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CITY OF ROUND ROCK AGREEMENT 
FOR TOWING MANAGEMENT AND LOGISTIC SERVICES  

WITH  
TEGSCO, LLC dba AUTORETURN 

 
THE STATE OF TEXAS § 
 § 
CITY OF ROUND ROCK § KNOW ALL BY THESE PRESENT: 
 § 
COUNTY OF WILLIAMSON § 
COUNTY OF TRAVIS § 
 
 
 That this Agreement for Towing and Impound Services (referred to herein as the 
“Agreement”) is made and entered into on this the _____ day of April, 2018, by and between the 
City of Round Rock, Texas, a home-rule municipality whose offices are located at 221 East 
Main Street, Round Rock, Texas 78664 (referred to herein as “City”), and TEGSCO, LLC, 
whose address is 450 7th Street, San Francisco, California 94103 (referred to herein as 
“AutoReturn”).  This Agreement supersedes and replaces any previous agreement between the 
named parties, whether oral or written, and whether or not established by custom and practice.  
 

RECITALS: 
 

WHEREAS, City desires to enter into an agreement with an exclusive towing 
management and logistic services provider for all City-initiated tows and impound services (Tow 
Management Services); and  

 
WHEREAS, AutoReturn desires to be the exclusive provider of Tow Management 

Services; and 
 

 WHEREAS, the parties desire to enter into this Agreement to set forth in writing their 
respective rights, duties, and obligations; 
 
 NOW, THEREFORE, WITNESSETH: 
 
 That for and in consideration of the mutual promises contained herein, the parties 
mutually agree as follows: 
 
1.01 DEFINITIONS 
 

A. Agreement shall mean this mutually binding legal contract between City and 
AutoReturn whereby AutoReturn is obligated to provide specified services and perform specified 
obligations, and City is obligated to perform specified obligations.  
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 B. City shall mean the City of Round Rock, located in Williamson and Travis 

Counties, Texas. 

 

 C. Effective Date means the date upon which the binding signatures of both parties 

to this Agreement are affixed. 

 

 D. Force Majeure means acts of God, strikes, lockouts, or other industrial 

disturbances, acts of the public enemy, orders of any kind from the government of the United 

States or the State of Texas or any civil or military authority, insurrections, riots, epidemics, 

landslides, lightning, earthquakes, fires, hurricanes, storms, floods, restraint of the government 

and the people, civil disturbances, explosions, or other causes not reasonably within the control 

of the party claiming such inability. 

 

 E. Services means work performed by AutoReturn to comply with promised 

delivery dates, specifications and technical assistance specified herein. 

  

2.01 EFFECTIVE DATE, DURATION, AND TERM 
 

 A. This Agreement shall be effective on the date it has been signed by both parties 

hereto, and shall remain in full force and effect unless and until it expires by operation of the 

term stated herein, or until terminated or extended as provided herein. 
 

 B. The term of this Agreement is for sixty (60) months from the effective date 

hereof.  

  

 C. City reserves the right to terminate this Agreement as set forth in Section 11.01. 

 

3.01 CONTRACT DOCUMENTS AND EXHIBITS 

 

 The services which are the subject matter of this Agreement as described in Exhibit “A,” 

attached hereto and incorporated herein; the description of AutoReturn’s ARIES/DISPATCH 

Tow Management Platform described in Exhibit “B,” attached hereto and incorporated herein; 

the Implementation Schedule described in Exhibit “C,” attached hereto and incorporated herein, 

and this Agreement, together comprise the Contract Documents.  

 

4.01 SCOPE OF WORK 

 

 AutoReturn shall satisfactorily complete all services described in the Scope of Services, 

Exhibit “A” and the Implementation Schedule, Exhibit “B.” 

 

 This Agreement shall evidence the entire understanding and agreement between the 

parties and shall supersede any prior proposals, correspondence or discussions. 
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 AutoReturn shall satisfactorily provide all deliverables and services described in Exhibits 
“A,” “B,” and “C.”  A change in the Scope of Services or any term of this Agreement must be 
negotiated and agreed to in all relevant details, and must be embodied in a valid Supplemental 
Agreement as described herein.   
 
5.01 COMPENSATION  
 

AutoReturn shall manage on behalf of the City through its proprietary software 
(“ARIES/DISPATCH” as described in Exhibit “B”) all City-initiated tows.  In consideration for 
its services, for the duration of this Agreement, AutoReturn shall have the right to collect an 
Administration Fee from all City-initiated tows.  Tow companies dispatched by AutoReturn to 
complete a tow on behalf of the City, shall charge the customer an Administration Fee in the 
amount of Twenty-Five and No/100 Dollars ($25.00) in addition to the towing charges.  Twenty-
Two and No/100 Dollars ($22.00) of this Administration Fees shall be paid to AutoReturn from 
the towing companies on a weekly basis.  No payments shall be made from the City to 
AutoReturn and the City shall not receive any money from AutoReturn.  

 
6.01 GRATUITIES AND BRIBES 
 
 City may, by written notice to AutoReturn, cancel this Agreement without liability to 
AutoReturn if it is determined to City that gratuities or bribes in the form of entertainment, gifts, 
or otherwise, were offered or given by AutoReturn or its agents or representatives with respect to 
the performance of this Agreement.  In addition, AutoReturn may be subject to penalties stated 
in Title 8 of the Texas Penal Code. 
 
7.01 CITY’S REPRESENTATIVE 
 
 City hereby designates the following representative authorized to act in its behalf with 
regard to this Agreement. 
 
 Sergeant Tom Sloan 
 Round Rock Police Department 
 2701 North Mays Street 
 Round Rock, Texas 78665 
 (512) 218-6664 
 tsloan@roundrocktexas.gov 
  
8.01 INSURANCE 
 
 AutoReturn shall meet all of the City’s Insurance Requirements as set forth at the City’s 
website:   
http://www.roundrocktexas.gov/wp-contents/uploads/2014/12/corr_insurance_07.20112.pdf 
 
 
 

mailto:tsloan@roundrocktexas.gov
http://www.roundrocktexas.gov/wp-contents/uploads/2014/12/corr_insurance_07.20112.pdf
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9.01 RIGHT TO ASSURANCE 
 

 Whenever either party to this Agreement, in good faith, has reason to question the other 
party’s intent to perform hereunder, then demand may be made to the other party for written 
assurance of the intent to perform.  In the event that no written assurance is given within the 
reasonable time specified when demand is made, then and in that event the demanding party may 
treat such failure as an anticipatory repudiation of this Agreement. 
 
10.01 DEFAULT 
 
 If AutoReturn abandons or defaults under this Agreement and is a cause of City 
purchasing the specified services elsewhere, AutoReturn agrees that it will not be considered in 
the advertisement of the services and that it may not be considered in future bids for the same 
type of work unless the scope of work is significantly changed. 
 
 AutoReturn shall be declared in default of this Agreement if it does any of the following:  
 

A. Fails to fully, timely and faithfully perform any of its material obligations 
under this Agreement; 
 

  B. Fails to provide adequate assurance of performance under the “Right to 
Assurance” section herein; or 

 
  C. Becomes insolvent or seeks relief under the bankruptcy laws of the United 

States. 
 
11.01 TERMINATION AND SUSPENSION 
 
 A. City has the right to terminate this Agreement, in whole or in part, for 
convenience and without cause, at any time upon One Hundred Twenty (120) days’ written 
notice to AutoReturn. 
 
 B. In the event of any default by AutoReturn, City has the right to terminate this 
Agreement for cause, upon ten (10) days’ written notice to AutoReturn. 
 
 C. AutoReturn has the right to terminate this Agreement only for cause, that being in 
the event of a material and substantial breach by City, or by mutual agreement to terminate 
evidenced in writing by and between the parties. 
 
 D. In the event City terminates under subsections (A) or (B) of this section, the 
following shall apply:  Upon City’s delivery of the referenced notice to AutoReturn, AutoReturn 
shall discontinue all services in connection with the performance of this Agreement.   
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12.01 INDEMNIFICATION 
 
 AutoReturn shall defend (at the option of City), indemnify, and hold City, its successors, 
assigns, officers, employees and elected officials harmless from and against all suits, actions, 
legal proceedings, claims, demands, damages, costs, expenses, attorney’s fees, and any and all 
other costs or fees arising out of, or incident to, concerning or resulting from the fault of 
AutoReturn, or AutoReturn’s agents, employees or subcontractors, in the performance of 
AutoReturn’s obligations under this Agreement, no matter how, or to whom, such loss may 
occur.  Nothing herein shall be deemed to limit the rights of City or AutoReturn (including, but 
not limited to the right to seek contribution) against any third party who may be liable for an 
indemnified claim.  
 
13.01 COMPLIANCE WITH LAWS, CHARTER AND ORDINANCES 
 
 A. AutoRetun, its agents, employees and subcontractors shall use best efforts to 
comply with all applicable federal and state laws, the Charter and Ordinances of the City of 
Round Rock, as amended, and with all applicable rules and regulations promulgated by local, 
state and national boards, bureaus and agencies. 
 

B. In accordance with Chapter 2270, Texas Government Code, a governmental entity 
may not enter into a contract with a company for goods or services unless the contract contains 
written verification from the company that it: (1) does not boycott Israel; and (2) will not boycott 
Israel and will not boycott Israel during the term of this contract.  The signatory executing this 
Agreement on behalf of AutoReturn verifies AutoReturn does not boycott Israel and will not 
boycott Israel during the term of this Agreement. 
 
14.01 ASSIGNMENT AND DELEGATION 
 
 The parties each hereby bind themselves, their successors, assigns and legal 
representatives to each other with respect to the terms of this Agreement.   Neither party shall 
assign, sublet or transfer any interest in this Agreement without prior written authorization of the 
other party. 
 
15.01 NOTICES 
 
 All notices and other communications in connection with this Agreement shall be in 
writing and shall be considered given as follows: 
 

1. When delivered personally to the recipient’s address as stated in this Agreement; 
or 

 
2. Three (3) days after being deposited in the United States mail, with postage 

prepaid to the recipient’s address as stated in this Agreement. 
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Notice to AutoReturn: 
 
TEGSCO, LLC  
450 7th Street 

  San Francisco, California 94103 
 
 
  Notice to City: 
   
  City Manager     Stephan L. Sheets, City Attorney 
  221 East Main Street  AND TO: 309 East Main Street 
  Round Rock, TX   78664   Round Rock, TX  78664 
 
16.01 APPLICABLE LAW; ENFORCEMENT AND VENUE 
 
 This Agreement shall be enforceable in Round Rock, Texas, and if legal action is 
necessary by either party with respect to the enforcement of any or all of the terms or conditions 
herein, exclusive venue for same shall lie in Williamson County, Texas. This Agreement shall be 
governed by and construed in accordance with the laws and court decisions of the State of Texas. 
 
17.01 EXCLUSIVE AGREEMENT 
 
 This document, and all appended documents, constitutes the entire Agreement between 
AutoReturn and the City.  This Agreement may only be amended or supplemented by mutual 
agreement of the parties hereto in writing, duly authorized by action of the City Manager or City 
Council. 
 
18.01 DISPUTE RESOLUTION 
 
 City and AutoReturn hereby expressly agree that no claims or disputes between the 
parties arising out of or relating to this Agreement or a breach thereof shall be decided by any 
arbitration proceeding, including without limitation, any proceeding under the Federal 
Arbitration Act (9 USC Section 1-14) or any applicable state arbitration statute. 
 
