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Texas Historically Underutilized Business (HUB) Certificate 

 

Certificate/VID Number: 1742861713200
File/Vendor Number: 068296
Approval Date: 12-SEP-2016
Scheduled Expiration Date: 12-SEP-2020

The Texas Comptroller of Public Accounts (CPA), hereby certifies that 

SAT RADIO COMMUNICATIONS, LTD. 
has successfully met the established requirements of the State of Texas Historically Underutilized Business (HUB) 
Program to be recognized as a HUB. This certificate printed 16-SEP-2016, supersedes any registration and certificate 
previously issued by the HUB Program. If there are any changes regarding the information (i.e., business structure, 
ownership, day-to-day management, operational control, business location) provided in the submission of the business’ 
application for registration/certification as a HUB, you must immediately (within 30 days of such changes) notify the HUB 
Program in writing. The CPA reserves the right to conduct a compliance review at any time to confirm HUB eligibility. HUB 
certification may be suspended or revoked upon findings of ineligibility. 

 

Paul Gibson, Statewide HUB Program Manager 
 Statewide Support Services Division 

Note: In order for State agencies and institutions of higher education (universities) to be credited for utilizing this business as a HUB, they must award 
payment under the Certificate/VID Number identified above.  Agencies, universities and prime contractors are encouraged to verify the company’s HUB 
certification prior to issuing a notice of award by accessing the Internet (https://mycpa.cpa.state.tx.us/tpasscmblsearch/index.jsp) or by contacting 
the HUB Program at 512-463-5872 or toll-free in Texas at 1-888-863-5881. 

The Texas Comptroller of Public Accounts (CPA) administers the Statewide Historically Underutilized Business (HUB) 
Program for the State of Texas, which includes certifying minority-, woman- and service disabled veteran-owned businesses 
as HUBs and facilitates the use of HUBs in state procurement and provides them with information on the state's procurement 
process. 
 
We are pleased to inform you that your application for certification/re-certification as a HUB has been approved. Your 
company's profile is listed in the State of Texas HUB Directory and may be viewed online at 
https://mycpa.cpa.state.tx.us/tpasscmblsearch/index.jsp. Provided that your company continues to meet HUB eligibility 
requirements, the attached HUB certificate is valid for the time period specified. 
 
You must notify the HUB Program in writing of any changes affecting your company’s compliance with the HUB eligibility 
requirements, including changes in ownership, day-to-day management, control and/or principal place of business. Note: Any 
changes made to your company’s information may require the HUB Program to re-evaluate your company’s eligibility. 
 
Please visit our website at http://comptroller.texas.gov/procurement/prog/hub/ and reference our publications (i.e. Grow Your 
Business pamphlet, HUB Brochure and Vendor Guide) providing addition information on state procurement resources that 
can increase your company’s chances of doing business with the state. 
 
Thank you for your participation in the HUB Program! If you have any questions, you may contact a HUB Program 
representative at 512-463-5872 or toll-free in Texas at 1-888-863-5881. 

Rev.	06/16



Enhanced Reporting Package

The highly-flexible Enhanced Reporting option for NexLog recorders comes pre-loaded with standard reports, 
or you can easily build custom reports.  Reports are delivered automatically to users at designated times, days 

and intervals.  NexLog Enhanced Reports get actionable information to supervisors and directors when they 
need it, increasing awareness and potentially changing the outcomes of critical situations.

Radio Report Examples

Eventide Inc.
One Alsan Way, Little Ferry, NJ 07643 USA   Tel. +201-641-1200   Fax +201-641-1640
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  Application Note 
 

            EVENTIDE INC.    Tel +201.641.1200   loggers@eventide.com    www.eventidecommunications.com                     

Advanced IP Call Recording for Motorola ASTRO 25 
 

Eventide NexLog recorders reliably record and archive calls and metadata on Motorola 
Astro 25 talk groups and conventional channels.  Recordings are immediately available for 
replay, instant recall, incident reconstruction and export.  The same NexLog recorder can 
also record 9‐1‐1/NG9‐1‐1 interactions, administrative phones and PC screens. 

Recording capabilities: 
x P25 TalkGroups, P25 Conventional Channels and Analog Conventional Channels. 

Metadata Capture: 
x TalkGroup Alias, Zone Alias & ID, Site Alias & ID, Emergency and OTA (for P25 trunked). 
x Individual Alias & Unit ID (for P25 trunked and P25 conventional). 
x Conventional Resource Alias (and Freq. Reference ID for conventional with freq. select). 

Technical Details: 
x IP audio and metadata are automatically recorded via connection to Motorola AIS/VPM. 
x ASTRO System Releases 7.7 ‐ 7.16 are supported.  Licensing required (contact Eventide). 

ASTRO System Validation: 
x NexLog recorders have been validated at the Motorola Partner lab and staged at CCSI. 

 



If you operate a small to mid-sized contact center, you 
may think that enterprise-class workforce management 
technology is out of reach. Well, not anymore. Introducing 
NICE EVOLVE WFM: the next evolution in workforce 
management software.   

