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COMMONWEALTH OF MASSACHUSETTS

RESPONSE SUBMITTED FOR THE

REQUEST FOR RESPONSES (RFR)

STATEWIDE CONTRACT
DEBT COLLECTION SERVICES 
RFR # PRF55DesignatedOSC
BIDDER NAME:  

The Allen Daniel Associates, Inc.
INSTRUCTIONS: 

1. The Written RFR Response must be submitted using this “RFR Response Template” as posted on the “Forms & Terms” or “Specifications” Tab of Comm-PASS.  This Template is being used so that all Responses appear uniform and consistent for selection purposes and to enable posting on Comm-PASS once selection is completed.  

2. This WORD document must be used and may not be altered, reformatted or changed in any way or the Response will be subject to rejection.  This document must be saved in a WORD format and not in .pdf so that the document may be modified during negotiations if necessary.  A .pdf format will subject the Response to rejection.  
3. Bidders must enter, or copy and paste information into the spaces provided for each question.  The space will expand to accommodate the data entered.   The Bidder may open the “footer” and add the Bidder’s Name to print on each page of the Response.  

4. Bidders may not refer to outside attachments for key information related to answering the questions unless the Attachment is one of the Required Attachments for the RFR Response or is an attachment that must be completed as specified under the “Forms and Terms” tab for this RFR on Comm-PASS.

5. Each item must be addressed specifically by entering information in the required space.  If an item is inapplicable, the Response must indicate "N/A" or “Not applicable” or other appropriate explanation.  

6. Bidders are responsible for reviewing the “Forms & Terms” tab under this RFR in Comm-PASS for all the listed specifications and the required Forms that must be submitted with the RFR Response (in order to be considered for selection) or upon contract award and execution.  Failure to submit the required Forms with the RFR Response, as specified, will be considered sufficient grounds for rejection of the Bidders Response.

Submission of Responses 

1. Bids will be submitted solely through the www.comm-pass SMARTBID process required for Statewide Contracts as outlined in the RFR. 
Deadline for Submission

Submit Responses through SMARTBID by Submission Deadline Date listed in the RFR. 
	RFR RESPONSE PART A

BIDDER AUTHORIZED CONTACT, INTRODUCTION AND CERTIFICATIONS

	A-1. Authorized Representative and RFR Contact.  Please complete the information below for the Individual who is an Authorized Representative of the Bidder, who can legally bind the Bidder during the RFR Interview and subsequent negotiations, and who shall serve as the RFR Contact for any questions or communication necessary during the procurement.   

	Bidder Name: The Allen Daniel Associates, Inc. (ADA)
Mailing Address: 880 Main Street, 4th Floor, Waltham, MA 02451
Authorized Representative/RFR Contact Name: Daniel B. Desatnick, President and CEO
Telephone: Direct: 781-647-7722, ext. 222 or Toll-Free: 800-882-2100
Email Address: daniel@adacollect.com
Fax: 781-647-8866

	A-2  INTRODUCTION:  Please provide in the space below, not to exceed 2 pages in length (inserted in the section below) the Bidder's understanding of this Statewide Contract, the requirements of the work the firm is bidding on, the work to be performed and provide an overview summary of the Bidders' qualifications and experience to perform the work requested.  

	Bidder’s Introduction:

ADA appreciates the opportunity to respond to the Request for Response (RFR) for Debt Collection Services presented by the Commonwealth of Massachusetts. In this proposal, you will learn about our years of experience providing high recovery rates and personalized debt collection services to government clients. We will demonstrate our explicit knowledge of this Statewide Contract and its requirements. ADA has served the Commonwealth on the four consecutive contracts prior to this RFR. 
Founded in 1972, ADA provides a full life cycle of accounts receivable management services to government clients, serving a commercial and consumer base. Our clients know that it takes more than just a letter and a phone call to make a collection agency a reliable business partner. It takes industry experience, professionalism, and collection services performed strictly in compliance with federal, state, and local laws.  
Examples of ADA’s Understanding of Contract Requirements
Anyone can read the contract and claim that they understand the requirements. Only a company that has served Commonwealth clients for 20 years like ADA is in a position to provide the unique and varied customizations that they require in this contract. Some examples follow:
· Granted Direct Access to Client’s System to Update Accounts: The Mass DOT Registry Division has granted ADA access to its system to update constituent accounts. This enables drivers to more efficiently transact business with the Registry. This special access was provided to ADA based on our close working relationship with the client, having demonstrated our integrity, high ethical standards, and attention to detail.  
· Pursuing Previously Closed Accounts for Community Colleges: Many community colleges within the Commonwealth require collection agencies to close accounts after 12 months. Occasionally they elect to reopen the accounts after reviewing individual accounts and have asked ADA to pursue the account. They have the utmost faith in our ability to interact with the students and report back our findings.  
· Ad Hoc Reports and Reconciliations: ADA has implemented a conversion from paper to electronic reports within one day of the request. Another college requests ad hoc reconciliations, which ADA implements within hours of the request.  
We believe that these clearly demonstrate how well-versed ADA is on this contract.   Here’s what else you can expect from ADA if you select our company for a fifth consecutive time.

Expect Expertise from Our Current and Three Prior Commonwealth Master Service Agreements: 
Since 1972, ADA has been providing clients with collection services featuring time-tested, compliant collection strategies customized to meet their unique needs. In fact, we have been serving the Commonwealth of Massachusetts since 1992 in four consecutive Master Service Agreements. Specifically, we serve the Mass DOT Registry Division, Department of Children and Families, Campaign and Political Finance Committee, Office of the Chief Medical Examiner, and six community colleges. Our knowledge, history, and experience will continue to benefit the Commonwealth. Furthermore, we have recently been selected to provide similar services to the State of Rhode Island. We were awarded this contract based on our proven experience and capabilities. We look forward to continuing to provide the same exceptional service to eligible Commonwealth entities. In fact, in the past five years alone, ADA has recovered more than $5 million for the Commonwealth. 
Expect Proficiency with Commonwealth Accounts: 
For more than 40 years, ADA has served all segments of the population. We collect debt in a variety of industries including government, higher education, utilities, and more—clearly demonstrating our ability to recover any type of delinquent account for the Commonwealth. We have built our reputation on providing the highest level of collection results while being sensitive to the nuances of different types of debt. You can rest assured ADA has the collection foundation and knowledge that the Commonwealth needs for this contract. ADA works all accounts with equal dedication, regardless of age, balance, or type.
Expect Personal Attention from a Boutique Agency: 
ADA will continue to provide each Commonwealth entity with a dedicated partnership ready to accommodate their requests and respond to all of their inquiries without delay. In partnering with ADA, Commonwealth entities have learned to expect hands-on service. With ADA, there is always a knowledgeable person on the other end of the phone who is ready to find solutions. Our empowered employees provide immediate attention, a service that a larger agency simply cannot offer.   

Expect a No-Bid Guarantee on the ED Contract: 
Concurrent with this procurement and throughout the remainder of 2012, the Federal Department of Education (ED) will hold its regularly scheduled procurement for collection services. Many of the vendors bidding on this contract are likely to bid on the ED contract as well.  In fact, several of your incumbents already do business with ED. ADA guarantees to no-bid the ED contract.
This contract is expected to pay its vendors $500 million in fees this year alone. The Federal government is not only the largest client in the collection industry; it is the largest purchaser of products and services on the planet. For this reason, we believe ADA can provide a higher level of attention and service on this contract than any vendor serving the extensive and time-consuming ED contract, even if they already do business with you through this contract. ED’s vendors often have no choice but to assign their best management talent and collectors to this contract. It is a massive undertaking that your contract cannot compete with in terms of resource allocation; estimates hold that it costs $2 million to $3 million just to implement the Federal ED contract, so it would be difficult to imagine how an ED vendor can give Commonwealth entities the attention they deserve.
In fact, here is a list of companies operating in our region or already serving the Commonwealth that are either current ED vendors or that are expected to compete for the ED contract: Windham Professionals, Delta Management Associates, EOS CCA, F.H. Cann, NCO Financial Systems, Diversified Collection Services, and Pioneer Credit Recovery and/or General Revenue Corp. (a sister company also owned by SallieMae).  

These are all high-quality firms with solid reputations in their own right; but the Commonwealth needs more than a good reputation from its selected partners. Commonwealth entities need companies that can do the work while also putting their needs first, ahead of the world’s largest client. We are not suggesting you should replace all vendors that also serve ED; however, we are suggesting you may not want to limit your vendor selections to only ED vendors.
We welcome the continued opportunity to demonstrate the difference in results and services Commonwealth entities can expect by contracting with a boutique firm that does not also serve the ED for this massive contract.


	A-3 CERTIFICATION OF ACCEPTANCE OF COMMONWEALTH TERMS.  The order of precedence of this Statewide Contract is as follows:

a) Federal and state statutes and regulations applicable to debt collection services

b) Commonwealth Terms and Conditions

c) Standard Contract Form

d) Request for Response PRF55DesignatedOSC (as amended by the Performance Specifications) 

e) This Contractor’s Response, as amended during negotiations
f) Any other non-conflicting provisions, terms or materials incorporated herein by reference by the Contractor

It is expected that any legal review of the required contract forms and attachments will be done PRIOR to submission of the RFR Response and that objections to any language in the RFR or attachments will not be raised after selection and during contract negotiations.  This means that the Bidder can not condition execution upon the “opportunity to negotiate final terms” after selection.
Therefore, if the Bidder has any questions related to the interpretation of any language in the required forms or Attachments, these questions must be identified as part of the “On-line Forum” for this RFR during the question and answer period prior to submission, and questions or objections may not be raised at a later date.  Any issues or concerns with the language in the Contract Forms or Attachments, or proposed additions or clarifications to this language must be identified below as part of the Response, which will be evaluated as part of the selection process, and may not be raised after selection.  The listing of numerous conditions, demands for negotiation of terms, conditioning performance on the Commonwealth’s acceptance of Bidder terms or a demonstration of an unwillingness to operate under the Commonwealth’s boilerplates and terms shall be a consideration in selection and grounds for rejection of the Bidder’s Response.

Bidders are not authorized to condition execution of a contract with the Commonwealth upon the Commonwealth’s execution of a Bidder contract form, or required use of Bidder Terms and Conditions.  Any additional terms and conditions that the Bidder seeks to apply to this Contract must be specified below for consideration as part of the selection process.  The listing of numerous conditions, demands for negotiation of terms, conditioning performance on the Commonwealth’s acceptance of Bidder terms or a demonstration of an unwillingness to operate under the Commonwealth’s boilerplates and terms shall be a consideration in selection and grounds for rejection of the Bidder’s Response.  Selection for final negotiation of a Contract shall not be interpreted of the Commonwealth’s acceptance of any terms, conditions or recommended clarifications identified in this section and shall be subject to the Commonwealth’s acceptance as part of negotiations. 

	ANSWER: 

ADA acknowledges and accepts this requirement.