19.01 SEVERABILITY 
 
 The invalidity, illegality, or unenforceability of any provision of this Agreement or the 
occurrence of any event rendering any portion or provision of this Agreement void shall in no 
way affect the validity or enforceability of any other portion or provision of this Agreement. Any 
void provision shall be deemed severed from this Agreement, and the balance of this Agreement 
shall be construed and enforced as if this Agreement did not contain the particular portion or 
provision held to be void. The parties further agree to amend this Agreement to replace any 
stricken provision with a valid provision that comes as close as possible to the intent of the 
stricken provision. The provisions of this section shall not prevent this entire Agreement from 
being void should a provision which is of the essence of this Agreement be determined void. 
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20.01 MISCELLANEOUS PROVISIONS 
 

Standard of Care.  AutoReturn represents that it employs trained, experienced and 
competent persons to perform all of the services, responsibilities and duties specified herein and 
that such services, responsibilities and duties shall be performed in a manner according to 
generally accepted industry practices. 
 
 Time is of the Essence.  AutoReturn understands and agrees that time is of the essence 
and that any failure of AutoReturn to fulfill obligations for each portion of this Agreement within 
the agreed timeframes will constitute a material breach of this Agreement.  AutoReturn shall be 
fully responsible for its delays or for failures to use best efforts in accordance with the terms of 
this Agreement. Where damage is caused to City due to AutoReturn’s failure to perform in these 
circumstances, City may pursue any remedy available without waiver of any of City’s additional 
legal rights or remedies.  
 
 Force Majeure. Neither City nor AutoReturn shall be deemed in violation of this 
Agreement if it is prevented from performing any of its obligations hereunder by reasons for 
which it is not responsible as defined herein. However, notice of such impediment or delay in 
performance must be timely given and all reasonable efforts undertaken to mitigate its effects. 
 
 Multiple Counterparts.  This Agreement may be executed in multiple counterparts, any 
one of which shall be considered an original of this document; and all of which, when taken 
together, shall constitute one and the same instrument. 
 
 Confidentiality.  The parties recognize and understand that City is subject to the 
Texas Public Information Act and its duties run in accordance therewith. 
 
 
 
 
 
 
 
 

[Signatures on the following page.] 
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IN WITNESS WHEREOF, the parties have duly executed this Agreement. 

CITY OF ROUND ROCK, TEXAS 

By:  _________________________________ 
Printed Name:  ________________________ 
Title:  _______________________________ 
Date Signed:  _________________________ 

FOR CITY, ATTEST: 

By:  ________________________________ 
        Sara L. White, City Clerk 

FOR CITY, APPROVED AS TO FORM: 

By:  ________________________________ 
       Stephan L. Sheets, City Attorney 

TEGSCO, LLC 

By:  _________________________________ 
Printed Name:  ________________________ 
Title:  _______________________________ 
Date Signed:    
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EXHIBIT “A” 

AUTO RETURN 
SCOPE OF WORK 

1. Purpose:

The City of Round Rock Police Department (RRPD) desires to enter into a 
contract with TEGSCO, LLC (“AutoReturn”) to provide and administer a 
comprehensive program to dispatch wrecker services and manage impound 
services for RRPD.  

2. Background:

Currently, the Chief of Police establishes and maintains an annual wrecker 
rotation list from which wrecker companies on the list are contacted by RRPD 
dispatch on a rotating basis to answer calls for non-consent tows. In order to be 
added to the rotation list, the wrecker companies must meet all the requirements 
of State Law and applicable City Ordinances. The City desires to contract with 
AutoReturn to administer the dispatch of wreckers and the impound program 
utilizing AutoReturn’s ARIES/DISPATCH Platform and following guidelines 
contained in the City’s “Towing Manual.” All wreckers currently on the City’s 
rotation list will be eligible to continue to be dispatched for all tows other than 
“Enforcement Tows” (abandoned vehicles, junked vehicles, vehicles towed 
incident to arrest; stolen/recovered vehicles; parking enforcement tows). Aus-Tex 
will be dispatched to provide towing and impound services for all “Enforcement 
Tows.” 

3. AutoReturn’s Responsibilities:

3.1 Implementation: 

• Create an implementation program and calendar that is agreed upon by
the City. Any changes to the implementation program and calendar must
be approved by the City in advance and provided to the City in writing.

• Assist RRPD in drafting a Towing Manual.

• Provide training to RRPD on ARIES. A training schedule including type of
training, location frequency etc. shall be developed by AutoReturn and be
provided to the City for approval and shall be in compliance the
implementation schedule.
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• Transition RRPD from its rotation list system to AutoReturn’s 

ARIES/Dispatch program (as set forth in Exhibit “C” – RRPD Towing, 
Dispatch and Impound Services Implementation). 

 
3.2  Wrecker companies:   

 
• AutoReturn shall provide training to wrecker companies on ARIES and 

mentor the companies and monitor their performance to ensure that the 
best quality of service is provided to RRPD. 
 

• AutoReturn shall provide Traffic Incident Management Training (TIM) to 
the wrecker companies at the request of RRPD. 

 
• AutoReturn shall ensure all wrecker companies have procured and 

maintained appropriate insurance coverage and provide proof of that 
coverage to the City upon request.   

 
• AutoReturn shall create and monitor daily, weekly and monthly reports to 

monitor wrecker company’s performance or customize additional reports 
at the request of RRPD. 

 
• AutoReturn shall promptly notify RRPD when they become aware a towing 

company has fallen out of compliance with State Law, local ordinances or 
the Tow Manual and assist RRPD with the disciplinary process if needed.  

 
• AutoReturn shall assist RRPD in monitoring fees and provide fee reports 

to RRPD as agreed upon between both parties to ensure that wrecker 
companies are in compliance with the fees established by RRPD and set 
forth in the Tow Manual, and promptly report any violations to RRPD. 

 
3.3  Aus-Tex: 

 
• AutoRetun shall enter into a subcontractor Agreement with Aus-Tex for 

the towing and impound of all of the City’s “Enforcement Tows.”  
 

• City shall be involved in the drafting/review of Aus-Tex’s Subcontractor 
Agreement prior to execution. 

 
 
4. Dispatch: 

 
• For each tow request initiated at RRPD’s request, RRPD will communicate 

the request to RRPD dispatch and dispatch with communicate the request 
to AutoReturn. AutoReturn will utilize ARIES/Dispatch to determine the 
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wrecker that can meet the needs of the requested tow using the 
methodology agreed upon between AutoReturn and RRPD. 

 
 “Enforcement Tows” will all be dispatched to Aus-Tex and towed to 

Aus-Tex’s impound facility or as directed by RRPD. 
 

 “Other Tows” will be dispatched to other eligible wrecker companies 
in the method  agreed upon between AutoReturn and RRPD. 

 
• AutoReturn shall ensure that ALL tows, with the exception of abandoned 

vehicle tows, are completed within thirty (30) minutes of communication 
from RRPD dispatch to AutoReturn. 

 
• AutoReturn shall be available to dispatch for RRPD 24 hours per day/365 

days a year. 
 

 
5. Impound Facilities: 

 
• AutoReturn shall utilize the impound facility of Aus-Tex for all 

“Enforcement Tows.”  AutoReturn shall monitor Aus-Tex for compliance 
with the subcontract and Tow Manual.  

 
• “Enforcement tows” that are evidentiary tows shall also be dispatched by 

Aus-Tex and towed to RRPD at the direction of RRPD’s dispatch.  
AutoReturn will work with RRPD to establish a tracking method for these 
vehicles. 

 
• For “Other Tows,” a wrecker dispatched by AutoReturn shall tow a vehicle 

to its own impound facility for storage. 
 

• AutoReturn shall provide electronic tracking from dispatch through final 
disposition of the vehicle, whether it is returned to the owner, salvaged, or 
sold through an auction for all tows. 

 
• AutoReturn shall provide vehicle owners access to information through an 

AutoReturn website address provided to the owner.  
 

 
6. Communication/Reporting:  

 
• AutoReturn shall operate comprehensive dispatching services for RRPD 

and wrecker companies 24 hours per day/365 days per year . 
 

• AutoReturn shall designate a single point of contact for RRPD to address 
contract performance issues. 
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• AutoReturn shall process and manage claims and complaints process. 

 
• AutoReturn shall provide RRPD with reporting that includes at minimum:  

 
 tow requests; 

 
 dispatch and response time management; 

 
  towing volumes by category; 

 
  inventory management;  

 
 vehicle release;  

 
 vehicle disposal;  

 
 various financial reports; and  

 
 customer service reports detailing customer complaints and the 

status of the resolution. 
 

• All records maintained by AutoReturn pertaining to RRPD shall be made 
available to RRPD for inspection during normal business hours. 

 
• AutoReturn shall meet with RRPD as set forth in the SOW and additionally 

as requested by RRPD. 
 
 
7. RRPD Responsibilities: 

 
7.1 Tow Manual:  

 
• RRPD shall create a Tow Manual which includes all the requirements for 

wrecker companies to meet for participation.  Wrecker companies will be 
required to sign that they have read and accept all terms of the Tow 
Manual.  The Tow Manual shall include: 
 
 Required equipment; 

 
 Requirement to remove all glass and debris promptly from accident 

site and proper disposal; 
 

 Requirement to clean-up all leaked fluids and required absorbent 
material to carry on truck; 
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 Response time expectations; 
 

 Availability requirements; 
 

 Insurance requirements; 
 

 Explanation of ARIES/DISPATCH 
 

 Requirement to use ARIES (equipment needed, training); 
 

 Fees; 
 

 Requirement of continued annual inspection at RRPD;  
 

 Additional compliance requirements; 
 

 Consequences for performance or compliance issues; 
 

 Impound facility requirements; and 
 

 Any other relevant information. 
 

• The Round Rock Chief of Police or Tow Administrator for the RRPD will 
make revisions to the Tow Manual as he determines necessary. 
 

• RRPD will provide the revisions to AutoReturn and all wrecker companies 
participating in the program.  

 
• The wrecker companies will sign a receipt acknowledging they received 

and accept the Tow Manual revisions.   
 

• Failure of the wrecker companies to sign off on the Tow Manual or any 
revision will disqualify a wrecker company from participating in this 
program. 

 
7.2   Other Responsibilities:  

 
• RRPD will provide a single point of contact for AutoReturn (“Tow 

Administrator”) (currently Sergeant Tom Sloan). 
 

• RRPD will  provide a list of the current wrecker companies on RRPD’s 
rotation list and the contact information for each company on the list. 

 
• RRPD will provide annual wrecker inspections that are currently 

scheduled to occur in January of each year. 
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• RRPD will be responsible for “disciplining” wrecker companies for failure 
to comply with the Tow Manual and ultimately removing a company from 
the program if necessary. 
 

 
8.  Payment: 
 

There shall be no payments by the City to AutoReturn for the services set forth 
herein.  There shall be no payments, including any referral fees, from AutoReturn 
to RRPD.  In the event RRPD requests that Aus-Tex (or other wrecker company) 
tows a vehicle to RRPD, that wrecker company will invoice RRPD for that tow 
and payment will be made directly from RRPD to them.  Any payments collected 
by AutoReturn shall be from the wrecker companies. 
    

 
9. Term: 
 
 The term of this Agreement shall be for five (5) years.  
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1. ARIES TECHNOLOGY PLATFORM

Timely access to accurate and secure information is the foundation of AutoReturn.
Without it, service levels cannot be achieved and the City will not have access to the
information it requires.  Each vehicle record is created at the time of the tow request
and evolves throughout the process to capture all important information and details
such as vehicle photos and customer service contacts.  Each vehicle is tracked in
real-time until it is either retrieved by its owner or disposed of as an unclaimed
vehicle.