When it comes to managing your operation’s most valuable 
(and expensive) resource, let’s face it- spreadsheets are 
less than ideal.  What you need is a set of sophisticated 
tools that are purpose-built to handle the complexities of 
the modern contact center environment in a simple manner. 

NICE EVOLVE WFM will enable you to experience benefits 
associated with the world’s most widely used workforce 
management solution without the long-term commitment, 
hardware investment, annual maintenance and upgrade 
hassles typically associated with enterprise-grade software.   
Additionally, training time is dramatically reduced with this 
solution as it has been designed from the ground up to be 
intuitive and require minimal training.

NICE EVOLVE WFM will continue to evolve as you use the 
product as NICE will continue to add new features and 
functionality seamlessly via our continuous delivery model.

EVOLVE WFM

IS IT TIME FOR YOUR CONTACT CENTER TO
BEYOND SPREADSHEET-
BASED WORKFORCE 
MANAGEMENT?

IF YOU OPERATE A SMALL TO MID-SIZED CONTACT CENTER, YOU MAY THINK 
THAT ENTERPRISE-CLASS WORKFORCE MANAGEMENT TECHNOLOGY IS OUT 
OF REACH. WELL, NOT ANYMORE. INTRODUCING NICE EVOLVE WFM: THE 
NEXT EVOLUTION IN WORKFORCE MANAGEMENT SOFTWARE.   

EVOLVE



GLOBAL INTERNATIONAL HQ, ISRAEL, 
T +972 9 775 3777
F +972 9 743 4282

AMERICAS, NORTH AMERICA, 
T +1 201 964 2600
F +1 201 964 2610

EMEA, EUROPE & MIDDLE EAST, 
T +44 0 1489 771 200
F +44 0 1489 771 665

ASIA PACIFIC, SINGAPORE OFFICE
T + 65 6222 5123
F +65 6222 5459

NICE (NASDAQ: NICE) is the worldwide leader of software solutions that deliver strategic insights by capturing and analyzing 
mass quantities of structured and unstructured data in real time from multiple sources, including, phone calls, mobile apps, 
emails, chat, social media, and video.  

NICE’s solutions enable organizations to take the Next-Best-Action to improve customer experience and business results, ensure 
compliance, fight financial crime, and safeguard people and assets. NICE solutions are used by over 25,000 organizations in 
more than 150 countries, including over 80 of the Fortune 100 companies.   www.nice.com

For the list of NICE trademarks,  
visit http://www.nice.com/nice-trademarks

ABOUT NICE
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Advanced Forecasting Algorithms
Increase accuracy using sophisticated time-
series forecasting methods, “what-if” modeling 
and automated analysis and tracking

Multi-skill and Multi-site Support
Generate forecasts at the enterprise level 
while locally managing agent schedules and 
performance across multiple locations 

Concurrent Schedule Optimization
Achieve greater staffing efficiency over 
manual schedule assignment methods by 
generating agent schedules concurrently 

Multi-criteria Schedule Assignment
Support for multiple assignment methods 
enables you to design work-rule parameters 
that meet the unique needs of your agents 
and your operation  

Intraday Performance Optimizer
Proactively manage your contact center’s 
performance with configurable intraday 
dashboards, schedule management and 
real-time adherence tools

Agent Workstation
Empower front-line supervisors agent 
resources with tools to self-manage 
schedule exceptions, overtime, voluntary 
time-off (VTO) and more

True pure cloud solution
With no WFM software to be installed (or 
servers to maintain), you can minimize on-
going IT support costs and focus on what 
matters.

NICE EVOLVE WFM IS PLANNED TO PROVIDE THE 
FOLLOWING CAPABILITIES:

WITH NICE EVOLVE WFM YOU CAN:
Produce accurate forecasts based upon your 
center’s history volume of interactions

Generate efficient schedules using your work-rule 
parameters

Proactively optimize intraday schedules and 
performance 

Empower agents to self-manage schedule availability 

IS IT TIME FOR YOUR CONTACT CENTER TO EVOLVE BEYOND SPREADSHEET-
BASED WFM? IF SO, SCHEDULE A DEMONSTRATION AND LET US SHOW YOU 
THE NEXT EVOLUTION IN WORKFORCE MANAGEMENT SOFTWARE. 
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Eventide MediaWorksTM Client ANI/ALI CAD Interface 
 For Eventide NexLog Series 

 

 
 

x Sort calls with ANI/ALI CAD Metadata into the graphical time line display & Call List. 
x Search between time/date ranges 
x Search by time/date 
x Search by call duration 
x Search by caller name 
x Search by caller class 
x Search by address 
x Search by CID & DTMF 
x Search by GPS Coordinates 
x Search by CAD incident number 
x Search by any parameter captured from the CAD ANI/ALI Metadata 
 

 



MediaWorks PLUS 
 

 

EVENTIDE INC.                               www.eventide.com                       © 2014 EVENTIDE INC. ALL RIGHTS RESERVED. 
Specifications subject to change without notice. Contact Eventide or go to www.eventide.com for the most current information.   
Notes: * Optional feature/capability.  ** Optional feature; requires direct Google Maps access from end-user’s PC/browser. 

