houston, TX; and 

Colorado Springs, CO) within the United States and integrates all call information with 

FAMS customer and alarm information. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Customer Service I Education - Point 1 customer service center locations, Page 10") 

Our customer service approach ensures the citizens of the city have quick, courteous, 

timely and easy access to a variety of support tools that will allow them to easily apply 

for a permit, obtain account information, understand the city's ordinance and receive 

immediate assistance from multiple customer care representatives for questions related 

to permits, billing, payments and the alarm ordinance through a dedicated toll-free 

number during normal business hours. PM AM Customer Support Group provides services 

in English, Spanish and also offers translation services in l 75+ different languages. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Customer Service I Education - Point 2 citizen inquiries, Page 10") 

PM AM's Support Center in Dallas, Texas has professional representatives on staff, uses 

best practice processes, and is built with the most advanced call center technology to 

provide a superior service offering to our partner cities. All customer service processes 

and documents will be based in the PM AM offices in Dallas, TX. PM AM also has two other 

centers in Houston, TX and Colorado Springs, CO that may also provide services if 

required. PM AM does not engage in subcontracting of this service to any third party. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Customer Service I Education - Point 1 customer service centers and subcontracting, Page 10") 

PM AM Corporation is an equal opportunity employer. As such it is our policy not to 

discriminate on any basis prohibited by law including race, sex, age, religion, national 

origin, disability, marital status or veteran status. It is our intent and desire that equal 

employment practices apply to all terms and conditions of employment at the PM AM 
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Corporation. The CEO of PM AM Corporation and all managerial personnel are committed 

to this policy and its enforcement. 

PMAM Corporation does not tolerate the presence of illegal drugs or the illegal use of 

legal drugs in our workplace. The use, possession, distribution, or sale of controlled 

substances such as drugs or alcohol, or being under the influence of such controlled 

substances is strictly prohibited while on duty, while on PMAM Corporation's premises or 

worksites, or while operating PMAM Corporation's equipment or vehicles. PM AM 

conducts drug tests during the employment process and all employees provide their 

consent to be sent for drug tests at any time during their employment with PM AM. 

Our Customer Care Representatives shall respond to all questions and issues from alarm 

users. It has been the experience of PM AM that the trained customer service 

representatives are able to resolve more than 95 percent of issues in a single call, outside 

of appeals process where the decision may come from City Officials. 

Utilizing FAMS to a Superior Customer Experience 

Customer Care Specialists are able to access all permit information in a single FAMS 

customer service view. This view allows Customer Care Specialists the ability to instantly 

access all invoices, alarm incidents, receivables, and collections data, which empowers 

them to have very meaningful dialogue instantly with each customer. 

For example, Customer Care Specialists can access customer invoices as they were 

issued. This enables Customer Care Specialists to speak in confidence knowing they are 

discussing the exact documentation each citizen has received. If the citizen requires 

invoices to be re-sent to them, Customer Care Specialists can immediately resend 

invoices by email or fax so that customers can receive them in near real time. 

" Emails are instantly sent by FAMS's integrated email engine 

• Faxes are instantly sent by FAMS's integrated fax service 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services - . 
Customer Service I Education - Point 2 citizen inquiries, Page 10'J 

Customer Care Cail Center 

PM AM maintains high standards for each Customer Care Specialist. Our proprietary web

based call center application program monitors all interactions between citizens and our 

Customer Care Specialist. The Call Log records each call made or received by our 
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Customer Care Specialists. This includes the telephone number, the duration of the call 

and the date and time the calls were made. 

PM AM has a state of the art phone predictive dialer that is capable of handling voice and 

data seamlessly. This feature helps create a positive experience for the callers and also 

educates callers on alarm reduction efforts while they are on hold. 

PM AM works with a single goal of "Single call resolution" to be 

Having a Same Day Call Back Policy in place for any voice messages ensures a high level 

of customer service is achieved. 

Customer service metrics are available to supervisors in real-time. Customer Care 

Supervisors are able to listen into live service calls and provide meaningful inputs if 

required, to ensure the customer service team is providing superior customer service. 

Our supervisors spend considerable time monitoring conversations to confirm quality 

citizen service is being provided by the customer care department. Supervisors are 

mandated to undertake Call Quality Audits on a regular basis and document the quality 

in a predefined questionnaire. These audits are reviewed and become the basis for 

conducting coaching and training sessions to continually improve each Customer Care 

Specialist's performance. 

The city will benefit from our cloud-based solution and also from happy and satisfied 

citizens who call our customer service representatives. PM AM utilizes call center best 

practices in order to have the majority of calls resolved during the first interaction. 

All calls are recorded and available for later review. In the rare case of a customer 

complaint, PM AM is able to review the call recording for full knowledge of the interaction 

and take any necessary action to resolve the issue. This practice has been very helpful for 

the partner cities and PM AM to mutually look at any feedback provided by the citizen 

about the false alarm management services. 

The Revenue Enhancement Program ensures that the Service Center identifies high-value 

account collections in their outbound calls for collections. The predictive dialer calls for 

high outstanding false alarms charges and Customer Care Representatives contact 

customers with follow up reminders for customers whose accounts include an agreed to 

pay notation on a specific date. 
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These policies as part of the overall FAMS solution produce measurable results. The city 

of Houston received a $3.8 million dollar increase in revenue collected from false alarms 

within the first two years of adopting the FAMS solution. According to Alfred Moran, 

Director of Administration and Regulatory Affairs Department for the city of Houston, 

statistics indicate that revenue collected from false alarms will continue to rise. 

Additionally, the redundancy provided by PM AM of having three similar Call Centers 

located in Dallas, TX, Houston, TX, and Colorado Springs, CO shall be a huge benefit for 

the city in the event of an Act of God striking one of the centers. 

Customer Representative Service Philosophy 

PM AM understands that the city has high customer service expectations. PM AM seeks 

the highest degree of professionalism and courtesy in our service representatives and 

provides extensive customer service training to each employee before they start taking 

live calls. 

The following chart contains the highlights of our service guidelines. 

Courtesy and Professionalism Standards 

Remember the difference between customer service and citizen service. You are 

representing the city and the person you are calling expects their government 

to be very responsive. 

Answer the phone pleasantly and maintain a pleasant demeanor while on the 

phone. 

