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TO: Mayor Lioneld Jordan and City Council 

THRU: Don Marr, Chief of Staff 
Connie Edmonston, Parks and Recreation Director 

FROM: Keith Macedo, Director of Information Technology 

DATE: April 13, 2018 

SUBJECT: Approve a three-year (3) agreement with CivicPlus to purchase the CivicRec 
Recreation Management Software through the TIPS cooperative purchasing 
contract 2092216 and approve an annual contingency of $4,000 for each year of 
the contract term. 

RECOMMENDATION: 
Staff recommends approving a three-year (3) agreement with CivicPlus to purchase the 
CivicRec Recreation Management Software through the TIPS cooperative purchasing contract 
2092216 and approve an annual contingency of $4,000 for each year of the contract term. 

BACKGROUND: 
The City currently uses multiple software applications and websites to manage the numerous 
parks and recreation events, leagues, facilities, and programs. The majority of the applications 
are not specifically tailored towards Parks and Recreation which limits staff’s ability to 
efficiently manage operations. City staff identified the need for a centralized Parks and 
Recreation software application to manage all aspects of recreational programming, league 
management, event management, membership, and facility reservation during the 2018 CIP 
budget process. Staff researched several of the leading municipal parks and recreation 
software applications, attended demonstrations of each, and obtained budgetary quotes from 
each vendor. Staff submitted a $35,000.00 CIP request which was approved for FY 2018.  

DISCUSSION: 
In January of 2018 staff again reviewed three top tier parks and recreation municipal software 
applications. City staff worked with Purchasing to determine the best method to procure the 
software and they recommended staff solicit vendors if they were listed on a cooperative 
purchasing agreement.  Staff held numerous meetings to discuss, selected the best possible 
software, and held two (2) additional demos with CivicRec after the initial review. Staff reached 
out to numerous existing CivicRec clients and obtained feedback on the value and usability of 
the product. The review included staff from Parks and Recreation, Accounting, and Information 
Technology. Staff was pleased with the functionality, reference responses, ease of use, and 
overall value of CivicRec’s software. Once staff selected CivicRec as the leading choice, they 
obtained a copy of CivicRec’s existing cooperative purchasing contract (2092216) agreement 
through The Interlocal Purchasing System (TIPS). The City’s Purchasing division and City 
Attorney’s office reviewed the TIPS contract and approved the contract as a method to 
purchase CivicRec.  
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CivicRec will allow Parks and Recreation to centralize the management of facility reservations, 
activity reservations, league management, volunteer management, membership management, 
and point of sale for facilities and events. The software is a web hosted solution that will require 
minimal computer hardware to be purchased and is governed by a service level agreement 
clause in the attached agreement. Staff is excited that CivicRec is offered by CivicPlus, our 
existing website vendor, since Parks and Recreation has such a large website presence that will 
benefit from a common look and feel between sites. CivicRec offers significant enhancements 
to our existing online registration system which include league scheduling, integrated league 
participant communication, membership management, improved access to customer history, 
combined history of both online and counter transactions, and a new parent/player portal for 
league information. The system is fully PCI compliant, has the ability to import financial 
information into the City’s ERP, and has a very robust reporting system to enhance 
transparency related to membership, participation, and associated revenues. 

Staff is confident that CivicRec will provide the functionality and value to improve both staff 
efficiency and public interaction related to Parks and Recreation programs. If approved staff will 
work on an implementation plan to deploy the software over the next twelve (12) months.  

BUDGET/STAFF IMPACT: 
The one-time cost of purchasing CivicRec is $25,875.00 with an annual estimated cost of 
$4,500.00 for CivicRec’s subscription, support, and maintenance for the first two (2) years with a 
5% increase in year three (3). Staff is recommending a $4,000.00 annual contingency, for a total 
contract amount of $51,600.00 over the three (3) year term. Funding is available in the amount 
of $35,000.00, within Sales Tax Capital fund, as part of the approved 2018 Parks and 
Recreation Software CIP Project. Year two (2) and year three (3) maintenance will be funded 
within the general fund operating budget.  

Attachments: Staff Review Form, Staff Review Memo, CivicRec Agreement, CivicRec 
Proposal, TIPS Contract 2092216 
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TIPS CivicPlus Statement of Work

Labor Category GSA Hourly Rate with IFF Hours Total Cost

Website Consultant $149.01 24 $3,576.24

Project Manager $135.86 32 $4,347.52

Network Consultant $135.86 0 $0.00

Wireless Network Technician $135.86 0 $0.00

Programmer $131.48 58 $7,625.84

Graphic Designer $109.57 0 $0.00

Writer $109.57 0 $0.00

Server and Network Technician $109.57 40 $4,382.80

Trainer $109.57 28 $3,067.96

PC Technician $89.41 0 $0.00

Content Developer $80.64 44 $3,548.16

Subtotal $26,548.52

Discount ($673.52)

Total First Year Fee $25,875.00

Project Implementation and Deployment

• Setup of CivicRec Recreation Management Software

• System Development

• Project Implementation

• Merchant account set-up with CivicRec

• Up to 12 hours virtual training for up to 6 Client staff members

• Up to 2 Days Onsite Training

• Up to 4 days Onsite Consulting

• First Year Annual Services

$25,875

Total First Year Fees $25,875

Second Year and Beyond Annual Services Fees (Includes Subscription, Support and
Maintenance)
Billed 12 months from SOW signing, subject to 5% annual increase year 3 and beyond 

$4,500

1. Performance and payment under this SOW by and between Fayetteville, Arkansas (“Client”) and CivicPlus (“CivicPlus”) shall

be subject to the terms & conditions of the Agreement by and between The Interlocal Purchasing System and CivicPlus.

2. This SOW shall remain in effect for an initial term of three years (36 months) (“the SOW Initial Term”) from signing.

3. The Total First Year Fees shall be invoiced as follows:

a. Upon signing of this SOW – one half of the Total First Year Fees;

b. The earlier of 6 months from signing or upon completed implementation of the CivicRec Recreation Management
Software – the remaining half of the Total First Year Fees.

4. Annual Services shall be invoiced on the date of signature of relevant calendar years, beginning 12 months from signing and
shall be subject to a 5% annual increase year 3 and beyond.

5. Payment is due 30 days from date of invoice.
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6. All amounts owed to CivicPlus hereunder are fully-earned upon provision of the Services Provided or other charged amounts
hereunder, are not subject to withholding or off-set in any manner whatsoever, and are non-refundable upon payment subject
only to a clear demonstration of an accounting error.  Client expressly acknowledges and agrees that Client is familiar with the
proposed Services Provided and CivicPlus’ billing process.

7. If CivicPlus provides the merchant account for the collection of registration and other credit card monies on behalf of Client, it
shall charge a per transaction processing fees (“Merchant Processing Fee”) as provided herein.  Merchant Processing Fees will
be calculated using a “Processing Rate” which is a percentage of each positive Charge that is captured through the system. No
Processing Rate fees are credited back in the event of a refund or credit. In addition to the Processing Rate, an additional
Transaction Fee will be assessed which is a fixed amount per transaction. This Transaction Fee will also only apply to positive
Charges and will not apply to Refunds or Voids.  Unless otherwise specified, all fees due and payable to CivicPlus will be
deducted from the funds collected in the merchant account prior to disbursement. Unless otherwise arranged, disbursements
will occur either monthly (on or about the 1st of the next month) or semi-monthly (on or about the 1st as well as the 16th of each
month).

i. Standard Merchant Processing Rates are as follows:
Processing Rate - 3% per “charge” transaction 
Transaction Fee - $.30 per transaction 

ii. There are no monthly minimum fees for merchant processing. Client simply pays for what it uses.
iii. CivicPlus reserves the right, at any time, to adjust the merchant processing rate or transaction fee to more
accurately reflect the amount and type of credit card transactions being processed.  CivicPlus will give 30
days' notice upon such change.
iv. In addition to the Merchant Fees, Client will also be responsible for extraordinary processing fees assessed
by CivicPlus’ merchant account beyond normal transaction fees.  The most typical extraordinary fee would
involve a payer reversing a charge on a credit card statement. In such case, CivicPlus shall invoice Client the
first week of each month for any such fees in excess of the funds collected in the Client merchant account
incurred during the prior month’s processing.  In any event, Client shall only be responsible for payment to
CivicPlus of actual, additional fees charged to CivicPlus by the merchant as discussed under this subsection.

8. If the Client’s account exceeds 60 days past due, Support will be discontinued until the Client’s account is made current. If the
Client's account exceeds 90 days past due, services described in the relevant SOW will be discontinued until the Client's
account is made current. Client will be given 30 days’ notice prior to discontinuation of services for non-payment.

9. Client allows CivicPlus to display a “Government Websites by CivicPlus” insignia, and web link at the bottom of their web
pages. Client understands that the pricing and any related discount structure provided under this agreement assumes such
perpetual permission.

10. If a client change in timeline causes CivicPlus to incur additional expenses (i.e. airline change fees), Client agrees to
reimburse CivicPlus for those fees. Not to exceed $1,000 per CivicPlus resource per trip.

Ownership & Content Responsibility 

11. Upon completion of the development of the site, Client will assume full responsibility for content maintenance and content
administration. Client, not CivicPlus, shall have sole responsibility for the accuracy, quality, integrity, legality, reliability,
appropriateness, and intellectual property ownership or right to use of all Customer Content.

12. Client agrees that CivicPlus shall not migrate, convert, or port content or information that could reasonably be construed to be
time-sensitive, such as calendar or blog content.

Intellectual Property 

13. Intellectual Property of any software or other original works created by CivicPlus prior to the execution of this Agreement
(“CivicPlus Property”) will remain the property of CivicPlus.