	A-4.  Please list the following information if applicable.  Failure to identify such contingencies as part of a Response will be considered sufficient cause for immediate termination from the Statewide Contract if such information is discovered during the life of the Contract:  

a) Penalties and Bankruptcy: A list of all bankruptcy and other similar proceedings within the past five years relating to the Bidder, any officer, director, partner or member thereof, any affiliate or any related entity.

b) List any outstanding contingencies, such as lawsuits or other claims, all civil penalties, judgments, consent decrees and other sanctions within the last five years, as a result of any violation of any law, rule, regulation, ordinance or any other requirement for business activities relating to the Bidder, any officer, director, partner or member thereof, any affiliate or any related entity or charges against the Bidder related to performance of the services sought under this RFR.  The Bidder shall submit a description of any and all investigations, indictments or pending litigation by any federal, state or local jurisdiction relating to the Bidder, any officer, director, partner or member thereof, any affiliate or any related or affiliated company.  A list of all criminal convictions within the last five years relating to the Bidder, any officer, director, partner or member thereof, any affiliate or any related entity. 

c) A list of all actions occurring within the last five years which have resulted in revocation or suspension of any permit or authority to do business in any jurisdiction relating to the submitting entity, any officer, director, partner or member thereof, any affiliate or any related entity.

d) A list of all actions occurring within the last five years that have resulted in the barring from public bidding relating to the Bidder, an officer, director, partner or member thereof, any affiliate or any related entity. 

e) The Bidder shall provide a description, in detail, of any situation in which the Bidder’s firm (either alone or as part of a joint venture), or a subsidiary of the Bidder’s firm, defaulted or was deemed to be in noncompliance of any contractual obligations, explaining the situation, its outcome and all other relevant facts associated with the event described.  Please also provide the name, title and telephone number of the principal manager of the contract user who asserted the event of default or noncompliance. 
f) Other Adverse Situations:  The Bidder shall provide a description of any present facts known to the Bidder that might reasonably be expected to affect adversely either its ability to perform any aspect of this Contract.


	ANSWER:

a) ADA has had no bankruptcies or other similar proceedings within the past five years relating to our organization, or any officers, directors, partners, or affiliated/related entities. In fact, we have never had any such proceedings since 1972.
b) ADA has been involved in three civil suits, all of which were settled out of court. ADA had no admission of guilt in any of the suits. Following are details of each suit. We have removed any identifying details from the descriptions to demonstrate our commitment to the client’s and the constituent’s privacy.

1. Civil Action 10-2732 (U.S. District Court Eastern District of NY)

Consumer 1 vs. ADA / Filed 7/7/2010

Consumer 1 is the mother of another consumer, whose account with a large regional utility was placed with ADA and filed with a credit bureau as directed by our client. The account was paid and ADA updated the credit bureau in a timely manner. Consumer 1 claimed that ADA improperly filed derogatory information with the credit bureau in her name. We did not. Both mother and daughter had been using the same social security number and Experian merged the two credit bureau files into one. Rather than going to trial, our attorney recommended settling without any admission of guilt and the case was settled.

2. Civil Action 10-1422 (U.S. District Court Eastern District of NY)

Consumer 2 vs. ADA / Filed 3/30/2010

Plaintiff claimed ADA filed with a credit bureau after being informed of a dispute. ADA attempted two times to make contact with plaintiff’s attorney about the alleged dispute, but attorney did not return calls. Rather than going to trial, our attorney recommended settling without any admission of guilt and the case was settled.

3. Civil Action 4:11-CV-40090-TSH (U.S. District Court District of Mass.)

Consumer 3 vs. ADA / Filed 5/5/2011

Plaintiff claimed that ADA had added an unauthorized fee to the debt allegedly owed to a municipal utility company that had been sent to ADA for collection. The collection fee had been added to the account by our client, not ADA. Rather than going to trial, our attorney recommended settling without any admission of guilt and the case was settled.

c) ADA has not had any actions occurring within the past five years that have resulted in revocation or suspension of any permit or authority to do business in any jurisdiction relating to ADA, any officer, director, partner, or member of our organization, or any affiliate or any related entity. In fact, we’ve never had any such actions.
d) ADA has not had any action within the past five years that has resulted in the barring from public bidding relating to ADA, any officer, director, partner, or member thereof, or any affiliate or any related entity. In fact, we’ve never had any such actions.
e) ADA has had no situations in which our organization (either alone or as part of a joint venture), or a subsidiary of our firm, defaulted or was deemed to be in noncompliance of any contractual obligations. In fact, we’ve never had any such situations.  

f) ADA has no other situations that might reasonably be expected to affect adversely its ability to perform any aspect of this contract.

	A-7.  RESPONSE CERTIFICATION: By signing in the space provided below, the Bidder through its Authorized Representative certifies that the Response will remain in effect for a period of 120 days from the submission deadline and thereafter until either the Bidder withdraws it, a Contract is executed, or the procurement is canceled, whichever occurs first, that the Bidder has to will have a valid Massachusetts debt collection license prior to the start of any performance, if selected; and that if the Bidder is selected for final contract negotiation the Bidder is willing to have authorized signatories meet during the period for final negotiation and contract execution as identified in the Procurement Calendar to execute the contract. and that this Response is being submitted in good faith and without any collusion or fraud, and that the information provided is accurately represented and that the Bidder certifies that it will comply with the terms and is ready, willing and able to perform the work required as specified in the RFR Attachment “DEBT COLLECTION PERFORMANCE SPECIFICATIONS”, including amendments, for the duration of any contract awarded to the Bidder under this RFR.  In addition, the Bidder certifies that this Response is submitted in accordance with the order of precedence outlined in Section A.3 and that this Response is not conditioned upon the Commonwealth’s acceptance of any recommended clarifications identified in that section, or subject to the Bidder reserving any rights to negotiation, or the Response is subject to disqualification.  

	Authorized Representative Signature: [image: image2.png]Doniet B Dipariinch




Date: October 22, 2012


	RFR RESPONSE PART B - BIDDER QUALIFICATIONS

The Statewide Contract for Debt Collection services is a well-established program in the Commonwealth with a robust number of qualified contractors available to perform services.  In order to promote competition and ensure the most cost effective and comprehensive availability of services, the Commonwealth intends to narrow the field of qualified contractors to the most qualified and competitive debt collection firms, not solely based upon low cost but based upon qualifications, success rates, willingness to partner with the Commonwealth, state of the art resources, privacy and security protocols, quality assurance, integrity in collection actions, supplier diversity commitments.  The following qualifications will be considered when selecting the firms for the Statewide Contract. 



	B-1.  

a) State whether the firm is local, national, or international. 
b) State your Commonwealth Vendor/Customer number’ (if known):  VC                   
c) State the location of the office(s) from which the work is to be managed and the location from which the work will be performed.

d) Identify what level of in-state presence the Bidder will have in Massachusetts.  It is preferred that Contractors have an in state presence, with a local collection office as opposed to a registered agent location.  
e) Bidders will be required to describe its capabilities to pursue collections (including legal services): within the Commonwealth of Massachusetts and outside the Commonwealth of Massachusetts.


	ANSWER:

a) ADA is located in Waltham, Massachusetts, and is licensed to collect nationally where a license or other certification is required.

b) ADA’s vendor number is VC6000162124.
c) ADA operates solely from our company headquarters in Waltham, Massachusetts. All work for this contract has been and will continue to be performed from this location. ADA does not outsource any collection activity.
d) ADA operates solely from our Waltham, Massachusetts company headquarters. ADA is a thriving, full-service accounts receivable management company, proud to employ 18 Massachusetts residents who, along with our purchasing in the Commonwealth, help infuse our economy with additional tax revenue generated not only from our work but also from our total economic footprint within the Commonwealth. This year alone, ADA will spend approximately $750,000 in Massachusetts. This buying power comes from our continued growth opportunities that are supported in this contract. 
e) ADA is licensed to collect within the Commonwealth of Massachusetts and licensed to collect nationally where a license or other certifications/registration is required. Following, we have provided more information regarding our extensive capabilities.
Capabilities to Collect in the Commonwealth

The following highlights demonstrate why the Commonwealth can continue to Expect More from ADA.
Two decades of experience serving the Commonwealth: With more than 20 years of experience serving eligible Commonwealth entities, ADA has proven its skill and looks forward to continuing to demonstrate our capabilities to serve this contract.
Personalized attention: Expect to work with a team of individuals dedicated to each account. Expect to work with a team whose goal is to accommodate requests. We develop relationships with Commonwealth entities to ensure that we meet their needs and requirements, responding to calls and requests without delay.
Effective, compliant communication techniques: Our collectors are trained to negotiate win-win scenarios with constituents, compelling them to pay their bills in full. ADA has developed sophisticated communications techniques in working with constituents, to encourage them to pay their debt to the Commonwealth. Our approach is to engage the constituents in conversation, encouraging them to work with us. This method not only helps to resolve the debt, it also maintains the good name and reputation of the Commonwealth entity.
Customized collection letters: Our letters are compliant with the Fair Debt Collection Practices Act (FDCPA) and approved by an ACA International (ACA) Members’ Attorney Program (MAP) attorney. Collection letters are designed to inform constituents of their debt and offer them a variety of options to pay. We include our toll-free number so that constituents can contact ADA with questions or concerns or to discuss reasonable and affordable payment plans.
Customized calling campaigns: State-of-the-art predictive dialing technology, where permitted by law, as well as manual dialing campaigns to allow ADA to contact more Commonwealth constituents quickly and efficiently. Calling campaigns are designed to maximize contact with constituents. Calls are placed in local times zones and conducted in strict compliance with the FDCPA and all other applicable federal and state laws.
Compliant collection strategies: ADA operates in compliance with all federal, state, and local laws, including the FDCPA, the Fair Credit Reporting Act (FCRA), the Gramm-Leach-Bliley Act (GLBA), and all other applicable laws. We are also proud to boast an A+ rating from the Better Business Bureau.

ADA is a member of the ACA International and the New England Collectors Association. Our affiliation with these organizations ensures that policies and procedures are current with the ever-changing rules and regulations that impact the collection industry. Our compliance with industry mandates, along with our training programs and continuous supervision of collectors, supports our efforts to collect the full outstanding balance owed to the Commonwealth within the guidelines of federal, state, and local laws.

Legal services: As required by this agreement, ADA has submitted the name of Paul S. Kaufman, PC, Attorney at Law, as our collection lawyer for this agreement. If he is accepted, we understand that Paul will be designated as a special assistant attorney general (SAAG). We also understand that only SAAG attorneys authorized by the Commonwealth can pursue legal action when authorized by an entity.

	B-2.  Historical Development and Minimum Qualifications. Substantial Government Collection Experience.