"' Be sincere at all times. People will sense insincerity on the phone even though 

they cannot see your facial expressions or other non-verbal communication 

clues such as hand gestures, head nods and body posture. 

" Know the ordinance and all information regarding its compliance. 

• Return all phone calls within the same day. 

" Keep remarks of the contacts you make in the FAMS notes section. These notes 

are crucial for future contact of when city officials wish to check on an alarm 

user citizen account. Note dates for follow-up. 

• Listen and respond to the person on the other end of the line. When you focus 

on them rather than on what you are going to say next, the phone call becomes 

much more conversational. 

• Know what you want to say before making an important call. 
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• Do not do things such as open mail, do paperwork while on the phone. The 

person you are talking with will know you are distracted. 

" Meeting weekly goals requires setting and meeting daily goals. Record you 

progress on a daily basis. 

" Always use introductory or follow-up letters, FAMS informational fliers or other 

educational materials to further the goal of alarm reduction. 

• Focus to resolve calls in a timely fashion with politeness. If it becomes evident 

that the person is not the one needed to resolve the issue. Obtain the correct 

information and then contact that person. 

• Before disconnecting the call, one should recap the reason for the call, the 

resolution provided and that the expectation has been met and caller is 

satisfied. 

Customer Messaging Standards 

• Clearly identify yourself, the nature of the call and what action is required of the 

alarm user. 

• Provide a call back telephone number. 

• Speak with confidence and authority. 

• When you connect with a secretary or an assistant to the person responsible for 

payments, ask about a convenient time that might be best to call back. 

When finding it difficult to get business alarm users, try to call early in the morning 

or later in the evening when more time may be available. 

Citizen Service Representative Team 

PM AM has a citizen service team made up of Customer Care Specialists and Customer 

Care Representatives. 

The alarm administration team includes specific roles and specialists: 

" Alarm Matching Specialist 

• Billing and Payment Specialist 

• Customer Care Specialist 

• Document Specialist 
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We are providing some of the methods that consistently produce positive results in 

reducing false alarms. 

Repetitive False Alarm Violators Identification 

FAMS has meaningful reports but more importantly, FAMS also presents decision support 

tools like dashboards and scorecards. These tools systematically identify repeat offenders 

who cause a high number of false alarms though these repeat violators are limited in 

numbers. These highly intelligent, analytical reports are then utilized by the PM AM's 

Customer Care service to deploy meaningful outreach efforts that usually encourages 

repeat violators to take corrective actions and this prevents further false alarms from 

happening. 

(The above is in direct reference with the' requirement as requested in RFP section 3 "Scope of Services -
Customer Service I Education - Point 3 and 7 customer outreach and education on false alarm issue, Page 
10 and Functional- Point 1 Reduce false alarms, Page 11 ") 

Educational CD 
PM AM continues to make a significant dollar commitment to the city in producing a 

proprietary, multimedia CD that educates citizens and businesses about the reasons for 

false alarms and outlines methods of prevention. The CD educates alarm users about the 

impact of the false alarms on police resources and how such calls take otherwise limited 

police resources away from true emergencies. This educational CD is available in English 

and Spanish languages. The CD is a unique service provided by PM AM, at no cost to the 

city. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of SeTVices 
- Customer Service I Education - Point 3 and 7 customer outreach and education on false alarm issue, 
Page 10 and Functional - Point 1 Reduce false alarms, Page 11 '~ 

Online False Alarm Academy 

The False Alarm Academy is an online school that allows your citizens to learn false alarm 

prevention strategies and complete a test for understanding how to prevent future 

incidents. The Academy is particularly effective when used as part of the alarm permit 

reinstatement process for users whose permit has been suspended due to a high number 

of false alarms, if the alarm ordinance of the city mandates such a provision or as an 

option for the first false alarm offenses as required by the city. The Academy can be 

established as part of an online process with a secure login/password. PM AM will assist 

the city so a detailed curriculum and test questions/answers are produced that are 

relevant to the city's False Alarm Ordinance. 
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This add-on benefit service is part of our inclusive FAMS package and is provided at no 

cost to the city and its citizens to further educate them and reduce false alarms. As a 

direct result of the increased awareness among citizens, cities and counties see a 

reduction in their false alarms. 

3.3 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Customer Service \ Education - Point 3 and 7 customer outreach and education on false alarm issue, Page 
1 O and Functional - Point 1 Reduce false alarms, Page 11 ") 

PMAM's document specialist will work closely with the city staff on the finalization of all 

outgoing alarm billing documents, forms, communications, and website portal content 

that will be sent to citizens or program partners. This process will also finalize and 

prepare all citizens outreach marketing materials. 

Documents and communication content finalized in this phase will include: 

• Citizen communication plan 

• Security company communication plan 

"' Alarm permit layout finalization 

• Invoice layout finalization 

• Citizen outreach for noncompliance (people operating alarms with a valid permit) 

• Citizen self-service portal website content 

• Security company self-service website content 

Customer Care center call greetings and IVR scripts 

Email content sent to citizens for false alarm reduction 

• Voice mail message content delivered by auto dialer 

Public Relations 

The PMAM outreach team will create a comprehensive marketing and public relations plan 

in conjunction with city staff to publicize the alarm ordinance program to the city 

residents and businesses through various processes. The plan will include the following 

elements: 

" Public announcements in community newspapers 

• Water bill inserts 

• Finalize content for the animated, multi-media education CD 
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3.4 City Staff Involvement and Resources 

The FAMS portal engages and provides all stakeholders easy access by always being 

available, PM AM CSR's interaction to help them every step of the way. The combination 

of technology, processes, and human interaction results in higher customer satisfaction. 

" Implementation: PM AM has extensive experience in the data migration process 

and anticipates the migration to be a smooth process. During the migration 

process, PM AM may require involvement of City's staff to address any questions 

related to the data exceptions that may be identified. 

" On-going support: As described in its response, PM AM shall manage all aspects 

of the false alarm tracking and billing services for the City with no City support 

required. PM AM may require involvement of the City staff for the appeals process 

where the decision shall be provided by City personnel. 

3,5 

(The above is in direct reference with tile requirement as requested in RFP section 3 "Scope of Services -
Customer Service I Education - Point 4 City staff involvement, Page 10") 

PM AM's FAMS offers a safe and reliable self-service web portal that has been customized 

for the city's citizens to complete online payments, learn about issues related to false 

alarms and its education, complete alarm awareness online class etc. It is critical to give 

citizens a self-service portal with 24 hours, 7 days a week availability. We recognize 

technically savvy citizens are more likely to complete a web-based, self-enrollment rather 

than using mail-in or call center options. This self-service web portal will be accessible. 

by a link on the city's website. 

