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Support Resources

Tyler provides online and continuing education resources
on its support website at www.tylertech.com/client-support.

« Tyler Search
= Knowledgebase
« Tyler Community
« Tyler University
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= Online Help

* Planned Annual
Continuing Education (PACE)

« State User Groups

© Annual User Conference
* Ongoing Education Webinar

Support Organization

Tyler technical support for Munis® is organized by business
process. Our product-specific teams allow support staff to
focus on a distinct group of products and services by business
process so they can handle calls quickly and accurately.
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Make a Support Request

The most efficient way to reach us is to log a support
request online through Tyler's online support incidents at
www.tylertech.com/client-support.

You can log a case for support anytime. All data is available
in real time. Your existing contact information defaults when
you create a new support case. All you need to do is provide
an issue description, product information, and priority.

Best practice is to enter Munis as the product suite and
start with the application module for all issues. The
application support team will collaborate with other groups
as needed for resolution. The case create form provides
unlimited space for you to describe the question or problem
in detail, and you can attach files or a screen capture that
may be helpful to support. Use the MyView screen capture
tool to record the issue and attach it to the support case.

As you enter your request, potential solutions are offered in
the answer panel to the right of the case entry form. If you
do not find an answer while entering your request, continue
with the submission. The case is routed to the team with
the experts best matched to your request. Once submitted,
you will receive an automated email that includes the case
number for reference.

A Focus on Client Success

Our mission is to deliver superior service by providing a
timely response, issue resolution, and operational support
— resulting in a high level of client satisfaction. Unlike
some companies who outsource their application support to
a third party, Tyler offers a complete solution of customer
support services provided by our in-house experts. When
you contact technical support, your request is responded to
by a technical support specialist who begins working on the
request at first contact.
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Support Hours

STANDARD STANDARD
DAYS HOURS

| 8:00 w—9:00 pu EST
| 8:00 a1~ 9:00 pu EST
| 8:00 w1~ 6:00 p EST
| 8:00 w1 — 6:00 i EST
| 8:00 1 — 6:00 pu EST
| 8:00 1 —8:00 i EST
| 8:00 a1 — 9:00 pu EST
| 800 w1 — 9:00 pu EST
Tyler Systems Management SaaS** Monday — Friday 8:00 am — 8:00 pm EST

Support resources are available 8:00 am — 5:00 pm across four standard time zones (EST, CST, MST, and PST)
and staffing is consistent to support the volume of cases throughout the business day.

SUPPORT TEAM

Munis Financials
Munis Payroll/HR
Federal and State Reporting

Monday — Friday
Monday — Friday
Monday — Friday
Munis Other Revenue & Collections Monday — Friday
Munis Tax Billing & Collections

Munis Utility Billing & Collections

Tyler Forms, Content Manager & Reporting Services Monday — Friday

Monday — Friday
Monday — Friday

Tyler Systems Management* Monday — Friday

*Tyler Systems Management is available one Saturday per month for upgrades.
**On-call service after hours

Customer Relationship Management System

Every contact from you is logged into our customer
relationship management system. This system tracks the
detailed history of each case. A list of cases is available to
you in real time on Tyler’s support website.

Prioritizing Support Cases

To best assist clients, we triage and monitor cases by
priority. The case priority is based on your needs and
deadlines. Priority identifies the impact of the issue

and sets expectations for support and for you. You are
responsible for communicating the priority of the case and
must contact support if the priority of an issue changes.

PRIORITY DESCRIPTION RESOLUTION

Issue is severe and requires immediate resolution. A critical
issue is one where there is a complete work stoppage, or the
loss of multiple essential system functions for all users.

HHI[H

day or less

A high priority issue is one where there is a repeated, consistent
failure of essential functionality affecting more than one user,

or the loss or corruption of data. Your system is operational, but [EISII S
an essential piece of functionality is not working.

30

Issue is non-severe.
days or less

Issue is a lower priority and you will work with support as 60
time permits. days or less

NON-CRITICAL
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Issue Resolution and Case Status

Your case will go through multiple statuses as the issue
is resolved.

