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Company Overview
CivicPlus started back in June of 1998 with a simple yet powerful vision: 
to create a website solution that allowed municipal staff to maintain their 
websites daily without needing a technical webmaster. As technology 
advanced, we saw our customers’ need to bring more services online. We 
expanded our vision to make local government work better as a whole. 

Today, CivicPlus provides public sector technology that automates 
processes, digitizes services, and enhances civic experiences. Our wide 
range of government software solutions are designed to be flexible, 
scalable, and customizable, ensuring a frictionless experience for residents 
and staff. Our portfolio includes solutions for: 

•	 Municipal Websites
•	 Web Accessibility
•	 Agenda and Meeting Management	
•	 Codification 	
•	 Emergency and Mass Notifications 
•	 Parks and Recreation Management 
•	 311 and Citizen Relationship Management 
•	 Process Automation and Digital Services

•	 Planning, Permitting, Licensing, and Code 
Enforcement

•	 Fire and Life Safety Inspections	
•	 Asset Management
•	 Utility Billing 
•	 Social Media Archiving
•	 FOIA Management 

E X P E R I E N C E & R E C O G N I T I O N
25+ Years 
10,000+ Customers  
950+ Employees

CivicPlus has over 25 years of experience working with municipal organizations across the US and Canada. Our 
commitment to deliver the right solutions in design and development, end-user satisfaction, and secure hosting has 
been instrumental in making us a leader in government web technology. We are proud to have earned the trust of our 
over 10,000 customers and their over 100,000 administrative users. In addition, over 340 million residents engage with 
our solutions daily. With such experience, we are confident that we can provide the best solution for you.

C O N TAC T I N F O R M AT I O N
Primary Office

302 S. 4th Street, Suite 500, Manhattan, KS 66502
Phone: 888.228.2233 | Fax: 785.587.8951 
civicplus.com
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Powering & Empowering Government
We empower municipal leaders to transform interactions between residents and government into consistently positive 
experiences that elevate resident satisfaction, increase revenue, and streamline operations.

Government leaders tell us that one of their most pressing needs is to improve how residents access and experience 
municipal services; however, they struggle with budget cutbacks and technology constraints. CivicPlus enables 
civic leaders to solve these problems, making consistently positive interactions between residents and government 
possible. 

CivicPlus is the only government technology company exclusively committed to powering and empowering 
governments to efficiently operate, serve, and govern using our innovative and integrated technology solutions built 
and supported by former municipal leaders and award-winning support teams. With it, municipalities increase revenue 
and operate more efficiently while fostering trust among residents.
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NextRequest History
NextRequest was founded with a singular vision: to transform how 
public agencies handle records requests. Born out of Code for 
America, a national nonprofit dedicated to improving government 
services through technology, NextRequest was purpose-built as 
a specialized solution to streamline the public records process. 
Our founders understood that transparency and accessibility are 
fundamental to building trust between government and residents, 
but that existing systems were outdated, inefficient, and often 
frustrating for both requesters and staff.

With a deep commitment to efficiency, compliance, and 
transparency, NextRequest has grown into the leading platform for 
automating and managing public records requests. We’ve tailored 
our solution to meet the unique needs of government agencies, with 
a focus on simplifying workflows, improving user experiences, and 
ensuring regulatory compliance.

Now a part of CivicPlus, NextRequest continues to innovate within 
the public sector, offering a flexible and scalable solution that helps 
agencies at all levels better serve their communities and fulfill public 
records laws with confidence.
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Serious About 
Security

SOC 2 Type II Audit, AES-256 encryption, and more

True Batch Redaction Draft redaction, bulk redaction, and more

Experts in Record 
Requests

Records requests software is all we do

FOIA-Specific 
Customer Service

All customers assigned a Customer Support Specialist

950+ Customers And growing fast

Customers Love Us Check out our glowing Capterra & G2Crowd reviews

NextRequest at a Glance

“The batch redaction tool is life-changing.”
Robby Conteras, National City, CA
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Standard Plan Overview

Licensing

•	 Unlimited Staff Users
•	 Unlimited Departments
•	 10 Admin-Publisher Users
•	 2 TB Storage

Resident-Facing Public Portal

•	 Unlimited Updates
•	 Customizable Request Form
•	 Real-Time Request Diversion Alerts
•	 Agency-Specific URL
•	 Optional Request and Record Publishing

Workflows & Automation

•	 Due Date Calculation, Reminders, and Status 
Indicators

•	 Departmental Routing and Point of Contact 
Automation

•	 Automated Request Acknowledgment and 
Updates

•	 Task Assignment, Tracking, and Reminders
•	 Unlimited Message Templates
•	 Timeline Audit Trail, Email and Record Monitoring
•	 Support Any File Size or Type

