
1

Reducing recidivism, relapse, and 
homelessness with mobile solutions
How Cisco is helping one judicial district successfully place 
probationers on a path to success. 



2

A case example:  
A community in search  
of answers...............................3

The solution:  
Mobile collaborative  
technologies............................5 �	

The benefits:  
How it helps.............................6 	

Building safer, more  
resilient communities...............8

Table of contents



3

Serving over a million citizens across four counties and numerous courthouses is 
one of many challenges facing a judicial district in the Rocky Mountain region of 
the United States.
With over 11,000 people under supervision, but fewer than 128 Probation 
Department staff members, the district is experiencing a tremendous strain on its 
resources. Caseloads per officer often climb to 150 clients per month, compared to 
the American Probation and Parole Association’s target of 60. 

Ensuring supervision officer safety is another challenge for the district. They are 
often required to meet their clients after dark, or in high-crime areas, to conduct 
in-home visits. And in many cases, they have to do so when the situation inside the 
home is unknown—or already known to be potentially unsafe.

Recidivism is another long-term challenge. Without proper supervision and reliable 
access to rehabilitative services—especially when dealing with clients involved in opioid/
drug-related offenses—clients are prone to the dangers of relapse, homelessness, and 
health care decline, thus bringing them back into the district court system. 

A case example: A community in search 
of answers

Challenge: 
Geography

Stretching from a dense urban  
core to remote prairies and ranchlands, 

this government agency has a lot of 
ground to cover.

6,000+
 square miles

11,000+
clients being  
supervised

Chapter 1

With recidivism rates as high as 60% for some offense types, the 
district’s four counties also contend with overcrowded jail facilities, 
incurring costs of up to $30,000 per inmate, per year.

Less than 

128 

Avg. 

88 

Probation  
Department  

staff members

clients  
per officer



4

A nationwide drug crisis

1. What is the U.S. Opioid Epidemic?, U.S. Department of Health and Human Services, 2019. 

130 
deaths  
per day

47,000
deaths in 2018

10M  

abused 
prescriptions 

in 2018

2M
diagnosed with  

opioid use disorder  
in 2018

Opioid epidemic  
by the numbers1 

That’s 130 Americans lost every day. 

Unfortunately, the growing addiction to both natural and synthetic 
opioids, along with other street drugs, has been skyrocketing across  
the nation in the last decade. 

Many incarcerated persons reentering society also have an identified 
substance abuse or mental health issue. This makes them more 
susceptible to relapse and homelessness upon release, continuing the 
cycle of recidivism. 

According to the U.S. Centers for Disease Control and Prevention, 29% 
of patients prescribed opioids for pain relief are now misusing them. Even 
worse, over 47,000 deaths occurred in 2018 in the U.S. alone from the 
drug’s abuse. 

For citizens living in the Rocky Mountain region, state and local 
governments are struggling to deal with the issue. And a lack of resources 
is contributing to recidivism and relapse, placing additional strain on 
overburdened staff members and services. 

https://www.hhs.gov/opioids/about-the-epidemic/index.html
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District’s goals 
•	 Help clients become healthy 

and productive citizens 

•	 Reduce recidivism by 
empowering participants  
for success 

•	 Safely deliver resources  
and services to citizens  
to reduce homelessness 
and relapse 

•	 Successfully manage 
workloads and costs 

•	 Foster collaboration among 
internal teams

Chapter 2

By combining the proven power of Cisco collaboration solutions with  
TRACKtech’s advanced supervision and integrable case management  
software, an innovative new approach has been created that uses a mobile platform  
and offers real-time capabilities. This is helping government agencies better deal with 
issues of community supervision, homelessness, and the opioid/street drug crisis in the 
United States. These are the features included with the approach:  
Cisco Webex Teams™ keeps employees and their caseloads connected anywhere, anytime. 
Webex Teams provides every member of an organization their own space for meeting, messaging, 
whiteboarding, and collaborating with clients and coworkers.

TRACKphone™ is an easy-to-use smartphone that provides access to unlimited domestic voice 
minutes, text messaging, and approved apps as authorized by a supervision officer. 

TRACKphoneLite™ is a smartphone app used for enhanced community supervision and case 
management, providing additional applications for participants to achieve success and receive 
proper delivery of needed services for addiction and homelessness.

TRACKcase™ provides your community supervisors access to a case management system through 
a secure website. TRACKcase delivers collaborative tools to coordinate with your support core and 
provide access to rehabilitative support and materials based on ongoing assessments.

The solution:  
Mobile collaborative technologies

To help lower recidivism rates and reduce the significant strain on resources, the 
agency turned to a simple and intuitive new solution that’s installed on clients’ 
mobile devices and agency-issued smartphones.
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This innovative approach by Cisco and our partner TRACKtech™, has been 
designed to address the challenges of high recidivism rates and overwhelming 
caseloads faced by those responsible for community supervision and to support 
those who are reentering our communities.
By incorporating industry-leading video conferencing powered by Cisco Webex 
Teams, government agencies can now enable an easy-to-use collaboration solution 
that lets staff members and clients connect anywhere, anytime. 

