
1 ROLES AND RESPONSIBILITIES 

1.1.1 Tyler Roles and Responsibilities 

Tyler assigns Project Managers prior to the start of each Phase of the Project.   The Project Manager 

assigns other Tyler resources as the schedule develops.  One person may fill multiple Project roles. 

 

1.1.1.1 Tyler Executive Management 

 Provides clear direction for Tyler staff on exectuting on the Project Deliverables to align with 

satisfying the City’s overall organizational strategy. 

 Authorizes required Project Resources 

 Resolves all decisions and/or issues not resolved at the Implementation Management level as 

part of the escalation process 

 Offers additional support to the Project team and is able to work with other Tyler department 

managers in order to escalate and facilitate implementation Project tasks and decisions 

 Acts as the counterpart to the City’s Executive Sponsor  

 

1.1.1.2 Tyler Implementation Management 

 Acts as the counterpart to the City Steering Committee. 

 Assigns Tyler Project personnel  

 Works to resolve all decisions and/or issues not resolved at the Project Management level as 

part of the escalation process 

 Attends City Steering Committee meetings as  necessary 

 Provides support for the Project team 

 Provides management support for the Project to ensure it is staffed appropriately and staff have 

necessary resources 

 Monitors Project progress including progress towards agreed upon goals and objectives 

 

1.1.1.3 Tyler Project Manager 

The Tyler Project Manager(s) provides oversight of the Project, coordination of resources between 

departments, management of the Project schedule and budget, effective risk and issue management, 

and is the primary point of contact for all Project related items. 

 Contract Management 

� Validates contract compliance throughout the Project 

� Ensures Deliverables meet contract requirements 

� Acts as primary point of contact for all contract and invoicing questions 



� Prepares and presents contract milestone sign-offs for acceptance by City Project 

Manager(s) 

� Coordinates Change Requests, if needed, to ensure proper Scope and budgetary compliance 

 Planning 

� Update and deliver Implementation Management Plan 

� Defines Project tasks and resource requirements 

� Develops initial and full scale Project schedule  

� Collaborates with City Project Manager(s) to plan and schedule Project timelines to achieve 

on-time implementation 

 Implementation Management 

� Tightly manages Scope and budget of Project; establishes process and approval matrix with 

the City to ensure Scope changes and budget planned versus actual are transparent and 

handled effectively and efficiently 

� Establishes and manages a schedule and resource plan that properly supports the Project 

Plan as a whole that is also in balance with Scope/budget 

� Establishes risk/issue tracking/Reporting process between the City and Tyler and takes all 

necessary steps to proactively mitigate these items or communicates with transparency to 

the City any items that may negatively impact the outcomes of the Project  

� Collaborates with the City’s Project Manager(s) to establish key business drivers and success 

indicators that will help to govern Project activities and key decisions to ensure a quality 

outcome of the Project 

� Sets a routine communication plan that will aide all Project team members, of both the City 

and Tyler, in understanding the goals, objectives, current status and health of the Project 

 

 Team Management 

� Acts as liaison between Project Team and Tyler Manager(s) 

� Identifies and coordinates all Tyler resources across all modules, Phases, and activities 

including development, conversions, Forms, Installation, Reporting, implementation, and 

billing 

� Provides direction and support to Project team 

� Builds partnerships among the various stakeholders, negotiating authority to move the 

Project forward 

� Manages the appropriate assignment and timely completion of tasks as defined in the 

Project Plan, task list, and Production Cutover Checklist 

� Assesses team performance and adjusts as necessary 

� Interfaces closely with Tyler developers to coordinate program Customization activities 

� Coordinates with in Scope third party providers to align activities with ongoing Project tasks 

 



1.1.1.4 Tyler Implementation Consultant 

 Completes tasks as assigned by the Tyler Project Manager(s) 

 Performs problem solving and troubleshooting 

 Follows up on issues identified during sessions 

 Documents activities for onsite services performed by Tyler 

 Provides conversion Validation and error resolution assistance 

 Recommends guidance for testing Forms and Reports  

 Tests software functionality with the City following configuration  

 Assists during Cutover process and provides production support until the City transitions to Tyler 

Support. 