Bidders must demonstrates that the Bidder has continuously for at least ten (10) years provided government collection services similar to those required under this RFR preferably for State government entities.  If the Bidder has performed for less than the ten year minimum, demonstrated cumulative experience of not less than five (5) years in state government collection services and at least five (5) years in other collection services comparable to the services required under this RFR.  

a) Bidders must give a statement on the historical development of the Bidder's organization, which demonstrates that the Bidder has continuously for at least ten (10) years provided similar services to those required under this RFR (or comparable experience as described above) and prove the capacity to provide services on a statewide basis to multiple Commonwealth departments simultaneously.  
b) The Bidder should list all current Commonwealth contracts and any previously performed services which otherwise demonstrate the Bidder’s ability and capacity to perform the services required. 
c) This section must also identify previous similar business experience with other governmental entities (Commonwealth, federal or municipal).
d) Include a description of the Bidder's capabilities to pursue collections (including legal services): within the Commonwealth of Massachusetts and outside the Commonwealth of Massachusetts.  Bidders must demonstrate substantial experience with all types of government collections including Education and university and college debts, fees and fines, transportation, parking fees and fines, motor vehicles, municipal debt, taxes, and other fines, consumer department, fees and fines, human services debts, fees and fines, environmental, lottery debts, fees and fines, and any other governmental debts, fees and fines required by Eligible Entities.
e) Bidders must provide a description of the agency’s total account capacity for all potential debt collection services, and the current amount of debts assigned. 
f) Provide monthly placement volumes for the past five (5) years.
g) The Bidder's must provide for the past five (5) years the total amount of debts assigned, details on type of debt and aging, how long debts are held, and the percent collected.
h) Identify any other information to support the capability to perform collections for the various types of Eligible Entities under this Contract. 


	ANSWER:

a) Founded in 1972, and incorporated in the Commonwealth of Massachusetts, ADA is a full-service accounts receivable management company. Our 40 years in business, coupled with our service on the four previous Master Service Agreements prior to this RFR, clearly demonstrate our ability to service the Commonwealth in this agreement.
b) Our capacity to serve the Commonwealth in this engagement is evident in our clients within the Commonwealth, which include the following:

· Mass DOT Registry Division (formerly Registry of Motor Vehicles)

· Office of the Chief Medical Examiner

· North Shore Community College

· Berkshire Community College

· Northern Essex Community College

· Quinsigamond Community College

· Roxbury Community College

· Campaign and Political Finance Committee

· Department of Children and Families

c) Beyond our work in the Commonwealth, ADA also serves among others, Green Mountain Power (Colchester, VT); New Hampshire Department of Resources and Economic Development; Philadelphia (PA) Gas Works; Norwich (CT) Public Utilities; and St. Lawrence Gas (Massena, NY).

d) ADA has been licensed to collect in the Commonwealth since 1972. We collect for all debt types, including government fines and fees, higher education accounts, utilities, parking, healthcare, and all other debt types required for this agreement. 
We may recommend legal action against accounts when we have demonstrated that constituents are able to pay their account but refuse to do so. All legal work is performed by an approved SAAG attorney who has been approved by the Commonwealth, the eligible entity, and/or the government department. ADA uses a network of attorneys who are admitted to the bar association in the state in which they are pursing legal action. ADA works closely with the contracted attorney and closely monitors the legal cases to gauge progress and keep you informed. ADA never pursues legal action without the entity’s or government agency’s prior approval.  

ADA has submitted the name of Paul S. Kaufman, PC, Attorney at Law, as our SAAG nominee for the Commonwealth. If he is accepted, we understand that Paul will be designated as a special assistant attorney general (SAAG). We also understand that only SAAG attorneys authorized by the Commonwealth can pursue legal action when authorized by an entity.
e) ADA places and accepts thousands of calls each day. Our current computer configuration can expand to over 200 workstations and can store up to 50 million accounts.
f) In the past five years, ADA has handled more than 412,000 accounts. 
g) For the past five years, the total amount of debts assigned to ADA is valued at $162,193,157. The type of debt includes tuition for colleges and universities, utility bills, healthcare, parking tickets, fine, fees, and more. Unless otherwise requested by the client, we keep accounts open for 12 months.  
h) We believe that the best evidence of our ability to perform under this contract is our demonstrated results on the current and three prior Master Service Agreements over the past 20 years. 


	B-3 Multiple Simultaneous Collections: 

a) Bidders must demonstrate the capacity to provide services to multiple Commonwealth departments simultaneously across the State and other Eligible Entities.  

b) Certification of Due Diligence for All Assigned Debts.  Bidders must provide a certification that all accounts assigned will receive the full range of collection efforts equitably based upon type of account, age of account, and amount of account, so that certain kinds of accounts are not given preference for collection efforts. Bidders must certify that they are willing to accept all types and sizes of debts and not “cherry pick” only the debts that appear to be more profitable. 

c) Bidders must identify how debts are categorized and judged for “collectability” and how success rates are determined for types of debts.  What process should be used by Eligible Entities to fairly allocate debts to authorized Contractors? 

d) Bidders seeking to perform services exclusively for municipalities and local government must so designate this preference and must demonstrate at least five (5) years of providing similar services to local governments.  

e) Bidders must be experienced with all types of government collections including education and university and college debts, fees and fines, transportation, parking fees and fines, motor vehicles, municipal debt, taxes, and other fines, consumer department, fees and fines, human services debts, fees and fines, environmental, lottery debts, fees and fines, and any other governmental debts, fees and fines required by Eligible Entities.



	ANSWER:

a) The Capacity to Perform: ADA has demonstrated in our past four agreements with the Commonwealth that we have the capacity in our technology, human resources, and physical space to effectively serve Commonwealth entities. ADA places and accepts thousands of calls each day, and our team handles thousands of accounts annually. Our current computer configuration can expand to over 200 workstations and can store up to 50 million accounts.

We currently serve a variety of Commonwealth entities including Mass DOT Registry Division (formerly Registry of Motor Vehicles), Office of the Chief Medical Examiner, North Shore Community College, Berkshire Community College, Northern Essex Community College, Quinsigamond Community College, Roxbury Community College, Campaign and Political Finance Committee, and the Department of Children and Families.

We have the staff in place to continue to serve the Commonwealth. We have the speed and agility to add staff, as needed, based on placement volumes. With our advanced training expertise, we are able to bring new hires to a very high level of production in a very short time.  
b) Certification of Due Diligence: ADA certifies that all accounts assigned will receive the full range of collection efforts regardless of account type, account age, and amount to ensure that no account is given preferential treatment. ADA certifies that we are willing to accept all accounts, regardless of type or size. We never select or cherry pick accounts that appear to be more profitable than others. All accounts receive our full collection efforts. We encourage you to contact our references and learn how ADA exhausts all collection opportunities for all accounts.
c) Categorization of Debt: Upon receipt of new placement data, ADA scrubs each file to identify account holders who are deceased, have declared bankruptcy, or are active in the military. Once we have a clean file, we begin the collection process by generating an initial letter to constituents and launching our calling campaigns. Because ADA gives our full attention to all accounts, we do not use scoring models as many of our competitors do, to select profitable accounts. ADA gives our full attention to all accounts regardless of balance, age, or type. 
Regarding your questions about the process used to allocate debts to authorized contractors, we believe that the allocation of accounts by eligible entities should be assigned to contractors that are able to address their unique needs and provide the desired results. ADA has provided highly customized services with exceptional results to Commonwealth entities for the past 20 years. 
d) No Exclusivity Sought: ADA is not seeking to exclusively serve municipalities and local governments. We would like to continue to serve all types of Commonwealth entities, including colleges and universities, various government agencies, municipalities, and local governments. We handle every type of eligible account as demonstrated by our current Commonwealth clients.
e) Broad Debt Experience: In ADA’s 40-year history, we have collected a wide variety of debt types. Some of the accounts that we have handled include tuition for higher education accounts, transportation, parking, motor vehicles, municipal debt, and more. All work is performed in compliance with federal, state, and local laws.


	B-4 Audit Standards, Internal Controls, Quality Assurance Program, Disaster Recovery.

a) Bidders must demonstrate a high level of audit standards or ratings (for example, ACA International (Association of Credit and Collection Professionals); FISMA, Federal Information Security Management Act (FISMA); SAS-70 Audit documenting control objectives and control activities examined by an independent accounting and auditing firm) or other comparable ratings, awards or professional affiliations that demonstrate qualifications to provide Contract services.

b) Bidders must also provide details that demonstrate robust internal controls, quality assurance and disaster recovery programs to ensure compliance with debt collection standards and the capability to maintain performance with no lapse in performance with disaster recovery programs.  

c) High Ethical Standards, Low Complaints and High Success Rates.  Bidders must demonstrate the ability to maintain a high level of success while still maintaining the highest level of compliance with debt collection rules, regulations and statutes, debtor rights, integrity in dealing with debtors and exceptional customer service for debtors and client users.  

d) Training.  Bidders must describe any training programs provided by the Bidder to staff, subcontractors, agents etc. concerning the requirements and restrictions for the fair collection of debts to ensure compliance with federal and state general and special laws and regulations and the terms of the Debt Collection Services Statewide Contract.



	ANSWER:

a) Expect That We Are Industry Certified: ADA is committed to excellence in all areas of our operation. To demonstrate this assurance, ADA is a member of ACA International (ACA) and is a Professional Practices Management System (PPMS) agency. PPMS is a highly coveted certification issued by ACA. PPMS is based on 18 elements that cover all aspects of excellence in our processes and procedures throughout the organization. 
One portion of PPMS ensures quality and safeguards for information security similar to the requirements of the Federal Information Security Management Act (FISMA). FISMA certification is a requirement for the massive ED contract due for release this year (Please see Expect a No-Bid Guarantee on the ED Contract in our answer for A-2). For that reason, FISMA certification is held by many companies, unlike ADA, that hope to be awarded that business. In our 40-year history, ADA has never had a security breach. We have safeguards in place and closely monitor our network to mitigate the risk of a security breach. Our PPMS certification is pending and is expected prior to the initiation of the contract. 
SAS-70 controls are implemented in other elements of PPMS for data traceability, process controls, and management audits. Together these elements ensure that data is properly collected and maintained, resulting in accurate reporting. SAS-70, now referred to as SSAE 16, is a single audit and more narrowly focused. PPMS take a holistic approach to company-wide quality, compliance, and safeguards to ensure information security, data management and reporting standards, and more, in a way other certifications can’t match.  

b) Expect Internal Controls: ADA has in place a series of internal, PPMS-driven controls, including disaster recovery procedures and a disaster recovery plan to ensure quality throughout our organization and fast resumption of operations should any downtime occur. In 20 years on this contract, we have had zero (0) downtime. The safeguards are intended to protect the security and confidentiality of data and ensure that we are able to continue business operations with minimal disruptions in the event of an emergency. ADA takes every precaution to ensure that Commonwealth data is safe and secure at all times, with measures to protect our facility and information from system malfunctions, outside intruders, or natural disasters. Through our ongoing PPMS program, our dedication to compliance, and our attention to privacy laws and the Red Flags Rule, Commonwealth entities can Expect More from ADA’s security measures and internal controls. ADA has a documented disaster recovery plan that we will gladly share with the Commonwealth and eligible entities if requested.
PPMS Internal Controls for Quality Assurance 
ADA has a variety of quality controls, based on 18 PPMS standards, to ensure regulatory compliance, company standards, and client requirements. Following is a list of the 18 PPMS quality controls that ADA has in place:
· Management Responsibility: Reviewing vision, mission, goals, and expectations
· Management System: Writing company policies, procedures, and work instructions

· Review of Client Issues: Determining company’s ability to meet clients’ needs and expectations

· Document & Data Control: Maintaining both electronic and paper documents—policies, procedures, work instructions—and removing obsolete information

· Purchasing: Managing the purchasing process—major products and services only

· Control of Client & Constituent Supplied Data: Securing and controlling all data flowing into the office

· Data Identification & Traceability: Understanding company information and where it belongs

· Process Control: Maintaining procedures or instructions for consistent performance—new business entry, cash application, collection call, etc.