14. Client shall not (i) license, sublicense, sell, resell, transfer, assign, distribute or otherwise commercially exploit or make
available to any third party any CivicPlus Property in any way; (ii) modify or make derivative works based upon any CivicPlus
Property; (iii) create Internet “links” to the CivicPlus Property software or “frame” or “mirror” any CivicPlus Property
administrative access on any other server or wireless or Internet-based device; or (iv) reverse engineer or access any
CivicPlus Property in order to (a) build a competitive product or service, (b) build a product using similar ideas, features,
functions or graphics of any CivicPlus Property, or (c) copy any ideas, features, functions or graphics of any CivicPlus
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Property. The CivicPlus name, the CivicPlus logo, and the product and module names associated with any CivicPlus Property 
are trademarks of CivicPlus, and no right or license is granted to use them. 

Liabilities 

15. CivicPlus will not be liable for any failure of performance that is caused by or the result of any act or omission by Client or any
entity employed/contracted by the Client, including but not limited to utility services in Client’s area or Client’s internet service
provider.

16. Client agrees that it is solely responsible for any solicitation, collection, storage, or other use of end-users’ Personal Data on
the website.  Client further agrees that CivicPlus has no responsibility for the use or storage of end-users’ Personal Data in
connection with the website or the consequences of the solicitation, collection, storage, or other use by Client or by any third
party of Personal Data.

Acceptance 

We, the undersigned, agreeing to the conditions specified in this document, understand and authorize the provision of services outlined 
in this Agreement. 

Client Date 

CivicPlus Date 
4/13/2018



 TIPS Statement of Work for Fayetteville, AR
TIPS Contract 2092216

Page 4 of 7
CivicPlus • 302 S. 4th Street, Suite 500 • Manhattan, KS 66502 • www.CivicPlus.com
Toll Free 888-228-2233 • Accounting Ext. 291 • Support Ext. 307 • Fax 785-587-8951

V. CPA03.01.165-0001

 

Addendum 1 – Services Provided

Services provided by CivicPlus to the Client under this agreement include the following:

● Access – CivicPlus hereby grants a nonexclusive license during the term of the Agreement for the Client and
patrons of the Client recreational programming to access, use and display CivicPlus’ online registration service
(the “Portal”). Excluding occasional maintenance, the Software shall be available 24 hours per day, seven days
per week with a Service Availability goal of 99.5%. The Portal is accessible via the public Internet from any PC
with an Internet connection. There is no limit to the number of organization users and participants that can enroll
using the Portal.

● Relief – When a Service Availability goal is not met due to confirmed downtime, CivicPlus shall provide the
affected Client with relief that corresponds to the percentage amount by which that goal was not achieved, as set
forth in the Client Relief Schedule below. Notwithstanding the above, the total amount of all relief that would be
due under this Agreement will not exceed 5% of the fee for any one billing cycle. Issuing of such credit does not
relieve CivicPlus of its obligations under this Agreement to correct the problem which created the service
interruption. A correction may occur in the billing cycle following the service interruption. In that circumstance, if
service levels do not meet the corresponding goal for that later billing cycle, Client's credits will be doubled.
CivicPlus will notify Client via email when downtime occurs and when it is reinstated. Client may request
availability performance in writing at any time to confirm Downtime to Service Availability. In the event actual
Attainment does not meet the targeted Attainment, the following Client relief will apply:

Targeted Attainment Actual Attainment Client Relief
100% 98-99.5% CivicPlus will provide details (upon request) of downtime and

remediation to correct the problem, including cause/effect, timeline and
implemented remediation.

100% 95-97% 4% credit of fee for affected billing cycle will be posted to next billing cycle
100% <95% 5% credit of fee for affected billing cycle will be posted to next billing cycle

In the event Actual Attainment is less than 95% for two (2) consecutive billing cycles, Client will be entitled to a 
10%credit of fee for the second affected billing cycle.

● Online Registration – The CivicPlus registration engine through which the Portal is accessed can be integrated with
Client’s website. CivicPlus will format a registration page to match the colors and theme of the rest of Client’s
website. Client would then display a link on its own page that would seamlessly redirect the user to a secure page
on the CivicPlus server.

● Documentation - All CivicPlus startup and user’s guides are maintained electronically in the system and can be
accessed through the “Help Center” from within CivicPlus. CivicPlus does not provide paper copies of its guides
and help files.

● Data Backups – CivicPlus currently performs backups daily of all of its data (6:00 AM). In case of emergency,
CivicPlus may restore data to the point of the previous backup.

● Enhancements – New features will be added to CivicRec throughout the term of this Agreement.  Client will have
full access to all of these new features without additional charge. Client is also encouraged to submit change
requests as they see opportunities for improvement. CivicPlus will attempt to implement any and all changes that
improve the value of CivicPlus to all of our Clients at no charge. Notwithstanding the foregoing, all custom work will
be estimated and agreed upon in writing by the parties hereto prior to work start.

● Client Support – CivicPlus shall provide an online utility for problem reports and change requests.  Client may also
reach CivicPlus by phone at 1-800-335-1863 between the hours of 7:00 AM and 7:00 PM Central Standard Time,
Monday through Friday and excluding national holidays. E-mail support is also available at support@CivicPlus.com.
Non-emergency after-hours support may be subject to additional fees. Emergencies will be handled as soon as
possible. Enhancement requests will be queued based on priority and implemented on a schedule.  CivicPlus shall
have sole and absolute discretion as to whether support requests exceed reasonable use or exceed the scope of
services outlined in this Agreement.

● Data – In the event Client no longer wishes to use CivicPlus, CivicPlus will export Client data based on a requested
format (in most cases). If the data exporting request is initiated by Client, additional fees may apply. All work will be
estimated and agreed upon in writing by the parties hereto prior to work start.
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The Interlocal Purchasing System (TIPS Cooperative)
Supplier Response

Bid Information Contact Information Ship to Information

Bid Creator Karen Walton Internal Address Region VIII Education Address
Support Specialist Service Center

Email Karen.Walton@tips-usa.com 4845 US Highway 271
Phone (903) 575-2761 North Contact
Fax (866) 929-4402 Pittsburg, TX 75686

Contact Kim Thompson, TIPS Department
Bid Number 2092216 Office Manager Building
Title Web Hosting, Services or

Content Management Department Floor/Room
Bid Type RFP Building Telephone
Issue Date 7/1/2016 08:01 AM (CT) Fax
Close Date 8/12/2016 03:00:00 PM (CT) Floor/Room Email
Need by Date Telephone +1 (866) 839-8477

Fax +1 (866) 839-8472
Email bids@tips-usa.com

Supplier Information

Company CivicPlus
Address 302 S 4th Street

Suite 500
Manhattan, KS 65202

Contact
Department
Building
Floor/Room
Telephone 1 (888) 228 2233
Fax 1
Email
Submitted 8/12/2016 12:20:00 PM (CT)
Total $0.00

By submitting your response, you certify that you are authorized to represent and bind your company.

Signature Kyle Sterling Karpowicz Email contracts@civicplus.com

Supplier Notes

Bid Notes

Bid Activities

Bid Messages
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Please review the following and respond where necessary
# Name Note Response

1 Yes - No Disadvantaged/Minority/Women Business Enterprise - No
D/M/WBE (Required by some participating governmental
entities) Vendor certifies that their firm is a D/M/WBE?
Vendor must upload proof of certification to the ”Response
Attachments” D/M/WBE CERTIFICATES section.

2 Yes - No Highly Underutilized Business - HUB (Required by some No
participating governmental entities) Vendor certifies that
their firm is a HUB? Vendor must upload proof of
certification to the ”Response Attachments” HUB
CERTIFICATES section.

3 Yes - No The Vendor can provide services and/or products to all 50 Yes
US States?

4 States Served: If answer is NO to question #3, please list which states can
be served. (Example: AR, OK, TX)

5 Company and/or Product Description: This information will appear on the TIPS website in the Website Design, Hosting & Support
company profile section, if awarded a TIPS contract. (Limit and CMS SaaS
750 characters.)

6 Primary Contact Name Primary Contact Name Kyle Karpowicz

7 Primary Contact Title Primary Contact Title Contract Specialist

8 Primary Contact Email Primary Contact Email contracts@civicplus.com

9 Primary Contact Phone Enter 10 digit phone number. (No dashes or extensions) 7853234733
Example: 8668398477

10 Primary Contact Fax Enter 10 digit phone number. (No dashes or extensions)
Example: 8668398477

11 Primary Contact Mobile Enter 10 digit phone number. (No dashes or extensions)
Example: 8668398477

12 Secondary Contact Name Secondary Contact Name Linda Decker

13 Secondary Contact Title Secondary Contact Title Lead Sales Specialist

14 Secondary Contact Email Secondary Contact Email decker@civicplus.com

15 Secondary Contact Phone Enter 10 digit phone number. (No dashes or extensions) 7853234762
Example: 8668398477

16 Secondary Contact Fax Enter 10 digit phone number. (No dashes or extensions)
Example: 8668398477

17 Secondary Contact Mobile Enter 10 digit phone number. (No dashes or extensions)
Example: 8668398477

18 Admin Fee Contact Name Admin Fee Contact Name. This person is responsible for Lisa Houston
paying the admin fee to TIPS.

19 Admin Fee Contact Email Admin Fee Contact Email houston@civicplus.com

20 Admin Fee Contact Phone Enter 10 digit phone number. (No dashes or extensions) 7853234718
Example: 8668398477

21 Purchase Order Contact Name Purchase Order Contact Name. This person is responsible Lisa Houston
for receiving Purchase Orders from TIPS.
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22 Purchase Order Contact Email Purchase Order Contact Email houston@civicplus.com

23 Purchase Order Contact Phone Enter 10 digit phone number. (No dashes or extensions) 7853234718
Example: 8668398477

24 Company Website Company Website (Format - www.company.com)

25 Federal ID Number: Federal ID Number also known as the Employer 48-1202104
Identification Number. (Format - 12-3456789)

26 Primary Address Primary Address 302 S 4th Street Suite 500

27 Primary Address City Primary Address City Manhattan

28 Primary Address State Primary Address State (2 Digit Abbreviation) KS

29 Primary Address Zip Primary Address Zip 66502

30 Search Words: Please list search words to be posted in the TIPS website, web, site, webpage, hosting
database about your company that TIPS website users
might search. Words may be product names,
manufacturers, or other words associated with the
category of award. YOU MAY NOT LIST
NON-CATEGORY ITEMS. (Limit 500 words) (Format:
product, paper, construction, manufacturer name, etc.)