ARIES Technology Platform – Our integrated software and hardware system
platform is called ARIES – which stands for AutoReturn Integrated Enterprise
System.  ARIES is comprised of an integrated suite of industry leading components
that collectively provide the most comprehensive end-to-end solution available for
municipal towing and impound operations.  ARIES is a full-featured solution for
managing all aspects of a municipal towing program including electronic dispatch and
towing management, customer service and vehicle release management, and vehicle
storage and disposal.

ARIES provides City officials, towing subcontractors, impound operators, and vehicle
owners with multiple interfaces tailored to meet their individual needs.  ARIES is a
proven solution that is currently used to manage over 130,000 tows annually for the
operations of AutoReturn’s six agency clients.

ARIES Component Architecture – AutoReturn’s different service offerings and the
unique requirements of each municipality require the use of different subsets of the
capabilities that exist within ARIES.  This section and the following sections provide
an overview of the full range of components that are available as part of ARIES.

 ARIES Dispatch (“ARIES/Dispatch”) – AutoReturn developed ARIES/Dispatch
as a proprietary solution to support the Company’s unique electronic dispatch and 
towing management requirements.  The system can be deployed as a stand-
alone tool for municipal dispatchers or it can be integrated in a seamless fashion 
with existing computer aided dispatch (“CAD”) solutions.  Police Department 
users can submit electronic tow requests that can be automatically routed to the 
towing subcontractors and even directly to the tow truck operators (“TTOs”) 
deployed in the field.  The system utilizes underlying GPS technology and can 
make optimized tow assignments based on a variety of zone-based, rotational, 
and “closest to” algorithms.  The system aids dispatchers and TTOs through the 
use of automated alerts to ensure that tow response service levels are met. 

 ARIES Communications Manager (“ARIES/ARCOM” or “ARCOM”) – 
ARIES/Dispatch integrates seamlessly with ARCOM, the ARIES module that 
plays the critical role of managing communications between ARIES/Dispatch and 
tow company personnel deployed in the field.  ARCOM provides a central hub for 
a flexible range of automated communication methods with both TTOs and tow 
company dispatchers.  Utilizing the data that is managed within ARCOM, 
ARIES/Dispatch can determine which TTOs are actively on duty and available 
along with their current locations.  Both TTOs and tow company dispatchers can 
receive tow requests electronically, acknowledge requests, manage the status of 

Exhibit "B"
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tows, and collect photo documentation at the tow scene in real-time.  ARCOM 
supports the following smartphone options for all the leading wireless 
communications providers such as Sprint, Verizon, and AT&T: 

- Android Smartphones – AutoReturn’s proprietary Android app for GPS
tracking, electronic dispatch, and field workflow management

- iPhones – AutoReturn’s proprietary iOS app for GPS tracking, electronic
dispatch, and field workflow management

 ARIES Impound (“ARIES/Impound”) – One of the foundational blocks of ARIES 
is the core impound management functionality that comprises the inventory 
management, receipt generation, and payment processing capabilities required 
for administering the impound activities.  AutoReturn’s ARIES/Impound is a 
proprietary solution that allows AutoReturn to support the varying business 
requirements and procedural rules that the Company encounters through our 
relationships with municipalities across the country.  The system can be readily 
configured and customized to meet the unique data requirements for differing 
types of impound operations as well as the different business rules and workflows 
surrounding the life cycle of an impounded vehicle, from the point that the vehicle 
is impounded through the point at which the vehicle is either released to the 
vehicle owner or sold as an unclaimed vehicle.  One of the key features of 
ARIES/Impound is that it can be used to support both a centralized impound 
operation as well as a distributed model involving separate, independent impound 
operators. 

- Android Smartphones and Tablets – Optimized “on the lot” inventory
management capabilities utilizing wireless handheld computers with bar code
and RFID scanning capabilities.  These devices aid the real-time check-in of
vehicles arriving at the lot as well as the ability to confirm a vehicle’s status as
available for release.

 ARIES Admin (“ARIES/Admin”) – The newest of the 3 core ARIES web 
applications is used to manage a range of administrative data that is important to 
the other parts of ARIES.  For example, tow company profiles, driver lists, and 
smartphone provisioning for the mobile apps is managed in ARIES/Admin.  
Another important administrative function within ARIES/Admin is to manage all 
user profiles, including the permission groups and permissions that govern which 
features are granted to each individual user.  The module also supports the 
“broadcast message” feature that is used to send immediate alerts to all ARIES 
users so that AutoReturn can communicate with all users in real-time about 
system maintenance events and other operational matters. 

 Industry Leading VoIP Call Center System – AutoReturn’s call center 
processing is deployed utilizing the industry leading Cisco Systems Unified 
Communications System that serves as a broad featured, highly stable “voice-
over-IP” (“VoIP”) telephony system.  The Cisco system supports all the modern 
call center capabilities including advanced call routing, queuing, and our IVR 
system.  The IVR provides self-service processing including vehicle release 
capabilities.  Incoming calls are monitored and managed proactively and the 
system allows for rigorous performance reporting to measure service levels. 

Exhibit "B"
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 Full Featured “Self-Service” Website – AutoReturn’s website provides a wide 
range of useful information and tools to customers such as vehicle search 
capabilities, instructions on obtaining the release of vehicles, online payment of 
towing and storage fees, answers to frequently asked questions (“FAQs”), online 
claim and complaint submission, auction marketing (vehicle lists and photos), and 
past auctions results information. 

 Robust Real-Time Reporting – ARIES/Reports provides a robust collection of 
real-time reporting capabilities that ensure the absolute transparency of 
AutoReturn’s operations.  There are well over 100 reports in the ARIES/Reports 
library, any of which can be executed as an ad hoc report or scheduled to be 
delivered electronically on a daily, weekly, monthly, or quarterly basis.  Nearly all 
of the City’s reporting requirements can be met through existing reports, with 
minimal programming required.  Any specific reports that are unique to the City 
can be developed quickly, leveraging existing reports.  The automated reports can 
be delivered via secure FTP file sharing websites (FTP over SSL), secure web 
pages (HTTPS), email (including secure email), or automated fax.   

 Proactive Service Level Management – Nearly all of AutoReturn’s systems 
have built-in monitoring capabilities that are used to provide proactive alerts to 
managers and supervisors when service level issues arise.  As an example, the 
AutoReturn “Service Dashboard” provides a real-time, single-screen view into all 
of the Company’s critical service level metrics.  AutoReturn maintains multiple 
“dashboards” to monitor critical data so that managers can monitor activity levels, 
resources, and make real-time decisions that ensure that required service levels 
are met.  The following are two examples of the types of “dashboards” used by 
AutoReturn managers to monitor performance.  

Exhibit "B"
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ARIES System Architecture 

ARIES is a SaaS solution hosted in the cloud and is a web application that is 
accessed through a wide range of industry standard browsers and mobile devices.  
No software is required to be installed on client workstations.  The diagram below 
provides a depiction of ARIES, the user access methods, and the SaaS hosting. 

ARIES System Architecture 

Exhibit "B"
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ARIES Hosting – Amazon Web Services (AWS) 

AutoReturn's ARIES Technology Platform is comprised of a collection of systems and 
modules that are collectively hosted using Amazon Web Services (AWS), a collection 
of remote computing services (also called web services) that together make up the 
industry-leading cloud computing platform, offered through the Internet by Amazon 
(http://aws.amazon.com/). 

ARIES is hosted using two geographically distant Amazon data centers.  The primary 
data center is located in Portland, Oregon and the secondary data center is located 
in Northern Virginia.  ARIES utilizes a web application architecture that allows users 
to access the system using a wide range of industry standard browsers, such as 
Internet Explorer, Firefox, Chrome, and Safari.   There is no client software that is 
required to be installed on the user workstations.  All of the application processing is 
centralized on the application hosts within the ARIES data center that are virtual 
machines running Linux that can be scaled to meet any performance demands by 
adding resources at any time.  The web server utilized by ARIES is NGINX and the 
core Java applications run inside of Tomcat instances.  The underlying database 
technology is a collection of three (3) MySQL databases, two (2) that are 
synchronized in real-time in the primary data center and one (1) that is deployed in 
the secondary data center that is synchronized in near-real-time. 

Extensive care was taken in the design of ARIES to ensure security, starting with the 
architecture of the system.  The underlying architecture of the system is designed to 
maintain the reliability, performance, and security of the system.  As noted above, 
ARIES is hosted in Amazon hosting facilities that adhere to all of the industry 
standard security practices.  Within Amazon, ARIES is protected behind a firewall to 
prevent unauthorized access to the system.  All data transmissions to and from 
ARIES utilize SSL (Secure Socket Layer) 128 bit encryption.  Each of the application 
hosting components, such as the NGINX web servers and Tomcat application 
servers, are maintained with the latest security updates.  Throughout its many years 
of usage dating back to 2006 when ARIES/Dispatch was originally deployed, there 
have been no instances of the security being compromised for any of the ARIES 
technology components. 

The Amazon hosting facilities are multi-tenant facilities.  Amazon manages the 
security and reliability of each site.  All of the hardware is owned and managed by 
Amazon personnel.  The virtual machine hosts are provisioned by the AutoReturn 
Development Team using the standard AWS services for deploying secure and 
reliable environments for hosting proprietary applications such as ARIES.  All 
components of ARIES that are hosted within Amazon are 100% managed by 
AutoReturn personnel. 

User Access, Permissions, and Security 

Users access the system through the ARIES/SSO single-sign-on application that is 
used to authenticate users for all ARIES modules.  The ARIES/SSO module is 
integrated with Microsoft Active Directory (AD) that is hosted by AutoReturn and 
synchronized to multiple AD hosts deployed at four (4) different data centers: one at 
a commercial hosting facility located in Emeryville, CA and the other three at the two 
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AutoReturn sites in San Francisco and the single AutoReturn site in Indianapolis.  At 
all times, ARIES has access through redundant VPN tunnels to the AD servers in two 
of these AutoReturn locations (currently Emeryville and Indianapolis). 

Beyond the ARIES/SSO authentication, the authorization to access various ARIES 
modules and the features within each are managed through permission groups that 
are associated with all the system features.  In order to access a particular feature a 
user must be associated with a permission group that contains the required 
permission to use the feature. 

Software Licensing 

ARIES is licensed as a SaaS solution.  There are no limits on the number of users 
that access the system.  All modules and components of ARIES, including all the 
mobile applications, are accessible as part of the base set of services that 
AutoReturn provides to its agency clients.  All system updates (releases and patch 
releases) are provided to all licensed clients. 

Scalability 

There are no limitations to expanding the number of users, incorporating new 
input/output devices, or integrating with enterprise systems.  ARIES has proven to be 
very scalable to support future user demand, potential system interfaces, and 
performance/storage requirements.  The Amazon AWS service offering provides a 
highly reliable infrastructure that allows for additional resources (e.g. speed, memory, 
etc.) to be added at any time with effectively no limitations. 

Reliability 

AutoReturn maintains records of the uptime for ARIES through use of detailed 
system logs.  Entries are created in the system logs for every instance of downtime 
(scheduled or unscheduled) as well as all instances where a performance issue 
prevents the normal access and use of the system by all or a subset of users. 