· Inspection & Testing: Testing, reviewing, and verifying planned work processes—new business entry, cash application, collection call, etc.

· Inspection & Test Status: Verifying that company processes occur in sequence

· Identification of Nonconformity: Identifying and recording mistakes or problems

· Corrective Action, Preventive Action & Continuous Improvement: Correcting and preventing problems by finding a better, faster, or more reliable way to accomplish work

· Handling, Storage, Preservation & Delivery: Disaster planning and delivery of information

· Management of Records/Data: Handling, storing, retrieving, and depositing of information

· Internal Management Audits: Ensuring procedures and policies are followed and the management system is working by having all departments inspected on a regular basis 

· Training: Continuous training of all staff covering topics such as compliance, communications skills, and the ACA Code of Ethics

· Process & Client Satisfaction Measurements: Measuring results internally and externally

· Information Management Systems & Technical Infrastructure Administration: Ensuring availability of systems, integrity of applications and data, and confidentiality of information

Internal Controls for Data Security

With ADA, Commonwealth data is protected through our strict policies on data access, usage, transfer, and storage. Admittance to the collection floor and data center is restricted to authorized personnel only. The enforcement of data protection is monitored by our management team with computer access logs and 24x7x365 security cameras. Data access is restricted to authorized personnel based on job descriptions and their need-to-know. Documents containing confidential or personal information are stored on-site in a locked, secure area with access restricted to authorized personnel only.
Internal Controls for Disaster Recovery and Business Continuity

ADA has a disaster recovery plan in place to protect our people, our facilities, and our clients’ information. Data backups are encrypted and performed nightly and stored in a secure, off-site, fireproof facility. Our contract with Agility Recovery Solutions, Inc. ensures a full disaster recovery plan that will have our business in full operation within six hours of a major event.   
c) Expect the Highest Ethical Standards: With ADA, Commonwealth entities can continue to expect the highest ethical standards because integrity, credibility, dependability, and creativity are the watchwords of our organization. In fact, no complaints have been filed against ADA in the past ten years on any account placed with us by our Commonwealth clients. This is because ADA collectors always treat constituents with dignity and respect, preserving the good name and reputation while helping to increase revenue for the Commonwealth. Our collectors speak with constituents, not to them. This conversational, nonconfrontational approach offers individuals a positive way to deal with their accounts and fulfill their obligations to you. We are focused on providing you with the greatest possible recovery while maintaining an unwavering policy of Zero Tolerance for Complaints.
d) Expect More Training for Collectors: ADA places a high priority on training to ensure quality and compliant collection practices. Aside from our status as a highly qualified debt collection agency, ADA enjoys a well-deserved reputation as one of the collection industry’s leaders in the field of professional training and continuing education. President Daniel B. Desatnick has been an ACA-certified instructor and has delivered more than 100 seminars for ACA and other organizations, including numerous training programs and lectures throughout the country on a variety of topics including professional liability, ethics, collection skills, and personal credit. 
All new ADA employees, regardless of their previous experience, are placed in a mandatory four-week training program. Training topics include the following:

· Federal, state, and local laws, including the FDCPA, Health Insurance Portability and Accountability Act (HIPAA), Family Educational Rights and Privacy Act (FERPA), FCRA, GLBA, and the Red Flags Rule

· Effective negotiation skills

· Courteous communications

· Proper use of technology

· Data confidentiality and security

All employees must pass an FDCPA exam at the conclusion of training before being promoted to the collection floor. Once trainees begin to work with constituents, they are carefully monitored and mentored. 

Privacy, Security, and Confidentiality Training

As part of the training process of all new employees, the ADA policy on Information Security and Confidentiality is introduced. The Employee Handbook clearly states our policies concerning security, confidentiality, and privacy, and each employee is required to read the Handbook and sign an acknowledgment sheet confirming receipt of the Handbook and an agreement to comply with all stated policies. 

ACA Training Materials and Seminars

We use ACA training materials exclusively. Among the programs that we provide to our staff are the following seminars from ACA:   

· Essential Collection Skills and Techniques

· Ethical and Professional Collections

· FDCPA: Essentials for Collectors

· Health Care Collections Management
· Data Security & Privacy
· Collection Floor Management
· Foundational Training on Professional Practices Management System (PPMS)

Ongoing Training

As part of the ongoing training of ADA’s staff, all collectors attend a monthly, three-hour staff meeting that highlights individual interpretations of collection laws and regulations, as well as particular aspects of ongoing collection projects. Ongoing training covers topics including changes to the FDCPA, HIPAA, and all other applicable laws and regulations. We also provide continuous training on telephone skills, negotiation techniques, client requirements, and more.
ADA also fully participates in all aspects of ACA International’s Education Program, requiring personnel to continuously further their professional education by attending and participating in frequent ACA programs geared to specific areas of responsibility.

Training for Subcontractors 

ADA does not outsource collection activity; therefore, this stipulation is not applicable. 

	B-5.  State of the Art Collection Methods, Security Protocols and PCI Compliance. 

a) Bidders must provide details (a minimum of at least one page in length) to demonstrate leading industry standards in technology, security, Payment Card Industry (PCI) compliance and other protocols to ensure the highest level of security and privacy in the transmission, acceptance and handling of account referrals, remittance of funds and reports. 

b) Security of Debt Collection Records.  Bidders must describe how debt collection account case records will be transmitted securely from Eligible Entities, stored securely and what security will be used (physical, staff, and electronic) to ensure access only by authorized individuals, and that privacy of information is maintained in accordance with M.G.L. c. 66A, c. 93H and 93I and the terms of the DEBT COLLECTION SERVICES SPECIFICATIONS.

c) Bidders must also provide details (a minimum of one page in length) to demonstrate state of the art collection methods, including skip tracing, letters, calls, predictive dialing, on-line and other secure electronic payment methods such as major credit card, checks (ACH, hard copy, and checks by phone), money gram, western union, IVR, all at no additional charge to debtors, that ensure the broadest level of collection success, and prompt submission of funds to the Eligible Entity.

d) Procedures for Ensuring Maximum Recoveries.  Bidders must include a description of the services to be provided to assist an Eligible Entity in establishing a cost-effective collection service which will maximize the percentage of recovery of delinquent claims.

e) Bidder must be able to accommodate decentralized submissions of referrals from various types of Eligible Entities and provide flexible and secure formats for upload or transmission of referrals that ensure security and privacy of the data being transmitted.  

f) Bidders must provide details demonstrating dedicated IT and security staff and resources to ensure that security, PCI and technology standards are maintained and up to date.   

g) Bidders must warrant to the Commonwealth familiarity with the requirements of HIPAA and its accompanying regulations, and will comply with all applicable HIPAA requirements in the course of this contract.  




	Collection Plan Timeline

Timeline

Step

Day 1

Load new data from Commonwealth entity.

Perform preliminary data scrubs.

Employ automated skiptracing tools and processes. 

Send initial letter.

Day 2

Predictive dialer and manual phone contact begins.

Employ automated skiptracing tools and processes.

Day 3 through end of contract

Continue to place calls daily to constituents.

Employ automated and manual skiptracing tools. 

Follow up with those who miss payments, break payment promises, or send NSF checks.

Send follow-up letters as required.

Provide regular reports as required.

Expect Accurate Data Load

ADA loads each new placement file within 24 hours of receipt. The files are checked for accuracy as to the dollar value; date of obligation; and the constituent’s demographic information including date of birth and Social Security number, address completion, and cause of obligation. Within one business day of a successful data load, the Commonwealth entity will receive an acknowledgment report confirming that we have received the file and have started the collection process. This process is already in place for our existing Commonwealth clients.
Initial Data Scrubs 

Contacting the right party requires current, accurate data. That is why at ADA, skiptracing begins with each new placement file and continues until the party is located. In fact, the ADA skiptracing system identifies bad addresses before a letter is mailed. All new accounts are scrubbed against the U.S. Postal Service National Change of Address (NCOA) database. ADA uses additional databases to identify contact and bankruptcy information. This process is already in place for our existing Commonwealth clients.
Expect Extensive Automated and Manual Skiptracing

Our automated and manual processes are ongoing until we locate constituents, with tools that include Accurint by Lexis Nexis, DAKCSNET, public records, subscription-based directories, Internet directories, and other market and geographic-specific sources. Contacting the right party requires current, accurate data. This process is already in place for our existing Commonwealth clients.
· Expect data scrubs to happen immediately: All new accounts are scrubbed against the U.S. Postal Service NCOA database. ADA uses additional databases to identify contact and bankruptcy information.

· Expect results through automated and manual skiptracing: Our automated and manual processes are ongoing until we locate the constituent, with tools that include Accurint by Lexis Nexis, DAKCSNET, public records, subscription-based directories, Internet directories, and other market and geographic-specific sources.

· Expect updates when we get a hit: When we discover new or updated contact information, ADA will pass it on to you so that you have the most recent contact information.  

Expect Customized, Compliant Letters 

ADA letter campaigns inform the constituent about the nature of the debt and encourage immediate payment. ADA letters are compliant with the FDCPA and reviewed by an ACA MAP attorney. The number and frequency of letters used are customized for each Commonwealth entity. Successful letter campaigns inform people about the nature of the debt or obligation and encourage immediate payment. This process is already in place for our existing Commonwealth clients.
· Expect immediacy: Initial notices are sent within one business day of placement and successful data load.

· Expect clear, concise language: All letters contain details so people understand the situation and the next steps they need to take.

· Expect easy payment options: Each letter contains full details about the obligation and offers many payment options to make completing the transaction easy.