31 Yes - No Do you wish to be eligible to participate in a TIPS contract Yes
in which a TIPS member utilizes federal funds on contracts
exceeding $100,000? (Non-Construction) (If YES, vendor
should download the Federal Regulations for
Contracts document from the Attachments section, fill out
the form and submit the document in the ”Response
Attachments” FEDERAL FUNDS section.) (Vendor must
also download the Suspension or Debarment Certificate
document from the Attachments section, fill out the form
and submit the document in the ”Response Attachments”
SUSPENSION OR DEBARMENT section.)

32 Yes - No Certification of Residency (Required by the State of No
Texas) Company submitting bid is a Texas resident
bidder?

33 Company Residence (City) Vendor's principal place of business is in the city of? Manhattan

34 Company Residence (State) Vendor's principal place of business is in the state of? KS

35 Felony Conviction Notice: (Required by the State of Texas) My firm is, as outlined on (No Response Required)
PAGE 5 in the Instructions to Bidders document:
(Questions 36 - 37)

36 Yes - No A publicly held corporation; therefore, this reporting No
requirement is not applicable?

37 Yes - No Is owned or operated by individual(s) who has/have been No
convicted of a felony? If answer is YES, a detailed
explanation of the name(s) and conviction(s) must be
uploaded to the ”Response Attachments” FELONY
CONVICTION section.

38 Pricing Information: Pricing information section. (Questions 39 - 42) (No Response Required)

39 Yes - No In addition to the typical unit pricing furnished herein, the Yes
Vendor agrees to furnish all current and future products at
prices that are proportionate to Dealer Pricing. If answer is
NO, include a statement detailing how pricing for TIPS
participants would be calculated in the PRICING document
that is uploaded to the ”Response Attachments” PRICING
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section.

40 Yes - No Pricing submitted includes the TIPS administration fee? Yes

41 Yes - No Vendor agrees to remit to TIPS the required administration Yes
fee?

42 Yes - No Additional discounts to TIPS members for bulk quantities Yes
or scope of work?

43 Start Time Average start time after receipt of customer order is ____ 2
working days?

44 Years Experience Company years experience in this category? 20

45 Resellers: Does the vendor have resellers that it will name under this No
contract? (If applicable, vendor should download the
Reseller/Dealers spreadsheet from the Attachments
section, fill out the form and submit the document in the
”Response Attachments” RESELLERS section.

46 Prices are guaranteed for? (___Month(s), ___ Year(s), or Term of Contract) (Standard Term of Contract
term is ”Term of Contract”)
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Line Items

Response Total: $0.00















September 22, 2016

sarah.bond
Text Box

sarah.bond
Typewritten Text
September 22,2016



References

** Must have at least 3 References. References must be School, City, County, University, State Agency or Other Government.

Organization City State Contact Name Contact Phone Notes
Woodbridge Township Woodbridge Township NJ Michael Esolada 732-634-4500 TIPS Contract Signed 2/2016
City of Jonesboro Jonesboro AR Erick Woodruff 870-336-7249 TIPS Contract Signed 3/2014
City of Fountain Valley Fountain Valley CA Lee Pratt 714-593-4666 Client Since 2014



Web Hosting, Services or Content Management Pricing

SERVICES
Service Name Description Hourly Fee % Discount TIPS Price
Website Consultant consulting services $149.01 n/a $149.01
Project Manager project development coordination $135.86 n/a $135.86
Network Consultant professional services $135.86 n/a $135.86
Wireless Network Technician professional services $135.86 n/a $135.86
Programmer programming & development $131.48 n/a $131.48
Graphic Designer creative design services $109.57 n/a $109.57
Writer content creation $109.57 n/a $109.57
Server & Network Technician professional services $109.57 n/a $109.57
Trainer implementation training $109.57 n/a $109.57
PC Technician professional services $89.41 n/a $89.41
Content Developer development & migration services $80.64 n/a $80.64



Additional Available Items:
In addition to the fixed price line items quoted, please offer to TIPS a flat minimum discount off OR precentage markup from cost
of any item the vendor carries in addition to the line items or available items as of the date of this RFP or may carry in the future,
known or unknown.
For example: 10% discount offered on any other products sold by XYZ Company.
Fixed minimum discount offered to TIPS or TIPS member for items offered by vendor, but not itemized in this proposal. Additional
deeper discounts may be negotiated by TIPS or TIPS member with awarded vendor at time of purchase depending on item and
volume of purchase. If vendor chooses option #2, vendor will have to document the actual cost to the vendor from the source
supplier for percentage markup calculation of sales price to TIPS member.

Please Choose One Of The Two Following Options:
1. % minimum discount off list, shelf, catalogue or online prices of items not listed in this RFP, but carried for sale by vendor. May
be any percentage vendor deems appropriate. Discount Percentage Here: 7.00%

OR

2. % maximum markup of items not listed in this RFP, but carried for sale by vendor. May be any percentage vendor deems
appropriate. Maximum Markup Here:



Fayetteville, Arkansas
Recreation Management Software

Presented by:
Chelsey McGhee

Enterprise Account Manager



March 20, 2018

Keith Macedo

CGCIO Information Technology Director

Fayetteville, Arkansas

Re: Recreation Management Software

Dear Keith: 

How do you meet citizens’ expectations of instant access to information with outdated technology and 

limited resources? As your partner, CivicPlus can help. We are passionate about our mission to help make 

local government better. You won’t simply be getting software; you’ll obtain the tools to build a trusted 

and long-term relationship between you and your citizens. Collaborating with you throughout the process 

ensures we deliver the solution that is right for Fayetteville Parks and Recreation Department.

The Department is unique with your own set of values and goals. Your solution will be tailored to meet your 

specific needs. By partnering with CivicPlus, you’ll receive: 

�� Unlimited user licenses

�� Access to all CivicRec modules

�� Ongoing software updates

�� 24/7/365 support with secure hosting

By implementing the CivicRec Recreation Management System (RMS), your staff will have an easy-to-use 

suite of cloud-based tools that will simplify the way your department works while creating an engaging 

experience for your citizens.

A Fayetteville Parks and Recreation Department and CivicPlus partnership will save you time and money 

with a solution for your community to find what they need, when they need it.

Sincerely,

	 302 South 4th Street, Suite 500

	 Manhattan, Kansas 66502

	 888-228-2233 

Chelsey McGhee

Enterprise Account Manager

McGhee@civicplus.com 

Direct Line 785-323-1542
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CivicRec is a hosted, web-based application specifically designed to meet 

the needs of park and recreation departments. Because the system is a 

Software as a Service (SaaS) solution, it is ready to go off-the-shelf to meet 

your needs quickly. 

We would like to offer Fayetteville the opportunity to access a CivicRec 

sandbox environment so the Department can experience the product 

during the software evaluation process. The sandbox will mirror the 

production environment and will include all CivicRec capabilities. It’s 

important that you understand exactly what you’re getting prior to signing 

up. A CivicRec Implementation Consultant can also be available to ensure 

you are getting the most out of the sandbox.

Executive Summary
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See what makes the CivicRec Recreation Management Software and CivicPlus client experience exceptional:

�� CivicRec has been developed exclusively for parks and recreation departments. It was not designed for 

another industry and altered to meet your needs. We have the focused vision and strategic direction to 

specifically cater to the functionality Fayetteville needs most. 

�� Our solution is a fully mature product; it is not a “framework” or “toolkit” or “vaporware”.

�� We have a track record of not only supporting our product, but also evolving it, so it consistently stays at 

the forefront of design, usability, and capability. Please compare the CivicRec solution to other products 

out there so you get a sense of not only 

what it does, but also how it feels.

�� You can be up and going quickly with 

our proven implementation process that 

averages 16 weeks.

�� In order to keep our products fresh, 

CivicRec clients can submit product 

enhancement requests through an online 

ticket tracking system. We regularly accept 

and incorporate client feedback, which 

benefits our entire user base, at no cost.

�� There is no limit to concurrent users—

receive the entire system with no user licenses to purchase or update.

�� All modules are available to all clients all the time at no additional cost.

�� Every software update (product enhancement) is available to all clients at no additional cost. You will 

always have brand new software!

Executive Summary

CivicRec Modules & Features

Account Management Facility Reservations Activity Registration

Membership 
Management

Point of Sale / 
Inventory Management League Management

Mobile Experience General Admission 
Ticketing

Financial Accounting / 
Reporting

Surveys Mail / SMS Blasts And more!
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20+
20+ years of experience  

with a focus to help  
local governments.

250+
250+ employees, many who 

have experience in local 
government organizations.

2,500+
More than 2,500 local 

government clients across 
Canada and the U.S.

CivicPlus Company Profile

7-time Inc. 5000 Honoree www.govtech.com/100
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CivicPlus

CivicPlus’ focus to help local governments work 

better and engage their citizens through their web 

environment began in 1994 in Manhattan, Kansas, by 

the owner, Ward Morgan. Icon Enterprises officially 

became a Kansas corporation in 1998. In 2016, the 

company was renamed CivicPlus, Inc. We’ve steadily 

grown over the last 20+ years and our staff of over 250 

professionals continue to hone our skills working with 

municipal organizations across the US and Canada. 

CivicRec, a CivicPlus company, has 10+ years of 

experience and is designed specifically to meet the needs of municipal parks and recreation departments. 

CivicRec strives to provide recreation departments and their customers (the public) with a modern, intuitive 

interface that is powerful, well-managed, and actively supported. Our parks and recreation software has been 

implemented using hundreds of best practice product suggestions from numerous districts and departments 

from across the country.

Ultimately, CivicPlus is a company that’s about amazing people doing amazing things. CivicPlus continues to 

implement new technologies and services to maintain the highest standards of excellence and efficiency for our 

clients, their 60,000+ internal users and the 60 million online visitors (and counting!).