When an infrequent outage does occur, the downtime interval varies depending on 
the nature of the issue.  AutoReturn resolves the vast majority of issues within a 
matter of minutes and issues rarely extend for more than 30 minutes.  In the 
extremely rare instances where the downtime is longer, AutoReturn's support team 
provides ARIES users with regular and frequent updates on the status of the issue 
and expected resolution time. 

Since 2009, when the Company began tracking system uptime statistics for ARIES, the system 
has an uptime availability performance percentage of greater than 99.9%. 
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Technical Support and Contingency Options 

During both scheduled and non-scheduled outages, the AutoReturn Partner Support 
Team in our 24 x 365 call center is available to address any issues related to active 
tow requests.  New tow requests can be processed by phone and updates can also 
be provided on previously requested tows that are either still active or recently 
completed.  During timeframes when the ARIES/Dispatch system is not on-line, 
AutoReturn's Partner Support shifts all communications with tow companies to the 
phone channel.  AutoReturn practices and trains its staff quarterly on these outage 
procedures. 
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1.1 ARIES/DISPATCH 

The ARIES/Dispatch web application is available for use by police dispatchers and 
other authorized City personnel to quickly create a tow request using nothing more 
than an Internet browser on any computer that is connected to the Internet.  The data 
entry to complete a new tow request is all organized through a single button click and 
“New Tow” screen.  While the screen supports a range of data fields, many of the 
fields can be configured to be defaulted and only a relatively small number of fields 
are required.  A typical tow request can be entered comfortably in under 30 seconds.   
Once the tow request is saved to the system, the City dispatcher’s portion of the 
effort is done.  All newly entered tow requests are received and generally 
automatically dispatched within ARIES/Dispatch.  Any tow requests that are not 
automatically dispatched generate immediate alerts for the AutoReturn dispatch team 
that monitors the system 24 x 365 to address any situations that arise with the 
automated ARIES/Dispatch workflow.  For example, if the optional notes field is used 
by the City dispatcher when a tow request is created, the tow will not be automatically 
dispatched and will remain in the REQUESTED status.  The AutoReturn dispatch 
team will be alerted immediately to review the note and take the appropriate steps in 
seeing that the tow is dispatched to the optimal tow truck operator. 

Flexible Methods of Requesting Service 

AutoReturn offers a number of flexible methods to communicate tow requests from 
the City to the AutoReturn Dispatch Centers.  AutoReturn can work with the City to 
select the optimal method for communicating various types of tow requests 
depending on the nature of the tow request type: 

 Electronic data entry directly into ARIES/Dispatch:  AutoReturn can work with the 
City IT officials to deploy the Company’s dispatch solution directly on the 
computer workstations of City precinct dispatchers and other City officials as 
needed.  AutoReturn’s web-based applications require nothing more than a 
standard Internet browser (e.g. Microsoft Internet Explorer) to function on the 
City’s computer workstations. 

 Integration between City systems and ARIES/Dispatch system:  Should the City 
desire to enter tow requests into a City-maintained system, such as a police 
computer aided dispatch (“CAD”) system, the flow of tow request data to the 
ARIES/Dispatch can be automated through a variety of proven and secure 
integration approaches.  AutoReturn has successfully completed this type of CAD 
integration for the San Diego Police Department.  If desired by the City, 
AutoReturn can spearhead this effort, collaborating with the City’s IT resources at 
no cost to the City. 

 Mobile data terminal (MDT) in police patrol vehicles:  AutoReturn’s dispatch 
systems can be readily configured to receive tow requests either directly from the 
MDT devices or through police department computer-aided dispatch (“CAD”) 
systems that are integrated with the MDT devices in the police patrol vehicles.  
AutoReturn’s has successfully completed this type of MDT integration for the San 
Diego Police Department.  If desired by the City, AutoReturn can spearhead this 
effort, collaborating with the City’s IT resources at no cost to the City. 
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 Phone calls from City officers and dispatchers to the AutoReturn Dispatch 
Centers:  In this scenario the AutoReturn dispatchers enter the tow request data 
into the dispatch system. 

 Tow requests originating with field officers co-deployed with tow truck operators 
(TTOs):  A significant portion of AutoReturn’s towing volume in San Francisco 
originates through what is known as “sweep details”.  The Company refers to 
these tows as “Field Requested” tows to differentiate them from the traditional 
“Dispatch Requested” tows.  For the Field Requested tows, AutoReturn pre-
schedules one or more TTOs to be assigned and dedicated to a specific field 
officer at a specific point in time for a prescribed or unknown time interval.  The 
Field Requested process is used for various types of towing, such as the removal 
of vehicles from commute-time driving lanes, coordinated police department 
checkpoint activities in the field, yellow zone enforcement, scofflaw enforcement, 
etc. 

These various methods of communicating tow requests to AutoReturn are illustrated 
by the diagram on the following page. 
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Optimized Communications with Tow Company Resources 

Timely and reliable communications between the dispatch operators and the tow 
truck operators (“TTOs”) are an essential part of the AutoReturn towing management 
solution.  Recognizing the importance of these communications and the objective of 
optimizing the towing resources deployed in the field, AutoReturn invested significant 
time and resources into building the most advanced tow request management and 
logistics system available in the industry. 

As presented in the prior section, within the “ARIES Component Architecture”, there 
are two key applications that work side by side to support the tow management 
process:  ARIES/Dispatch and ARCOM. 

The ARCOM module provides a central hub for a flexible range of automated 
communication methods with both TTOs and tow company dispatchers.  Utilizing the 
data that is managed within ARCOM, ARIES/Dispatch can determine which TTOs 
are actively on duty and available along with their current locations.  Both TTOs and 
tow company dispatchers can receive tow requests electronically, acknowledge 
requests, and manage the status of tow requests in real-time.  ARCOM supports the 
following methods of automated communications with tow company dispatchers and 
TTOs: 

 Smartphones – AutoReturn provides tow companies with free mobile 
applications (“apps”) that are compatible with a wide range of smartphones for all 
the leading wireless communications providers such as AT&T, Sprint, T-Mobile, 
Verizon, Virgin Mobile, and others.  Currently, the Company’s mobile dispatch app 
is available for the Android operating system and the iOS operating system for 
iPhones.  AutoReturn’s mobile dispatch apps provide tow companies with all the 
features necessary to manage the entire towing process.  

- Sign on to be visible in the system as available to receive tow requests (also
sign off)

- Go on break to indicate short-term period of unavailability (also return from
break)

- GPS tracking to allow system to know location of TTOs in real-time (including
on site arrival)

- Receive new tow requests, including audible alerts and full tow request details

- Receive alerts when an expected tow status update is not received

- Change tow status to indicate acceptance of tow request, arrival on site, and
completion of tow

- Navigation assistance including driving directions and map views

- Ability to reassign tow requests to another user from the same tow company

- Ability for tow company dispatchers to manage multiple tow requests in parallel

- Two-way messaging between dispatchers and TTOs
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- Ability to capture vehicle photos at the site of the tow location prior to towing
the vehicle

 Desktop and Laptop Computers – Both desktop and laptop computers can be 
used to access the ARIES web applications.  Any computer that has a broadband 
Internet connection and a compatible web browser (i.e. Microsoft’s Internet 
Explorer, Mozilla’s Firefox, Google’s Chrome, and Apple’s Safari) can be used to 
access ARIES/Dispatch.  ARIES/Dispatch runs within the browser and does not 
require any software to be installed on the client computer. 
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Real-Time GPS-Optimized Automated Dispatch Management 

ARIES/Dispatch provides a single point dispatch system that can be used to enter 
new requests for tows and monitor the status of these tows.  The system can be used 
in one or more police communications centers by both police officers and other city 
personnel.  As described above, the system can also be integrated with police 
department systems so that police personnel can work in their native systems to 
process tow requests. 

The ARIES/Dispatch main “Dispatch” window supports the necessary workflow for 
entering a tow request and having the tow request automatically processed 
electronically.  Once all of the tow information has been completed and the user is 
ready for the tow request to be assigned, the user simply needs to save the tow 
request, which puts the record in a REQUESTED status.  Once the tow request is 
placed in the REQUESTED status, it becomes visible to the AutoReturn dispatch 
organization and the AutoReturn dispatchers assume ownership of ensuring that the 
tow request is properly managed and the required response time is met. 

AutoReturn is able to track the location of TTOs in real-time through GPS-enabled 
mobile phones.  ARCOM continuously monitors the location of all TTOs.  The TTO 
locations are captured as longitude and latitude coordinates and updated in the 
database on a frequent basis.  ARIES/Dispatch utilizes standard geo-coding 
technology to convert each requested tow location address to the corresponding 
longitude and latitude coordinates.  This information can be compared with the 
coordinates of all the TTOs to determine which active and currently available TTO is 
closest to the tow request location.  By assigning the tow to the closest TTO, 
AutoReturn achieves extremely high levels of on-site response time compliance with 
required service levels. 

The system is designed to automatically determine and dispatch the tow to the 
appropriate towing subcontractor by applying a flexible set of rules, such as the 
closest available TTO or utilizing a rotation between the towing companies assigned 
to a given zone.  In the infrequent case that the dispatch assignment decision cannot 
be made automatically, the system will immediately alert AutoReturn’s dispatchers.  
An example might be that there are no TTOs available for any of the towing 
companies assigned to the given geographic zone, requiring the dispatcher to select 
an available TTO from a nearby zone.  Another example might be that the tow 
request location provided is not specific enough (incomplete or inaccurate address) 
to determine the geographic zone.  AutoReturn’s dispatch team is trained in quickly 
determining the most appropriate actions to take in order to get the tow assigned 
efficiently so that the on-site response time commitment can be met. 

In addition to recording the TTO locations in the ARCOM database, ARIES/Dispatch 
provides a real-time map view as a graphical depiction of all the TTOs in their 
respective locations.  An example of this map view from AutoReturn’s operations is 
provided in the set of diagrams that follow.  This interactive map provides dispatchers 
and city users with a user-friendly view of the towing operations in real-time.  The 
following page provides sample views of the ARIES/Dispatch Driver Status screen 
“Map” and “Status” tab views. 
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ARIES/Dispatch – Driver Status Screen – “Map” Tab 

ARIES/Dispatch – Driver Status Screen – “Status” Tab 
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ARIES/Dispatch:  Automated Dispatch System  

The diagrams on the following pages illustrate the electronic dispatch capabilities of 
ARIES/Dispatch, the core dispatch management component within ARIES.
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Real-time Tracking of Tow Status and On-Site Response 

For any towing operation, the time that the tow truck operator (“TTO”) accepts 
responsibility for the tow request and to arrive at the location are extremely important 
data elements that must be tracked in real-time in order to manage towing efficiency 
and meet service level commitments.  AutoReturn designed ARIES/Dispatch with these 
and other essential features in mind.  ARIES/Dispatch allows the tow status to be 
tracked in real-time from the point that the tow information is entered into the system to 
the point the tow has been completed with the vehicle being off-loaded at a storage 
facility or other designated location.  The mobile communications device provides the 
TTO a user-friendly tool for managing the status of the tow in real-time.  The status can 
be changed through a simple two-step button click sequence on the mobile 
communications device as illustrated below: 

In addition to supporting the fully electronic dispatch communications and status 
management, the mobile communications devices allow for two-way voice 
communications with AutoReturn dispatchers as a backup communications method and 
a way to augment the electronic dispatch communications to address exceptions cases. 