Eventide MediaWorks PLUS™ software for NexLog 
recorders provides you with a comprehensive set  
of easy-to-use tools for search, replay, instant recall, 
incident reconstruction, export and much more. 

 
SECURE BROWSER-BASED ACCESS 
Securely access assigned resources via networked 
PCs using Chrome, Firefox or Internet Explorer. 

MULTI-PARAMETER SEARCH 
Finding recordings is quick and easy.  Search by 
date/time, channel, resource and any metadata. 

GEO-FENCE SEARCH 
Search via map for recordings that are tagged with 
latitude/longitude (such as wireless E911 calls).** 

MULTI-CHANNEL GRAPHICAL TIME-LINE 
Quickly view the timing of recordings across any 
number of channels, and replay from the time-line. 

FLEXIBLE PLAYBACK CAPABILITIES 
Recordings may be replayed sequentially or mixed.  
Controls include pitch-corrected adjustable speed, 
loop, skip forward/back, playback AGC and more. 

WAVEFORM DISPLAYS 
You can visually determine the locations of audio 
content and silence within important recordings. 

 

TEXT ANNOTATIONS 
Multiple text annotations can be quickly added to 
recordings along the time-line, documenting the 
timing of important actions and events. 

 

METADATA DISPLAY ON THE CALL-VIEW GRID 
Easily customize which metadata fields are 
presented on the call-view grid.  Recordings may be 
sorted (ascending or descending) using any of the 
displayed metadata columns. 



MediaWorks PLUS 
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CALL NOTES 
You can quickly create a note that summarizes  
the important events within each recording. 

 

INCIDENT TABS 
Incident-related recordings can be easily grouped 
together onto dedicated Incident Tabs.  Incidents 
may be named, saved and recalled at a later date.   

 

REDACTION 
The built-in audio redaction tool empowers you  
to protect private information prior to export. 

 

REPLAY OF PC SCREEN RECORDINGS 
Use screen replay* to review multimedia inter-
actions, and to help evaluate staff performance. 

VIEW CALL LOCATIONS ON A MAP 

For recordings tagged with latitude/longitude, you 
can view the caller’s reported location on a map.** 

 

TEXT MESSAGE REPLAY  
Recorded text interactions* can be viewed and 
replayed (for TDD and SMS-to-911 via 45 Baud 
analog TTY; also for i3-standard NG911 MMS). 

 

TALKING DATE & TIME 
Spoken date & time can be enabled during replay, 
and may be incorporated within exported media. 

FLEXIBLE EXPORT AND EMAIL 
The menu-driven export tool lets you quickly make 
copies of complete incidents or individual calls.  
Send via email or export to USB, CD, DVD or Blu-ray. 

 

INSTANT RECALL 
The multi-channel Instant Recall tab helps call takers 
and dispatchers improve their accuracy and 
performance by quickly confirming what was said. 

LIVE MONITORING 
Multi-channel live monitoring allows you to 
conveniently listen to calls as they are occurring.  

 

EVALUATE CALLS WITH QUALITY FACTOR  
You can evaluate interactions via Eventide Quality 
Factor software*, which appears on a separate tab. 



Advanced Recording Solutions for 
Mission-Critical Communications 

NG9-1-1 • P25 Radio • DMR • IP Dispatch • ATC/ATM

Incident Reconstruction • Instant Recall • Mobile

Quality Assessment • Screen Recording • Reporting

VoIP • SIP • Digital • Analog • T1/E1 • ISDN • ED137

COMMUNICATIONS LOGGING RECORDER



 

► NexLog Communications Recorders
NexLog systems are Linux-hardened recording 
platforms with multiple levels of redundancy, an 
embedded SQL database and up to 12 TeraBytes 
of internal storage.  Archiving options include
Blu-ray, DVD-RAM, USB, network attached storage 
(NAS) and auto-replication between recorders.

NexLog recorders feature multi-tier security, 
comprehensive user auditing and a web-based 
configuration management tool.  NexLog 
systems include support for password policies, 
Active Directory authentication and SNMP.

Next Generation 9-1-1 recording and logging 
options include support for the i3 SIPREC interface.

► MediaWorks PLUS Software:  Incident Reconstruction, Instant Recall and More!
MediaWorks PLUS software provides a complete set of tools for search, replay, instant recall, incident 
reconstruction, export and much more.  MediaWorks Plus allows secure SSL access from Windows & 
Mac computers as well as Android & Apple iOS tablets & phones, using Chrome, Firefox, IE or Edge.

Features include multi-parameter search, live monitor, graphical time-line, geo-fence, pitch-corrected 
variable speed, waveform displays, notes, loop playback, skip forward/back, playback AGC, screen 
and multimedia replay, text and TDD replay, MP3 option, and show call locations on map*.