CivicPlus also offers solutions to meet your website, human resources, mass notification and agenda 

management needs.

CivicPlus Communities

Company & Contact Information

Contact Information
Chelsey McGhee

Enterprise Account Manager

McGhee@civicplus.com 

Direct Line 785-323-1542

Legal Name
CivicPlus, Inc.

Company Founder
Ward Morgan, Owner 
and Chairman of the 

Board

Purchasing 
Vehicles

GSA Contract #:
GS-35F-0124U

TIPS/TAPS Contract #: 
2092613zz

Interlocal Purchasing

Primary Office
302 S. 4th Street, Suite 500

Manhattan, KS 66502
Toll Free: 888-228-2233

Fax: 785-587-8951

Incorporated in
State of Kansas

Company Website
www.CivicPlus.com

Date Incorporated
June 1998
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Landon Schenck – General Manager of CivicRec
Landon has over 20 years of software development experience, including developing the CivicRec 

software from the ground up. Landon manages CivicRec product strategy and overall vision for 

CivicRec and also continues to personally engage with larger customers during their implementation 

process.

Education
BBA in Management Information 
Systems

Resume
Software Developer
General Manager of Recreation 
Software

15+ Years of Experience
IT Consulting
Product Design & Development
Custom Software Development

Allison Hill – Manager of Implementation Teams
Ali leads our Implementation Team. This team oversees all interdepartmental interactions to ensure 

your staff is excited, your citizens are engaged and your project is developed in a timely manner by 

professional website experts.

Education
BA Psychology

Resume
Project Manager
80+ Websites
Content Developer

5+ Years of Experience
Project Management
Customer Service
Leadership

Jim Flynn – Director of Information Security and Infrastructure
Jim is a passionate advocate for Information Security and performs a critical role in aligning CivicPlus 

Security Strategy with the needs of clients like you. He coordinates and manages our in-house 

experts on the technical aspects of your project. From data center operations to security and 

compliance, his team will ensure that your hosting and security needs are met.

Education 
BA Computer Information 
Systems

Resume 
Chief System Architect 
Information Technology Director

18+ Years of Experience 
Cyber Security 
Network Infrastructure 
System and Software Architecture

From project management to development to training and support, a dedicated project 

team will assist you throughout the entire process to ensure your project’s success and your 

complete satisfaction. Our expert project leaders will coordinate your needs with qualified 

specialists who will work directly with you throughout your project and beyond.

Project Team 



6

Jim Steffensmeier – Manager of Training and Consulting
From consulting services to content development to technical specifications, our consulting and 

training department will assist you in developing the right message in the right way by the right team. 

He will coordinate his team of professionals to deliver the consulting and training services you need 

to achieve success.  All Trainers and Consultants on Jim’s team have UI/UX certifications to ensure 

they deliver the best experience for our endusers.

Education
MA in Education/Adult Education 
& Training 
BS in Psychology 
AA in Business Management

Resume
Training 
Consulting

10+ Years of Experience
Customer Service 
Best Practices & Website Optimization 
US Army Veteran

Sumre Amerin – Manager of Account Management
Upon launch of your project to the public, Sumre will assign an account manager to your account. 

Your dedicated account manager is a specialized team member that will ensure you stay current on 

CivicPlus solutions. This individual is your main point of contact and will partner with you to create an 

on-going strategy to better engage your citizens by utilizing the tools and products that CivicPlus has 

to offer.

Education
BS in Integrated Services

Resume
Performance Management 
Consultant
Sales Manager

5+ Years of Experience
Leadership
Customer Service
Project Management
Process Improvement

Constance Huseth – Manager of Client Support
Constance Huseth manages the technical support team for all CivicPlus products. Upon launch of 

your project, any technical questions or issues you may encounter may be reported to your CivicPlus 

Technical Support Team. This specialized team operates on a 3 tier, product specific, escalation 

process to report technical issues to the products development team and works hand-in-hand with 

our Help Center to continually improve online assistance content and best practices information.

Education
BA English, Communication

Resume
Technical Support Specialist 
Documentation and 
Communications Manager

5+ Years of Experience
Technical Support
Business Management
Team Building
Customer Service
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CivicRec Client Quotes

“For participant use, it is the absolute best tool for 
them to browse through programs, to register, look 
at available rentals and to access information about 

times and locations for all programs.
  

                                                                      ”Carrollton Parks, Recreation, and Cultural Arts Department, 
Georgia

“Since we have signed up with REC1 [now CivicRec] 
our membership, participants, and activities have 
grown tremendously. I recommend this product 

to any recreation department that is looking for a 
change in software management.

  

                                                               ”Hurricane City Recreation, Utah

“We have had nothing but positive feedback from staff 
and clients on the ease of registering since making 
the change two years ago. Again, thank you for all 
your help and support, and looking forward to the 

future enhancements as they are released.  

                                                                      ”City of Kerman, California
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CivicRec RMS
Recreation Management Software 

Fayetteville is seeking a recreation management system that provides your 

staff and customers with the greatest service in the industry, both in person 

and online. CivicRec can provide you with an integrated, web-based and 

hosted application recreation management system that is comprehensive, 

efficient, and modern. You’ll find our robust set of easy-to-use tools the 

most comprehensive solution to meet your needs. 

Not only will you be able to do business more efficiently now, CivicRec is 

fully scalable to allow for future growth. And because all CivicRec functions 

are easily deployed to other areas of the Department you won’t need to 

look anywhere else to round out your RMS needs. 
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Features & Functionality

Modules 

Facility Reservations (Online and In-House)

All facility functions in CivicRec are completely integrated. Generate and email complex permits, 

schedule programs, take in-house and online reservations, and schedule leagues and meetings - all 

without fear of double bookings! Grid views and map based bookings also make campsite reservations a 

breeze.

�� Master calendar for a quick and easy way to view facility availability

�� Rentals or admin reservations	

�� Reservations for scheduled activities such as head-to-head league games

�� Waivers, prompts, and forms

�� Recurring bookings

�� Quickly adjustable rentals

�� Easy and refundable deposit tracking
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Features & Functionality

Activity Registration (Online and In-House)

Your staff can quickly create programs, indicate 

flexible pricing, attach waivers and prompts, and 

assign instructors with the Activity Registration 

module. Easily take registrations in-house or 

allow your public to register on the device of 

their choice, including mobile. Our software 

utilizes load balanced servers and can be scaled 

to accommodate any volume. 

�� Register multiple household members at 

once

�� Merchant account integration

�� Branded receipts

�� Receipts and permits emailed after checkout 

�� In-house Staff (with permissions) can alter 

fees, pro-rate, and leave balances

�� In-house payments can be spread across 

multiple payment types

�� Registrations accepted securely through the 

web 

�� Resident/non-resident determination

�� Online registration page styled to match 

department website 

�� Social networking integration	

�� Pay balances online

�� Volunteer Management
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Features & Functionality

Membership Management

Customer Management in CivicRec is particularly easy. Associate photos and avatars with users for use on 

membership cards and system profiles. Staff can see a history of all of the account’s transactions. Leave 

credit/debit cards on file for future and 

recurring payments. Perform other 

functions like sending invoices, merging 

accounts, and more. 

Easily sell memberships and punch 

cards, take photos of members, print 

cards or associate barcode key tags, and 

check people into a facility. CivicRec will 

even help you auto-bill your members to 

ensure everyone stays paid and current.

Point of Sale

CivicRec’s Point-of-Sale screen makes it easy for staff to quickly sell merchandise, enroll participants, and 

reserve facilities – all in the same cart! It even plugs right in with your cash drawers, barcode readers, 

receipt printers, and credit card readers. Integrated inventory control will tell you how many of each item 

are available at each of your locations.

�� Manage product categories

�� Flexible pricing

�� Touch screen friendly

�� Cash drawer and receipt printer 

interface

�� Single checkout experience with 

program registrations and facility 

rentals

�� Multi-level tax support

�� Tax can be included in the price or 

tacked onto total

�� Inventory management
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Features & Functionality

League Management

Athletics staff can easily create leagues, draft players, assess skills, and generate schedules. Public facing 

“Scores and Schedules” pages can be linked to directly from your website so that your public always has 

up to date information about their leagues. Including an exciting “Parent/Player Portal” that will make it 

even easier for participants to follow their leagues.

�� Team or individual signup

�� Assessments

�� Auto-scheduling with drag-and-drop adjustments	

�� Drag-and-drop drafting

�� Enter in game results

�� Schedules, scores, and standings available by link from your website

Ticketing

Easily generate tickets for events either through our desktop or our mobile 

experience. Public users receive additional pages, along with their receipt, 

that contain their tickets. Those tickets can then be printed and scanned 

into our mobile check-in or desktop check-in screens. Public users 

may also prefer to simply show the ticket code on their phone 

display instead of printing.



13

Features & Functionality

Additional Functionality 

Mobile Ready

When users register through CivicRec, they get the same 

great experience on their phone/tablet that they’re used 

to experiencing on their desktops. The mobile experience 

supports all the same waivers, prompts, discounts, and 

add-ons that the desktop version does. We always try to 

adhere to industry standards to ensure access by all 

customer populations.

�� Mobile Responsive

�� No constant app update or installation

�� Social networking integration

�� QR Code Support

Surveys

Participants will automatically receive post-program surveys requesting feedback on your programs, 

organization, instructors, and processes. This information is captured and is presented back to staff to 

assist in determining how well your programming is being received.

Email / SMS Blasts

There are several links within CivicRec that allow for mail blasts. Many of our reports and roster views 

allow for mass mailings with just the click of a button. The People Finder report is a particularly handy 

report that allows for mailings based on several different filters. SMS messaging has recently been 

introduced to facilitate those particularly time-sensitive notifications like cancellations. 
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Features & Functionality

Reporting / Financial Accounting

CivicRec has a very powerful reporting engine. There are dozens of standard reports in CivicRec. However, 

staff can basically take any report and customize it to their liking. Filters can be added and/or removed. 