The city citizen web portal will accomplish the following processes and objectives: 

Citizens, once signed up, can log into FAMS secured area to 

check all historical False Alarms history, unpaid bills, and 

contact information. Citizens can access such information at 

no additional or fee. Most importantly, citizens are able to 

_llndate theiLcontact i_nformation o_tJl_Lll~·--
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This will enable first responders to have the most accurate data 

for each alarm location. 

Citizens routinely pay false alarm fee/fines as soon as they 

receive the invoice from the comfort of their home using FAMS 

easy to use, no hassle, reliable and proven citizen portal. FAMS : 

citizen portal is secured through 2 56-bit encryption and is PCI 

compliant. 

Citizens can review the educational content focused on 

reduction of false alarms and also undergo the false alarm 

prevention class training. This training can also be mailed to 

the citizens. 

They can also review information related to city's alarm 

ordinance like fine schedule, police response, appeal process 

etc. or can download a copy of the city's ordinance. 

Citizens can receive email notifications for outstanding bills, 

payment confirmations etc. 

Citizens can also receive email notifications on top reasons for 

false alarms, tips to reduce false alarms etc. along with the 

issue resolution. 

Permit holders also have the option of paying by USPS mail as well as through walk-in at 

the city Cashier's desk. PM AM is committed to providing all methods of payment 

including payment by phone. Payments made through USPS are sent to a financial 

institution chosen by the city. 

PM AM is the pioneer in that we provide an unmatched user experience in each of our 

city's custom-designed citizen portals. Immediately upon logging on to the city website, 

your citizen is guided through the false alarm payment with a video guide. Through video 

demonstrations, citizens can quickly learn and conduct any business that they choose 
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including view ordinances, review and pay outstanding bills, change contact details, and 

view their account and false alarm history. PM AM launched this initiative eight years back 

and was the first in the False Alarm Management industry to create such a unique citizen 

experience. Since that time, this module has been somewhat copied and reproduced. 

PM AM's implementation team uses creative designs to make each portal unique for each 

partner city or county and in line with the same theme as well as look and feel as the 

city's website. The web portal is encrypted and secure to ensure safety for its users and 

information submitted and is accessed through a link at the city's website. All payments 
are processed in compliance with PC/. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Customer Service I Education - Point 5 citizen web-portal, Page 10") 

Alarm security companies can always be engaged through a cumbersome process by 

phone; however, PM AM has invested significant research on the city's need to engage 

alarm companies through a self-service web portal. 

• Alarm Company Registration - Alarm companies can process the registration of 

their accounts through a self-service web portal. 

.. Compliance - Alarm security companies can check their customer list to determine if 

all of their customers are compliant with the city ordinance. This way, alarm 

companies can ensure that alarm permits are acquired by existing and new alarm 

holders. 

• ldentifyi Non-Compliance - PM AM also requests alarm security companies to 

upload their customer lists to this portal, so FAMS can identify non-compliance and 

ask alarm companies to make their customers compliance through the permitting 

process also available in the self-service web portal. 

• Reduction of False Alarms - PM AM will provide security companies with a list of the 

city's high alarm violators and ask for assurances that their systems are operating 

correctly. Identifying systems operating outside of tolerances can significantly 

reduce false alarm calls. 

• Self-service Capability - The self-service portal has several reports so the alarm 

security companies can check their customer's list. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Customer Service I Education - Point 6 Alarm company web-portal, Page 10") 
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PM AM maintains comprehensive information about the alarm companies. 
The Security Company portal is a significant effort that PM AM has undertaken to ensure 

that security companies and their customers comply with the applicable alarm laws. The 

results show that this effort has helped reduce noncompliance and false alarms by using 

security company resources. 

Reply Heply illl Forward , J ~ 

n 

jim.spivey@cor.gov 

1o: 

Mr Kumar ,.I appreciate the opportunity to comment on this aspect of the service PM AM provides to the City of 
Richardson In regards to the pennitting of alarm systems Its difficult to isolate this particular part of the service 
relative to Its impact on the entire system so I will first say that the complete seJVice PM AM provides has resulted 
In an extraordinary reduction in the incidence of false alarms that fully exceeded our expectations A big part of the 
management system was trying to ensure that alarm systems operating in the City of Richardson complied with our 
alarm ordinance In regards to obtaining a permit This was important so that we could better track alarm 
activations and intervene with those who were habitual trouble spots. This was effectively accomplished by your 
soliciting the assistance of the alarm companies installing the alarm systems. After your description of the problem 
and offering this solution (selling blocks of permits to the alarm company who in tum Issue the permit to their 
customer) alarm companies were quick to cooperate Needless lo say ii is a rare event now that we run across an 
alarm location that isn't permitted As I have said though, this is but a part of the system that has helped us reduce 
false alarm activations so significantly The complete and thorough records kept by PM AM. the great customer 
service. better educating the consumer in regards lo operating their system without false activations. and the above 
mentioned component to increase permitted sites all combine to deliver a service to the City of Richardson that has 
been overwhelmingly successful 

Regards 

Jimmy L. Spivey 
Chief of Police 
Richardson Pollce Department 
0. 972 744.4886 

3. 7 Corporate Portal Multiple Accounts 

FAMS has an integrated portal that allows business entities with multiple locations to 

access all of their account information in one place. The portal enables them to view 

alarm history and outstanding invoices for multiple locations on a single screen, batch 

PM AM Response to: City of Calexico, CA Confidential I Vendor Sensitive (Not for Public Disclosure) 70 



pay invoices and update information. This FAMS portal provides a complete solution for 

businesses that utilize central accounts payable department. With cross-reference 

capabilities, the accounts payable team can link all of their locations under one login, 

allowing them to view and pay any current or new invoices in an easy and convenient way. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Customer Service I Education - Point 5 citizen web-portal, Page 10") 
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4 IFU 

1 rmitting 

PM AM maintains the alarm permit information for the 

city in real time. Citizens and businesses can apply online 

for permit registration using city website, FAMS phone 

app, or from the comfort of their social media web page, 

or they can use traditional paper applications. PM AM will 

continue to use the current numbering system used by 

the City to issue permits. 