Initial notices are sent within one business day of placement and successful data load. Each letter contains specific account details so people understand the situation and the next steps they need to take. Every letter contains our toll-free number so constituents can contact ADA with any questions they have. We also make it easy to complete the transaction with multiple payment options. Each letter contains a form for sending in payment. Constituents are also directed to our secure online payment portal if they wish to pay their account online, if permitted by the Commonwealth.
Expect Maximum Telephone Contact Opportunities

Immediately after placement and successful data load, ADA begins our calling campaigns to maximize contact with the constituent. Trained collectors employ counseling, coaching, and negotiating skills that result in win-win scenarios for you and the other party. Our DAKCS predictive dialer initiates up to a dozen attempts per day within compliant hours until we connect with the right party. The dialer is used only where permitted by law. This process is already in place for our existing Commonwealth clients.
Expect a State-of-the-Art Predictive Dialer 

ADA uses the fully integrated DAKCS VIC inbound/outbound predictive dialer to maximize telephone coverage. Fully integrated with our DAKCS collection software, ADA controls the frequency of calls and tracks call attempts. The DAKCS “Intercept” program flawlessly guarantees appropriate letter follow-up and management intervention uniquely designed for each ADA client. The dialer is never used for automated message campaigns. This process is already in place for our existing Commonwealth clients.
Expect Polite and Courteous Communication

ADA collectors always treat people with dignity and respect, preserving the entity’s good name and reputation while helping to increase revenue for the Commonwealth. Our team knows that ADA has zero tolerance for complaints. Our collectors speak with constituents, not to them. This conversational, nonconfrontational approach offers individuals a positive way to deal with their accounts and fulfill their obligations to the Commonwealth. This process is already in place for our existing Commonwealth clients.
Expect ADA to Follow Up on Missed Payments

Follow-up calls are placed within one business day after a promised payment is missed or an NSF payment is received. We work with constituents to discover why the payment was missed and encourage them to pay the account immediately and in full. Follow-up phone calls are supplemented with firmly worded, compliant reminder letters to ensure that constituents understand the importance of paying their obligations to the Commonwealth. This process is already in place for our existing Commonwealth clients.
Follow-up Calls and Contact Attempts 

ADA regularly revisits nonresponding constituents by cycling accounts to different collectors. We also perform additional skiptracing to uncover new contact information and manually review account activity for additional collection efforts. ADA makes every effort to contact constituents and collect the payment in full. This process is already in place for our existing Commonwealth clients.
Multiple Payment Options and Methods

ADA offers a variety of payment options, making it easy to pay online, by phone, or by mail. ADA accepts the following payment types:

· Personal checks

· Cashier’s checks

· Check-by-phone

· Automated Clearing House (ACH)
· Western Union 

· MoneyGram

· Major credit cards (Visa, MasterCard, American Express, and Discover)

· Cash

Based on the permitted payment options under this contract, Commonwealth constituents can expect more payment methods. Payment can be made by mail, over the phone, or online. Credit and debit card payments can be made 24x7x365 via our secure customer payment portal, www.payadanow.com.  
Bad Check and NSF Controls

ADA tracks NSF payments and follows up with the constituent within 24 hours. If the payment does not clear, further calls are placed to the constituent and follow-up letters are sent. ADA has drastically minimized the receipt of NSF checks by using the Automated Clearing House (ACH) process on payments that meet specific criteria, which include the following:

· Starter checks

· Balances over $500

· Check numbers under 200 

The number of checks returned to ADA as NSF has been negligible since we incorporated this process. We will use this process if permitted by the Master Service Agreement. .
Expect Legal Options as a Last Resort

We may recommend legal action against accounts when we believe that we have proven that constituents are able to pay their accounts but refuse to do so. All legal work is performed by a Commonwealth-approved SAAG attorney. ADA works closely with the SAAG attorney and monitors the legal cases to gauge progress and keep the entity fully informed. ADA never pursues legal action without the entity’s or government agency’s prior approval. This process is already in place for our existing Commonwealth clients.
ADA has submitted the name of Paul S. Kaufman, PC, Attorney at Law, as our SAAG nominee for the Commonwealth. If he is accepted, we understand that Paul will be designated as a special assistant attorney general (SAAG). We also understand that only SAAG attorneys authorized by the Commonwealth can pursue legal action when authorized by an entity.

d) Cost-Effective Recoveries for Each Commonwealth Entity: ADA takes a highly customized approach to serving each client by implementing customized workflows and procedures to meet their unique needs and requirements. By working closely with each client, asking questions about their billing and accounts receivable practices and discovering where their issues originate, we are able to customize a cost-effective recovery plan that works best for them. For example, our higher education clients have challenges that are unique to their industry that may not affect our utility clients. 
Very often we are able to identify issues at the start of the implementation process when working with new entities. This time provides an opportunity to review their business processes and allows ADA to identify weaknesses in their systems. This is one of the most cost-effective ways in which we have helped our clients. This process is already in place for our existing Commonwealth clients.
e) Decentralized Submission of Referrals: ADA accepts all referrals of various types from all eligible Commonwealth entities, as we have done for the past 20 years. Depending on client requirements, we accept electronic referrals via email, FTP, and electronic media such as flash drives and CD-ROMs. Electronic referrals may be submitted in any standard format, including Excel and text files. We also accept paper referrals via email, fax, or mail. ADA is extremely flexible and able to accommodate any client requirement for the submission of referrals. This process is already in place for our existing Commonwealth clients.
f) IT and Security Professionals Keep Commonwealth Data Safe: ADA believes in using industry experts for our IT and security needs. We partner with our software vendor, DAKCS, to ensure that our systems are operating at optimum levels. DAKCS maintains a highly trained, veteran staff of software engineers, computer scientists, programmers, and training specialists. This team is available to ADA under contract. Support services are regularly provided from 7:00 a.m. to 9:00 p.m., Monday through Friday, and are available 24/7 for any emergency. Rather than employing programmers, who may not have previous experience with DAKCS or the collection industry, ADA maintains a higher degree of technical sophistication by employing an entire staff of experts under contract with DAKCS. The DAKCS staff is capable of handling all current and future requirements of the Debt Collection Services Statewide Contract and has been providing similar customization for ADA and its other users for  more than 25 years.
As our software and hardware vendor, the DAKCS teams are experts in ensuring that our hardware meets or exceeds clients’ requirements as we grow. DAKCS monitors the performance of our hardware as well as our capacity to handle the influx of new accounts. As our needs change, DAKCS provides the expertise to see that our hardware is responsive to those changing needs.
g) ADA warrants that we are compliant with HIPAA. We serve a variety of healthcare organizations and comply with all laws regarding patient privacy, and we are willing to sign a Business Associates Agreement with any relevant Commonwealth entities. 



	B-6. Daily Deposits and Reconciliations. 

a) Bidders must provide details to demonstrate the ability to make daily deposits of electronic payments and daily reconciliation of all activities, including guaranteed proof of remittance of the full amount of any debt collected and associated contingent fees.  

b) Bidder must provide any details related to alternative remittance and payment methods for depositing funds with an Eligible Entity to ensure deposits are made immediately and not held by the Bidder with details related to why these alternatives are more cost effective or recommended for the Statewide Contract and how the methods support the goals and terms of this Contract.

c) Pursuant to M.G.L. chapter 30 section 27, for Commonwealth Departments, Authorized Debt Collection Agencies must deposit all gross collections into a specified Commonwealth approved bank account as prescribed by CTR policies within twenty-four (24) hours of receipt so that the funds are recorded on the state accounting system (MMARS).  Bidders must identify protocols for deposit and clearing of checks to ensure that the Bidder does not retain control of cash for more than 24 hours after a check has cleared. 

d) Address how the Bidder will re-collect the amount of any bounced checks and ensure that the Bidder will not invoice or rebill for collection fees if already paid.  The Commonwealth will not be liable for bounced checks or associated fees and may deduct these fees from amounts owed to the Debt Collection Agency.  

e) Debt Collection Agency may not net their fees from amounts collected unless approved under the Contract and must deposit the full amount of all collections.  Contingent fee payments will be based on the amount of total debt collected by Authorized Debt Collection Agency, including the base debt, interest, late fees and the contingent percentage fee that must be added to the base debt amount.  Netting of fees will not be supported unless the Debt Collection Agency has a PCI compliant and CTR approved electronic payment program which deposits funds daily to the Eligible Entity and the Eligible Entity can provide reconciliation and proof that the fees collected do not exceed the amounts authorized under the Contract.  The Authorized Debt Collection Agency will be required to provide a full audit of all collection activities or other proof sufficient to document accurate receipts and associated fees.

f) Address how the Bidder will collect a debt so that the amount owed by a debtor (“total debt”) will be the amount of the base debt identified by the Eligible Entity/Department plus the contingent fee payment added to the debt by the Department and any late fees and interest.  Debt Collection Agencies shall have no legal entitlement to any payments for collection efforts, including legal services, which do not result in the collection of a debt and remittance of such debt to the proper accounting system of the Eligible Entity.

g) Confirm acceptance of the following terms:  Pursuant to 815 CMR 9.06, all debts, unless otherwise specified by the Department submitting the debts, may be submitted simultaneously to intercept and debt collection.  Authorized Debt Collection Agencies may only be compensated for fees from debt funds which the Agencies actually collect and deposit as prescribed by the Office of the Comptroller.  Therefore, Authorized Debt Collection Agencies that accept a debt that has been submitted simultaneously for intercept and debt collection assume the risk that the debt will be successfully intercepted in whole or in part by the Office of the Comptroller prior to the Agency's collection of the debt, and the Agency shall not be entitled to any compensation for debt collection work performed.

h) Confirm acceptance of the following terms: CTR and other Eligible Entities have not been appropriated funding for this Debt Collection Services Statewide Contract.  Any payments to the Authorized Debt Collection Agency, including payments for authorized legal services or other costs or fees, may only be paid from amounts (1) actually collected by the Authorized Debt Collection Agency for a debt assigned by an Eligible Entity, (2) properly and timely remitted by the Debt Collection Agency into the Eligible Entity official accounting system, and (3) properly invoiced or deducted from total  debt base amounts and contingent fees collected in accordance with this Statewide Contract.  

i) Confirm acceptance of the following terms: Litigation services used to pursue a debt must be approved in writing by an Eligible Entity prior to the incurring of any obligation and may not be separately billed by an Authorized Debt Collection Agency.  Litigation services are compensable solely from the total debt actually collected by the Authorized Debt Collection Agency based upon the contingent fee percentage identified in the Statewide Contract. 

j) Confirm acceptance of the following terms: Sheriff and/or Constable fees (for example, the delivery of a subpoena) are not included as part of authorized legal services and therefore will need to be approved in writing in advance and paid separately by an Eligible Entity.  The Debt Collection Agency may not assume these costs and separately bill the Eligible Entity.  If allowable by law, the Debt Collection Agency may pay for these costs as part of the contingent fees charged for collections.  

k) Confirm acceptance of the following terms: For the purposes of collecting a debt, the amount owed by a debtor will be the amount of the base debt identified by the Eligible Entity plus any contingent fee payment added to the debt by the Department and any late fees or interest.  For the purposes of billing the contingent fee amount, the amount of the collection fee paid will be subject to the percentage of the total debt amount actually collected by the Debt Collection Agency or the Eligible Entity.   

l) Confirm acceptance of the following terms: If a debt that has been referred to debt collection is collected by the Eligible Entity PRIOR to any debt collection activity by the Authorized Debt Collection Agency, the fee amount shall be half (50%) of the contingent fee multiplied by the percentage of the total debt amount collected by the Eligible Entity.

m) Confirm acceptance of the following terms: If a debt that has been referred to debt collection is collected by the Eligible Entity AFTER debt collection activity by the Authorized Debt Collection Agency (at least one documented phone call and/or written correspondence), including after the return of the debt to the Eligible Entity or the AGO, the fee amount shall be 100% of the contingent fee multiplied by the percentage of the total debt amount collected by the Eligible Entity. 