Fields can be added and/or removed. Reports can be sorted, saved, emailed, exported, or scheduled for 

regular delivery to any email address. CivicRec will gladly take any reasonable reporting request from a 

client and ensure that it is made available as requested.

�� Over 100 canned reports

�� Completely customizable filters and report fields

�� Export to Excel	

�� Quick email capabilities for displayed reports

�� Custom report saving for future use

�� Scheduled reports for email delivery to any email address at any time

Merchant Options / Credit Card Processing 

CivicRec has multiple credit card processing options. CivicRec can serve as the merchant gateway of 

record for credit card processing. A percentage + transaction fee (3% + $0.30 per transaction) applies. 

This is separate from the annual maintenance and support fee. 

Alternatively, we can integrate with other merchant gateway providers if a client desires to use its own 

merchant account. CivicRec can provide access to an approved merchant gateway vendor (additional fees 

apply). If, however, your preferred merchant gateway is not on our list of approved vendors, additional 

development time would be required. We would scope the work and estimate the time and amount of 

such integration, which would be agreed upon prior to starting any work.

Hardware Compatibility 

Customers may opt for a variety of hardware peripherals to enhance the CivicRec experience. CivicRec 

can be integrated with magnetic stripe readers, barcode readers, thermal printers, cash drawers and 

more. While CivicRec does not directly provide hardware, we are happy to assist with procurement and 

implementation.
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Implementation Plan

A dedicated project team will assist you throughout our proven 

development process to ensure the CivicRec solution achieves your vision 

of success and delivers you complete satisfaction - guaranteed.
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Sample Project Plan

The following is a simplified, example project plan. Upon determination of your final scope, we will be able to 

disclose a complete and more detailed project plan specifically tailored to the Department.

Phase 0

Project Kick-Off Meeting

Your Implementation Consultant will establish your project schedule and coordinate communication channels and 
meetings with your staff and your Implementation Consultant

Phase 1

Round 1 Client Deliverables Due Configuration Training

Payment Gateway Information Training Sessions

Phase 2

Round 2 Client Deliverables Due CivicPlus Public Page Build

Facility & Activity Import CivicPlus will create the public page view to ensure it 
has the same look and feel of your current website & 
complete round 2 imports

Phase 3

Facilities / Activities Training POS Training

Training Sessions Training Sessions

Phase 4

Client Catalog Build Due

Catalog is fully built with all desired facilities and activities

Phase 5

System Preparation For Launch Go Live & Sign Off

Project check in meeting to discuss preparation for Go 
Live, go over items that were imported, verify payment 
gateway, and public page setup

New CivicRec product goes live, client introduced to 
Account Manager
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Project Approach

Implementation Consultant

Fayetteville will be assigned an Implementation Consultant who will work closely with the Department 

throughout the entire project deployment process. Your Implementation Consultant will act as a liaison 

between Fayetteville and CivicRec, ensuring that milestones are met, status calls are conducted, issues/

considerations are addressed, and startup is a painless process. Phase checklists as well as a detailed 

project plan will be utilized to facilitate project activities and track milestones. 

Your Implementation Consultant will be available to offer guidance and best practice guidelines for 

operating the CivicRec RMS. Our Implementation Consultants have assisted hundreds of clients in 

configuring their systems. They are often able to share tips and advice on how to make CivicRec work 

more efficiently for the Department and its public. 

Project Timeline

CivicRec can begin your project as soon as contract signature is complete. The start date is driven by your 

preference, and we can add specific dates to your project plan once you confirm a start date. Provided is 

an illustrative development timeline for Fayetteville. Our average implementation timeframe is 16 weeks. 

A CivicRec implementation is not complicated with our comprehensive base products and minimal 

customization requests. 

If the Department has implementation, training, or integration needs that require a longer timeframe, 

we’re happy to adjust accordingly. These customizations, as well as your own scheduling needs, will factor 

into the final implementation schedule and may extend your Go Live date.

During the 16-week implementation period, Fayetteville and CivicRec will work together to import 

and/or configure production data, develop and test integration to third party systems, and complete 

system training with your lead and frontline staff. The Department will also have begun your marketing 

promotion for the new site and online registration. After front line training is complete, CivicRec will 

complete a final data import (if required) and the Department will ensure the site is fully configured and 

ready for launch. Once you have indicated a Go for launch, you will place a new link on your site which will 

redirect your customers to CivicRec. During this time, CivicRec is available to be on site with you or can 

be available remotely for immediate assistance should the Department desire.
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Training Plan

We recommend a train-the-user approach in most cases with hands-on training for participants. Users 

learn the system much more quickly when they’re entering actual data during the training sessions. 

CivicRec offers web-based training as well as on-site training. 

Twelve hours of web-based training and two (2) days on on-site training is estimated for this project. The 

final training plan will be customized to meet your specific needs. We typically break training up by our 

modules (Registration, POS, Rentals, Reporting, etc.). Sometimes a client may instead ask for training 

according to job role, which can easily be done. Classes with more than 20 users tend to lose their 

effectiveness. We will also make sure any of your last minute questions are answered before Go Live.

Note: We do not offer system administrator training as a separate item as it is included as part of our 

system development and implementation.

Project Approach
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Data Imports

CivicRec can import content from your current database, including future bookings and active 

memberships. After a more detailed discussion with the Department, we can recommend options 

for extracting and saving data from your current database. If you desire CivicRec to import your data, 

leveraging our custom developed scripts and libraries to import your data, additional fees may apply.

Integration Development

CivicRec has developed integrations with a variety of parks and recreation related software systems. There 

are several integration capabilities that Fayetteville may choose to leverage. Integrations may require 

additional discussion and scoping. Since integrations can require custom development time, additional 

fees may apply.

�� CivicRec can provide integration to your selected payment gateway (for credit card processing).

�� CivicRec can also produce a GL extract compatible with your financial system. We have interfaced 

with a number of different systems and are confident that we can produce a file compatible with 

yours.

�� CivicRec can integrate with GIS systems for purposes of local resident determination.

System Customizations

CivicRec is ready to go off the shelf. In some situations, our clients have asked for either software 

enhancements or for custom code specific to their needs. If customizations are requested, we will work 

with you to fully understand your requirements prior to beginning work. Once scope and price have been 

agreed upon, our staff will begin your custom project. If the Department wishes to test the custom code 

changes, then we will provide a testing environment in which you can review the new functionality and 

provide sign-off prior to moving the code to production.

Optional Project Enhancements
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Your Role

CivicRec will work with a single point of contact from Fayetteville. 
The Department should consider the following roles for a 
successful implementation team. 

ROLE RESPONSIBILITIES

Project Executive Provides focus and guidance for the overall project. Helps to prioritize key 
objectives, assists with issue escalation, and acts as project champion. 

Project Manager Works closely with the CivicRec Implementation Consultant to facilitate 
the execution of project activities and logistics. Organizes training for 
recreation staff, front desk, supervisors, and managers.

Lead Staff Activity managers and facility managers within parks and recreation who will 
be doing the primary configuration and setup within the CivicRec system.

Frontline Staff Acts as end users of the system and will participate in end user training 

sessions.

Information 

Technology

Coordinates with CivicRec on any technical aspects of the system and 
transfer of data.

Finance Coordinates the payment gateway integration and works with CivicRec to 
properly configure the necessary accounting setup.

Marketing Identifies and communicates rollout and adoption process both internally 
and to the public.
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Support, Hosting & Security

You are now a part of the CivicPlus family and will continue to receive 

both technical and consultative support from our Support and Account 

Management teams.
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Support

CivicRec is an internet-based, fully hosted software solution. We will handle all of the server-side 

maintenance, backups, replication, PCI compliance, fixes, patches, and software upgrades. All 

maintenance, hosting, and product upgrades are included at no additional cost within the annual 

maintenance and support fee.

CivicRec processes standard support requests from 7am-7pm Eastern, Monday-Friday (excluding 

holidays). Emergency support is offered 24/7. 

CivicRec will provide a toll free number and online chat support, as well as an online support system 

for users to submit software issues or requested enhancements. For emergencies, users may either call 

CivicRec or enter an emergency ticket into the system. Emergency tickets include any CivicRec issue 

that is causing a disruption to your ability to use our system (i.e., the website is down). These issues are 

addressed immediately. Additionally, CivicRec is available to be on site with you when needed (travel 

expenses may be incurred).

CivicRec also maintains a product Help Center where users can review articles, User Guides, FAQ’s, and 

can get tips on best practices. The Help Center is also where we store Release Notes and our community 

for enhancement suggestions.

Ongoing Services

“I’d have to say my favorite part of CivicRec is the service. Sometimes I 
encounter something I just can’t figure out and CivicRec is always there 

with a solution. They respond quickly and thoroughly.
  

                                                                      ”Client review from Capterra www.capterra.com/parks-and-
recreation-software/

Dedicated Account Management

CivicPlus has a team of dedicated account managers to help you implement the tools needed to 

successfully meet the level of community engagement that you desire. Upon Go Live, you will have a 

dedicated member of this team to provide you with further information on how to utilize the tools in your 

new RMS. Your account manager will help you keep up on new CivicPlus products and optimize your 

system.
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Release / Upgrade Schedule

CivicRec currently utilizes a monthly release schedule. You can expect to receive an average of one new 

feature per month. We also try to release a new major module quarterly. If bugs are identified, those are 

“hotfixed” into production and do not await our standard release dates.

CivicRec is an SaaS solution and all customers are on the same code base. Product enhancements 

are provided on an ongoing basis to our clients at no additional charge. Many, if not most, of these 

enhancements originated from a customer enhancement request that was applied to the base product 

and made available to all CivicRec customers.

System changes are communicated via our website (users will see a notice upon login). For major changes 

that may require additional staff training (e.g., a brand new module is being released), we will notify 

Fayetteville in advance and schedule the rollout with you as appropriate.

We base our roadmap on requests from our customers as well as on our own internal product goals. We 

maintain a roadmap request system that allows for customers to request changes and to up/down vote 

ideas that are under consideration.