(The above is in direct reference with the requirement as requested in 
RFP section 3 "Scope of SeNices - Functional - Point 2 alarm 
registration database update, Page 11 ") 

FAMS customer service staff is available to handle 

questions and provide assistance to your 

citizens/businesses. Messages left after-hours are returned the next business day. Our 

Customer Service Specialists are trained to provide step-by-step guidance to callers for 

completing the permit application. This service is available in English, Spanish and 1 75 

plus other languages as required by the caller. 

PM AM's document specialist will review the existing alarm permit registration form and 

work with the city's alarm administrator to finalize the permit registration form that 

incorporates the requirements of the city's ordinance and the best practices that PM AM 

has become aware of in the last 4 years. This results in city officials having the accurate 

and complete information about the permit location that is readily available to dispatch, 

police officers, alarm administrator and PM AM CSR. 

All the addresses that are allowed into FAMS are first verified with the city's GEO 

information in real time before a permit is issued. This process ensures that the 

permitting and alarm management service is offered to only city residents. PM AM has 

followed this process since 2004 and has been successful in eliminating the problem for 

the residents who do not live in the city limits who, for some reason, apply for a permit, 

and on an occurrence of an alarm do not get a police or fire response and later try to 

create problems for the city for issuing the permit and failing to respond. It is PM AM's 

commitment to follow 100% accurate information with complete transparency and full 

access to the city officials. 
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(The above is In direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Functional - Point 3 locations outside City's jurisdiction. Page 11 ") 

PM AM's proven web-based citizen self-service portal is integrated with the city's existing 

website striving to create a safe, transparent, and risk-free environment to the city's 

community. The citizen portal is designed to make the alarm permit application process 

easy and accurate. The application module is designed to capture all relevant citizen and 

alarm company data proven to be necessary to support a successful alarm program 

through the use of pre-requisite fields along with address validation of the alarm site. All 

data is presented to the citizen for review prior submission. This process assures that all 

information submitted in the permit application is complete and accurate. 

Immediately upon logging on to the city website, your citizens are provided a video 

demonstration to complete the permit application. Your citizens are confident in 

completing this process after learning the step by step instructions provided in the video 

demonstration. This sophisticated web-portal informs your citizens regarding the receipt 

of the application and notifies them of the acceptance/denial of the application. Your 

citizens discover that in just a few minutes, the permit is applied, with a permit copy 

emailed to them. PM AM has invested a great deal of time, money and resources in 

maturing these sophisticated processes. These processes ensure that all information is 

cross-referenced and verified and is 100% accurate and up to date. PM AM references city 

databases like GIS, utilities etc. to enforce the accuracy of the information. Our partner 

cities and counties constantly express the positive feedback they receive from their 

citizens and staff. 

Once a permit is registered in FAMS database, then all subsequent alarms that happen at 

the permit location are assigned to the permit. City staff and PM AM staff are able to see 

the permit status, invoices, payments, and all past incidents including the number of 

incidents in the last 12 months in real-time. FAMS maintains the original registration 

issue date, date of each false alarm including incident count (true/false), historical 

information on registration issuance and current registration status (active, expired, 

suspended, no-response etc.) information on real time basis. Your citizens, city's alarm 

administrator and PM AM's CSR, all have the ability to maintain the key holder information 

in real time through FAMS administrative and citizen portal. PM AM will continue to 

conduct all aspects of alarm permitting including but not limited to registration, annual 

updates and maintaining the alarm permit status. 
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FAMS maintains the following required information for the permits: 

" Permit number 

• Permit issue date I Expiration/Renewal date. 

• Permit name, alarm site address with apt/suite #, phone number, and email 

address of the person responsible for proper maintenance. 

" Type of property (residential I commercial I exempt). 

" Permit Type: Permit holder I non-permit holder 

" Permit Status: Active I Inactive I Cancelled I Suspended etc. 

" Billing name, address and contact information (if different). 

" Holder name, address and contact information (if different). 

" Name, address and contact information for the alarm company responsible for 

installing the alarm system. 

• Name, address and contact information for the alarm company responsible for 

maintaining/ monitoring the alarm system 

• Type of alarm system 

" Date of installation 

Names and phone numbers of contact persons. 

~ Date of l st and subsequent suspensions 

• Date of reinstatement etc. 

FAMS provides an online fully web-based portal with unlimited simultaneous access to 

the city staff, dispatchers and officers allowing them to search or cross reference permit 

information by multiple partial, wild card and ASCII search options including but not 

limited to permit holder name, address and three other search criterion to view the 

account history and other alarm enforcement actions. This portal further allows the city 

staff to review and audit all data associated with the permits and run ad hoc reports as 

needed. 

Since FAMS is 100% web based, the city officials, including the alarm administrator, will 

continue to have full privileges and complete access to FAMS in real time including local 

access to make any changes like billing address update, name and phone number of the 

emergency contact etc. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Functional- Point 11 City personnel access, Page 11 'J 

Additional Permitting Processes 

PM AM has outlined several key permitting processes within this section. There are 

additional processes within PM AM's Billing, Security Company, Citizen Web Portal, and 
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Customer Service programs that also enhance permitting compliance. PM AM's permitting 

goal is to greatly increase alarm permit compliance and in turn, significantly increase city 

revenue from the permitting process. We have repeatedly increased permitting revenue 

between l 00 - 300% for our partner cities. 

4.2 

PM AM's FAMS has a business rules-based, automatic billing process; this eliminates 

errors and provides accurate information. PM AM has several reports that are executed 

by the Customer Service Billing Specialist to ensure all permit renewal notifications have 

been processed. As required by the city's Alarm Ordinance, FAMS has detailed and well 

defined processes to generate letters, invoices and electronic notifications to residences 

and businesses on city's letterhead. The content for invoices, correspondence etc. has 

been approved by the city during the implementation phase and can be revised by the 

city at any time for no-cost. 

and renewal processes indude: 

• Monitoring the issue date and expiration date of permits, thus identifying the 

permits due to expire in at least 30 days. 

• Permits requiring renewal in the upcoming month are automatically generated and 

a permit renewal notice is sent. This provides the permit holder sufficient time to 

always remain compliant with the city's Ordinance. 