MediaWorks PLUS software also provides a comprehensive set of Incident Management Tools including:

• Create new incident
• Add incident name
• Add description & notes
• Attach other media
• Word/Phrase search
• Redact audio content
• Split audio clips
• Merge audio clips
• Obfuscate audio
• Add audio annotations 
• Add text annotations 
• Protect calls  
• Talking time & date 
• Per-incident permissions 
• Save the incident 
• Export the incident 
• Email the incident
• Burn to DVD/Blu-ray

Public safety, government, institutional and industrial customers at thousands of locations 
worldwide trust Eventide’s mission-critical recording systems to securely and reliably record, 

protect and reconstruct their most important interactions and related data.

COMMUNICATIONS LOGGING RECORDER

USB                                            LINE OUT     HEADPHONES            VOLUME

MP-840

COMMUNICATIONS LOGGING RECORDER

Channel capacity:
Up to 96 Analog or 
Digital, 192 T1, 240 E1, 
240 VoIP, 240 P25/DMR
Rack-mountable (3U)

Channel capacity:
Up to 240 Analog or 
Digital, 240 T1, 240 E1,
240 VoIP, 240 P25/DMR
Rack-mountable (4U)

740

840

The innovative NexLog Access Bridge feature 
lets you link multiple NexLog communications 
recorders together for a unified search, replay 
and incident management experience.



► Quality Factor Software: Quality Assessment and Reporting
Quality Factor software 
enables your QA team
to efficiently measure 
performance trends 
and identify skills that 
need improvement.

The integrated form
builder lets you easily
create evaluation forms
and questions that are 
optimized for your 
center’s specific needs. 

Quality Factor reports 
let you view quality 
improvement trends
by agent and group.

► Enhanced 
Reports Package
The highly-flexible 
Enhanced Reporting 
option is pre-loaded 
with standard reports, 
or you can easily build 
custom reports.  

Reports are delivered 
automatically to users 
at designated times, 
days and intervals.

Enhanced Reports get 
actionable information 
to supervisors and 
directors when they 
need it, increasing 
awareness and 
potentially changing 
the outcomes of 
critical situations.

► Screen Recording:  Enhance Your Quality Assessment Process
NexLog PC screen recording helps document the important activities (including multi-media 
interactions) that occur during call handling and dispatch, and allows supervisors to visually evaluate 
the accuracy each team member’s usage of critical software applications such as CAD and EMD.



© 2016 Eventide Inc.  Specifications and features subject to change without notice.  Some features listed are extra-cost options.  
Check with Eventide for hybrid (mixed-type) channel capacities, and for pre-sales review of digital telephone, LMR, VoIP telephone, and VoIP codec compatibility.
* View Location requires coordinates to be delivered to recorder (as typically provided for E911 Cellular calls); requires Google browser and access to Google Maps.

Eventide Inc.                                            EventideCommunications.com
One Alsan Way, Little Ferry, NJ 07643 USA     Tel. +201-641-1200   Fax +201-641-1640                  142339-06

   Info mode:  Channels, Archives, Alerts, Live Monitor          Replay mode: Search, Replay, Build Incidents, Export

► Air Traffic Management and ED-137
NexLog systems can record from all types of 
ATC/ATM audio sources, including controller 
working positions (CWP), VCCS, GRS, ambient 
audio, and telephones.  NexLog systems 
support the ED-137b-Part 4 recording interface. 
Eventide is a particpant in EUROCAE WG-67 
and the EUROCONTROL VOTE group.

► Synchronized Replay for ATC/ATM 
NexLog recorders can interface with Thales' 
airspace navigation systems for synchronized 
replay of audio and CWP scenarios.  NexLog 
systems can also interface with Thruput Ltd. 
At-The-Glass screen recording solutions for 
synchronized replay of CWP screen and audio.  
In addition, NexLog API options are available 
for third-party replay synchronization projects.

► Redundancy
NexLog systems offer
redundant power 
supplies, redundant disk 
drives and redundant 
archive drives, as well as 
redundant geo-diverse 
network archiving.

NexLog recorders are 
available in sets of multi-
ple units for Active+Active 
redundant recording or 
for automatic replication 
between recorders. 

MP-840

USB                                            LINE OUT     HEADPHONES            VOLUME

COMMUNICATIONS LOGGING RECORDER

COMMUNICATIONS LOGGING RECORDER

► NexLog Recording Interfaces 
RADIO SYSTEMS:
Motorola ASTRO 25
Motorola SmartNet
Motorola SmartZone
Motorola MotoTrbo
Motorola MDC1200
Harris VIDA P25IP SR10+
ISSI for P25 Trunked
EF Johnson ATLAS P25
Tait P25 Trunked
Tait DMR Tier III
Tait DMR Tier II
Tait MPT-IP
Sepura/Flyde DMR III
Sepura/Fylde MPT1327
ICOM iDAS Conv.
Kenwood NexEdge

9-1-1 SYSTEMS:
NG 9-1-1 (i3 SIPREC)
West (Intrado) VIPER
AirBus DS VESTA 4
Zetron MAX Call Taking
Zetron Series 3200
Solacom Guardian
Emergitech IP9-1-1
Emergency Call Works 
TCS (microDATA)
Contact closure option
and more!

Visit  www.EventideCommunications.com 
for full product information, specifications 
and the latest interoperability information.