PCI Compliance
For credit card security, CivicRec is certified as PCI SAQ-D (Service Provider) compliant. We maintain PCI 

compliance through an Approved Scanning Vendor (ControlScan). We are scanned monthly and provided 

a quarterly certificate of compliance. Our customers are provided a copy of that certificate for use in their 

own PCI Compliance.

We also try – when possible – to take CivicRec (and you) completely out of PCI scope by leveraging 

“hosted” payment pages when available. Many payment gateways have payment forms that can be 

embedded within CivicRec (or that the browser can be redirected to) that ensure card data never touches 

the CivicRec servers. Instead, the card data is keyed directly into the payment gateway’s form, and 

CivicRec simply receives a notification that the payment was successfully made. 
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Data Center / Security

CivicRec utilizes industry standards, insurance requirements, and PCI requirements to ensure that CivicRec 

is only accessed in the manner it’s intended to be accessed and by people who are authorized to do so. 

Methods include:

�� Physical security at our Tier III data centers (Codero, TelX, and Rackspace)

�� Server firewalls

�� Anti-virus scanning

�� IP logging and filtering

�� Application security monitoring

All data centers provide a network operation center with 24/7/365 monitoring of the data center 

environment, system availability, and performance. The data centers are SSAE 16 compliant.

For user security, CivicRec will assist the Department in configuring user levels and assigning users 

to those groups. Thousands of permissions can then be configured on a group by group basis. Most 

permissions apply on individual pages, but some also apply to specific functions within a page (buttons, 

fields, etc). CivicRec will guide you through this process as part of Training & Implementation.

Disaster Recovery / Redundancy

CivicRec has policies and procedures in place to ensure continuity and disaster recovery. We utilize local, 

replicated servers to ensure that copies of data, software, and files are always available and up to date. 

These servers can be rolled over in the event of hardware failure or other local issues. In addition, we have 

a process that encrypts backups once each day and sends them offsite for purposes of disaster recovery. 

This process ensures that we can reconstitute our entire product and underlying data structure with 

limited downtime and loss of data...even in the event of catastrophe.

Data Backup and Archive

Fayetteville can export data as needed in the standard reporting tool. CivicRec discuss with the 

Department how to address any elevated data retention requirements if needed. Professional Services 

fees may apply to custom configurations/capabilities. CivicRec utilizes local, replicated servers to ensure 

copies of data, software, and files are always available and up to date. These servers can be rolled over in 

the event of hardware failure or other local issues. We also have a process that encrypts backups multiple 

times per day and sends them off site for purposes of disaster recovery. This process ensures that we can 

reconstitute our entire product and underlying data structure with limited downtime and loss of data.

Hosting & Security
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March 20, 2018

Keith Macedo

CGCIO Information Technology Director

Fayetteville, Arkansas

Re: Recreation Management Software

Dear Keith: 

How do you meet citizens’ expectations of instant access to information with outdated technology and 

limited resources? As your partner, CivicPlus can help. We are passionate about our mission to help make 

local government better. You won’t simply be getting software; you’ll obtain the tools to build a trusted 

and long-term relationship between you and your citizens. Collaborating with you throughout the process 

ensures we deliver the solution that is right for Fayetteville Parks and Recreation Department.

The Department is unique with your own set of values and goals. Your solution will be tailored to meet your 

specific needs. By partnering with CivicPlus, you’ll receive: 

�� Unlimited user licenses

�� Access to all CivicRec modules

�� Ongoing software updates

�� 24/7/365 support with secure hosting

By implementing the CivicRec Recreation Management System (RMS), your staff will have an easy-to-use 

suite of cloud-based tools that will simplify the way your department works while creating an engaging 

experience for your citizens.

A Fayetteville Parks and Recreation Department and CivicPlus partnership will save you time and money 

with a solution for your community to find what they need, when they need it.

Sincerely,

	 302 South 4th Street, Suite 500

	 Manhattan, Kansas 66502

	 888-228-2233 

Chelsey McGhee

Enterprise Account Manager

McGhee@civicplus.com 

Direct Line 785-323-1542
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CivicRec is a hosted, web-based application specifically designed to meet 

the needs of park and recreation departments. Because the system is a 

Software as a Service (SaaS) solution, it is ready to go off-the-shelf to meet 

your needs quickly. 

We would like to offer Fayetteville the opportunity to access a CivicRec 

sandbox environment so the Department can experience the product 

during the software evaluation process. The sandbox will mirror the 

production environment and will include all CivicRec capabilities. It’s 

important that you understand exactly what you’re getting prior to signing 

up. A CivicRec Implementation Consultant can also be available to ensure 

you are getting the most out of the sandbox.

Executive Summary
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See what makes the CivicRec Recreation Management Software and CivicPlus client experience exceptional:

�� CivicRec has been developed exclusively for parks and recreation departments. It was not designed for 

another industry and altered to meet your needs. We have the focused vision and strategic direction to 

specifically cater to the functionality Fayetteville needs most. 

�� Our solution is a fully mature product; it is not a “framework” or “toolkit” or “vaporware”.

�� We have a track record of not only supporting our product, but also evolving it, so it consistently stays at 

the forefront of design, usability, and capability. Please compare the CivicRec solution to other products 

out there so you get a sense of not only 

what it does, but also how it feels.

�� You can be up and going quickly with 

our proven implementation process that 

averages 16 weeks.

�� In order to keep our products fresh, 

CivicRec clients can submit product 

enhancement requests through an online 

ticket tracking system. We regularly accept 

and incorporate client feedback, which 

benefits our entire user base, at no cost.

�� There is no limit to concurrent users—

receive the entire system with no user licenses to purchase or update.

�� All modules are available to all clients all the time at no additional cost.

�� Every software update (product enhancement) is available to all clients at no additional cost. You will 

always have brand new software!

Executive Summary

CivicRec Modules & Features

Account Management Facility Reservations Activity Registration

Membership 
Management

Point of Sale / 
Inventory Management League Management

Mobile Experience General Admission 
Ticketing

Financial Accounting / 
Reporting

Surveys Mail / SMS Blasts And more!
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20+
20+ years of experience  

with a focus to help  
local governments.

250+
250+ employees, many who 

have experience in local 
government organizations.

2,500+
More than 2,500 local 

government clients across 
Canada and the U.S.

CivicPlus Company Profile

7-time Inc. 5000 Honoree www.govtech.com/100



4

CivicPlus

CivicPlus’ focus to help local governments work 

better and engage their citizens through their web 

environment began in 1994 in Manhattan, Kansas, by 

the owner, Ward Morgan. Icon Enterprises officially 

became a Kansas corporation in 1998. In 2016, the 

company was renamed CivicPlus, Inc. We’ve steadily 

grown over the last 20+ years and our staff of over 250 

professionals continue to hone our skills working with 

municipal organizations across the US and Canada. 

CivicRec, a CivicPlus company, has 10+ years of 

experience and is designed specifically to meet the needs of municipal parks and recreation departments. 

CivicRec strives to provide recreation departments and their customers (the public) with a modern, intuitive 

interface that is powerful, well-managed, and actively supported. Our parks and recreation software has been 

implemented using hundreds of best practice product suggestions from numerous districts and departments 

from across the country.

Ultimately, CivicPlus is a company that’s about amazing people doing amazing things. CivicPlus continues to 

implement new technologies and services to maintain the highest standards of excellence and efficiency for our 

clients, their 60,000+ internal users and the 60 million online visitors (and counting!).

CivicPlus also offers solutions to meet your website, human resources, mass notification and agenda 

management needs.

CivicPlus Communities

Company & Contact Information

Contact Information
Chelsey McGhee

Enterprise Account Manager

McGhee@civicplus.com 

Direct Line 785-323-1542

Legal Name
CivicPlus, Inc.

Company Founder
Ward Morgan, Owner 
and Chairman of the 

Board

Purchasing 
Vehicles

GSA Contract #:
GS-35F-0124U

TIPS/TAPS Contract #: 
2092613zz

Interlocal Purchasing

Primary Office
302 S. 4th Street, Suite 500

Manhattan, KS 66502
Toll Free: 888-228-2233

Fax: 785-587-8951

Incorporated in
State of Kansas

Company Website
www.CivicPlus.com

Date Incorporated
June 1998
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Landon Schenck – General Manager of CivicRec
Landon has over 20 years of software development experience, including developing the CivicRec 

software from the ground up. Landon manages CivicRec product strategy and overall vision for 

CivicRec and also continues to personally engage with larger customers during their implementation 

process.

Education
BBA in Management Information 
Systems

Resume
Software Developer
General Manager of Recreation 
Software

15+ Years of Experience
IT Consulting
Product Design & Development
Custom Software Development

Allison Hill – Manager of Implementation Teams
Ali leads our Implementation Team. This team oversees all interdepartmental interactions to ensure 

your staff is excited, your citizens are engaged and your project is developed in a timely manner by 

professional website experts.

Education
BA Psychology

Resume
Project Manager
80+ Websites
Content Developer

5+ Years of Experience
Project Management
Customer Service
Leadership

Jim Flynn – Director of Information Security and Infrastructure
Jim is a passionate advocate for Information Security and performs a critical role in aligning CivicPlus 

Security Strategy with the needs of clients like you. He coordinates and manages our in-house 

experts on the technical aspects of your project. From data center operations to security and 

compliance, his team will ensure that your hosting and security needs are met.

Education 
BA Computer Information 
Systems

Resume 
Chief System Architect 
Information Technology Director

18+ Years of Experience 
Cyber Security 
Network Infrastructure 
System and Software Architecture

From project management to development to training and support, a dedicated project 

team will assist you throughout the entire process to ensure your project’s success and your 

complete satisfaction. Our expert project leaders will coordinate your needs with qualified 

specialists who will work directly with you throughout your project and beyond.

Project Team 
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Jim Steffensmeier – Manager of Training and Consulting
From consulting services to content development to technical specifications, our consulting and 

training department will assist you in developing the right message in the right way by the right team. 