Review & Redaction with Unlimited 

Users

•	 Basic Redaction and RapidReview Module
•	 Custom Exemption List and Automated Log
•	 Custom Redaction Patterns 

Invoicing & Payments

•	 Unlimited Invoicing Templates
•	 Time Tracking and Cost Calculation
•	 CivicPlus Pay Integration for Online Payments (+)

Tracking & Reporting

•	 Automated Reporting
•	 Administrative Dashboard
•	 Customizable Reports

IT & Compliance

•	 Automated Retention Scheduling
•	 CivicPlus SSO Integration
•	 SOC 2 Type II Audit
•	 CJIS Attestation Available
•	 HIPAA Compliance Available with BAA
•	 Custom IdP SSO (+)
•	 Risk Module (+)

Support

•	 In-App Chat, Phone, and Email Support
•	 24/7 Help Center Access
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Plan Details
A D M I N I S T R AT I V E TO O L S

•	 Unlimited updates to branding and public portal settings
•	 Configurable due date calculation, with a custom holiday calendar and configurable reminders
•	 Configurable departments with associated staff and staff backups
•	 Automatic request routing to predefined user groups or departments
•	 User-configurable email alert preferences
•	 User-configurable templates for acknowledgment, messages, and closure reasons
•	 Customizable tags to categorize requests 

P E R M I S S I O N S & V I S I B I L I T Y
•	 Role-based permissions to allow controlled access to specific 

feature sets
•	 Default request visibility settings to ensure consistent internal 

visibility
•	 Change the visibility of a request in two clicks to make it more 

restricted

R E Q U E S T E R & P U B L I C AC C E S S
•	 Requesters are not required to create an account, no roadblocks 

to transparency
•	 Choose whether to make a request public or only available to the 

requester
•	 Records can be viewed in application or downloaded in two clicks
•	 Record availability and hosting is dependent on your retention schedule
•	 Supports any file type, including PDF, email extracts, audio, video, etc.

C U S TO M F O R M S
•	 Staff can customize request forms to allow requesters to select a department and provide additional 

information with custom fields
•	 Add tips, FAQs, T&C’s, etc. to make the process more accessible and easier to understand for requesters
•	 Allow requesters to upload documents if required
•	 Staff can manually enter a request if it is received in another format and notate such (fax, mail, phone, etc.)

N E X T R E Q U E S T  
B Y T H E N U M B E R S

2M+ Requests Fulfilled
20M+ Documents Processed
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R E Q U E S T D I V E R S I O N
•	 In seconds, create real-time keyword alerts that trigger pop-up messages for requesters
•	 Redirect requesters to existing information online, provide additional tips, or proactively redirect them to the 

correct agency
•	 Allow requesters to review and reference past requests and documents to reduce duplicate requests

C O M P L I A N C E E N A B L E M E N T
•	 Automatic email notifications for requests that are “overdue”, “due tomorrow” and “due soon”
•	 Automatic status indicators show which requests are overdue, due soon, paused, etc.
•	 Task reminders are separate from due date 

reminders to ensure all steps are completed in a 
timeline manner

•	 Automated request acknowledgment to help 
satisfy legal requirements 

•	 Timeline tracking of each request provides an 
audit trail for accountability and legal protection

•	 Provide additional documentation to your Timeline 
with custom notes

•	 Track if a requester has viewed a message, or 
viewed or downloaded released records

•	 Retention scheduling ensures requests and 
records are not kept longer than legally required

•	 Email bridge allows users to send messages via 
email without logging into the application, while 
still being tracked

B AS I C R E DAC T I O N
•	 Redact manually with rectangles and highlighters, or search for text or patterns
•	 Custom exemption list and custom redaction patterns
•	 Automatically generated redaction log for transparency and compliance
•	 Automatically generates both redacted and original versions of your documents

R A P I D R E V I E W M O D U L E
•	 All the functions of the Basic Redaction tool plus... 
•	 Extract PST and MSG files for review, with email deduplication
•	 Efficiently review large amounts of documents and emails in context and create review workflows
•	 True Batch Redaction to handle hundreds of records at once, with all redactions autosaved as draft so you 

never lose your work
•	 Collaborate on redactions before finalization and release
•	 Take batch actions on records to move, delete, release, or zip hundreds of records at once
•	 Optical character recognition (OCR) available to help decipher the text on scanned documents 
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C O S T, I N VO I C I N G, A N D PAY M E N T S
•	 Track staff time per request with automated cost calculation
•	 Send and track invoices, with option to receive payments online via credit card (PCI compliant)
•	 Create unlimited invoicing templates for different fees