FAMS utilizes business-rules to send non-compliant notices and permit 

applications to all alarm holders that have reported false alarm incidents but do 

not have a valid alarm permit. Your citizens thus apply for the permit, which results 

in additional revenue rightfully due to the city, as well as up to date key holder 

information to dispatch and police officers. 

" If residents and businesses do not complete alarm permits after receiving the non

compliant notice, FAMS automatically generates a report for PM AM processes to 

engage these non-compliant citizens through phone contact to reapply for a 

permit. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Functional- Point 1 en/Janee compliance, Page 11") 

Continually Updated Permitting Renewal Payment Information 

PM AM provides citizens an opportunity to update the responsible party and key holder 

information in real time in the citizen portal or by informing PM AM through phone calls 
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or written correspondence. Such best practices result in the responsible party and key 

holder information being accurate and always available to the responding law 

enforcement officers. 

3 Tracking 

FAMS, a 100%web-based solution is a business rules-based solution and our false alarm 

billing process has been set up to incorporate the city's alarm ordinance. FAMS has the 

flexibility to modify alarm ordinance attributes to reflect new changes in the alarm 

ordinance as needed. This allows our customers to make changes or adopt revisions to 

their ordinance from time to time without worrying about PM AM's ability to incorporate 

these changes. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Functional - Point 8 ordinance amendment and its enforcement, Page 11 ") 

Based on this customizable rule-based solution, FAMS adopts the billing criterion and all 

associated fees including false alarms charges that are billable based on the location type 

(residential, commercial, exempt) false alarm count, and the total fine for each location. 

FAMS tracks the false alarm data, alarm activations and maintains the complete account 

history in real-time. FAMS is designed to receive a data set on a daily basis from the 

city's CAD/RMS system identifying all alarm calls including the false alarms (along with 
accompanying final disposition codes) for the previous calendar date. FAMS maintains 

the incident count (true and false) for each location and provides the ability to track 

alarms not reported by the alarm monitoring companies. 

Notifications and invoices are sent to the citizens to inform them of any violations of the 

alarm ordinance on a frequency specified by the city. The invoices provide historic false 

alarm details and fines so the recipient is able to cross reference the invoice with the 

city's municipal code requirements. 

This provides your citizens the confidence in the alarm program and they pay their 

invoices in time. Invoices are sent with the following information: 

• Account number, Invoice number and Invoice date 

• New incidents for false alarm. All incidents are verified by FAMS business rules 

that are initially set and tested in accordance with the ordinance 
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" Time, date, type, sequence number, and response fee for each new incident 

including "Waived calls" 

~ Amounts paid, adjustments 

" Amount of previously unpaid or delinquent response fees outstanding 

.. Procedure to appeal a response fee 

" History of incidents etc. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Functional - Point 4 Billing, Page 11 ") 

The FAMS billing process is robust and well defined, resulting in accurate billing. FAMS 

meets billing objectives by using several reports to check the accuracy of the billing to 

ensure bills are correct and received in a timely manner. 

All correspondence including invoices, delinquent notices, email notifications, permit 

applications etc. that are sent to the citizens are customized and provided to the city 

officials for their approval. All invoices are printed on city color letterhead with logo and 

mailed in city logo envelopes. All stationary expenses are paid by PMAM. 

All correspondences identify PM AM's payment receiving address along with the toll-free 

number to assist your citizens and businesses in addressing any questions related to the 

administration or billing of the alarm program. All invoice formats for false alarms, 

penalties etc. provide a remittance stub to be sent along with the payments. All payments 

are posted within 24 hours. 

PM AM invoices those customers whose checks were returned by the bank for insufficient 

funds. PM AM staff creates the additional NSF invoice and sends this new invoice along 

with all previous outstanding charges to the permit holder. 

FAMS will continue to utilize the city's ordinance business rules including but not limited 

to invoicing registered as well as unregistered locations, notifying citizens of every false 

alarm occurrence or when they are close to exceeding false alarm limits, notifying citizens 

delinquent by 30 days and 60 days along with the verbiage informing them of 

enforcement actions. Similar rules are already incorporated into the FAMS system for 

other municipalities. Additionally, FAMS can track organizations that have filed for 

Chapter 11 status; business rules within FAMS prevent billing these organizations. 
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Hearing and Appeals Su 

PM AM offers its FAMS managed service as a complete 100%web-basedsolution to store, 

update and maintain all documentation required for appeal hearings. 

FAMS has an intuitive appeals function that contains all the requisite information for a 

hearing officer to make a decision from the office or while using a mobile device. 

Citizens receiving an invoice for false alarm fees may choose to contest their false alarms 

through the alarm hearing. 

PM AM is happy to share the following approaches handling the appeal hearing and shall 

work with the city in the development of the appeal process consistent with the city's 

ordinance. 

in-Person Hearings 

When a citizen elects the option to have an in-person hearing, the invoice will direct him 

or her to call FAMS Customer Support, or fill out a form and submit it by mail to schedule 

the hearing. 

Alternatively, in cases where the permit may have been revoked due to excessive false 

alarms, a revocation notice is mailed to the citizen along with the instructions to request 

an appeal hearing. The FAMS solution provides a function for scheduling appeal hearings 

that allows the city to schedule the requested hearing in the time slots that the hearing 

officer has notified FAMS that he or she is available. 

In the event that all the available time slots are taken, the city designee will enter the 

appeal request into a queue that will be called to schedule as soon as a new time slot 

becomes available. Hence, all appeal requests are handled in the order received. The 

hearing officer is provided with the complete account history enabling him/her to make 

the decision in an efficient manner. 

Alternative Process for Appeals by Mal I 
When a citizen elects to appeal by mail, the CSR who takes the information by phone or 

by mail will submit the appeal request with all the relevant permit account details for the 

hearing officer to review at his or her convenience. 
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In the case of both in-person hearings and appeals by mail, the hearing officer can enter 

!

Appeals - Hearmgs, as 
simple as /10tdiing t11em 
from vour local Starbucks. 

the appeal decision and any corresponding notes into the 

FAMS solution. Once this information has been provided, 

a FAMS CSR will generate a notice to the contestant 

providing the details of the appeal decision that was 

made, and make any accounting adjustments like waiving a fine or creating a new invoice 

for an existing fine to the citizen's account. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Functional - Point 13 Appeals, Page 11 ") 

ALARM USER RECEIVES INVOICE 

SCHEDULES APPEAL HEARING WITH FAMS 
CUSTOMER SERVICE 

FAMS SENDS ALARM ACCOUNT DATA TO 
CITY OFFICIALS 

INFORMATION FOR HEARING VIA PRINTED 
DOCUMENTS OR WEB PORTALS FOR CITIES 

DECISION MAKING MADE EASIER AT APPEAL 
HEARING 
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4. 5 Collections 

PM AM has evolved to be the industry leading service provider realizing the highest 

collection rates for our partner cities. 