STATUS DESCRIPTION / ACTION

New/Not Your request has reached the support organization,

Started and work has not yet begun.

Open The case has been assigned to a support

P representative, and work has begun on this issue.

Resolution provided but not yet confirmed by you.

Waiting for Options:

Customer to e Resolution confirmed — close case in portal

Close

e Resolution not confirmed — reopen case in portal

Work cannot continue in support until you provide

el additional information.

The issue is referred to the appropriate product

2T [DEY development team.

Update A code fix is available in an existing version update
Available or release.

Work Ticket The issue is closed with the opportunity for a future

change or enhancement is not yet scoped.

Critical Issues

If you are experiencing a severe work stoppage that
requires immediate resolution, you can log a critical case
through the portal, or you can call Tyler’s toll-free number
800.772.2260. If all technicians are on the line assisting
other clients, you can press “0” to be redirected to the
operator to page the team.

Following Up on Open Cases

You can monitor the status of an open issue in Tyler's
online support incidents. In the portal, you can review
support’s last action on the case and enter new information
to share with support. You can request an update by
entering a note on the case in the portal, or by calling
support and speaking with the assigned technician.

Escalating a Support Case

If your situation or issue priority has changed, or if you feel
you are not receiving the service you need, please contact
the appropriate support product manager to escalate. The
manager will follow up and determine the necessary action.

A list of managers is on the next page.
...continued on next page
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Technical Support Product Managers

Financials, Payroll, and Human Resources

BRIAN GILMAN

Support Manager — Purchasing
brian.gilman@tylertech.com
Ext. 4436

EVAN SMITH

Support Manager — Budget and
General Ledger
evan.smith@tylertech.com
Ext. 4621

HOLLY LaROU

Support Manager — Equipment
holly.larou@tylertech.com
Ext. 4482

CASEY WASSICK

Support Manager — Payroll
casey.wassick@tylertech.com
Ext. 4712

TAMMY DILLON

Support Manager — ExecuTime
tammy.dillon@tylertech.com
Ext. 4838

TRACY SILVA

Sr. Support Manager — Payroll
and ExecuTime
tracy.silva@tylertech.com
Ext. 4433

ED HAGGERTY

Support Manager — Human Resources
ed.haggerty@tylertech.com

Ext. 4464

SONJA JOHNSON

Director of Software Support
sonja.johnson@tylertech.com
Ext. 4157

Utility Billing and Revenue

PEGGY WINTLE

Support Manager — Utility Billing
peggy.wintle@tylertech.com
Ext. 4567

PARKER LaCHANCE

Support Manager — Tyler Cashiering,
Tyler Payments, Tyler Parks and Rec
parker.lachance@tylertech.com
Ext. 4257

FRANK KLINGENSMITH

Support Manager — Revenue
frank.klingensmith@tylertech.com
Ext. 4267

STEVEN JONES

Director of Software Support
steven.jones@tylertech.com
Ext. 4255

Payroll/Financials State Reporting

PATIENCE STETSON

Support Manager — State Reporting
patience.stetson@tylertech.com
Ext. 4165

ALLYSON KAPTEINA

Software Engineering Manager
allyson.kapteina@tylertech.com
Ext. 4234

If you cannot reach the product manager or director, please call

Adam Scheuchzer, vice president of technical support,
at 800-772-2260, Ext. 4348 (adam.scheuchzer@tylertech.com)

Technology

DEPLOYMENT

DEAN WILBER

Sr. Deployment Manager
dean.wilber@tylertech.com
Ext. 4730

TYLER SYSTEM MANAGEMENT

TIM HOPKINS

Technical Services Manager — On-Premises
tim.hopkins@tylertech.com

Ext. 4042

ZACHARY BARTLETT

Technical Services Manager — SaaS
zachary.bartlett@tylertech.com
Ext. 4521

GREG MILLER

Technical Services Manager — ExecuTime
greg.miller@tylertech.com

Ext. 187012

ReadyForms, Reporting Services, and TCM

MATT STONE

Software Support Manager
matt.stone@tylertech.com
Ext. 4563

BEN KING
Senior Director of Technical Services

ben.king@tylertech.com
Ext. 4867
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