DISPATCH SYSTEMS:
Zetron MAX Dispatch
Zetron ACOM
Zetron DCS-5020
AVTEC Scout
Motorola MCC7500
Telex Radio Dispatch
Telex IP-223 and IP-224
Omnitronics RoIP
Catalyst IP|Console
Exelis/C4i SwitchPlus IP 
PENTA cPCx 
CTI RadioPro Dispatch
Cisco IPICS
CSS Mindshare
and more!

TELEPHONE SYSTEMS:
VoIP and SIP phones
Digital telephones
Analog telephones
2 or 4-wire analog lines
Analog & CAMA trunks
T1, E1, and ISDN trunks
SIP trunks

ATM/ATC SYSTEMS:
ED137b-Part 4 (VoIP)
2 or 4-wire analog
T1 and E1 circuits

► LCD Touch Screen

The front panel touch screen 
option lets you conveniently 
search and replay calls,  
protect calls, create 
incidents, export, burn to 
CD/DVD, live monitor, view 
alerts, view archive status 
and configure the system.



 

Quality Factor 
TM

 Software

  Select the 
  Agent to be 
  evaluated

  Score each 
  question via 
  a single click

  Enter a text 
  comment 
  (if applicable) 

  Replay controls 
  are provided 
  for use during 
  evaluation

► How are your dispatchers and call takers performing?      
► What training should you offer them?   
► Who are your stars?   
► Who needs to improve what in order to get that raise or promotion?
 
Eventide has developed Quality Factor software to help you answer those 
questions and more.  Quality Factor software is a tool to help communications 
center managers evaluate and quantify the performance of dispatchers and 
call takers.  With Quality Factor software, managers can easily measure 
performance trends and identify the skills needing improvement.  Quality 
Factor software includes an Evaluation Form builder that lets you very quickly 
design forms that are specific to your center’s needs. Rather than just having 
a general sense of a staff members' skills like communications, empathy, 
accuracy, conformance, and software tool usage, Quality Factor software 
allows you to breakdown a call or series of calls to identify and quantify call 
taker and dispatcher proficiency in each of these areas of performance.

Quality Factor reports help identify key performance results on an individual, 
shift, and center basis so that training can be focused on areas that need 
improvement.  Quality Factor reports also provide analytical support data to 
bolster budgetary requests, and to address citizen and government 
quality/performance inquiries. 

Evaluations are performed within MediaWorks Express software.  Simply 
select a call (or calls), right-click, select Evaluate, and choose the desired 
form. The evaluation form (shown below) appears in a new tab. 
 

• Flexible and easy-to- 
  manage Call Evaluation 
  and Reporting tool

• Evaluation forms are 
  easily created and modi-
  fied as needs change

• Automatic flagging of 
  below-threshold scores

• Auto-fail capability based
  on quantity of flags

• Reports provide valuable 
  insight into performance
  and skill competency

• Agents may review their
  own evaluations & calls

• Secure role-based 
  user access

• Operates within Eventide
  MediaWorks Express
  browser-based software

Key Features

Product Suite



© 2012  Eventide Inc.  Specifications and capabilities subject to change without notice.
NexLog and Quality Factor are trademarks of Eventide Inc. 

Reports - Quality Factor version 2.1 software

Specifications - Quality Factor version 2.1 software

Eventide’s Quality Factor version 2.1 software provides a comprehensive set of reports that allow you to 
view trends, compare agents’ performance, view skill competency, and identify opportunities for training 
and improvement.  Quality Factor version 2.1 software includes the following standard reports:

Evaluation Score Trends 
Provides graphical displays 
of evaluation scores over 
time for all agents, per agent, 
and per evaluator.   Also 
displays flags per agent.

Intragroup Score Trends
Provides graphical displays 
of evaluation scores over 
time for all agents in a single 
agent group, and per agent 
within the group.

Interform Score Trends
Provides a graphical display 
of evaluation scores over 
time, between forms.

Skill Trends
Provides a graphical comparison 
of evaluation scores by skill.

Web browsers supported:  Chrome, Firefox, or Internet Explorer (IE8 or IE9).  Adobe Flash is required.

Recorder requirements: NexLog Recorder software version 2.1, with MediaWorks Express software licensing and 
evaluation licenses for the desired quantity of Agents.

Evaluation forms:  Each form has a single layer consisting of a set of user-defined questions.  Each question is 
associated with a user-defined skill. Each question may have a “Not Applicable” (N/A) option.  

Answer Sets supported:  Select from multiple-choice answers (these are scored in proportion to the number of 
choices), 5-choice or 10-choice numeric ranges, or a free-form text tool (with no score value). 

Scoring system:  Each evaluation form normalizes to a maximum score of 100, and each question on a form has a 
user-defined relative scoring value.  The form’s minimum score (out of 100) to pass, and the number of flagged 
questions that trigger auto-fail are user-configurable.  Auto-fail may also be set to trigger upon failure at an individual 
question.  Refer to the Quality Factor software version 2.1 manual for details.