The FAMS accounts receivable solution is a complete integrated solution which maintains 

all invoices, payment details, statements, and financial accounting details and is available 

to the city officials on a real time basis. Additionally, PM AM provides a monthly financial 

report including but not limited to invoices, payments, adjustments, refunds etc. 

FAMS has a proven proprietary integrated billing and accounting software that guarantees 

accurate accounting. This solution is feature-rich with multiple choices to empower you 

by presenting accurate information in the most flexible way to support your day to day 

needs, analysis, and decision support. 

City officials are provided with online real-time access, this enables them to make the 

decisions with zero downtime and with no dependence on PM AM's staff. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Functional - Point 11 City personnel access, Page 11 ") 

Collection of Funds 
PM AM will maintain a secure and nearby "lockbox" with a local mailing address for the 

deposit of all funds generated through the alarm program. The Lock Box will have a 

personalized address for the City of Calexico and allow for collections and remittances 

to be quickly applied to outstanding payments. 

A unique account number is assigned to the City. All remittances will be sent to this lock 

box and FAMS will interface with the electronic lock box remittance file information, so 

the accounts are reconciled on a daily/weekly and monthly basis. All fees collected 

through the alarm program shall be deposited to the alarm program bank account and 

funds shall be dispersed on a frequency as preferred by the city for the percentage of the 

revenues collected per the agreed contract. 

Citizens can pay via the iOS and Android app, citizen website, or Interactive Voice 

Response (IVR) using a credit or debit card or can send their payments through USPS mail. 

They will also have an option to visit the city and pay for their outstanding invoices. The 

city will have the option of forwarding all these payments in an envelope to lock box. 

Alternatively, the city can deposit these payments into the city's bank account and enter 
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the payment information into FAMS from the convenience of their office. FAMS will track 

all the payments received at the city and provide the summary and transaction details in 

the monthly financial report. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Functional - Point 5 payment options, Page 11 ") 

PM AM at its own expense, regularly performs an audit of its financial controls, data 

security and alarm management services through an independently- certified firm and 

shall be delighted to share its latest SSA£- 16 SOC /report, as needed by the city. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Functional - Point 7 Financial controls and independent audits, Page 11 ") 

Secured Payment Processing Gateway 

PM AM has integrated required payment gateways for ACH/debit/credit cards for all 

online transactions. This integration guarantees that payments are processed 

successfully at the same time and no information regarding the credit card is kept in 

FAMS. This process results in no liability on the part of PM AM or the city. Since FAMS 

captures all the information in real time, accounts are reconciled on an ongoing basis. 

PM AM partners with Authorize.Net and EVO Merchant Services as a payment gateway 

hosted software application on PM AM's server which authorizes credit card payments 

between the self-service website and each credit card processor. Information such as 

credit card numbers, amount, and customer name are encrypted and passed to the credit 

card processor, who then processes the payment through the Visa/MasterCard network. 

All payments are made in compliance with PC/. 

(Tim above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Functional - Point 6 PC/ compliance, Page 11 ") 
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The processing of all funds associated with the FAMS environment is thorough and 

complete. 

collections system includes the abl!!ty to: 
" Input cash receipts indicating which charges/fees to apply payment; 

" Apply partial payments; 

~ Process payments the same day 

~ Process and record returned checks; 

.. Accept credit card payments transactions via the Mobile app, online and 

phone; 

" Accept bank routing information for online e-payment transactions. 

Adjustments 
FAMS allows adjustments that the city officials may deem necessary on the invoices that 

were sent out. An example of this is an alarm that was disposed of as false and later it 

was determined to be true but the information of the alarm being true was not 

communicated to PM AM. In such events FAMS allows a functionality to enter the true 

alarr,n for a prior date. This aids in the documentation for any adjustments/cancellations 

that are requested by the city. 

Refunds 
Alarm Companies/citizens at times may send overpayments, PM AM has a transparent 
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process through which all refund requests go through two levels of authorization and are 

submitted to the city for taking the appropriate action. Once payments are received from 

the city, PM AM will remit a refund check to the individual/business accounts and or alarm 

companies. 

Meeting Collection Goals 

PMAM's ability to meet up to 90%+ collections goal is based on utilizing FAMS collection 

processes as outlined in this section and supported by the other program process areas. 

FAMS uses scientific processes and payment trend analysis to identify which outstanding 

collections require attention. Additionally, PMAM's ability to deliver superior service from 

its Customer Care Center will create a great customer experience for the city's citizens. 

PMAM has utilized these processes to deliver th~ highest collection percentages possible 

with current partners including the city. 

Collection Business Processes I Workflow 

PM AM collection efforts are based on a scientific process by utilizing trend analysis. 

These trend analyses give collection specialists detailed knowledge to setup and execute 

debtor callback patterns using a scientific process that generates a call list. 

PM AM utilizes these customized trend analysis reports as part of their collection efforts. 

This exclusive list that is unique for each city does magic in collection efforts that are 

fast, and consistent resulting in sky-rocketing collection rates. This way PM AM deploys 

the most effective collection process that is most suitable for each of its partner cities. 

PM AM has come to understand that every city/county is unique and has mastered the 

science of managing the collection processes. 

PM AM's fully integrated approach also allows it to partner and integrate with any debt 

collection service chosen by the city. 

Return Mail and Collections Through Skip Tracing 

PM AM employs a proactive and reactive skip tracing processes to process return mail 

and track alarm users to clear outstanding balances in a timely fashion by tracking their 

contact information changes. Our most effective skip tracing process is a proprietary 

database that is number one in the nation and is routinely used by law enforcement 

agencies as well. This service comes at a high cost, but PM AM invests in such services 

and tools to ensure our leadership in the industry. 

PM AM Response to: City of Calexico, CA - Confidential I Vendor Sensitive (Not for Public Disclosure) 83 



We also use the following methods skip tracing: 

Forwarding Addresses 

PM AM has identified processes and software that is updated every 1 0 days by USPS and 

provides forwarding address information to PM AM. This enables PM AM to track and 

reach out to debtors and forward outstanding invoice information to the correct 

addresses. 