	ANSWER:

a) Daily Deposits: As we have done for the past 20 years, ADA provides as required, daily deposits of electronic payments and daily reconciliation of all activities, including guaranteed proof of remittance of the full amount of any debt collected and associated contingent fees.  

b) Alternative Deposits: As we have done for the past 20 years, ADA provides alternative deposit solutions as allowed by law. As a service to the Mass DOT Registry Division, and at ADA’s expense, we set up a separate merchant account that allows us to process credit and debit card payments for RMV customers. The money is deposited directly into an RMV account and all fees are charged to ADA. Because this is an RMV account, customers see a charge on their statement that says Mass DOT Registry Division.
c) Deposit of All Gross Collections: As required, ADA deposits all gross collections into a specified Commonwealth-approved bank account, within 24 hours of receipt to be recorded on MMARS. The protocols for deposit and clearing of checks to ensure that we do not retain control of cash for more than 24 hours after a check has cleared are demonstrated in daily bank deposit receipts, which are reconciled with daily payment receipts and posted funds.
d) Recollecting Bounced Checks: As we have done for the past 20 years, when the entity notifies ADA of a bounced/NSF check, we follow up with the constituent within 24 hours. If the payment does not clear, further calls are placed to the constituent and follow-up letters are sent.  
e) Net Fees Prohibited: ADA agrees to not net our fees from amounts collected unless approved under the contract and must deposit the full amount of all collections. We understand that contingent fee payments are based on the amount of total debt collected by ADA, including the base debt, interest, late fees, and the contingent percentage fee that must be added to the base debt amount. We understand that netting of fees is not supported unless ADA has a PCI-compliant and CTR-approved electronic payment program. This program is to deposit funds daily to the eligible entity and the eligible entity can provide reconciliation and proof that the fees collected do not exceed the amounts authorized under the contract. We understand that ADA is required to provide a full audit of all collection activities or other proof sufficient to document accurate receipts and associated fees.
f) Ability to Collect Total Debt: As we have done for the past 20 years, ADA’s fully automated collection system ensures that the total debt owed is the base amount identified by the eligible entity/department. Any late fees, contingency fees, and/or interest that may be applied are listed separately. This is performed by calculations within the system that are set up for each individual entity during implementation and may be adjusted at the client’s request at any time during the term of the contract. ADA collectors are only presented with the amount that they are to collect from the constituent. This ensures that all account balances are correct as presented to debtors, and that remittances reflect the correct balances owed.
g) Confirmation of 815 CMR 9.06: ADA confirms the acceptance of the following terms: Pursuant to 815 CMR 9.06, all debts, unless otherwise specified by the Department submitting the debts, may be submitted simultaneously to intercept and debt collection. Authorized Debt Collection Agencies may only be compensated for fees from debt funds which the Agencies actually collect and deposit as prescribed by the Office of the Comptroller. Therefore, Authorized Debt Collection Agencies that accept a debt that has been submitted simultaneously for intercept and debt collection assume the risk that the debt will be successfully intercepted in whole or in part by the Office of the Comptroller prior to the Agency’s collection of the debt, and the Agency shall not be entitled to any compensation for debt collection work performed.

h) Confirmation and Acceptance of Terms for CTR and Eligible Entities: ADA confirms the acceptance of the following terms: CTR and other Eligible Entities have not been appropriated funding for this Debt Collection Services Statewide Contract. Any payments to the Authorized Debt Collection Agency, including payments for authorized legal services or other costs or fees, may only be paid from amounts (1) actually collected by the Authorized Debt Collection Agency for a debt assigned by an Eligible Entity, (2) properly and timely remitted by the Debt Collection Agency into the Eligible Entity official accounting system, and (3) properly invoiced or deducted from total debt base amounts and contingent fees collected in accordance with this Statewide Contract.
i) Confirmation and Acceptance of Terms for Litigation: ADA confirms the acceptance of the following terms: Litigation services used to pursue a debt must be approved in writing by an Eligible Entity prior to the incurring of any obligation and may not be separately billed by an Authorized Debt Collection Agency. Litigation services are compensable solely from the total debt actually collected by the Authorized Debt Collection Agency based upon the contingent fee percentage identified in the Statewide Contract. 

j) Confirmation and Acceptance of Terms for Sheriff and/or Constable Fees: ADA confirms the acceptance of the following terms: Sheriff and/or Constable fees (for example, the delivery of a subpoena) are not included as part of authorized legal services and therefore will need to be approved in writing in advance and paid separately by an Eligible Entity. The Debt Collection Agency may not assume these costs and separately bill the Eligible Entity. If allowable by law, the Debt Collection Agency may pay for these costs as part of the contingent fees charged for collections.  

k) Confirmation and Acceptance of Terms for Collecting Debt: ADA confirms acceptance of the following terms: For the purposes of collecting a debt, the amount owed by a debtor will be the amount of the base debt identified by the Eligible Entity plus any contingent fee payment added to the debt by the Department and any late fees or interest. For the purposes of billing the contingent fee amount, the amount of the collection fee paid will be subject to the percentage of the total debt amount actually collected by the Debt Collection Agency or the Eligible Entity.   

l) Confirmation and Acceptance of Terms for Debt Collected Prior to Referral: ADA confirms acceptance of the following terms: If a debt that has been referred to debt collection is collected by the Eligible Entity PRIOR to any debt collection activity by the Authorized Debt Collection Agency, the fee amount shall be half (50%) of the contingent fee multiplied by the percentage of the total debt amount collected by the Eligible Entity.

m) Confirmation and Acceptance of Terms for Debt Collected After Referral: ADA confirms acceptance of the following terms: If a debt that has been referred to debt collection is collected by the Eligible Entity AFTER debt collection activity by the Authorized Debt Collection Agency (at least one documented phone call and/or written correspondence), including after the return of the debt to the Eligible Entity or the AGO, the fee amount shall be 100% of the contingent fee multiplied by the percentage of the total debt amount collected by the Eligible Entity. 



	B-7. Criteria for Offering Payment Plans.  

a) Bidders must give a description of the criteria to be applied in determining when installment payment of debts will be offered and the maximum term of such payment plan agreements upon prior written approval of an Eligible Entity.

b) Bidders must give a description of the maintenance procedures, forms and monitoring to be used for payment plan agreements once the payment plan agreement is approved by the Eligible Entity.

	ANSWER:

a) Installment Payments: ADA collectors research the constituent’s financial information and employment status to help quantify the need for a payment plan. Based on employment status and history, as well as credit history, we are able to establish reasonable and affordable plans.

We typically establish three consecutive payments over a three-month period, after which time the constituent’s ability to pay the debt is reevaluated. When constituents explain that they are unable to make full payment, rather than asking how much they can pay, we ask how much time is needed to pay the entire debt. The discussion of time rather than the size of a proposed payment is a much more effective and successful strategy to attempt to minimize the actual length of the payback period.

b) Maintenance Procedure of Installment Plans: ADA monitors payment plans through our DAKCS collection system. This completely automated process ensures that when a payment is late, or a promise to pay is broken, collectors follow up with the constituents. Once the payment program is established, a letter acknowledging receipt of the payment is sent out each time a payment is received, and the letter also establishes the date the next payment is due. If payments are made on a timely basis, there is no need for the constituent to be contacted again by telephone. This completely automated process helps to free our professional collectors from certain clerical tasks that do not require their high skill level.

When a scheduled payment does not arrive on time, the account is automatically returned to the original collector for telephone follow-up on the broken promise to pay within 24 hours of the scheduled payment date. During the call, the collector determines whether the constituent has mistakenly missed the payment or has intentionally chosen not to pay. Based on the result of the conversation, the collector will determine the next appropriate step. If multiple payments have been missed, the collector attempts to bring the constituent up to date before allowing the payment program to resume. It is also part of our strategy to inform the constituent that broken payment arrangements may result in the entire balance being due without the benefit of a payment program.

	B-8. Referral of Debt for Legal Services.  Bidders must give a description of the procedures through which collections will be recommended for legal services or litigation, the criteria for determining the appropriateness of legal services or litigation and the mechanisms through which an Eligible Entity will be notified of the need for legal services, apprised of legal services status (if legal services are authorized under the Statewide Contract), including a description of the frequency and content of periodic reports to the Eligible Entity and to the AGO.  Procedures for conducting legal services which may occur outside of the Commonwealth must also be described. Note that all pricing of collection service is all inclusive and is not billed separately.  Contingent fees for debt collection services with legal services must reflect an all-inclusive rate.  

	ANSWER:

If ADA determines that an account is appropriate for litigation, we first submit the account to you for approval. ADA never initiates legal action without each entity’s prior approval. Prior to pursuing legal action, we first scrub the account to ensure that the constituent is/has not:

· Deceased

· Declared bankruptcy

· Active in the military

Accounts are deemed suitable for legal pursuit under the following circumstances:

· If it is determined that the constituent has the ability to pay but refuses to do so

· If the constituent has failed to respond to all written and verbal communication 

· If all constituent disputes to the claim have been resolved

· If the cost of litigation does not exceed the likely recovery

ADA recommends litigation based on client parameters. Some of our Commonwealth clients do not want us to pursue litigation under any circumstance, while others are open to this option. Other clients establish dollar plateaus that an account must exceed for litigation to be considered.  
When an account is a candidate for litigation, based on client parameters, ADA takes the following steps:

· The constituent’s physical address is confirmed so that proper legal service may be made.
· The constituent is contacted by telephone to determine the debtor’s financial ability to satisfy a judgment. 
· A check for property owned by the constituent is conducted with the assessor’s office. 
· The Secretary of State’s Office is contacted for commercial accounts to determine the legal status of the organization and the names and addresses of the principals.

Mechanisms to Notify Eligible Entity

Once ADA determines that litigation should be pursued, a Suit Authorization Request is prepared for each eligible account and sent to the Commonwealth entity for signature. No litigation is ever initiated without a signed letter of authorization from the client for every account being considered for suit.

When we have received the signed authorization letter, ADA serves as liaison between the client and the SAAG handling the account. The SAAG is required to sign and return a letter acknowledging receipt of the account and acceptance of the contingent fee arrangement as allowed by the Debt Collection Services Statewide Contract. All correspondence and updates received by ADA from the SAAG are recorded in our system and immediately sent to the client. 
We require that the SAAG provides regular updates of each litigated account. Updates are provided no less than quarterly. The information is placed in our system and a regular report is generated for the client. The report lists the stage in the suit process (service, answer, judgment, execution, supplementary process, etc.) as well as any other pertinent information necessary to keep our client informed.
Litigation outside the Commonwealth is procedurally handled in the same manner as stated above. As required by the contract, attorneys must be licensed to practice in the jurisdiction of the account holder. Attorneys are identified through our Commercial Law League membership and application is made for appointment as a SAAG. Once the SAAG is appointed, the litigation process continues as previously described. ADA has relationships with attorneys throughout the country as a result of our membership with the Commercial Law League of America (CLLA).

	B-9. Other Relevant Information and Value-Added Services.  Please use this Section to identify procedures, services, and debt collection activities not already mentioned that will assist the PMT in evaluating the Response and the Bidder’s capability of providing the required Debt Collection Services and why the Bidder is the preferred Bidder to provide debt collection services for the Commonwealth.  Demonstrated performance is not a sufficient response to this question since the PMT will be selecting fewer Contractors than currently provide services under the Statewide Contract, and therefore, only the highest qualified and Contractors committed to a continuing and increasingly successful partnership will be considered, despite past performance.  Successful past performance will not guarantee continued selection under this Statewide Contract.  What performance is being offered that sets the Bidder apart from competitors and what resources, services, or specialties are being offered that demonstrate qualifications, commitment to partnership, best interests of the Commonwealth, or a level of service that is exceptional in comparison to other competitors that supports selection of the Bidder. 