T R AC K I N G A N D R E P O R T I N G
•	 Automated reports that showcase request volume, average fulfillment, departmental breakdown and more
•	 The Administrative Dashboard provides quick insight to overall status and performance
•	 Run custom reports based on numerous request variables

Our records request software empowers organizations to collaborate 
remotely and asynchronously.
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Implementation (Virtual Only)

Standard Plan Overview
The success of your onboarding is a priority to CivicPlus. Over the course of four stages, we’ll work with you to:

Configure the portal to match your agency’s process for responding to public records requests and set up agency-
specific information such as: 

•	 Users and Departments 
•	 Message Templates 

•	 Instructions for the Requester 
•	 Tags

Train users on how to manage and respond to public records requests. All training is recorded, so you can rewatch 
and share it at any time or join any of our ongoing bi-weekly virtual training webinars. 

•	 One Admin training with a Launch Manager for 
those administering the portal 

•	 One Staff training via Webinar for staff users 
responding to records requests

Keys to a Successful Rollout

Designate a Primary Contact

Choosing someone who is involved in 
responding to public records requests frequently 
is ideal.

Clearly Map Out Processes

This is a vital step. Mapping out current 
processes as well as desired changes is the 
foundation of a great rollout.

Set Training Dates Early

This will help ensure maximum attendance for 
your Admin & Staff trainings.
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S TAG E 1 Week 1 Key Stakeholders
Process Mapping: Fill out customer success plan, 
gather information, and add users, departments, 
and portal images.

S TAG E 2

Week 2 Key Stakeholders
Kickoff Call: 30-60 minute meeting to outline the 
onboarding and training process as well as set a 
Go Live date.

Weeks 2-3 Portal Admins
Gather Info for Portal: Finalize users and 
departments list. Update templates, alerts, tags, 
and custom text.

S TAG E 3

Week 4 Portal Admins
Admin Training: 60-90 minute meeting for users 
who will be administering the portal and managing 
records requests as an Admin.

Week 6 All Staff Users

Staff Training: 60 minute training for staff who 
will be responding to record requests within the 
portal. Note: This staff training is via webinar 
only.

S TAG E 4

Week 7
Communication 

Team
Go Live: Your agency’s portal is now live and 
available to the public.

Weeks 8-12 Portal Owner(s)
Check-in Review: Compare the first month of 
NextRequest usage against 30-day success goals 
and how you are using NextRequest.

Standard Project Timeline 
A typical Standard NextRequest onboarding rollout takes ~8-12 weeks. 

O U R P R O M I S E TO YO U
Our team is dedicated to giving you the best experience in customer support. If your team changes, if your process 
changes, or if your agency evolves we’re here to help you transition and get you back on track.
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Continuing Services

Technical Support & Services
With technology, unlimited support is crucial. Our live technical 
support engineers based in North America are ready to answer 
your staff members’ questions and ensure their confidence. 
NextRequest’s dedicated support team is available 8 a.m. – 5 
p.m. CST to assist with any questions or concerns regarding 
technical functionality and usage of your solution.
 
CivicPlus Technical Support will provide a toll-free number, 
chat, and an online email support system for users to submit 
technical issues or questions. If the customer support specialist 
is unable to assist with the question or issue, the three-tier 
escalation process will begin to report issues to our product 
engineering team for resolution.

AWA R D-W I N N I N G
CivicPlus has been honored with three Gold Stevie® Awards, six Silver Stevie® Awards, and nine 
Bronze Stevie® Awards. The Stevie Awards are the world’s top honors for customer service, contact 
center, business development, and sales professionals.

C I V I C P L U S H E L P C E N T E R
CivicPlus customers have 24/7 access to our online Help Center where users can review articles, user guides, FAQs, 
and can get tips on best practices. Our Help Center is continually monitored and updated by our dedicated Knowledge 
Management Team to ensure we are providing the information and resources you need to optimize your solution. In 
addition, the Help Center provides our release notes to keep your staff informed of upcoming enhancements and 
maintenance.

C O N T I N U I N G PA R T N E R S H I P
We won’t disappear after your portal is launched. You’ll be assigned a dedicated customer success manager who will 
partner with you by providing information on best practices and how to utilize the tools of your new system to most 
effectively engage your residents.

Support at a Glance

•	 Dedicated NextRequest technical 
support 8 a.m. – 5 p.m. (CST) Monday – 
Friday (excluding holidays) 

•	 Accessible via phone, email, and chat 

•	 4-hour initial response during business 
hours

•	 Dedicated customer success manager

•	 Online self-service help with the 
CivicPlus Help Center (civicplus.help)

https://www.civicplus.help/hc/en-us
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Hosting & Security
I N F R AS T R U C T U R E
Application Security – NextRequest servers and databases are hosted on Amazon Web Services. All data is hosted in 
the United States.