Eventide Call Recorder References

Entity Name Address and Contact Information Products Purchased Amount of Purchase Call Volume Statisitics Install Date
American Airlines 4601 HWY 360, Fort Worth, TX 76155 (8) Nexlog 740/840 Recorders $360,000 Radio monthly call volume: 100,000 The recorders were purchased

Michael LaMacchia   (305) 394-5393 michael.lamacchia@aa.com 216 Analog, 48 Digital, 920 IP, Avtec Scout radios Phone monthly call volume: 150,000 overtime beginning in 2012-present

Fort Bend County Sheriff Office 1410 Williams Way; Richmond, TX 77469 (2) Nexlog 740 Recorders $141,000 Radio monthly call volume: 500,000 2/17/2016
Meghan Rivas  (281) 341-4764 48 Analog, 96 IP, ANI/ALI, Screen Recording, 9-1-1 monthly call volume: 12,000

meghan.rivas@fortbendcountytx.gov Motorola P25 radios, Quality Grading Software,
Lt. Andy Patti (281) 341-4676  andy.patti@fortbendcountytx.gov NAS

Grand Prairie Police Department 1525 Arkansas Lane, Grand Prairie, TX 75052 (3) Nexlog 740 Recorders $162,000 radio monthly call volume: 720,228 Main recorder 1/21/2016
Aubry Insco  (972) 237-8733 ainsco@gptx.org 56 Analog, 168 IP, ANI/ALI, Motorola P25 radios 9-1-1 monthly call volume: 106,000 EOC and Radio recorder 3/1/2016

Wichita Falls Police Department 610 Holliday St.; Wichita Falls, TX 76301 (2) Nexlog 740 Recorders $100,000 Radio monthly call volume: 301,000 8/1/2015
Carla Turner  (940) 720-5063 Derek Brown (940) 761-7444 48 Analog, 16 Digital, 80 IP, ANI/ALI,Cisco IP, Airbus 9-1-1/phones monthly call volume: 80,000

Carla.Turner@WFPD.net Derek.Brown@WichitaFallsTX.gov TTY Integration, Harris VIDA P25 radios, NAS

Pandhandle Regional Planning Commission 415 SW 8th Ave; Amarillo, TX 79101 (21) Nexlog 740 Recorders $200,531 The volume is for (2) host recorders: 2/17/2017
Mike Peters (806) 372-3381  mpeters@theprpc.org 80 West Intrado SIP, 152 analog; host/regional access bridge setup Host Recorder 1: 9-1-1 monthly: 6,240; 

radio monthly: 53,931

Host Recorder 2: 9-1-1 monthly 5,459;
radio monthly: 125,679



About Us 

Vista Com is an authorized distributor, dealer, and service      
provider for industry leading operational recording solutions. We 
specialize in providing consultation, installation and support. We 
are authorized dealers of Eventide, Verint, CallCopy, and 
ForTheRecord call recording solutions as well as Clear2There 
digital video solutions. Our technicians are factory trained and 
available to ensure your     products work as intended for years 
of reliable service. 
 
Our company employees pride themselves in customer service. 
From sales to service we understand our customer needs first 
and strive to exceed expectations. 
 
We stay abreast of technology and incorporate the best the   
industry has to offer in your solution. Our technicians work close-
ly with our partners to ensure we are providing the best service 
for your application. 
WWE STAY ABREAST OF TECHNOLOGY AND INCORPO-

We provide solutions to analyze spoken and visual interaction 
within your environment. From contact center to public safety, we 
equip you with hardware and software than enable you to review 
and improve the customer experience and optimize your        
operation. Our engineers integrate recording hardware within 
your technology environment and provide you with intuitive    
software to review your recordings. Our solutions enable you to   
reconstruct events, analyze and then react to these events in a 
productive manner. 
 
 
 
Our solutions are backed by industry leaders in voice recording 
and digital video. Vista Com provides expert consultation on the 
most economically productive solution that closely matches your 
business flow ensuring minimal disruption to your operations 
while improving your customer experience. 

x Contact Centers 
x Compliance 

x Court and Interrogation 
x Service 

Our Solutions 

Record. Interact. Optimize. 



Our Process 
 

Vista Com believes in providing a strong pre-sale experience to   
ensure your solution is designed to surpass your call recording    
requirements.  The key to a good integration is to determine the 

need.  Some customers want 
basic call recording that will ena-
ble them to easily retrieve call  
interactions with their         com-
pany.  Others want to be able to 
query this call data by caller ID, 
length of call, key words, etc.  
Then others want to understand 

what their call center agents were viewing on their displays and 
software     applications at the precise time a customer triggered 
some event.  The key point is that a proper integration to accom-
plish the customer expectation must be met through a thorough     
understanding of how the solution will be used. 
 
At Vista Com we employ a 5 step process that guides us through 
the customer solution.  Each step is designed to interact with our     
customers to ensure the solution we are designing for you meets 
and exceeds your expectation.  We wish for you to achieve the 
greatest value for your investment and not have to invest in a 
solution that you will not use or one that will under serve your 
organization. 

System Design 
 

Once the key inputs are gathered we will begin designing a    
solution.  Some examples of the key items we must know are: 
x Type of phone trunks from your service provider to your PBX  

or phone system 
x The type of PBX or phone 

system you have including 
the firmware revision level 

x Where the system will be 
installed 

x Archiving requirements, 
user access, security... 