Status Change is Completed in 
Real-Time – Combined with GPS 

Data to Confirm Location is 
Correct 

TTO Prompted to Confirm ON 
SITE Status Change 

TTO Ready to Change 
Status to ON SITE to 

Indicate Arrival at Tow 
Location 
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Data Collection and Photo Documentation of Vehicle Condition at the Tow Location 

The mobile communications devices can also collect data at any stage of the process.  
For example, when the driver arrives at the tow location and changes the status to ON 
SITE, the state transition model is configured to take advantage of the data entry 
capabilities of the device to collect important information that can only be captured in 
the field: the system allows the driver to capture photos at the scene, those photos 
become a permanent part of the vehicle information record. This information can be 
used as evidence of pre-existing damage or to report on important details about any 
specialized vehicle loading procedures that were required to tow the vehicle (e.g. 
winching required, off-road vehicles, etc.). 

ARIES Android App – Capturing On Site Photos of Vehicle Condition 

Once the vehicle is delivered to the impound facility, its status in ARIES/Dispatch is 
changed to CLEARED whereupon the vehicle record – textual and photographic data 
included – is sent to ARIES/Impound.  The photos remain with the vehicle record in 
perpetuity. 

TTO On Site – 
Photo-Capture Enabled 

Multiple On-Site 
Vehicle Photos 
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Viewing On Scene Photos within ARIES 

Real-time Status Management  

ARIES/Dispatch can support a configurable set of tow status codes that can all be used 
to manage the tow status in real-time.  AutoReturn and municipalities can work together 
to select the desired set of status codes to be tracked from the following configurable 
selections: 

 REQUESTED 

 DISPATCHED 

 ACCEPTED 

 REJECTED 

 ON SITE 

 IN TOW 

 AT DESTINATION    

 CLEARED   (Completed) 

 CANCELLED 

 DROPPED (Cancelled when truck is ON SITE) 
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 Others as needed 

When the TTOs are logged into the mobile communications devices to manage the tow 
status changes, the GPS coordinates for the TTO’s current location at the time the 
status changes is processed.  For example, if the TTO changes the status to ON SITE, 
the TTO’s current location can be compared to the location defined in the tow request to 
ensure that the TTO has not prematurely changed the status to ON SITE, prior to 
arriving at the tow location. 
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1.2 ARIES/IMPOUND 

Cutting Edge Impound Management Technology 

AutoReturn’s industry leading ARIES/Impound module provides advanced capabilities 
for electronic vehicle inventory management.  The vehicle inventory information is fully 
computerized, including scanned images of hand-written tow authorization documents 
and multi-angle digital images of vehicles.  The information can be accessed and 
viewed in a variety of ways, including wireless tablet computers and smartphones with 
bar code scanning technology. 

ARIES/Impound captures a living record that contains all the information collected about 
each towed vehicle.  The inventory information is maintained in real-time using a 
mixture of traditional computer data entry and wireless handheld device data entry.  As 
the vehicle moves through the impound process, ARIES/Impound accumulates the 
following information at a minimum: 

 Information about the tow (dispatcher, tow type, tow location, TTO, time of tow, etc.) 

 Unique Tow / vehicle tracking identification (“ID”) number, as well as a unique bar 
code number that is affixed to the vehicle as a sticker and recorded in the vehicle 
record 

 Vehicle information (make, model, color, body style, year, license state and number, 
registration month and year, VIN, etc.) 

 Photo documentation of the vehicle’s condition at various stages of the process (e.g. 
at the scene of the tow, when vehicle enters storage facility and when vehicle exits 
storage facility) 

 Detailed inventory of vehicle contents and vehicle condition information 

 Storage lots are organized into a numbered “grid system” and the grid designation is 
stored in the system to allow for the quick locating of vehicles 

 Vehicle registered owner, lien holder, and claimant information 

 Record of customer inquiries (notes, audit trail of customer service agents who 
assisted the customer, etc.) 

 Schedule of towing, storage, and related fees 

 Receipt and payment information 

 Lien sale processing data (notification and authorization dates, sale dates, sale 
amounts, etc.) 

 Current vehicle status and final disposition (released, auctioned, salvaged, etc.). 

ARIES/Impound maintains the inventory information from the time the tow is requested 
through the final disposition of the vehicle, when it is released to the vehicle owner or 
disposed of through the vehicle sale operations.  After release or disposal, the vehicle 
information is maintained as a permanent history of all activity related to the vehicle, 
supported by detailed reporting capabilities. 
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Built Specifically to Support Large, Public Impound Operations 

One of the foundational blocks of ARIES/Impound is the core impound management 
functionality that comprises the vehicle inventory management, receipt generation, and 
payment processing capabilities required for managing the day to day activities of a 
large, public vehicle impound operation.  AutoReturn’s ARIES/Impound is a proprietary 
solution that allows AutoReturn to support the varying business requirements and 
procedural rules that the Company encounters through our relationships with 
municipalities across the country.  The system can be readily configured and 
customized to meet the unique data requirements for differing types of impound 
operations.  ARIES/Impound can also accommodate varying business rules and 
workflow surrounding the life cycle of an impounded vehicle, from the moment that the 
vehicle enters the impound process through the point that the vehicle exits the process 
when it is released to the vehicle owner or sold as an unclaimed vehicle. 

Support for Centralized vs. Distributed Impound Operations 

One of the key features of ARIES/Impound is that it can be used to support both a 
centralized impound operation as well as a distributed model involving separate, 
independent impound operators.  In the centralized model, ARIES/Impound can be 
used by a single towing management contractor alongside the City officials that 
collaborate with and oversee the contractor’s operations.  In the distributed model, 
multiple impound operations can utilize the system and the system limits each 
operator’s view to only the information about vehicles held by the given operator.  While 
each impound operator’s data access is limited, ARIES/Impound allows for City officials 
or a single management contractor to access all of the information across the 
distributed operations.  The following diagram illustrates the structure of the information 
and user access for a distributed impound operations model. 
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ARIES/Impound – Distributed Impound Operations Model 
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Robust Vehicle Search Capabilities 

Locating an existing tow request or vehicle in the system is easy given that the 
ARIES/Impound user experience is search-based and user-friendly. After logging in, 
users are presented with the Search tab that includes two types of searches: 

 Search by ID – Search by ID is the default view as it accommodates the most 
common data types used for ARIES vehicle searches: 

- Vehicle ID – The ARIES vehicle ID is, as mentioned above, a unique identifier for
a vehicle. ARIES users will commonly refer to a vehicle by this number or the
TR#.

- Tow Reference # – The TR# is another identifier used commonly by ARIES users
to refer to a vehicle but in fact it refers to a tow: Because in some cases more
than one vehicle is associated with a single tow, it is not unique when referring to
the vehicle. However because the 1:1 tow:vehicle association is so common
users typically rely on the TR #.

- VIN

- License

Users can enter any of these four data types to execute a search for a tow record in 
ARIES. These fields are mutually exclusive to ensure users do not mix incompatible 
data which would result in a failed search. 

 Extended Search – This tab offers many more, less commonly used reference data 
fields that may be used in combination to support more complex search use-cases, 
such as date-range-based searches. Users may enter one or more of the following 
data types to customize a search: 

- Region

- Date From/To

- Account – The specific municipal client for whom the tow was executed

- Tow Reason

- Impound Operator

- Tow Operator

- Impound Lot

- Vehicle Data

- Make

- Model

- Color

- Body

- Condition
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The search results present a summary view of the tow record which, when opened, 
shows in great detail every aspect of the tow history including: 

Section Data Presented 

Tow Summary This section summarizes information about the 
tow, at a high level (e.g. the tow date, the TR #, 
tow company, equipment used for the tow, the 
account requesting the tow, etc.) 

Tow Location Includes address, beat and zone (these terms 
are customized for each region) information  

Vehicle Data Make, model, body, color, license, and VIN 
data are all captured here 

Impound Status Users see at a glance the current storage 
status and can change that status in this 
section 

Storage Data Storage lot, time of initial impound and storage 
history are summarized here. 

Hold Data A summary of any active holds or information 
that no holds are associated with the vehicle 
are found here. 

Lien Data Summarizes as applicable the lien type, date 
requested, sale authorization date, or title 
surrender date 

Vehicle Contacts Any vehicle contacts are visible here, both type 
(e.g. Interested Party, Lien Holder, Registered 
Owner, and many more) and name. 

Tow Notes Users can see all notes associated with the 
tow, including those sent to the driver and 
those exchanged with the municipality during 
the course of the tow’s life cycle 

Fee Data All fee data are summarized in this section. 

Users who wish to see even more detail may click on the section headers to view the 
information specific to the section. For example, a user clicking the “Fees” section will 
be able to view and, if authorized, manage fee data (e.g. add/edit/void fees) for a given 
impound record. 

The ARIES/Impound “Vehicle Search” screen capabilities are illustrated in the figures 
on the following page. 
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ARIES/Impound – Vehicle Search Screen – Tow Date Related Fields 

ARIES/Impound – Vehicle Search Screen – ID Fields 
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Comprehensive Tracking of Full Life Cycle of an Impounded Vehicle 

All of the tow data that is captured in ARIES/Dispatch while the tow request is being 
fulfilled is passed downstream to ARIES/Impound.  The system serves as the 
comprehensive vehicle inventory data store and historical audit trail.  All of the 
information regarding the tow request and vehicle details is available through a single 
ARIES/Impound Vehicle Details Screen that is organized into a series of sections and 
tabs as follows: 

 Tow Summary – All of the general tow request details such as the requesting 
agency (Police Department, Parking Enforcement, etc.), individual requesting the tow 
(name or badge number), requestor call-back number, reason for the tow, equipment 
requested, and other general tracking details.   

 Vehicle – Specific information about the vehicle such as the year, make, model, 
color, body, ID # (used for fleet vehicle IDs, motorcycle engine #’s, etc.), license 
number, license state, VIN, odometer reading, registration year and month. 

 Lien Info – All of the details regarding vehicles that go unclaimed as they go through 
the legal process of being sold at a public auction or through the salvage vehicle 
disposal channel.  For AutoReturn’s use in various states, this section is customized 
to reflect the unique characteristics for the given state’s defined legal process for the 
disposal of unclaimed vehicles.  Generally speaking, this section allows information 
to be captured such as the vehicle appraisal category, required registered owner 
notification dates, sale authorization dates, sale date, and sale price.  For vehicles 
being sold as unclaimed vehicles, the sale price is added at the time that the sales 
price is established.  Any additional administrative fees related to the disposal and 
sale of the vehicle can be configured and applied as standard fees based on various 
criteria. 

 Status – The current status of the vehicle is displayed along with dynamic 
information that shows details that are pertinent to that particular status.  For 
example, when a vehicle is in the RELEASED status, this section displays the 
release date, the individual to whom the vehicle was released, and the total fees paid 
for the release.  For a vehicle in the SOLD status, the section displays the sale date, 
the individual to whom the vehicle was sold, and the sale price. 

 Tow Location – Information regarding the location of the tow including Location 
Name (if applicable – used for landmarks), address, cross street, city, state, zip, 
beat, and zone.  Additionally, the system can capture information that is similar to the 
tow location, but for the tow destination. 

 Storage – All of the information about the storage history of the vehicle, starting from 
when the tow was completed.  The system supports the configuration of multiple lots 
that can be managed as one virtual inventory.  Within each lot, any number of 
sections can be defined for tracking the specific location within the facility.  Other 
storage data includes storage check-in and check-out times, storage rate information 
(varies by vehicle classification), vehicle tag information (such as bar code ID values 
or vehicle “hat” numbers), and whether the keys are being held for the vehicle 
(including key tag #). 