	ANSWER:

Beyond ADA’s competitive pricing structure, which is backed by more than 40 years in the collection industry and 20 years serving Commonwealth entities in four consecutive Master Service Agreements, ADA is pleased to also provide the following incentive options. We believe that our years of experience serving the Commonwealth, our commitment to quality and compliance, and our impressive results are the right combination to serve this agreement.

On-site Client Training

But there is more. At no additional cost to the Commonwealth, ADA will provide training programs for Commonwealth entities on topics that are relevant to them. ADA clients have come to expect our advice on improving their internal compliance measures. Upon request, ADA’s president and co-founder, Daniel B. Desatnick, will provide customized training sessions to Commonwealth clients to help them improve their revenue stream before a bill becomes bad debt.
Financial Literacy Programs at Colleges and Universities
We will also, if requested, deliver financial literacy seminars at client colleges and universities in the Commonwealth. The training programs will be delivered personally by our company president, Daniel B. Desatnick. Daniel is a recognized leader in the collection industry and has served as an ACA-certified instructor. He has lectured at hundreds of seminars throughout the United States and Canada on collection issues and laws, and managing personal finances. 

Consumer Financial Literacy Brochure/What to Do If Contacted by a Bill Collector
ADA will produce an electronic brochure for Commonwealth constituents placed for collections to help them understand what to do when contacted by a collection agency. This bilingual (English and Spanish) constituent pamphlet we propose will be created with the branding and approval of Commonwealth entities and will be provided to Commonwealth entities electronically so they can provide printouts to constituents at key areas in their facilities such as registration and the billing office, or even on their websites. This is one example of the creative solutions that ADA offers to help reduce delinquencies and complaints and maximize recovery for the Commonwealth.
Complimentary Data Mining and Research

ADA frequently receives calls from clients to assist with accounts that have not been placed with ADA for collections. This may involve skiptracing, financial history, and other forms of research. We perform these tasks free of charge for Commonwealth clients and will continue to do so if we are selected for this contract.  


	B-10. Describe what information, documents, data, staff assistance, facilities or other resources you would require from the Commonwealth to complete your work and declare any other critical assumptions upon which your work plan is based.   Requirements will be confirmed or negotiated prior to Contract negotiation.



	ANSWER:

As we have done for the past 20 years, ADA will continue to pursue contracts with eligible Commonwealth entities to serve their collection needs. We require basic information to collect the debt including constituents’ name, contact information, amount owed, debt reason, and any other information that they have available at the time. If the contact information is not accurate, ADA will skiptrace the account at no additional cost. In terms of staffing, though not required, we typically ask each entity to assign at least one business office contact, usually a decision maker, as a point of contact. 

ADA will provide all of the required collection staff, facilities, and other resources to pursue collection activity on behalf of the entity/department. 



	B-11. Supplier Diversity Program participation.  It is required that Supplier Diversity Program participation accounts for no less than 10% of the total points in the evaluation.  Statewide Contractors MUST provide SDP participation.  Higher evaluation points may be awarded to SDP Plans that show more commitments for use of certified vendors in the primary industry directly related to the scope of the RFR, subcontracting expenditures and partnerships for the purpose of contracting with the Commonwealth.  



	Bidder must submit the Attachment with SDP commitments. 
ANSWER: ADA acknowledges and accepts this requirement. We plan to subcontract with Terminal Exchange Systems, a Massachusetts Minority Business Enterprise (MBE). We have completed the Supplier Diversity form in its entirety to demonstrate our commitment to the SDP requirement.

	B-12. Qualifications - Key Personnel Assigned To Contract.  Key personnel designated or assigned to the valuation engagement must perform as designated in the absence of termination from the firm or other unavoidable circumstances.  Bidders submitting a response to this RFR shall be considered to have accepted this condition.  During the period of the Contract, key personnel assigned to the performance of the Contract services may be removed or replaced by the Contractor only upon the prior written approval of the engaging agency.  A significant change in the key personnel listed in the Response prior to, or after, the execution of the Contract, which is unsatisfactory to the engaging agency, shall be grounds for disqualification of the Response or termination of the Contract. Key personnel designated or assigned to the engagement must perform as designated in the absence of termination from the firm or other unavoidable circumstances.  Bidders in response to this RFR shall be considered to have accepted this condition.  In the spaces provided below, list the key personnel who will be assigned to this project and identify the following information for each individual. 

Designation of Contract Manager.  The Bidder must designate a Debt Collection Services Statewide Contract Manager who shall be responsible for oversight and management of the performance of services and act as the contact person for receipt of all correspondence and notice under the Debt Collection Services Statewide Contract and to keep the Office of the State Comptroller advised of any change in the name, address or telephone number of the Manager and or Bidder.  The Debt Collection Services Statewide Contract Manager may be changed only upon prior written notice to the Office of the State Comptroller.  Oral representations made by either party shall not be binding.  Representations made by the Debt Collection Services Statewide Contract Manager for the Authorized Collection Agency or the Office of the State Comptroller shall be binding only if made in writing in accordance with the terms and conditions of the Debt Collection Services Statewide Contract and the Debt Collection Services Statewide Contract Manager is an authorized signatory for that party. Do not refer to or attach resumes.  All relevant information must be inserted below:

	CONTRACT MANAGER:

Individual Name: Daniel B. Desatnick

Title: President and CEO
Phone: 781-647-7722, ext. 222


Fax: 781-647-8866
Email: daniel@adacollect.com
Number of Years with Firm: 40 
Number of Years at this Title: 40
Qualifications, professional certifications, and business experience (narrative): 

The Allen Daniel Associates, Inc. has selected Daniel B. Desatnick as the Debt Collection Services Statewide Contract manager. Daniel already has 20 years of continuous experience serving in this specific capacity for our current contract with the Commonwealth as well as our previous three contracts. As president and CEO of ADA, Daniel B. Desatnick is the co-founder and principal stockholder of the corporation. His credentials include a bachelor’s degree from Tufts University and a master’s degree in community organization and social planning from Boston College. Because of the people-oriented nature of the business and the growing complexity of regulations in this segment of the economy, his training in social planning has been invaluable to the growth of our organization. Daniel is recognized as a nationwide leader in the collection industry, three times receiving prestigious awards from ACA. An expert in both state and federal collection laws and regulations, he has also served three consecutive terms as chairperson of ACA’s National Education Council and is a recipient of ACA’s Instructor of the Year award. He is currently a member of ACA’s Council of Delegates.
A 40-year collection veteran, Daniel is an experienced, dynamic, and provocative speaker. While at Tufts University, he received the President’s Citation for public speaking and oral interpretation. As a recognized expert on consumer credit and collections, he has been a frequent guest on local and regional TV. He is also active on the local front, having served in many positions for the New England Collectors Association including two terms as president of the Association, and is a current member of the board of directors.
As a certified ACA instructor, Daniel has taught more than 50 seminars throughout the United States and Canada on the subject of the FDCPA, professional liability, professional collection techniques, and “training the trainer.” As a well-known trainer, he has led more than 50 seminars nationally for Professional Education Systems, Inc. (PESI) and is featured in video and audio training programs produced and marketed by PESI.

Among his accomplishments, Daniel was instrumental in assisting the Massachusetts Community Colleges in centralizing their collection activities in 1977 and was the successful bidder on multiple occasions in the collection project that in many ways was a precursor to the current Debt Collection Services Statewide Contract.

List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Daniel is responsible for the overall management of the contract from compliance issues through training and employee retention matters and daily supervision of the senior management team. The amount of time spent by each “key person” team member is dependent on the volume of business placed during the contract term. The team is required to spend whatever time is necessary to meet the needs of the contract. Our current estimate based on our 20 years of statewide contract experience is that team members spend between 15% and 25% of their time on the contract. Since account placement, especially from the various colleges, tends to be cyclical, time spent on the contract closely follows the placement pattern.



	Individual Name: Victoria L. Desatnick
Title: Executive Director
Phone: 781-647-7722
Fax: 781-647-8866
Email address: victoria@adacollect.com
Number of Years with Firm: 30 
Number of Years at this Title: 30
Qualifications, professional certifications, and business experience (narrative): 

Victoria Desatnick has been with the company for more than 30 years. Her back-office responsibilities include 20 years of specific experience in meeting all the reporting and accounting requirements outlined in the current RFR as well as our current and previous three five-year contracts with the Commonwealth. She has a bachelor’s degree in education from Hofstra University and has served as a volunteer in the Boston Partners in Education Program.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Victoria L. Desatnick is responsible for all aspects of the contract’s requirements for timely reporting and meeting the specific depository needs of our various Commonwealth clients. Her position and 20 years’ experience fulfilling these tasks for our four statewide contracts guarantees continuity in this critical leadership position, should we be fortunate enough to be selected once again as an approved agency.

The amount of time spent by Victoria and each key person team member is dependent on the volume of business placed during the contract term. The team is required to spend whatever time is necessary to meet the needs of the contract. Our current estimate based on our 20 years’ of statewide contract experience is that team members spend between 15% and 25% of their time on the contract. Since account placement, especially from the various colleges, tends to be cyclical, time spent on the contract closely follows the placement pattern.


	Individual Name: Liz Thorstenson
Title: Director of Operations and Administration
Phone: 781-647-7722
Fax: 781-647-8866
Email address: liz@adacollect.com
Number of Years with Firm: 1
Number of Years at this Title: 1
Qualifications, professional certifications, and business experience (narrative): 

Liz Thorstenson’s background in content production and data analysis enables her to accurately and quickly handle the large amount of data provided to ADA by our clients. Having worked with both standard and proprietary software over the past 15 years, she is comfortable and familiar with the technology that our clients use today, as well as products and processes that might be adopted in the future. Her keen attention to detail and ability to problem-solve has allowed her to excel in fast-paced environments while providing excellent customer service. She is a graduate of Emerson College.

List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Liz will oversee all collection operations for each Commonwealth entity. All collection managers, skiptracers, and other collection personnel report to her. She is responsible for ensuring that all collection goals are met and that collection activity is performed in accordance with all applicable laws and to the highest industry standards.

The amount of time spent by Liz and each key person team member is dependent on the volume of business placed during the contract term. The team is required to spend whatever time is necessary to meet the needs of the contract. Our current estimate based on our 20 years’ of statewide contract experience is that team members spend between 15% and 25% of their time on the contract. Since account placement, especially from the various colleges, tends to be cyclical, time spent on the contract closely follows the placement pattern.

Identify other specialists and the functions they will perform during the procurement bid upon.
The following are the other key managers that will perform special functions on this contract.

Donna Spellman, Manager, ADA Client Services

Since 1977 Donna has been the driving force behind ADA’s program of “Putting Clients First.” Few, if any, know as much about the collection industry in general and the needs and requirements of ADA’s clients in particular. Many of our clients have been working with Donna and her staff for 20-plus years. Donna is responsible for developing the protocol required by each new client that chooses ADA for its collection needs. She has managed ADA’s Client Services Department for each of the four Master Service Agreements we have had with the Commonwealth.
John Sullivan, Collection Team Director

John joined ADA in 2005 and has been in the collection industry since 1994 with some of the largest collection organizations in the country. Aside from his extensive collection experience and superior collection skills, he is a premier trainer and serves as a wonderful mentor for new and veteran staff members alike. He is a graduate of Saint Anselm College in Manchester, New Hampshire.