Increased caseload efficiency 
The technology is helping the judicial district to safely and securely increase the 
number of client visits per day per staff member.  

This includes up to a threefold increase in face-to-face time 
between staff members and their clients. 
A key part of this success is the reliable and secure mobile video conferencing 
capabilities provided through Webex Teams. This allows virtual visits by staff members 
to participant homes, increasing safety and the number of client visits per day. 

The approach has been especially effective for juveniles, who have a strong 
acceptance of smartphone apps, empowering them to participate in a way that 
is more familiar and comfortable. Supervision officers also benefit from faster 
processing of clients. According to one officer, “It does wonders [for my entire 
caseload]. I can simply click my entire caseload in seconds, where curfews can take 
hours and sometimes multiple evenings.”

The benefits: How it helps

A mobile solution

Chapter 3

Mobile video 
conferencing to support 

new services

Workspace to help provide 
location tracking, behavioral 

health assessments, 
rehabilitative support, and 

compliance monitoring

Collaboration platform  
for mobile case management 

and internal team use
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Reducing travel times and expenses 
The solution is also helping agencies reduce financial and 
physical costs associated with travel. This includes fuel bills, fleet 
maintenance, lost productivity, and environmental impacts such 
as carbon emissions. 

Staff members no longer have to drive hours in some cases 
to meet a single client or spend unproductive time behind the 
wheel. Instead, they allocate this time to visit other clients or 
collaborate with team members. In fact, with the reduction in 
fuel costs, fleet maintenance, and commute time, the agency 
significantly reduced their fleet and field budgets.

Improving safety for officers and caseworkers 

By deploying mobile technology, agencies can reduce safety 
concerns by enabling virtual check-ins with clients. This allows 
caseworkers to inspect a client’s physical environment, via 
video conferencing, to confirm compliance and that the client’s 
personal safety is being maintained. The solution also allows 
staff to inspect a client’s environment before entering a home 
whenever a personal visit is required. This provides them with 
enhanced situational awareness, alerting them to potential 
dangers before they enter.

Lowering failure rates  
Deploying mobile technologies that are easy to use is key in 
providing additional touch points with program participants, such as 
helping to address relapse rates and mental health issues through 
telecounseling. By increasing one-on-one dialogue between 
community healthcare providers and clients, via the industry-
leading Webex Teams feature, clients become more engaged and 
committed to staying compliant. It also helps them better understand 
the value of becoming a healthy and productive citizen.

Enhancing team collaboration  
By deploying Webex Teams, the judicial district is able to 
empower each user with their own space for meeting, messaging, 
whiteboarding, and collaborating. This also provides users with a 
reliable and secure experience and allows the judicial district to apply 
and enforce customized software policies based on specific needs.

“[The TRACKtech solution is] less intrusive than late-night home visits. I believe the juveniles like interacting on 
phones. Even with officers it’s more ‘natural’ for them because this is just how they interact with people now.” 
	 — Judicial District Supervision Officer

“�[Client] demeanor is different on the video 
conferencing than in the office, because I feel they 
are more relaxed. I think the check-ins are easy 
for them as well. It doesn’t interfere with whatever 
they are doing at that time, as it’s a simple click.” 

	 — Judicial District Supervision Officer
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At Cisco, we’re dedicated to improving quality of life in the communities where we live, work, learn, 
and play. This includes helping those who have become entangled in the criminal justice system, 
often leading to incarceration. It also means offering solutions that help them confront the challenges 
of post-release life, such as drug addiction, homelessness, and unaddressed behavioral healthcare 
needs, as they seek to successfully reenter society.

Thanks to our partnership with TRACKtech, a new approach to helping those citizens is now a reality. 
One that combines industry-leading collaboration and supervision tools into a single mobile platform. 

We’re enabling powerful yet simple-to-use mobile solutions that successfully manage workloads 
and costs, safely deliver resources and services to citizens, and foster collaboration among internal 
teams. And together with our partners in government, we’re helping to improve the quality of life in 
their communities.

To learn more about how Cisco and TRACKtech can help your community, visit the links below. Federal funding  
now available
More than $2 billion is now available from 
federal grant programs to help fight the 
opioid epidemic in the United States. 
Cisco specialists are here to help your 
community. 

Get started today by contacting  
us at opioidshelp@cisco.com. 

Learn more about Cisco Webex > Learn more about TRACKtech > 
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Building safer, more resilient communities

Rehabilitating At-Risk Populations

Due to the nature of their work and clients involved, the judicial district described in this use case has requested anonymity. For further information, please contact your local Cisco representative. 
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