Integration With city's Water /Utilities Database 

PM AM has developed processes to integrate perform skip tracing through various cities 

water/utilities database and provides citizen's updated address and phone number. Such 

processes provide most up to date and accurate information. PM AM utilizes this 

information to engage with citizens who have moved to a new address in the city but 

have not paid the outstanding charges. 

Other Skip Tracing Methods 

PM AM has also developed processes to perform skip tracing utilizing several other 

informational databases. These databases include: 

@ Online Criss-Cross Directories 

" Google 

~ Contacting the alarm customer 

~ Yellow Pages 

The depth and breadth of PM AM skip tracing abilities ensures our Customer Service 

Specialists have the processes to track down missing persons for billing and collections. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Functional - Point 9 Return mail, Point 12 processes to collect outstanding amounts Page 11 ") 

Increased city Alarm Program Margins 
PM AM has constantly been innovating processes and looking at modern solutions that 

are required to fulfill the large mail processing requirements that a partner city like 

Calexico brings. PM AM's relationship with industry leader, Pitney Bowes is almost a 

decade old. During this period, both sides have collaborated to create unique processes 

that fulfill the current demand of accuracy and speed with which large volumes of postal 

mail needs to be sent out every month. 

PM AM utilizes the current mailing technologies that qualify its mail for bulk mail 

discounts, this will deliver additional costs savings to the city. 
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Undeliverable Mail 
USPS national studies suggest that l 7 percent of consumers and almost 20 percent of 

businesses move every year and the cost of handling "Undeliverable as Addressed" (UAA) 

mail is estimated at $2 billion annually. Advanced technology solutions are now available 

that constantly update the most current address information into the United States Postal 

Service database. In the absence of such solutions, US consumers stand to lose billions 

of dollars. 

PM AM estimates that the 17% inaccurate mailings could cost the city a substantial 

amount of the false alarm revenue. This otherwise unrecoverable revenue is easily 

collected by PM AM as we use processes for eliminating mailing errors for our partner 

cities and counties include using the forwarding information for alarm holders to reduce 

incorrect addresses, wasted mailings and utilizing latest industry leading solutions to 

obtain updated and current address information prior to mailing, in real time over the 

Internet, available 24 x 7. This service is available to PM AM through its business partners. 

Integrated Document Printing 

The partnership with Pitney Bowes has brought many best practices to PM AM and its 

customers. One such benefit is Integrated Document Printing. This innovation provides 

PM AM and its customers an assured solution where documents of any length are 

customized during the implementation phase for invoices, and other citizen outreach 

purposes without ever worrying if the mail pieces will have any problems of sorting 

through this complicated document printing process. PM AM sends out accurate mailings 

that are guaranteed by the time proven processes matured by industry players like, Pitney 

Bowes over several decades of their research and development in this area and their 

willingness to co-develop processes with their customers like PM AM. 

4.6 Reporting 

Reporting and Data Management 

FAMS offers more than l 00 available reports to the city alarm administrator and other 

officials. Since FAMS is 700%web-based, all system-wide reports used or available to PM 

AM staff are also available and accessible by the city's staff via a web-browser. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Functional- Point 14 City personnel access to reports, Page 12") 
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These reports are in always available mode and the city has access to these reports 24 x 

7. These reports present correct and accurate information with 1 00% visibility to the city 

officials on real time basis. The majority of the reports have an option to export the 

results in PDF or Microsoft Excel formats. Several reports can be setup standard or ad

hoc with multiple variable parameters, date ranges, and status of an account, etc. These 

reports are available to the city at no additional cost. This unique, transparent, detailed 

and extensive reporting capability of FAMS allows PM AM to provide all records and 

statements required for audit purposes and submit to regular independently-certified 

audits or special audit of controls, services, and billing as may be needed by the city. 

These reporting capabilities also allow PM AM to provide a cooperative proactive 

approach for the regular reviews by the city including the topics like quality, customer 

service approach, business issues, problem-solving and future planning on an ongoing 

basis. These reviews and meeting can be conducted in person or via teleconferences etc. 

Among all reports, we have listed a few reports which will provide detailed insight on 

FAMS reporting capability to the city: 

~ Listing of alarm users by number, name, address, alarm company or police districts 

• Outstanding bills with aging of past due balances 30 days, 60 days etc. 

Revenue receipt report including adjustments, refunds, returned checks etc. per 

day or by specific dates 

• Full alarm history per alarm user (including appeal history); 

• False alarm rates by alarm owner; 

" Top offenders list with ability to break down by hours, days, months, etc.; 

" List of all non-response or suspended accounts with account information; 

• List of accounts by status; 

o Other reports as requested by the alarm administrator. 

Dashboards and Analytics Reports 

FAMS is the pioneer alarm management solution that provides city decision makers with 

secure, online, real-time statistical dashboards and analytic reports. City officials can 

monitor false alarms, billing, and collections information instantly at any time. 

Additionally, PM AM had the vision in 2003 to utilize "Dr/I/able Repo11s': Data points on 

dashboards and reports incorporate a drill-down technique from the FAMS user interface 

to access unit level data. 

(The above is in direct reference with the requirement as requested in RFP section 3 "Scope of Services -
Functional- Point 14 Reporting and analytical capabilities, Page 12") 
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7 Planning 

PM AM has matured an implementation plan for establishing best practices for 

configuring, testing and launching FAMS and all support solutions including interfaces 

and alarm billing and tracking processes required in fulfilling the City of Calexico's alarm 

ordinance. This implementation process has been perfected through the experience 

gained while working with a number of cities and counties across the United States. 

The efficiency of the implementation timeline rests with the ability to configure and 

complete implementation by concurrently implementing multiple tasks at hand like 

citizen portal, admin portal and configuration of FAMS as per the City of Calexico 

Ordinance. For instance, PM AM usually has two teams working simultaneously with City 

officials for Ordinance configuration and data conversion. A third team will provide 

oversight of deadlines of these teams, which is detailed in this section: 

'""' ~"" ~ ""' ~ 

', ~f~l ~- m·!!RllG 
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On Implementation 
PM AM will utilize multiple phases to complete the City of Calexico's FAMS 

implementation, each area is certified after due verification by an independent team and 

marked as complete, the City of Calexico's false alarm management services is ready for 

launch once all the following areas are tested and verified. 