- Vehicle Transfers – Additionally, the storage section information captures any
transfers of the vehicle from one lot to another facility to be tracked in the system
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for an unlimited number of transfers.  The system can automatically generate 
authorized transfer tow fees and add them to the list of service fee items.  The 
complete set of storage information is captured and maintained for each storage 
“instance”. 

 Hold – Information related to various types of administrative and investigative vehicle 
holds to be captured in the system including the type of hold, agency placing the 
hold, investigator or officer ID, hold start time, hold removed time, information 
regarding who authorized the release of the hold, and general hold comments. 

- Police Information – Additionally, the hold section information captures important
police information to be captured and tracked in the system such as officer
names, unit number, officer ID, case ID, stolen vehicle flag, and citation
information.

 Interested Parties – Contact information for one or more individuals related to the 
vehicle such as the registered owner, lien holder, released to party, and purchaser of 
unclaimed vehicles.  Name, address, phone, and driver’s license (or other 
government issued ID) information can be captured. 

 Notes – Provides a running history of ad hoc notes regarding the vehicle activity and 
interactions with various interested parties.  This includes any notes captured during 
the towing process while the vehicle entry was being managed in ARIES/Dispatch.  
Each note is captured with an audit trail of when the note was logged and by whom.  
Once a note is captured in the system, it cannot be changed. 

 Fees – Information related to various line item towing, storage, and related fees as 
well as documenting the payments received from vehicle claimants. 

- Fee Items – All of the standard towing, storage, and related charges can be
configured so that they are automatically applied based on the specific details of
the tow that include:  authorizing agency, reason for the tow, towing equipment
type used, and vehicle class.  Additionally, ad hoc fees can be configured that can
be applied.  The fee amounts can be fixed amounts, per unit amounts, or variable
amounts that get filled in at the time that the fee is applied.  The system supports
standard price list functionality that is typical of all commercial billing and payment
systems, such as the ability to specify effective time ranges for the various service
fee items, to account for standard CPI adjustments and other price changes.

- Payments – Flexible payment functionality that allows the user to capture one or
more payments as well as payments for one or more invoices for a vehicle.
Various payment types such as cash, credit, debit, and check payments are
supported.  All of the payment processing is reinforced by the rigorous accounting
controls (e.g. management authorization for un-posting payments) and
comprehensive reporting to effectively capture and manage invoicing and
payment information for the downstream accounting processes.
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ARIES/Impound – Vehicle Details Screen 

Robust Functionality for Impound Operations 

ARIES/Impound provides a comprehensive solution for managing vehicle impound 
operations.  The system supports all of the key impound functions that follow: 

 Vehicle Check-in: 
- Automated Check-in (automated flow from ARIES/Dispatch)

- Manual Check-in

- Transfer Check-in

 Ad Hoc Functions: 
- Update Vehicle Information

- Manage Lot Location

- Manage Vehicle Contents
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- Manage Tow Request Information

- Manage Tow Location

- Manage Vehicle Condition

- Record Notes

- Update Tow Reason

- Manage Police Information

- Manage Buyer Contacts

- Manage Impound Contacts

- Manage Holds

- Manage Fees

- Manage Receipts

- Waive Fees

 Vehicle Transfer 
 Vehicle Release: 

- Vehicle Check-out

- Manage Fees

- Generate Release Receipt

- Apply Payment

- Remove Vehicle

 Vehicle Sale: 
- Manage Sale Information

- Generate Sale Receipt

- Apply Payment

- Release Vehicle

- Ship Vehicle

The diagram on the following page provides a graphical overview of all of the key 
ARIES/Impound functions. 
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Wireless Mobile Device Processing and Bar Code-Enabled Vehicle Lookup 

Many of the major vehicle management features within ARIES/Impound are supported 
through the use of an Android app for smartphones and tablet computers.  Users have 
the choice of using the ARIES/Impound web application with their desktop or laptop 
computers or users can access and manage vehicle information using Android 
smartphones and tablet computers. 

For activities on the vehicle impound facility, the ARIES/Impound Android app can be 
used with devices utilizing the following wireless networking protocols: 

 Wi-Fi communications (802.11a/b/g) 

 Cellular communications through major carriers (AT&T, Sprint, Verizon, etc.) 

ARIES/Impound – Android App 

Wireless, mobile devices are a key integration component of the ARIES infrastructure.  
The mobile devices allow impound personnel to conduct the following activities outside 
of the impound office facilities, while on the storage lots: 

 Vehicle Intake – Data entry of vehicle information during vehicle intake including 
scanning a bar code sticker that is affixed to each vehicle to associate the unique bar 
code identification (“ID”) number with the vehicle record in the inventory system.  
Please note the AutoReturn inventory form on the following pages illustrating the 
“duplicate” bar code stickers – one of which is affixed to the vehicle, while the other 
is attached to inventory form. 
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 Inventory Management – Conducting regular vehicle inventory management to 
lookup vehicle information and to make real-time updates in the inventory database.  
This allows data errors related to vehicle information such as incorrect license 
number and VIN values to be corrected immediately when an error is identified. 

 Vehicle Release – Confirming the status of a vehicle as ready for release (all fees 
paid, holds removed, etc.) and documenting the physical release of the vehicle.  As 
an additional option, AutoReturn can imbed a unique bar code in the printed receipt 
that allows storage specialists to use the handheld device to quickly scan the receipt, 
review the vehicle information and confirm the vehicle’s status as available for 
release.  The bar code value maps to an arbitrary, unique number in the database 
that minimizes the chance of counterfeit receipts being used to obtain the 
unauthorized release of a vehicle – a common problem encountered by impound 
facilities. 

The following image illustrates a uniquely numbered bar code sticker on the windshield 
of one of the vehicles held within one of AutoReturn’s storage facilities.  On the 
following page, the sample vehicle inventory form shows the same bar code 
(“duplicate”) affixed to the paperwork that provides a written record of the vehicle’s 
check-in. 

AutoReturn Inventory Bar Code Vehicle Tag Attached to Vehicle Windshield 
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AutoReturn Inventory Form with Bar Code Vehicle Tag 

Duplicate Bar Code 
Stickers –  
Sticker #1 Affixed to 
Vehicle –  
Sticker #2 Affixed to 
Inventory Form 
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Standard Electronically Generated Receipt 

QR Code Allows Lot 
Attendants to Quickly 
Scan to View the Latest 
Details for the Vehicle 
using the ARIES/Impound 
Mobile App.  
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1.3 ARIES TRACKING FOR PPI/REPOSSESSION TOWS 

The ARIES Technology Platform includes a module for tracking private property 
impound (“PPI”) and repossession (“Repo”) tows.  The ARIES/PPI-Repo module is 
available for no extra cost to any AutoReturn client that wishes to utilize it support the 
requirements that exist in most states for law enforcement agencies to track PPI and 
repossession tows. 

For the PPI and repossession tows, AutoReturn is not involved in the logistics of the tow 
in real time, rather as a data collector after-the-fact.  AutoReturn provides a free and 
simple to use website for tow companies to report these tows.  The company offers a 
dedicated toll-free number for back call center support when needed.  When the tow is 
reported using the ARIES/PPI-Repo website by the tow company, the data becomes 
immediately visible for agency users within ARIES/Impound as well as the vehicle is 
searchable by the public using AutoReturn’s public website.  The PPI and repossession 
tows stored in ARIES/Impound reduce City administrative burden and, at the same time, 
increases transparency. 

Agency users can use the ARIES/Impound “Notifications” screen to receive immediate, 
audible alerts whenever a new PPI or repossession tow is reported.  The notification will 
include the following information: 

 Tow company name and phone number 

 Date, time and location of the removal  

 Physical description, license number with state, and vehicle identification number of 
the vehicle removed 

 Tow truck operator name who performed the removal 

 Storage location of the vehicle 

The image on the next page shows the secure website page that is used by tow 
operators in Austin, TX to report PPI and repossession tows for the Austin Police 
Department (APD).  Once the tow information is recorded in the website, the information 
is immediately shared with the APD Records group through the real-time alerting 
capabilities of the ARIES/Impound “Notifications” screen. 

The ARIES/Impound “Notifications” screen is depicted on the page after next, showing 
an example of a PPI/Repo tow notification that is highlighted in the screen.  Users 
simply need to double-click the item to view the notification details and mark the entry 
as “Attended” after any necessary actions are taken such as recorded the PPI/Repo tow 
in the required law enforcement systems.  AutoReturn can even work with agency IT 
personnel to explore integration approaches to allow for the required updates to law 
enforcement systems to be performed automatically.  For more details about, please 
see Case Study 2:  Automation of Vehicle Legal History Research – San Diego in 
Section 5.6 – ARIES System Integration Capabilities.  
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AutoReturn PPI Website 
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ARIES/Impound “Notifications” Screen 
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1.4 AUTORETURN PUBLIC WEBSITE – VEHICLE SEARCH 

AutoReturn has a fully functional website (http://www.autoreturn.com) that allows 
vehicle owners to search for vehicles, find vehicle status information, and obtain 
instructions for the release of a vehicle.  The website can be easily integrated with the 
City’s website in a variety of ways ranging from a redirect link added to the City’s 
website that takes users to the AutoReturn website to embedded search capabilities 
within the City’s website through the use of secure web services.  AutoReturn can 
provide the City at no charge simple web service request capabilities (SOAP, REST, 
XML, etc.) that would allow vehicle searching capabilities to be provided from within the 
City’s website without re-directing users to the external AutoReturn website.  The same 
capabilities could be supported for vehicle searching, finding vehicle status information 
and instructions for obtaining the release of a vehicle. 

The vehicle search page (http://www.autoreturn.com/find/) is illustrated on the following 
page and provides customers a variety of ways to search for vehicles using any of the 
following criteria: 

 Search by License: 

- Vehicle license number and state code

 Search by VIN: 

- Vehicle identification number (“VIN”)

 Search by Date: 

- Tow Date

- Vehicle Make

- Vehicle Model

- Vehicle Year

- Vehicle Color
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AutoReturn Public Website – Vehicle Search Screen 
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Search Results 

Once customers search for their vehicles, they will be presented with a list of one or 
more vehicles that match the search criteria specified.  The customer can quickly click 
on a vehicle of interest and click the “Get details” button to proceed to the next step in 
the process.  Or they may click on the “Search again” button if their vehicle does not 
appear in the list of search results. 

AutoReturn Website – Search Results Page 
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Vehicle Details 

Once the customer clicks “Get details”, the “Vehicle details” screen is displayed.  This 
screen provides detailed information about the vehicle that was towed, including the 
reason for the tow, the current storage location, and information about how to go about 
retrieving the vehicle. 

AutoReturn Website – Vehicle Details Page 
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Frequently Asked Questions (FAQ) 

The “FAQ” screen provides general information and answers to common questions.  
Using feedback from customers and law enforcement agency officials, AutoReturn 
continually refines and updates the information on this screen to make it as helpful, 
informative, and up-to-date as possible. 

AutoReturn Website – FAQ Page 
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Feedback and Claims 

There are separate “Feedback” and “Claims” pages that provide an easy way for 
customers to submit customer service feedback requests or initiate claims for vehicle 
damage or property loss that may have occurred during the towing and storage of a 
vehicle. 