He will coordinate his team of professionals to deliver the consulting and training services you need 

to achieve success.  All Trainers and Consultants on Jim’s team have UI/UX certifications to ensure 

they deliver the best experience for our endusers.

Education
MA in Education/Adult Education 
& Training 
BS in Psychology 
AA in Business Management

Resume
Training 
Consulting

10+ Years of Experience
Customer Service 
Best Practices & Website Optimization 
US Army Veteran

Sumre Amerin – Manager of Account Management
Upon launch of your project to the public, Sumre will assign an account manager to your account. 

Your dedicated account manager is a specialized team member that will ensure you stay current on 

CivicPlus solutions. This individual is your main point of contact and will partner with you to create an 

on-going strategy to better engage your citizens by utilizing the tools and products that CivicPlus has 

to offer.

Education
BS in Integrated Services

Resume
Performance Management 
Consultant
Sales Manager

5+ Years of Experience
Leadership
Customer Service
Project Management
Process Improvement

Constance Huseth – Manager of Client Support
Constance Huseth manages the technical support team for all CivicPlus products. Upon launch of 

your project, any technical questions or issues you may encounter may be reported to your CivicPlus 

Technical Support Team. This specialized team operates on a 3 tier, product specific, escalation 

process to report technical issues to the products development team and works hand-in-hand with 

our Help Center to continually improve online assistance content and best practices information.

Education
BA English, Communication

Resume
Technical Support Specialist 
Documentation and 
Communications Manager

5+ Years of Experience
Technical Support
Business Management
Team Building
Customer Service
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CivicRec Client Quotes

“For participant use, it is the absolute best tool for 
them to browse through programs, to register, look 
at available rentals and to access information about 

times and locations for all programs.
  

                                                                      ”Carrollton Parks, Recreation, and Cultural Arts Department, 
Georgia

“Since we have signed up with REC1 [now CivicRec] 
our membership, participants, and activities have 
grown tremendously. I recommend this product 

to any recreation department that is looking for a 
change in software management.

  

                                                               ”Hurricane City Recreation, Utah

“We have had nothing but positive feedback from staff 
and clients on the ease of registering since making 
the change two years ago. Again, thank you for all 
your help and support, and looking forward to the 

future enhancements as they are released.  

                                                                      ”City of Kerman, California
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CivicRec RMS
Recreation Management Software 

Fayetteville is seeking a recreation management system that provides your 

staff and customers with the greatest service in the industry, both in person 

and online. CivicRec can provide you with an integrated, web-based and 

hosted application recreation management system that is comprehensive, 

efficient, and modern. You’ll find our robust set of easy-to-use tools the 

most comprehensive solution to meet your needs. 

Not only will you be able to do business more efficiently now, CivicRec is 

fully scalable to allow for future growth. And because all CivicRec functions 

are easily deployed to other areas of the Department you won’t need to 

look anywhere else to round out your RMS needs. 
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Features & Functionality

Modules 

Facility Reservations (Online and In-House)

All facility functions in CivicRec are completely integrated. Generate and email complex permits, 

schedule programs, take in-house and online reservations, and schedule leagues and meetings - all 

without fear of double bookings! Grid views and map based bookings also make campsite reservations a 

breeze.

�� Master calendar for a quick and easy way to view facility availability

�� Rentals or admin reservations	

�� Reservations for scheduled activities such as head-to-head league games

�� Waivers, prompts, and forms

�� Recurring bookings

�� Quickly adjustable rentals

�� Easy and refundable deposit tracking
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Features & Functionality

Activity Registration (Online and In-House)

Your staff can quickly create programs, indicate 

flexible pricing, attach waivers and prompts, and 

assign instructors with the Activity Registration 

module. Easily take registrations in-house or 

allow your public to register on the device of 

their choice, including mobile. Our software 

utilizes load balanced servers and can be scaled 

to accommodate any volume. 

�� Register multiple household members at 

once

�� Merchant account integration

�� Branded receipts

�� Receipts and permits emailed after checkout 

�� In-house Staff (with permissions) can alter 

fees, pro-rate, and leave balances

�� In-house payments can be spread across 

multiple payment types

�� Registrations accepted securely through the 

web 

�� Resident/non-resident determination

�� Online registration page styled to match 

department website 

�� Social networking integration	

�� Pay balances online

�� Volunteer Management
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Features & Functionality

Membership Management

Customer Management in CivicRec is particularly easy. Associate photos and avatars with users for use on 

membership cards and system profiles. Staff can see a history of all of the account’s transactions. Leave 

credit/debit cards on file for future and 

recurring payments. Perform other 

functions like sending invoices, merging 

accounts, and more. 

Easily sell memberships and punch 

cards, take photos of members, print 

cards or associate barcode key tags, and 

check people into a facility. CivicRec will 

even help you auto-bill your members to 

ensure everyone stays paid and current.

Point of Sale

CivicRec’s Point-of-Sale screen makes it easy for staff to quickly sell merchandise, enroll participants, and 

reserve facilities – all in the same cart! It even plugs right in with your cash drawers, barcode readers, 

receipt printers, and credit card readers. Integrated inventory control will tell you how many of each item 

are available at each of your locations.

�� Manage product categories

�� Flexible pricing

�� Touch screen friendly

�� Cash drawer and receipt printer 

interface

�� Single checkout experience with 

program registrations and facility 

rentals

�� Multi-level tax support

�� Tax can be included in the price or 

tacked onto total

�� Inventory management
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Features & Functionality

League Management

Athletics staff can easily create leagues, draft players, assess skills, and generate schedules. Public facing 

“Scores and Schedules” pages can be linked to directly from your website so that your public always has 

up to date information about their leagues. Including an exciting “Parent/Player Portal” that will make it 

even easier for participants to follow their leagues.

�� Team or individual signup

�� Assessments

�� Auto-scheduling with drag-and-drop adjustments	

�� Drag-and-drop drafting

�� Enter in game results

�� Schedules, scores, and standings available by link from your website

Ticketing

Easily generate tickets for events either through our desktop or our mobile 

experience. Public users receive additional pages, along with their receipt, 

that contain their tickets. Those tickets can then be printed and scanned 

into our mobile check-in or desktop check-in screens. Public users 

may also prefer to simply show the ticket code on their phone 

display instead of printing.
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Features & Functionality

Additional Functionality 

Mobile Ready

When users register through CivicRec, they get the same 

great experience on their phone/tablet that they’re used 

to experiencing on their desktops. The mobile experience 

supports all the same waivers, prompts, discounts, and 

add-ons that the desktop version does. We always try to 

adhere to industry standards to ensure access by all 

customer populations.

�� Mobile Responsive

�� No constant app update or installation

�� Social networking integration

�� QR Code Support

Surveys

Participants will automatically receive post-program surveys requesting feedback on your programs, 

organization, instructors, and processes. This information is captured and is presented back to staff to 

assist in determining how well your programming is being received.

Email / SMS Blasts

There are several links within CivicRec that allow for mail blasts. Many of our reports and roster views 

allow for mass mailings with just the click of a button. The People Finder report is a particularly handy 

report that allows for mailings based on several different filters. SMS messaging has recently been 

introduced to facilitate those particularly time-sensitive notifications like cancellations. 
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Features & Functionality

Reporting / Financial Accounting

CivicRec has a very powerful reporting engine. There are dozens of standard reports in CivicRec. However, 

staff can basically take any report and customize it to their liking. Filters can be added and/or removed. 

Fields can be added and/or removed. Reports can be sorted, saved, emailed, exported, or scheduled for 

regular delivery to any email address. CivicRec will gladly take any reasonable reporting request from a 

client and ensure that it is made available as requested.

�� Over 100 canned reports

�� Completely customizable filters and report fields

�� Export to Excel	

�� Quick email capabilities for displayed reports

�� Custom report saving for future use

�� Scheduled reports for email delivery to any email address at any time

Merchant Options / Credit Card Processing 

CivicRec has multiple credit card processing options. CivicRec can serve as the merchant gateway of 

record for credit card processing. A percentage + transaction fee (3% + $0.30 per transaction) applies. 

This is separate from the annual maintenance and support fee. 

Alternatively, we can integrate with other merchant gateway providers if a client desires to use its own 

merchant account. CivicRec can provide access to an approved merchant gateway vendor (additional fees 

apply). If, however, your preferred merchant gateway is not on our list of approved vendors, additional 

development time would be required. We would scope the work and estimate the time and amount of 

such integration, which would be agreed upon prior to starting any work.

Hardware Compatibility 

Customers may opt for a variety of hardware peripherals to enhance the CivicRec experience. CivicRec 

can be integrated with magnetic stripe readers, barcode readers, thermal printers, cash drawers and 

more. While CivicRec does not directly provide hardware, we are happy to assist with procurement and 

implementation.
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Implementation Plan

A dedicated project team will assist you throughout our proven 

development process to ensure the CivicRec solution achieves your vision 

of success and delivers you complete satisfaction - guaranteed.
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Sample Project Plan

The following is a simplified, example project plan. Upon determination of your final scope, we will be able to 

disclose a complete and more detailed project plan specifically tailored to the Department.

Phase 0

Project Kick-Off Meeting

Your Implementation Consultant will establish your project schedule and coordinate communication channels and 
meetings with your staff and your Implementation Consultant

Phase 1

Round 1 Client Deliverables Due Configuration Training

Payment Gateway Information Training Sessions

Phase 2

Round 2 Client Deliverables Due CivicPlus Public Page Build

Facility & Activity Import CivicPlus will create the public page view to ensure it 
has the same look and feel of your current website & 
complete round 2 imports

Phase 3

Facilities / Activities Training POS Training

Training Sessions Training Sessions

Phase 4

Client Catalog Build Due

Catalog is fully built with all desired facilities and activities

Phase 5

System Preparation For Launch Go Live & Sign Off

Project check in meeting to discuss preparation for Go 
Live, go over items that were imported, verify payment 
gateway, and public page setup

New CivicRec product goes live, client introduced to 
Account Manager
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Project Approach

Implementation Consultant

Fayetteville will be assigned an Implementation Consultant who will work closely with the Department 

throughout the entire project deployment process. Your Implementation Consultant will act as a liaison 

between Fayetteville and CivicRec, ensuring that milestones are met, status calls are conducted, issues/

considerations are addressed, and startup is a painless process. Phase checklists as well as a detailed 

project plan will be utilized to facilitate project activities and track milestones. 