After we have the key inputs we can then design a solution.  If 
the particular application is complex or unique we work very 
closely with our OEM ’ s and alliances.  There are literally 
1000 ’ s of various scenarios that can be designed and by    
working as a team with our alliances we can quickly determine 
the best value for your application. 

Primary Business Address: 
9824 Whithorn Drive 
Houston, TX 77095 

Web: www.vistacomtx.com 

Phone: 281-516-9800  
Toll-free: 800-708-6423 

Fax: 281-516-7056 
E-mail: sales@vistacomtx.com 

 

Support 
 

Vista Com service personnel are employees of the company.  
This is important to us.  We want to control the customer      
experience that you receive and put our service personnel 
through training designed to help us maintain the quality that 
you expect.  Each service       employee maintains the factory 
training required of our key alliances.  This is often a yearly cer-
tification process.  Call recording companies that rely upon out-
sourced service personnel may find it difficult to achieve the 
customer quality required and sometimes may be exposed to 
service personnel that may not be familiar with your solution or 
may not have the proper knowledge to quickly service the need. 
 
 
 

 
 

 

 
 
 
 
 

What you can expect from Vista Com: 
x 24x7x365 toll free phone support—with warranty or     

maintenance plans, your solution will have access to our 
local service personnel  any time.   

x On site service to fit your schedule 
x Training programs specifically designed for your application 

and your personnel 
x Extended maintenance programs—ensure you trouble free 

operation should you ever have an issue, need new     
training, or just desire a comfort knowing your system has   
factory coverage 

Contact Us 
 

Contact us and schedule a consultation.  Vista Com sales       
personnel are trained to understand your recording needs and 
provide you with consultation and written quotes.   
 
We often demonstrate the recording technology on-site at your 
locations.  Give us a call to schedule a demo. 
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VISTA COM and the undersigned Customer hereby agree that VISTA COM shall perform onsite maintenance service for the 
Customer of the equipment at the location designated, as provided in this Agreement. This Maintenance Contract is issued pursuant 
to the Services Master Agreement between [Client Name] (“Client”) and VISTA COM (“Contractor”), effective [Click to select date] (the 

“Agreement”). This Maintenance Contract is subject to the terms and conditions contained below in this Agreement between the 
parties and is made a part thereof. Any term not otherwise defined herein shall have the meaning specified in the Agreement. In 
the event of any conflict or inconsistency between the terms of this Maintenance Contract and the terms of this Agreement, shall 
govern and prevail. 

1. Maintenance Contract to Perform Services to [Client Name] 

a. Date: b. Maintenance Performed By: c. Maintenance Performed For: 

[Date] 
 

VISTA COM 

9824 Whithorn Drive 
Houston ,TX 77095 
(800) 708-6423 

[Client Name] 

[Client Address] 
[City, ST  ZIP Code] 

[Phone Number] 

2. Warranted Equipment 
a. Serial Number:  

b.  

 

3. Terms of Agreement 

a. Initial Term: This agreement shall be for a term of (12) months beginning on the Month XX Day XX Year 20XX.  

b. Maintenance Agreements Only (after 1st year warranty) – Periods after the initial product warranty are serviced through extended 
maintenance programs.  Terms are subject to signed and agreed dates. Maintenance agreements will automatically renew for a 
like term for up to four additional renewal terms, unless either party hereto notifies the other party hereto otherwise, in writing thirty 
(30) days prior to the termination of the preceding term. The service fee for each term for (2) Warranted Equipment, due to aging 
and wear of the various products over time, shall be increased on a yearly basis. 

c. Vista Com will provide component coverage and software support where physically and technically possible as per the 
manufacturer guidance.  In the event of an issue creating a void in support due to the lack of industry components, Vista Com 
spares, or obsolete software, Vista Com will notify the customer immediately of the discovery of such issues as they arise. Vista Com 
at all times will exercise good faith attempt at resolving all issues.   

4. Charges for Services 
The Customer shall be billed annually by VISTA COM as prepaid on or before the date the Agreement is in effect, beginning with 
the date of execution of this Agreement.  The Customer shall also pay all state and local sales, use and excise taxes, directly or 
indirectly levied, based on the fees paid hereunder.  The Customer agrees to pay VISTA COM any increased fees based on additions 
or changes in the above equipment requested by the Customer.  VISTA COM may refuse to render any and all further services if 
the Customer is not current on all payments required under this Agreement. VISTA COM retains the right, at its sole discretion, to 
perform further work on a CASH basis to be paid in advance of the work performed. 