AutoReturn Website – “Feedback” Page 
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1.5 ARIES/REPORTS 

One of AutoReturn’s strongest beliefs is in the power of “information when you need it, 
how you need it, and where you need it”.  This section provides the details of how the 
required information is made accessible to all of the stakeholders for AutoReturn’s 
business operations: 

 City officials who require access to a wide array of information 

 Towing network owners, managers, and tow truck operators 

 Customers who need assistance with the retrieval of their vehicles 

 Auction buyers and other vehicle disposal partners 

 AutoReturn employees who are ultimately responsible for the accuracy of the 
information 

ARIES is designed to meet the differing needs of each of these separate groups.  The 
fundamental objective of AutoReturn’s ARIES technology infrastructure is to provide a 
platform for the following: 

 Capturing and managing all of the essential operational data for the Company’s 
towing, impound management, customer service, and disposal operations. 

 Delivering information in real-time to all key stakeholders playing a role in 
operational processes. 

ARIES provides essential information to the individuals that require it in the following 
ways: 

 Traditional Reports – ARIES provides a robust collection of real-time reporting 
capabilities that ensure the absolute transparency of AutoReturn’s operations.  
AutoReturn generates and delivers over 50 reports on a daily, weekly, monthly, and 
quarterly basis to its municipal partners.  AutoReturn is confident that nearly all of 
the City’s reporting requirements can be met through existing reports, with minimal 
customization required.  Any specific reports that are unique to the City can be 
developed quickly, leveraging existing reports.   

All standard ARIES reports can be run on an ad-hoc basis or automated schedule 
(daily, weekly, monthly, quarterly, etc.) and are available in a variety of electronic 
formats (MS Excel, Adobe PDF, CSV, etc.).  All reports can be delivered to the City 
and other City officials via FTP file sharing websites (FTP over SSL), secure web 
pages (HTTPS), email (including secure email), or automated fax. 

 Proactive Monitoring Tools – AutoReturn’s systems continuously record more 
information than can be consumed by the most information-savvy users.  When the 
essential elements of this information are made accessible in a user-friendly format, 
AutoReturn managers and supervisors become empowered to proactively manage 
the business to ensure that all of the targeted service levels of both City officials and 
customers are met consistently. 
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 Automated Alerts and Notifications – Many problems can be identified as soon as 
they occur if the systems that are used to manage the affected process area are 
designed to monitor for important exceptions and threshold conditions.  AutoReturn 
continuously looks for opportunities to take any issue that could repeat itself, not 
only to resolve the isolated instance of the problem, but to also configure new 
business rules into the relevant ARIES applications to monitor for the condition and 
alert the appropriate person should the condition occur in the future. 

Traditional Reports:  Available On-Demand and Via Automated Scheduling 

AutoReturn provides extensive reports across all aspects of its operations.  The City will 
have direct visibility and insight into each functional area with both summarized and 
detailed reporting.  Reports include: 

 Service level metrics reporting: 

- Tow request response time

- Dispatch response violations

- Call center performance metrics

 Tow management reporting: 

- Tow request activity (including canceled tows)

- Towing volumes by zone, reason, category, equipment type, or by towing
company

- Tow truck operator activity

 Vehicle inventory and transfers 

 Vehicle holds 

 Vehicle releases and sales 

 Receipt and payment activity 

 Waiver activity 

 Other reports as requested by the City 

Data Analysis and Ad-Hoc-Reporting Capabilities 

ARIES/Impound can support a wide range of data analysis and ad-hoc reporting 
capabilities.  The ARIES reporting library already consists of well over a hundred reports 
that can be executed on an ad-hoc, on demand basis, or that can be scheduled to run 
automatically and delivered via email, fax, or to a file storage location.  The City will 
have access to any existing report in the ARIES reporting library and AutoReturn is 
happy to create any additional reports that may be desired by the City. 

ARIES supports a wide range of data analysis in a very flexible manner.  The 
ARIES/Reports infrastructure can be used to extract any portion of the data contained in 
ARIES as spreadsheets or standard CSV files that can feed into spreadsheets, data 
analysis tools, or reporting database tools used by the City.  The CSV extracts can be 
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defined and implemented in as little time as a few hours and immediately deployed to 
City users via the ARIES system menus allowing these users to retrieve the raw data for 
analysis purposes on an as needed basis.  As with the ad-hoc reports, the CSV extracts 
can also be scheduled to be generated automatically and delivered via email, fax, or to 
a file storage location. 

Types of Reports – Current and Future  

The ARIES system has a vast library of reports that will support your needs out of the 
box.  If the report the City needs is not currently available, the report writing team will 
work quickly to create and deploy the new report.  

To address the unique reporting requirements of Round Rock, AutoReturn will work 
closely with the recipients of the various reports to collect the detailed requirements for 
each report.  We are confident that most of the reports that are required can be 
addressed using existing standard reports provided within ARIES, or through minor 
modifications to existing standard reports.  In cases where new Round Rock reporting 
requirements are not closely aligned with an existing ARIES report, new reports will be 
developed and provided in the required format.  Custom reports can be often be 
delivered within as little as 24 hours. 

The following pages show examples of a few representative reports. 

5.5.1 RESPONSE TIME REPORTING 

As presented in Section 5.2 – ARIES/Dispatch, AutoReturn utilizes ARIES/Dispatch to 
manage tow requests in real-time.  Tow requests are dispatched via electronic 
communications that allow the status of the tow request to be managed in real-time as 
the status transitions the various stages of the towing process.  When the tow truck 
operators arrives at the location of the tow request, the on-site response is logged with 
both the time stamp and the precise GPS location of the operator at the time that the 
on-site arrival data is captured.  This ensures the accuracy of AutoReturn’s tow 
response time reporting metrics.  The following diagram illustrates dispatch tow 
response summary reporting.  For its San Francisco operations, AutoReturn achieves 
an on time arrival performance metric that averages greater than 96%.  The diagram on 
the following pages shows the dispatch tow response detail reporting on a tow-by-tow 
basis for all tows. 
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ARIES Reporting:  Dispatch Tow Response Summary 
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1.5.2 CALL CENTER PERFORMANCE REPORTING 

AutoReturn utilizes advanced, distributed call center technology to manage phone calls 
from both city officials and vehicle owners in real-time allowing AutoReturn to capture 
detailed performance metrics.  For example, AutoReturn generally answers all dispatch 
tow request calls within 30 seconds, 95% of the time, and within 90 seconds, well over 
99% of the time.   

ARIES Reporting:  Call Center Metrics Reporting 
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1.5.3 TOW MANAGEMENT REPORTING 

ARIES supports a variety of towing information reporting capabilities.  The towing 
management reports include information about all tows, including all relevant tow 
details.  The report is provided as a real-time, user-friendly report that can be run at any 
time for any given periods. 

The report can be generated as a summary report that provides the quantities of 
vehicles towed by towing subcontractor, geographic zone, requesting precinct, and/or 
tow category groups.  The report can also be generated as a detailed report itemizing 
each individual tow. 

Additionally, all the towing data is maintained in the AutoReturn Data Warehouse, 
allowing a wide range of various ad hoc reports.  The custom reports can be developed 
to meet specific requirements provided by the City and the generation and electronic 
distribution of the report can be set up as a periodic, automated process.  The following 
two images provide an example of the Towing Summary Report with the information by 
towing category presented as both a table and a graph.  The third image is a sample of 
the Towing Details Report.  The fourth report sample report illustrates the capability to 
report on various types of impound exceptions of interest.  This type of exception 
reporting allows AutoReturn to proactively monitor and address issues with impound 
operations. 
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ARIES Reporting:  Towing Summary Report – Tow Volume by Category – Summary 
View 
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1.5.4 INVENTORY MANAGEMENT REPORTING 

ARIES provides real-time inventory management through user-friendly reporting 
capabilities.  The reports provide a snapshot of all vehicles held in storage for all the lot 
locations, for a single lot, or a subset of lots.  The reporting provides summary 
information regarding the number of vehicles held in storage as well as a detailed listing 
of each vehicle.  The following image is an example of the Storage Summary Report 
that provides summarized information about the number of vehicles stored within each 
physical lot location as well as the total number of vehicles stored across all lots.  On 
the following page, an example of the Stored Vehicles Report shows the summary 
count by lot followed by a detailed listing of all vehicles that are currently stored in each 
lot. 

ARIES Reporting:  Stored Vehicles by Differing Classifications 
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1.5.5 POLICE HOLD REPORTING 

ARIES provides a wide range of reporting for vehicles with police holds.  The example 
provided below shows the count of hold vehicles by hold category and hold type.  Other 
hold reports provide detailed listing of vehicles on hold by investigative unit, hold 
category, and hold type. 

ARIES Reporting:  Police Hold Vehicles Summary Report 
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1.5.6 VEHICLE RELEASE REPORTING 

ARIES also provides detailed reporting for the vehicle release process.  For each 
vehicle that is released, the details of the transaction are captured with ARIES/Impound.  
The system captures all relevant information about the date of the release, the release 
location, the release amount, and the release to contact.  The following page shows an 
example of the Monthly Vehicle Release Report, which provides a detailed listing of all 
vehicles that have been released within the given month. 
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1.5.7 VEHICLE SALES REPORTING 

ARIES also provides detailed reporting for the vehicle sales process.  For each vehicle 
that is sold, the details of the transaction are captured with ARIES/Impound.  The 
system captures all relevant information about the date of the sale, the sale location, the 
sale amount, and the buyer.  The following page shows an example of the Monthly 
Vehicle Sales Report, which provides a detailed listing of all vehicles that have been 
sold within the given month. 

The system also captures details regarding:  

 Compliance with various state by state regulations regarding the sales of unclaimed 
vehicles 

 Interested parties for vehicles such as the registered owner and the lien holder 

 Required owner notifications are captured,  

As vehicles make their way through the sales authorization process, the system also 
provides reporting capabilities for various types of inventory aging reports as well as 
exception reporting for vehicles that get hung up on the sales authorization process due 
to various issues related to vehicle identification and proper owner notification.  An 
example of one of these exceptions reports is provided on the subsequent page that 
shows the Vehicles Overdue for Sale Report that is used by impound operators to track 
down vehicles that are overdue for sale. 
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1.5.8 REAL-TIME MONITORING AND NOTIFICATION 

Proactive Monitoring Tools:  Ensuring Required Service Levels 

AutoReturn seeks to arm its employees with the tools that allow them to be successful 
in meeting required service levels and performance targets, proactively, before service 
levels are compromised.  AutoReturn has developed a variety of tools that collectively 
enable the Company to meet its performance goals and the expectations of its 
municipal customers.  These tools include: 

 Integrated Dashboard for monitoring (see screen image below): 

- Walk-in service times

- Call Center response times

- Tow response times

 Real-time statistics on service metrics 

 Automated alerts when service levels approach critical thresholds 

 Detailed reporting of historical service metrics 

- Used to optimize head count

- Utilized to schedule resources based on real business needs

AutoReturn Service Dashboard 
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AutoReturn maintains multiple “dashboards” to monitor critical data so that managers 
can monitor activity levels, resources, and make real-time decisions that ensure that 
required service levels are met.  The following are two examples of the types of 
“dashboards” used by AutoReturn managers to monitor performance. 

AutoReturn Dashboard:  Geographic Distribution of Tows 

AutoReturn Dashboard:  Geographic Distribution of Active Drivers  
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Automated Alerts and Notifications:  Resolving Problems in Real-Time 

All of the crucial reporting information across the ARIES applications components is 
maintained in a centralized Data Warehouse that is refreshed twice daily to keep the 
information up-to-date at all times.  Automated processes are configured to search 
AutoReturn’s Data Warehouse for specific data scenarios that trigger notifications in the 
form of electronic reports or email notifications as desired by the City.  As an example 
taken from other municipalities, this capability can completely automate notification to 
the Chief of Police (or designee) providing information about vehicles that have been in 
storage in excess of 30 days.  AutoReturn can work with City officials to identify various 
types of useful notifications of interest to the City and then configure the necessary 
business rules and notification methods. 