  Provides product related education 

 Effectively facilitates training sessions and discussions with City and Tyler staff to ensure 

adequate discussion of the appropriate agenda topics during the allotted time 

 Conducts training (configuration, process, conversion Validation) for Power Users and the City’s 

designated trainers for End Users 

 Clearly documents homework tasks with specific due dates and owners, supporting and 

reconciling with the Final Project Schedule 

 Keeps Tyler Project Manager(s) proactively apprised of any and all issues which may result in the 

need for additional training needs, change in schedule, change in process decisions, or which 

have the potential to adversely impact the success of the Project prior to taking action 

 

1.1.1.5 Tyler Software Support 

 Manages incoming customer issues via phone, email, and online customer incident portal 

 Documents and prioritizes issues in Tyler’s Customer Relationship Management (CRM) system 

 Provides issue analysis and general product guidance 

 Tracks issues and tickets to timely and effective resolution 

 Identifies options for resolving reported issues 

 Reports and escalates defects to Tyler Development 

 Communicates with the City on the status and resolution of reported issues 

 

 

 

 

 

 

 



1.1.2 City Roles and Responsibilities 

City resources will be assigned prior to the start of each Phase of the Project.  One person may be 

assigned to multiple Project roles. 

 

1.1.2.1 City Executive Sponsor 

 Provides clear direction for the Project and how it applies to the organization’s overall strategy  

 Champions the Project at the executive level to secure buy-in  

 Authorizes required Project Resources 

 Resolves all decisions and/or issues not resolved at the City Steering Committee level as part of 

the escalation process 

 Actively participates in Organizational Change Communications 

1.1.2.2 City Steering Committee 

 Works to resolve all decisions and/or issues not resolved at the Project Manager level as part of 

the escalation process 

 Attends all scheduled Steering Committee meetings 

 Provides support for the Project team 

 Assists with communicating key Project messages throughout the organization 

 Prioritizes the Project within the organization 

 Provides management support for the Project to ensure it is staffed appropriately and staff have 

necessary resources 

 Monitors Project progress including progress towards agreed upon goals and objectives 

 Has the authority to approve or deny changes impacting the following areas: 

� Cost 

� Scope 

� Schedule 

� Project Goals 

� City Policies 

 

1.1.2.3 City Project Manager 

The City shall assign Project Manager(s) prior to the start of this Project with overall responsibility and 

authority to make decisions related to Project Scope, scheduling, and task assignment, and 

communicates decisions and commitments to the Tyler Project Manager(s) in a timely and efficient 

manner. When the City Project Manager(s) do not have the knowledge or authority to make decisions, 

he or she engages the correct resources from City to participate in discussions and make decisions in a 

timely fashion to avoid Project delays. 

 Contract Management 



� Validates contract compliance throughout the Project 

� Ensures invoicing and Deliverables meet contract requirements 

� Acts as primary point of contact for all contract and invoicing questions 

� Signs off on contract milestone acknowlegment documents  

� Collaborates on and approves change requests, if needed, to ensure proper Scope and 

budgetary compliance 

 Planning 

� Review and acknowledge Implementation Management Plan 

� Defines Project tasks and resource requirements for City Project team 

� Collaborates in the development of and approval of the Project Plan and Project schedule 

� Collaborates with Tyler Project Manager(s) to plan and schedule Project timelines to achieve 

on-time implementation 

 Implementation Management 

� Tightly manages Scope and budget of Project and collaborates with Tyler Project Manager to 

establishe a process and approval matrix to ensure Scope changes and budget planned 

versus actual are transparent and handled effectively and efficiently 

� Collaborates with Tyler Project Manager to establishe and manage a schedule and resource 

plan that properly supports the Project Plan, as a whole, that is also in balance with 

Scope/budget 

� Collaborates with Tyler Project Manager to establishes risk/issue tracking/reporting process 

between the City and Tyler and takes all necessary steps to proactively mitigate these items 

or communicates with transparency to Tyler any items that may negatively impact the 

outcomes of the Project 

� Collaborates with Tyler Project Manager(s) to establish key business drivers and success 

indicators that will help to govern Project activities and key decisions to ensure a quality 

outcome of the Project 

�  Routinely communicates with both City staff and Tyler, aiding in the  in the understanding 

of goals, objectives, current status, and health of the Project by all team members 

 Team Management 

� Acts as liaison between Project Team and Stakeholders 

� Identifies and coordinates all City resources across all modules, Phases, and activities 

including data conversions, Forms design, hardware and software Installation, reports 

building, and satisfying invoices  

� Provides direction and support to Project team 

� Builds partnerships among the various stakeholders, negotiating authority to move the 

Project forward 

� Manages the appropriate assignment and timely completion of tasks as defined in the 

Project schedule, task list, and Production Cutover checklist 



� Assesses team performance and takes corrective action, if needed 

� Provides guidance to City technical teams to ensure appropriate response and collaboration 

with Tyler Technical Support Teams to ensure timely response and appropriate resolution 