5. Service by VISTA COM 
While this Agreement is in force and effect, VISTA COM will perform the following services. 

a. 24 hours, 365 days per year, 1-800-Technical support line (typical office hours 8-5, M-F) 

b. All replacement parts and labor 

VISTA COM agrees to maintain the above described Warranted Equipment in good working condition during the term of the 
Agreement.  There will be no charge to the Customer by VISTA COM for parts, labor or technical support except as provided in this 
Agreement. 

http://www.vista
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6. Exclusions 
The maintenance / service Agreement does not extend to any equipment or software that has been: 

a. Subjected to misuse, neglect or abuse; 

b. Repaired, altered or installed by anyone other than a designee of VISTA COM for the duration of the contract; or 

c. Request other than email (support@vistacomtx.com), web form, or service line (1-800-708-6423, option 4) are not 
considered service events. 

d. Equipment altered by fire, water, war, riot, sabotage, explosion, acts of God or any similar or dissimilar cause beyond VISTA 
COM’s control.  Repairs shall be paid for by the Customer at VISTA COM’s then-prevailing rates for similar service or 
equipment to be determined on the date which VISTA COM performs the repairs. 

e. Any adds/moves/or changes to original configuration 

Where service events are excluded from warranty or maintenance due to the reasons above, the customer shall pay the greater 
of $225 or the then-prevailing rates for similar service or equipment, minimum $450 per event. 

7. Remote Diagnostics 
Customer agrees to provide a method for Vista Com service personnel to access the recording equipment remotely in order to 
adhere to stated service level response.  Remote connection can be accomplished in one of the following suggested methods: 

a. VPN Tunnel – customer will allow Vista Com support technicians access to the recording equipment by virtual private 
network; 

b. Internet Access – customer will provide access to the recorder via an Internet connection; 

c. Supervised, Non-Supervised – at the customer’s discretion, the linkage to Vista Com service personnel can be connected 
at time of need as opposed to full time. 

8. Service Level Agreement 
Vista Com will respond to service events depending upon service level need.   

Service Level 1: A production Product is unusable, is causing data loss/corruption, or fails catastrophically in response to internal 
error or user error (e.g., unable to record or archive on a significant number of channels).  

Service Level 2: Important Product features do not function in accordance with the Documentation (e.g., unable to playback). 

Service Level 3: Minor impact to a Product that restricts use of features and functionality of the Product; any how-to/help requests; 
any Documentation error; non-critical activity log messages. 

Response Time: 
Maintenance Service Level Response 

Hours of Coverage Service Level 1 24/7, 365 

Service Levels 2 & 3 Monday-Friday 8:00 AM to 5:00 PM (Central Time) 

Response Time Service Level 1 1 hour 

Service Level 2 2 business hours 

Service Level 3 4 business hours 

Delivery Time for 
Replacement 
Parts/Onsite Timeframe 

Service Level 1 Next day 

Service Level 2 Next business day 

Service Level 3 3 business days 

Non-emergency, on-site service outside of 8:00am-5:00pm CT Monday through Friday, after hours, weekends, or Vista Com observed 
holidays are outside the scope of this contract for non-emergency services (i.e., training, software upgrades, and client software 
issues). 

Holidays are as defined by Vista Com and encompass typical US business holidays and are subject to change without notice. 
Holidays typically observed by Vista Com include:   

New Year’s Day President’s Day Independence Day Thanksgiving (2) 

Martin Luther King Jr. Day Memorial Day Labor Day Christmas (2) 

 

 

http://www.vista
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Depending on specific days on which holidays fall Christmas Eve, New Year’s Eve or the day after Christmas, day after New Year’s 
may be observed.  In the execution of this plan Vista Com will use commercially reasonable efforts to provide Customer with 
telephone and on-site Support Services for, or arrange for the support of the Product in accordance with this plan. 

9. Jurisdiction and Governing Law 
This Agreement shall be governed and construed by the laws of Texas. Each party hereby irrevocably submits to the exclusive 
subject matter and personal jurisdiction of the state and federal courts of Texas for the purposes of any proceedings arising out of 
this Agreement. Each party hereby irrevocably submits to exclusive venue in Harris County, Texas or the United States Federal District 
Courts for Southern District of Texas – Houston Division. Each party hereby irrevocably submits to service of process by Certified Mail, 
Return Receipt Requested.  

10. Entire Agreement 
This Agreement constitutes the entire agreement of the parties pertaining to the subject matter hereof and merges all prior 
negotiations and drafts of the parties with regard to the transaction contemplated herein. Any and all other written or oral 
agreements existing between the parties hereto regarding such transactions are expressly rescinded, withdrawn and canceled, 
and Customer agrees that it will not and has not relied upon any prior written or verbal representations of any principal, officer, 
employee, agent or representative of VISTA COM. Customer further warrants and represents the he is relying on his own judgment 
and Customer has reviewed this entire Agreement in detail and has satisfied itself as to the content and legal consequences of this 
Agreement. In the event of any conflict between this Agreement and any of the exhibits attached hereto, if any, the terms of this 
Agreement shall govern. 

11. Amendment 

[Client Name] VISTA COM 
Signed:  Signed:  

Printed Name:  Printed Name: Russell Young 

Title:  Title: President 

Date:  Date:  

 

This Agreement may be waived, amended or supplemented only in writing executed jointly by VISTA COM and the Customer. IN 
WITNESS WHEREOF, the parties hereto have caused this Maintenance Contract to be effective as of the day, month and year first 
written above. 

http://www.vista