Storage Security – Customer image assets and documents are stored  in Amazon S3.

Backups – Your data is backed up daily, weekly, and monthly.

Redundancy – We maintain redundancy to prevent single points of failure, are able to replace failed components, and 
utilize multiple data centers designed for resiliency.

Disaster Recovery – We have a step-by-step plan in place to take precautions and minimize the effects of a disaster.

C O M P L I A N C E
SOC 2 Type II Audit – NextRequest has successfully completed a SOC 2 Type II audit. 

Accessibility – NextRequest product is compliant with both WCAG 2.1, Level A and Level AA and also compliant with 
WCAG 2.2, Level A and Level AA

CJIS – NextRequest enables agency Criminal Justice Information Services (CJIS) compliance by mapping features and 
the organization to CJIS security controls.

Encryption – All data is encrypted at rest using AES-256 and in transit using TLS v1 .2. Documents can only be 
accessed through a valid token that expires. For data, we encrypt in transit using TLS 1.2 and AES-256 at rest.

Codebase – The NextRequest codebase is built on the latest version of Ruby and Ruby on Rails. Changes are made to 
repositories via GitHub Pull Requests (PRs).

HTTPS & SSL – All web requests between web clients and NextRequest are secured by TLS version 1.2.

Monitoring – Standard application logs are collected daily and weekly. Individual user access is logged within the 
application and kept in application logs. System status reports are available 24/7 here: https://bit.ly/2YGxbhZ

Security Updates – NextRequest’s architecture allows security updates to be made to all customers in real-time, 
preventing delays in the patching of security vulnerabilities.

Data Destruction – At the request of a customer, we will expunge all customer data from NextRequest servers.

A D D I T I O N A L I N F O R M AT I O N
Updates & Patches – NextRequest uses a software-as-a-service (SaaS) delivery model. This means customers are 
always using the most up-to-date version of the application and don’t have to wait for new releases, including security 
updates. Development is conducted on a 2-week cycle.

Single Sign-On (SSO) – NextRequest can add SSO integrations including Active Directory and OAuth to improve 
password security and access controls across the enterprise organization.

Password Standards – We enforce strong passwords based on the NIST 800-63B guidelines.

Browser Compatibility – NextRequest is optimized for Chrome but works with IE11 and up and other modern web 
browsers.
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Optional Add-Ons

Credit Card Processing
CivicPlus Pay (Pay) is our integrated, secure, PCI-compliant, utility application. 
Local governments can use Pay within many of our solutions to enable seamless 
payment capabilities.

Pay acts as the connector to facilitate a transaction between the CivicPlus solution 
and the selected payment processor. Pay offers integrations with several common 
payment processors to provide flexible payment solutions. CivicPlus has partnered 
with several integrated processors to enhance the customer experience through 
a streamlined relationship between the CivicPlus solution and the processor that 
processes the payments.

If a partner payment processor is utilized by you, CivicPlus can assist with the facilitation, set-up, support, and 
troubleshooting services. Pay can also integrate with many other supported processor providers in addition to our 
partner network, on a more limited fashion, to assist you in developing a successful system. Additional details on our 
approved partner network and other supported processor providers is available upon request.

To utilize any of the approved processors, an agreement will need to be executed directly between you and the vendor 
that will assess separate merchant account and transaction fees. Additional information can be provided upon request.

Because EMV and Card-Swipe devices are encrypted specifically for individual payment processors, you’ll need to 
procure any required devices directly from your selected processor provider for either purchase or rent. We are happy 
to assist in your procurement of such devices.

Risk Module
•	 Personally Identifiable Information, like full names, phone numbers, SSNs, mailing addresses, passport 

numbers, and much more
•	 Credentials, including many common API and encryption keys
•	 Financial Information, like credit card and bank account numbers
•	 Personal Health Information, including identification numbers associated with health insurance, prescription 

drugs, and medical devices
•	 An extra layer of security to help keep track of how many documents have been reviewed and understand 

their ‘Risk Level’ on a scale from Low to High, based on the information identified
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Disclaimer

Proposal as Non-Binding Document
A successful project begins with a contract that meets the needs of both parties. This proposal is intended as a 
non-binding document, and the contents hereof may be superseded by an agreement for services. Its purpose is 
to provide information on a proposed project we believe will meet your needs based on the information available. 
If awarded the project, CivicPlus reserves the right to negotiate the contractual terms, obligations, covenants, and 
insurance requirements before a final agreement is reached. We look forward to developing a mutually beneficial 
contract with you.