The FAMS on boarding process includes the following phases: 

• Onboard Start Up 

• Data Integration Process 

• Software and Hardware 

• Payment Processing Setup 

• Document and Communication 

Finalization 
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Historic false alarm incident data will be imported into 

FAMS through coordination with the City. 

All billing information will be imported into FAMS 

through coordination with the City. 

PM AM and the City will establish a data format for the 

exchange of billing information. 

Software and Hardware Configuration 

The technical team will setup the dedicated environment by configuring the FAMS 

software and hardware requirements for the City of Calexico. All system environment, 

security and encryption protocols are deployed by our technical team and this 

environment is shared with the City officials for their review and verification. 

The final walkthrough will include software and system setups for FAMS software 

components, citizen self-service web portal, Customer Care Center productivity 

applications, and security company self-service web portal. 

Certiflcati on 

PM AM will perform software certification testing to ensure FAMS functionality is fully 

operational and in line with the City of Calexico ordinance before going live. The software 

certification plan includes the following testing approaches: 
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PRICING I PROPOSED REVENUE SHARE 

for (Turn-Key Services) 
PM AM wishes to provide the following pricing structure to the City of Calexico. This 

proposal is submitted by PM AM as a prime vendor and a single provider of services and 

will have 1 00% control of the quality of service provided to the city. 

PM AM proposes a revenue split with the city according to the following revenue (total 

permit fees, renewal fees, false alarm fines, reinstatement fee, civil penalties, late fee, 

alarm company civil penalties and any other fees or fines) amounts: 

Residential Permit 

False Alarm fine $145 

$40 
$135 

$10 
$10 

12.3% 

The charges of postage incurred in connection with the Services rendered under this 

Agreement by PM AM shall be paid by the city. 

PM AM will pay for all other costs including paper stock, educational materials, set-up 

fees, equipment (including hardware, hosting charges and software) tools, personnel, 

utilities, etc. that are required for administering the false alarm billing and tracking 

program for the city. 

PM AM does not charge any fees towards ongoing system maintenance, including ... 

• No ... Implementation Fees 

• No ... Annual Renewal Fees 

.. No ... Data Conversion Fees 

• No ... Pre I Post Implementation Technical Support Fees 

In summary, PM AM is committed continuing to be as responsive to the city's false alarm 

reduction and its program financial goals as it possibly can. 
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The PM AM I FAMS platform is powered by 100% Cloud I Web-based architecture to 

continue to meet the "24/7 real-time/ browser-based'1 administrative and executive 

needs of the city, as well as to provide the desired interactive and convenient experience 

for its citizens. 

The PM AM I FAMS solution proposed is the only 1 00% Cloud I Web-based system in the 

alarm administrative services industry meeting this standard and requires no foreign 
devices or software to be introduced into the city's technology footprint. 

False alarm reduction is a primary goal of the City of Calexico Police Department. Cities 

such as City of Suffolk, NJ, Oakland, CA,· Abilene, TJ(,' and Salina, KS all have.experienced 

a reduction in their respective false alarm calls for service upon implementing the FAMS 

solution. PM AM is confident the city will realize further false alarm reductions through 

the FAMS program. 

PM AM submits this proposal for an initial term of five (5) years with the option to extend 

for additional two (2) one (1) year terms. 

All data relating to the alarm permits is owned by the city. PM AM shall return the city's 

data including records, files, databases and related project information and material in 

an agreed-upon format at the end of the contract term if the contract is not renewed, or 

upon any earlier termination. 

in of by City of 
- Should the city change its ordinances during the term of the Agreement which provide 

for a reduction in the fees, and or related fines and charges, PM AM reserves the express 

right to re-enter into good faith negotiations with the city to modify the fee schedule 

and pricing accordingly, and shall give the city written notice of its desire to renegotiate. 
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REFERENCES 

PM AM has been providing false alarm management services since 2004 and has 

extensive experience in working with jurisdictions throughout the country. It is with 

great pride that we present to you the following references. 

Services 

PopL!IC1tiQD_ 

False Alarm Management Services 

Contact Name David Swing - Chief qtPolic~-

Contact Phone 408-776-731 5 

_______ ____ Email pavic:L_~wirig@111organhillc:a.gov 

False Alarm Management Services 

Services 

P9p yJ5gig n 

Corrtact Name Mar_k_~rQ\/Ver- ~enLQr Man_~geme11t ~_nalyg 

Contact Phone 310-285-2447 

_ ai_l 1 mbrovver@beverlyhills~orq 

Description of I False Alarm Management Services 

: 

___Eg p YJ9-ti o QJ_?§ O ,~§ _ _8 
Contact Name I Jonathan Alegre-

1 

Administrative Services 

_ --~-- ______ ____ : M_~!l(lg~r 

:---~--

Contact Phone I 619-476-2 5 70 

~Em_ajJ IJalegre@)chulavista_Qd.org ______________ _ 
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Description of False Alarm Management Services 

Services 
,, .... -·~~-· ·--------···-.. ·-------· -------··-

·-~---··---····-··· _P()pulation 11 6,_f)lJ_ 
~on!(:"l.<;:~ Name S_!ianno_11 __ Nu_rre-- C:om_rnunicat_ions Ma0._ager 

Contact Phone 626-580-2168 

Email snurre®£:!lmontt?J2<:torn __________ _ 

Description of False Alarm Management Services 

Contact Name Bren_clan Kirkpatrick- Lieutenant 

Contact Phone 562-806-761 3 
----- -----···- ----

Em I bkifkpatrick@bgQcLorg 
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Headquartered in Dallas, Texas, PM AM Corporation is a leading Information Technology and 

Consulting company that delivers cutting-edge technology solutions to enable its clients to do 

business better. Our experts are driven to deliver meaningful technology solutions and winning 

business outcomes. At PM AM, we have deep industry experience, technical excellence, and 360 

degree view of business technology that help us to make our clients future-ready. Our flexible delivery 

models and agile methodologies have enabled us to devise and execute solutions ensuring our clients' 
success. 

AM 
5430 Lyndon B Johnson Fwy #3 70, Dallas, TX 75240 

United States 

Phone: 972-831-7400 

Fax: 972-831-7499 

Email: sales@pmam.com 
Website: www.pmam.com Follow us on: ®@ 