� Coordinates with in Scope third party providers to align activities with ongoing Project tasks 

 

1.1.2.4 City Functional Leads 

 Makes business process change decisions under time sensitive conditions 

 Communicates existing business processes and procedures to Tyler consultants 

 Assists in identifying business process changes that may require escalation    

 Attends and contributes business process expertise for current/future state analysis sessions 

 Identifies and includes additional subject matter experts to participate in current/future state 

analysis sessions  

 Provides business process change support during Power User and End User training  

 Completes performance tracking review with client Project team on End User competency on 

trained topics 

 Provides Power and End Users with dedicated time to complete required homework tasks 

 Act as an ambassador/champion of change for the new process. 

 Identifies and communicates any additional training needs or scheduling conflicts to City Project 

Manager 

 Prepares and Validates Forms  

 Actively  participates in all aspects of the implementation, including, but not limited to, the 

following key activities: 

� Task completion 

� Stakeholder Presentation 

� Implementation management plan development 

� Schedule development 

� Maintenance and monitoring of risk register 

� Escalation of issues 

� Communication with Tyler Project team 

� Coordination of City resources  

� Attendance at scheduled sessions  

� Change Management activities 

� Customization specification, demonstrations, testing and approval assistance 

� Conversion Analysis and Verification Assistance 

� Decentralized End User Training 



� Process Testing 

� User Acceptance Testing 

 

1.1.2.5 City Power Users 

 Participate in Project activities as required by the Project team and Project Manager(s) 

 Provide subject matter expertise on City business processes and requirements 

 Act as Subject Matter Experts and attending current/future state and Validation sessions as 

needed 

 Attend all scheduled training sessions 

 Participate in all required post-training processes as needed throughout Project 

 Participate in conversion Validation 

 Test all Application configuration to ensure it satisfies business process requirements 

 Become Application experts 

 Participate in User Acceptance Testing 

 Adopt and support changed procedures 

 Complete all Deliverables by the due dates defined in the Project schedule 

 Demonstrate competency with Tyler products processing prior to Production Cutover 

 Provide knowledge transfer to City staff during and after implementation, as necessary 

 

1.1.2.6 City End Users 

 Attend all scheduled training sessions 

 Become proficient in Application functions related to job duties 

 Adopt and utilize changed procedures 

 Complete all Deliverables by the due dates defined in the Project schedule 

 Utilize software to perform job functions at and beyond Production Cutover 

 

1.1.2.7 City Technical Support 

 Coordinates updates and releases with Tyler as needed 

 Coordinates the copying of source databases to training/testing databases as needed for 

training days 

 Extracts and transmits conversion data and control reports from City’s Legacy System per the 

conversion schedule set forth in the Project schedule 

 Coordinates and adds new users and printers and other Peripherals as needed 

 Validates all users understand log-on process and have necessary permission for all training 

sessions 



 Coordinates Interface development for City 3rd party Data Exchanges. 

 Develops or assists in creating Reports as needed 

 Ensures onsite system hardware meets specifications provided by Tyler 

 Assists with software deployment as needed 

 

1.1.2.8 City Upgrade Coordinator 

 Becomes familiar with the Software Upgrade process and required steps 

 Becomes familiar with Tyler’s releases and updates 

 Utilizes Tyler Community to stay abreast of the latest Tyler releases and updates, as well as the 

latest helpful tools to manage the City’s Software Upgrade process  

 Assists with the Software Upgrade process, if required, during implementation 

 Manages Software Upgrade activities post-implementation 

 Manages Software Upgrade plan activities 

 Coordinates Software Upgrade plan activities with City and Tyler resources 

 Communicates changes affecting users and department stakeholders 

 Obtains department stakeholder sign-offs to upgrade Production environment 

 

1.1.2.9 City Project Toolset Coordinator 

 Ensures users have appropriate access to Tyler Project Toolsets such as Tyler University, Tyler 

Community, Tyler Product Knowledgebase, SharePoint, etc. 

 Conducts training on proper use of toolsets 

 Validates completion of required assignments using toolsets 

 

1.1.2.10 City Change Management Lead 

 Validates users receive timely and thorough communication regarding process changes 

 Provides coaching to Supervisors to prepare them to support users through the Project changes 

 Identifies the impact areas resulting from Project activities and develops a plan to address them 

proactively 

 Identifies areas of resistance and develops a plan to reinforce the change 

 Monitors post-production performance and new process adherence 

 