Your Implementation Consultant will be available to offer guidance and best practice guidelines for 

operating the CivicRec RMS. Our Implementation Consultants have assisted hundreds of clients in 

configuring their systems. They are often able to share tips and advice on how to make CivicRec work 

more efficiently for the Department and its public. 

Project Timeline

CivicRec can begin your project as soon as contract signature is complete. The start date is driven by your 

preference, and we can add specific dates to your project plan once you confirm a start date. Provided is 

an illustrative development timeline for Fayetteville. Our average implementation timeframe is 16 weeks. 

A CivicRec implementation is not complicated with our comprehensive base products and minimal 

customization requests. 

If the Department has implementation, training, or integration needs that require a longer timeframe, 

we’re happy to adjust accordingly. These customizations, as well as your own scheduling needs, will factor 

into the final implementation schedule and may extend your Go Live date.

During the 16-week implementation period, Fayetteville and CivicRec will work together to import 

and/or configure production data, develop and test integration to third party systems, and complete 

system training with your lead and frontline staff. The Department will also have begun your marketing 

promotion for the new site and online registration. After front line training is complete, CivicRec will 

complete a final data import (if required) and the Department will ensure the site is fully configured and 

ready for launch. Once you have indicated a Go for launch, you will place a new link on your site which will 

redirect your customers to CivicRec. During this time, CivicRec is available to be on site with you or can 

be available remotely for immediate assistance should the Department desire.
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Training Plan

We recommend a train-the-user approach in most cases with hands-on training for participants. Users 

learn the system much more quickly when they’re entering actual data during the training sessions. 

CivicRec offers web-based training as well as on-site training. 

Twelve hours of web-based training and two (2) days on on-site training is estimated for this project. The 

final training plan will be customized to meet your specific needs. We typically break training up by our 

modules (Registration, POS, Rentals, Reporting, etc.). Sometimes a client may instead ask for training 

according to job role, which can easily be done. Classes with more than 20 users tend to lose their 

effectiveness. We will also make sure any of your last minute questions are answered before Go Live.

Note: We do not offer system administrator training as a separate item as it is included as part of our 

system development and implementation.

Project Approach
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Data Imports

CivicRec can import content from your current database, including future bookings and active 

memberships. After a more detailed discussion with the Department, we can recommend options 

for extracting and saving data from your current database. If you desire CivicRec to import your data, 

leveraging our custom developed scripts and libraries to import your data, additional fees may apply.

Integration Development

CivicRec has developed integrations with a variety of parks and recreation related software systems. There 

are several integration capabilities that Fayetteville may choose to leverage. Integrations may require 

additional discussion and scoping. Since integrations can require custom development time, additional 

fees may apply.

�� CivicRec can provide integration to your selected payment gateway (for credit card processing).

�� CivicRec can also produce a GL extract compatible with your financial system. We have interfaced 

with a number of different systems and are confident that we can produce a file compatible with 

yours.

�� CivicRec can integrate with GIS systems for purposes of local resident determination.

System Customizations

CivicRec is ready to go off the shelf. In some situations, our clients have asked for either software 

enhancements or for custom code specific to their needs. If customizations are requested, we will work 

with you to fully understand your requirements prior to beginning work. Once scope and price have been 

agreed upon, our staff will begin your custom project. If the Department wishes to test the custom code 

changes, then we will provide a testing environment in which you can review the new functionality and 

provide sign-off prior to moving the code to production.

Optional Project Enhancements
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Your Role

CivicRec will work with a single point of contact from Fayetteville. 
The Department should consider the following roles for a 
successful implementation team. 

ROLE RESPONSIBILITIES

Project Executive Provides focus and guidance for the overall project. Helps to prioritize key 
objectives, assists with issue escalation, and acts as project champion. 

Project Manager Works closely with the CivicRec Implementation Consultant to facilitate 
the execution of project activities and logistics. Organizes training for 
recreation staff, front desk, supervisors, and managers.

Lead Staff Activity managers and facility managers within parks and recreation who will 
be doing the primary configuration and setup within the CivicRec system.

Frontline Staff Acts as end users of the system and will participate in end user training 

sessions.

Information 

Technology

Coordinates with CivicRec on any technical aspects of the system and 
transfer of data.

Finance Coordinates the payment gateway integration and works with CivicRec to 
properly configure the necessary accounting setup.

Marketing Identifies and communicates rollout and adoption process both internally 
and to the public.
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Support, Hosting & Security

You are now a part of the CivicPlus family and will continue to receive 

both technical and consultative support from our Support and Account 

Management teams.
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Support

CivicRec is an internet-based, fully hosted software solution. We will handle all of the server-side 

maintenance, backups, replication, PCI compliance, fixes, patches, and software upgrades. All 

maintenance, hosting, and product upgrades are included at no additional cost within the annual 

maintenance and support fee.

CivicRec processes standard support requests from 7am-7pm Eastern, Monday-Friday (excluding 

holidays). Emergency support is offered 24/7. 

CivicRec will provide a toll free number and online chat support, as well as an online support system 

for users to submit software issues or requested enhancements. For emergencies, users may either call 

CivicRec or enter an emergency ticket into the system. Emergency tickets include any CivicRec issue 

that is causing a disruption to your ability to use our system (i.e., the website is down). These issues are 

addressed immediately. Additionally, CivicRec is available to be on site with you when needed (travel 

expenses may be incurred).

CivicRec also maintains a product Help Center where users can review articles, User Guides, FAQ’s, and 

can get tips on best practices. The Help Center is also where we store Release Notes and our community 

for enhancement suggestions.

Ongoing Services

“I’d have to say my favorite part of CivicRec is the service. Sometimes I 
encounter something I just can’t figure out and CivicRec is always there 

with a solution. They respond quickly and thoroughly.
  

                                                                      ”Client review from Capterra www.capterra.com/parks-and-
recreation-software/

Dedicated Account Management

CivicPlus has a team of dedicated account managers to help you implement the tools needed to 

successfully meet the level of community engagement that you desire. Upon Go Live, you will have a 

dedicated member of this team to provide you with further information on how to utilize the tools in your 

new RMS. Your account manager will help you keep up on new CivicPlus products and optimize your 

system.
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Release / Upgrade Schedule

CivicRec currently utilizes a monthly release schedule. You can expect to receive an average of one new 

feature per month. We also try to release a new major module quarterly. If bugs are identified, those are 

“hotfixed” into production and do not await our standard release dates.

CivicRec is an SaaS solution and all customers are on the same code base. Product enhancements 

are provided on an ongoing basis to our clients at no additional charge. Many, if not most, of these 

enhancements originated from a customer enhancement request that was applied to the base product 

and made available to all CivicRec customers.

System changes are communicated via our website (users will see a notice upon login). For major changes 

that may require additional staff training (e.g., a brand new module is being released), we will notify 

Fayetteville in advance and schedule the rollout with you as appropriate.

We base our roadmap on requests from our customers as well as on our own internal product goals. We 

maintain a roadmap request system that allows for customers to request changes and to up/down vote 

ideas that are under consideration.

PCI Compliance
For credit card security, CivicRec is certified as PCI SAQ-D (Service Provider) compliant. We maintain PCI 

compliance through an Approved Scanning Vendor (ControlScan). We are scanned monthly and provided 

a quarterly certificate of compliance. Our customers are provided a copy of that certificate for use in their 

own PCI Compliance.

We also try – when possible – to take CivicRec (and you) completely out of PCI scope by leveraging 

“hosted” payment pages when available. Many payment gateways have payment forms that can be 

embedded within CivicRec (or that the browser can be redirected to) that ensure card data never touches 

the CivicRec servers. Instead, the card data is keyed directly into the payment gateway’s form, and 

CivicRec simply receives a notification that the payment was successfully made. 
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Data Center / Security

CivicRec utilizes industry standards, insurance requirements, and PCI requirements to ensure that CivicRec 

is only accessed in the manner it’s intended to be accessed and by people who are authorized to do so. 

Methods include:

�� Physical security at our Tier III data centers (Codero, TelX, and Rackspace)

�� Server firewalls

�� Anti-virus scanning

�� IP logging and filtering

�� Application security monitoring

All data centers provide a network operation center with 24/7/365 monitoring of the data center 

environment, system availability, and performance. The data centers are SSAE 16 compliant.

For user security, CivicRec will assist the Department in configuring user levels and assigning users 

to those groups. Thousands of permissions can then be configured on a group by group basis. Most 

permissions apply on individual pages, but some also apply to specific functions within a page (buttons, 

fields, etc). CivicRec will guide you through this process as part of Training & Implementation.

Disaster Recovery / Redundancy

CivicRec has policies and procedures in place to ensure continuity and disaster recovery. We utilize local, 

replicated servers to ensure that copies of data, software, and files are always available and up to date. 

These servers can be rolled over in the event of hardware failure or other local issues. In addition, we have 

a process that encrypts backups once each day and sends them offsite for purposes of disaster recovery. 

This process ensures that we can reconstitute our entire product and underlying data structure with 

limited downtime and loss of data...even in the event of catastrophe.

Data Backup and Archive

Fayetteville can export data as needed in the standard reporting tool. CivicRec discuss with the 

Department how to address any elevated data retention requirements if needed. Professional Services 

fees may apply to custom configurations/capabilities. CivicRec utilizes local, replicated servers to ensure 

copies of data, software, and files are always available and up to date. These servers can be rolled over in 

the event of hardware failure or other local issues. We also have a process that encrypts backups multiple 

times per day and sends them off site for purposes of disaster recovery. This process ensures that we can 

reconstitute our entire product and underlying data structure with limited downtime and loss of data.

Hosting & Security