ARIES/Impound – Notification and Alerts Screen 
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1.6 ARIES SYSTEMS INTEGRATION CAPABILITIES 

AutoReturn Integration Approach 

The ARIES architecture was designed with the ease of integration with other systems in 
mind and these types of integrations can be a vital part of the solution for municipal 
customers.  AutoReturn recognizes that security issues dictate the overall technical 
approach and design of integrations with law enforcement agency systems.  Our 
standard approach is to remain flexible so that an integration scheme can be designed 
that satisfies all security concerns and has a limited impact on security policies and 
agency resources. 

Municipal Systems Integration – Project Management Approach 

AutoReturn approaches integration projects using a methodical project plan designed to 
eliminate risk and tread lightly on agency resources.  Our typical project plan has the 
following steps: 

 Planning 

 Detail design 

 Coding and complete testing  (includes unit, integration, and acceptance testing)  

 Installation and configuration 

 System testing 

 “Go live” sign off and post “go live” follow-up meetings 

 Support and monitoring 

Municipal Systems Integration – Technical Approach 

The approach utilized for our earliest integration project was to place an integration 
server on site at the agency.  This stand-alone device serves as a proxy transmitting 
data between the on-site law enforcement systems and the ARIES application servers.  
The integration server is loaded with two programs and nothing else that could 
compromise the security of the integration solution.  One program interacts with the 
ARIES data center via SOAP (or other preferred file format and protocol).  The other 
program is developed specially for the agency in accordance with the agency guidelines 
and methodologies and interacts with the targeted agency system.  The agency’s IT 
resources maintain complete control over the integration server and the custom 
program at all times.  After the integration effort is completed, AutoReturn systems 
administrators have no access to the integration server.  As an alternative more 
streamlined approach, AutoReturn can support the direct integration via web services 
(XML over HTTPS) between ARIES and the agency system. 
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Integration Project – High-Level Technical Approach 

ARIES will inter-operate with virtually any protocol or methodology.  AutoReturn’s goal 
is to work out a technical approach and select a transmission methodology that will best 
suit the situation based on security and operational requirements.   Below is a partial list 
of some of the file formats that can be accommodated: 

 XML (web services) 

 Flat ASCII files 

These file formats can be supported over the following transmission protocols: 

 HTTP / HTTPS 

 FTP / SFTP 

 SMTP 

 SOAP / REST 

 TCP / IP 

 SSH 
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AutoReturn Municipal System Integration Case Studies 

In both San Francisco and San Diego, municipal staff members were burdened by 
laborious work that distracted them from their core responsibilities.  These tasks 
involved entering the same data in multiple systems and thus were obvious targets for 
automation.  The integration capabilities of ARIES made it possible to finally remove 
these needless, time-wasting tasks and reallocate the staff members’ time to more 
value-added activities. 

Case Study 1:  CAD/MDT Integration ‒ San Diego 

Prior to AutoReturn being awarded the San Diego towing contract, the SDPD had 
deployed MDTs (laptop computers) in the field officer patrol vehicles that were fully 
integrated with the CAD system used by Police Communications.  As part of rolling out 
the AutoReturn tow management program, the SDPD wanted to leverage the 
department’s investment in the MDT infrastructure to provide field officers with the 
capability of initiating tow requests using the MDTs, without the assistance of Police 
Communications.  The officers still have the option when necessary of making tow 
requests via radio, but the vast majority of tow requests are initiated by the field officers 
using the MDTs.  Even in cases when the tow request is initiated in the CAD by Police 
Communications, the request details are synchronized with the MDT by being 
appended to the police incident history in both the CAD and the MDT. 

For tow requests generated using either the MDTs or the CAD, the tow request is 
routed through the SDPD tow server via a web service to AutoReturn’s ARIES/Dispatch.  
Once the tow request is received by ARIES/Dispatch, it is automatically dispatched to 
the closest available tow truck operator (TTO) for the set of companies licensed to tow 
in the given tow zone.  The request is automatically pushed to the free app that is 
running on the TTO’s Android or iPhone smartphone.  The app alerts the driver that 
they have received a new tow request and the driver is able to quickly respond to 
accept the tow request.  As the TTO proceeds to the tow location, the TTO’s location is 
made available to the requesting CAD/MDT system so that both the field officer and 
Police Communications can track the progress as the TTO responds to the scene. 

The power of the automation solution is that it enables the individual requesting the tow 
(field officer) to be in direct communications with the individual providing the tow service 
(TTO).  This eliminates the unnecessary communication layers of Police 
Communications and tow company dispatchers.  The results have been dramatic in 
reducing tow response times and improving the quality of the communications. 

Case Study 2:  Automation of Vehicle Legal History Research – San Diego 

Prior to AutoReturn being awarded the San Diego towing contract, the SDPD Records 
group had been spending an inordinate amount of time entering data into CLETS.  The 
team would receive a faxed report from the tow company and enter the vehicle 
information into CLETS.  This process had to happen for every vehicle and was prone 
to data entry mistakes. 
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AutoReturn collaborated with the SDPD IT team to develop a web service integration to 
automatically send the stored vehicle information directly to CLETS.  With the approach 
taken, a system deployed behind the firewall on the SDPD’s secure network 
continuously requests information about newly impounded vehicles via a web service 
that retrieves information from ARIES/Impound.  The information for each newly 
impounded vehicle is then automatically forwarded to CLETS from the SDPD system.  
Any exceptions are routed to the SDPD Records team for review and corrective action. 

This automation effort has dramatically reduced the time spent manually entering data 
into CLETS and looking up vehicles to see if they have been reported as having been 
involved in a crime.  This has increased the productivity of the SDPD Records team, 
allowing them to focus more of their time on other critical tasks. 

Case Study 3:  Elimination of Redundant Inventory Systems ‒ San Francisco 

The SFMTA uses eTIMS both as a citations management system as well as an 
independent towed-vehicle inventory management system.  Prior to the integration 
discussed below, when the Tow Desk needed to complete a tow request, all of the 
following had to happen:  

 Tow Desk: 

- Call the AutoReturn dispatch team to communicate the tow details

- Enter the tow into the Boot/Tow module of eTIMS to keep an independent
inventory record of all tows performed for the City

- Enter the tow into the California Law Enforcement Tow System (CLETS) to check
the vehicle’s legal history

 AutoReturn Dispatch Team: 

- Receive the phone call from the Tow Desk

- Enter the tow into ARIES/Dispatch

AutoReturn undertook two projects to fix this obviously inefficient process.  First, we 
worked with the City to grant Tow Desk staff access to ARIES/Dispatch so they could 
enter the tow information themselves. Simply removing the phone call and putting the 
system closer to the source of the information removed a major source of both wasted 
time and mistakes with data entry. 

Next, we collaborated with the Xerox technical team to develop a web service 
integration that inserts, updates, and removes vehicle records in the eTIMS Boot/Tow 
module automatically in real-time as changes are made in ARIES/Impound.  When the 
AutoReturn lot staff checks the vehicle into storage in ARIES/Impound, the web service 
sends that vehicle’s information to eTIMS where it is marked as a towed vehicle.  
Whenever the lot personnel update information about the vehicle license, VIN, release 
or sale, the eTIMS record is automatically updated to reflect the change in data or 
status.  With the web service integration, the Tow Desk team’s activity in eTIMS was 
completely eliminated. 
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Simply by offloading repetitive and redundant data entry work through automation, 
AutoReturn was able to lessen the workload on the Tow Desk, thereby improving staff 
morale and increasing productivity, most notably by freeing the team up to devote the 
time savings to more value added tasks. 
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1.7 ARIES TECHNICAL SUPPORT 

AutoReturn maintains an “Emergency IT Support” phone number that provides 
immediate access (24 hours a day, 365 days a year) to AutoReturn’s System 
Administration resources.  At any time of day, the AutoReturn call center staff can 
request a response to a technical support issue affecting the operations for any of 
AutoReturn’s municipality clients. 

In addition to the emergency IT support phone resources, AutoReturn has a “Help 
Desk” system that allows for a wide range of technical support requests to be easily 
submitted through a user-friendly web-based screen or via email.  All requests are 
automatically logged in the “Help Desk” system and routed to the most appropriate 
systems administration queue.  AutoReturn’s System Administrators monitor the “Help 
Desk” system continuously to respond to new requests.  The “Help Desk” provides a 
very effective mechanism for users and other City officials to request action on a wide 
variety of medium and lower priority issues. 

The technical support mechanisms and associated service level commitments are 
already in place and operational for AutoReturn’s existing operations.  The same set of 
resources and capabilities will be expanded and leveraged to support the City, providing 
the assurance of a proven support organization with more than 10 years of operational 
experience. 

AutoReturn provides dedicated, 24 x 365 support for ARIES that is organized into three 
(3) tiers:

 Level 1:  Receipt of new technical support requests, information gathering, basic
troubleshooting, and escalation to Level 2 as appropriate.  The level 1 support team 
is AutoReturn's Partner Support team, with agents available at three redundant sites 
(San Francisco, Las Vegas, and Indianapolis).   

 Level 2:  Detailed troubleshooting and remediation of any issue that is negatively 
impacting the performance and functionality of one or more systems.  Includes 
prioritization of all technical support requests, assignment of resources to own 
technical support requests, and escalation to Level 3 and/or 3rd-party vendors as 
appropriate.  Level 2 support is provided by AutoReturn's IT Team resources that 
are responsible for both the level 2 support of ARIES and the quality assurance (QA) 
testing for the product.   

 Level 3:  When an issue is deemed to be a software defect or a shortfall in a given 
system’s supported functionality, the technical support request is escalated to 
AutoReturn’s software engineering team.  AutoReturn's engineering team consists of 
four (4) highly capable and experienced software developers that are sourced from 
the best talent available in the industry.   

Requests for support can be submitted 24 x 365 using three methods: 

 Phone:  ARIES users are provided with dedicated numbers that can be used to 
reach a member of the AutoReturn Partner Support Team. 

 Email:  ARIES users can submit medium- and low-priority requests for support by 
sending an email to helpdesk@autoreturn.com.  
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 Web:  ARIES users can submit medium- and low-priority requests via a simple web 
page:  https://aries.autoreturn.com/admin/helpdesk (accessed by clicking on the 
"Help Desk" link on the ARIES portal/home page:  https://aries.autoreturn.com). 

All technical support requests are logged as "tickets" in AutoReturn's Help Desk system 
that is used to manage accountability for issues and to document all activity for a ticket, 
from the inception of the ticket until the resolution of the problem.  All tickets are 
prioritized using a five (5) point priority scale that governs the required response time: 

Priority Response Hours Time to Initial Contact Target Resolution 
Time 

Very Low / Question Business hours 1 business day 3 business days 

Low Business hours (best 
effort during off hours) 

6 hours during business 
hours 

2 business days 

Normal / Medium Business hours (best 
effort during off hours) 

4 hours during business 
hours 

1 business day 

High 24 x 365 1 hour, 24 x 365 4 hours, 24 x 365 

Very High / Urgent 24 x 365 Immediate, 24 x 365 As soon as possible, 24 
x 365 
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