William Davison, Institutional Client Marketing

ADA is pleased that Bill joined our team in 2011. His areas of expertise include international marketing and business management. His knowledge of business ethics makes him a perfect fit for ADA with our commitment to ethical and professional collections. Bill is a graduate of Saint Anselm, where he earned the Fr. Dominic Scherer, O.S.B. Scholarship.



	B-13. Use of Subcontractors. It is presumed that the selected Contractor will be responsible for and perform all the duties and requirements of this RFR.  In this section, the Bidder must identify any subcontractors that will or may be used to conduct any of the work described in this RFR.

Include the names of subcontractors, summaries of their qualifications, experience and duties and responsibilities for performance.  The Contractor will remain the sole point of contact and will be responsible for all performance under the contract.  

Attorneys that will be used for debt collection services must be individually approved by the Office of the Attorney General (AGO).  SAAG forms are posted under the “Forms and Terms” tab of the Solicitation on Comm-PASS and must be submitted as part of the Response.  

	ANSWER: ADA has provided subcontractor information in compliance with the requirements of this RFR.
SDP Subcontractor

ADA takes full responsibility for all collection work performed under this RFR. For that reason, our proposed subcontract is not a collection agency but a technology firm. Collection work is highly regulated, requiring extensive training and monitoring of staff, which ADA provides to our team. 
The subcontractor that ADA proposes to use in compliance with the SDP requirements for this proposal is Terminal, formally Terminal Exchange Systems. Terminal is located at 163 Amory Street, Brookline, MA 02446. It has provided a variety of technology support and hosting services since 1985. Terminal is certified by the Massachusetts SDO. ADA has provided the completed Supplier Diversity Form and accompanying proof of Terminal’s ability and qualifications to serve as a subcontractor on this contract.  
Subcontracted Legal Services 

As required by this agreement, ADA has submitted the name of Paul S. Kaufman, PC, Attorney at Law, as our collection lawyer for this agreement. If he is accepted, we understand that Paul will be designated as a special assistant attorney general (SAAG). We also understand that only SAAG attorneys authorized by the Commonwealth can pursue legal action when authorized by an entity.


	B-14.  References: The Bidder must identify at least four (4) references for comparable work of the type requested in this RFR.  References must be verifiable.  For Debt Collection Agencies currently on the Statewide Contract, include a minimum of two (2) current references from state Departments which you are currently or have recently performed debt collection services.  The PMT reserves the right to verify references included in the Response and to conduct any other reference, credit or performance checks as deemed appropriate.  

	Reference name: Paul Savoy

Firm: Mass DOT Registry Division
Phone: 857-368-9110


Fax: Client is currently updating Fax service. The new fax number is not yet available as of 10/22/2012.
Email address: paul.savoy@state.ma.us
Description and date(s) of services provided:


Collection services for commercial and consumer accounts from August 13, 1993 to present



	Reference name: Joanna Daniel

Firm: North Shore Community College

Phone: 978-762-4000, ext. 4129


Fax: (978)762-4021
Internet address: jdaniel@northshore.edu
Description and date(s) of services provided:

Collection services from November 22, 1996 to present


	Reference name: Sherri Acevedo

Firm: Northern Essex Community College

Phone: 978-556-3904


Fax: 978-556-3171
Internet address: sacevedo@necc.mass.edu
Description and date(s) of services provided:

Collection services from April 26, 1988 to present



	Reference name: Beth Cleveland
Firm: Quinsigamond Community College
Phone: 508-854-4205
Fax: 508-854-4553
Internet address: bcleveland@qcc.mass.edu
Description and date(s) of services provided: 

Collection services from July 28, 1989 to present


	RFR RESPONSE PART C – DETAILED DEBT COLLECTION PROCESS

	This section should provide a detailed explanation of the step by step process of how a debt is referred to the Bidder (all transmission options and requirements); how the debt is handled, including how debts are assigned to individual collectors, what collection methods are used, time periods for collection, collection of debts, referral back to Eligible Entities.  Include any visual timelines, schematics or other visual representations of the debt collection and payment process.  Bidders must give a description of the procedure and time frame for the return of any claim to an Eligible Entity, including identifying the Massachusetts statute of limitations that the Bidder will use to return uncollectible debts.


	Collection Plan Timeline

Timeline

Step

Day 1

Load new data from Commonwealth entity.

Perform preliminary data scrubs.

Employ automated skiptracing tools and processes. 

Send initial letter.

Day 2

Predictive dialer and manual phone contact begins.

Employ automated skiptracing tools and processes.

Day 3 through end of contract

Continue to place calls daily to constituents.

Employ automated and manual skiptracing tools. 

Follow up with those who miss payments, break payment promises, or send NSF checks.

Send follow-up letters as required.

Provide regular reports as required.

Expect Accurate Data Load

ADA loads each new placement file within 24 hours of receipt. The files are checked for accuracy as to the dollar value; date of obligation; and the constituent’s demographic information including date of birth and Social Security number, address completion, and cause of obligation. Within one business day of a successful data load, the Commonwealth entity will receive an acknowledgment report confirming that we have received the file and have started the collection process.

Initial Data Scrubs 

Contacting the right party requires current, accurate data. That is why at ADA, skiptracing begins with each new placement file and continues until the party is located. In fact, the ADA skiptracing system identifies bad addresses before a letter is mailed. All new accounts are scrubbed against the U.S. Postal Service NCOA database. ADA uses additional databases to identify contact and bankruptcy information.

Expect Extensive Automated and Manual Skiptracing

Our automated and manual processes are ongoing until we locate constituents, with tools that include Accurint by Lexis Nexis, DAKCSNET, public records, subscription-based directories, Internet directories, and other market and geographic-specific sources. Contacting the right party requires current, accurate data. That is why at ADA, skiptracing begins with each new placement file and continues until the party is located. In fact, the ADA skiptracing system identifies bad addresses before a letter is mailed. 

· Expect data scrubs to happen immediately: All new accounts are scrubbed against the NCOA database. ADA uses additional databases to identify contact and bankruptcy information.

· Expect results through automated and manual skiptracing: Our automated and manual processes are ongoing until we locate constituents, with tools that include Accurint by Lexis Nexis, DAKCSNET, public records, subscription-based directories, Internet directories, and other market and geographic-specific sources.

· Expect updates when we get a hit: When we discover new or updated contact information, ADA will pass it on to you so that you have the most recent contact information.  

Expect Customized, Compliant Letters 

ADA letter campaigns inform the constituent about the nature of the debt and encourage immediate payment. ADA letters are compliant with the FDCPA and reviewed by an ACA MAP attorney. The number and frequency of letters used are customized for each Commonwealth entity.

Successful letter campaigns inform people about the nature of the debt or obligation and encourage immediate payment. ADA letters are compliant with the FDCPA and are reviewed by an ACA MAP attorney. The number and frequency of letters used are customized for each client. Here’s what you can expect.

· Expect immediacy: Initial notices are sent within one business day of placement and successful data load.

· Expect clear, concise language: All letters contain details so people understand the situation and the next steps they need to take.

· Expect easy payment options: Each letter contains full details about the obligation and offers many payment options to make completing the transaction easy.

Initial notices are sent within one business day of placement and successful data load. Each letter contains specific account details so people understand the situation and the next steps they need to take. Every letter contains our toll-free number so constituents can contact ADA with any questions they have. We also make it easy to complete the transaction with multiple payment options. Each letter contains a form for sending in payment. Constituents are also directed to our secure online payment portal if they wish to pay their account online, if permitted by the Commonwealth.

Expect Maximum Telephone Contact Opportunities

Immediately after placement and successful data load, ADA begins our calling campaigns to maximize contact with the constituent. Trained collectors employ counseling, coaching, and negotiating skills that result in win-win scenarios for you and the other party. Our DAKCS predictive dialer initiates up to a dozen attempts per day within compliant hours until we connect with the right party. The dialer is used only where permitted by law.

Expect a State-of-the-Art Predictive Dialer 

ADA uses the fully integrated DAKCS VIC inbound/outbound predictive dialer to maximize telephone coverage. Fully integrated with our DAKCS collection software, ADA controls the frequency of calls and tracks call attempts. The DAKCS “Intercept” program flawlessly guarantees appropriate letter follow-up and management intervention uniquely designed for each ADA client. The dialer is never used for automated message campaigns. 

Expect Polite and Courteous Communication

ADA collectors always treat people with dignity and respect, preserving the Commonwealth entity’s good name and reputation while helping to increase revenue for the Commonwealth. Our team knows that ADA has zero tolerance for complaints. Our collectors speak with constituents, not to them. This conversational, nonconfrontational approach offers individuals a positive way to deal with their accounts and fulfill their obligations to the Commonwealth.

Expect ADA to Follow Up on Missed Payments

Follow-up calls are placed within one business day after a promised payment is missed or an NSF payment is received. We work with constituents to discover why the payment was missed and encourage them to pay the account immediately and in full. Follow-up phone calls are supplemented with firmly worded, compliant reminder letters to ensure that constituents understand the importance of paying their obligations to the Commonwealth entity.

Follow-up Calls and Contact Attempts 

ADA regularly revisits nonresponding constituents by cycling accounts to different collectors. We also perform additional skiptracing to uncover new contact information and manually review account activity for additional collection efforts. ADA makes every effort to contact the constituents and collect the payment in full.

Multiple Payment Options and Methods

ADA offers a variety of payment options, making it easy to pay online, by phone, or by mail. ADA accepts the following payment types:

· Personal checks

· Cashier’s checks

· Check-by-phone

· Automated Clearing House (ACH)

· Western Union 

· MoneyGram

· Major credit cards (Visa, MasterCard, American Express, and Discover)

· Cash

Based on the permitted payment options under this contract, Commonwealth constituents can expect more payment methods. Payment can be made by mail, over the phone, or online. Credit and debit card payments can be made 24x7x365 via our secure customer payment portal, www.payadanow.com.    

Bad Check and NSF Controls

ADA tracks NSF payments and follows up with the constituent within 24 hours. If the payment does not clear, further calls are placed to the constituent and follow-up letters are sent. ADA has drastically minimized the receipt of NSF checks by using the Automated Clearing House (ACH) process on payments that meet specific criteria, which include the following:

· Starter checks

· Balances over $500

· Check numbers under 200 

The number of checks returned to ADA as NSF has been negligible since we incorporated this process. We will utilize this process if permitted by this contract.
Expect Legal Options as a Last Resort

We may recommend legal action against accounts when we have proved that constituents are able to pay their account but refuse to do so. All legal work is performed by a Commonwealth-approved SAAG attorney. ADA works closely with the SAAG attorney and monitors the legal cases to gauge progress and keep the entity fully informed. ADA never pursues legal action without the entity’s or government agency’s prior approval.  

ADA has submitted the name of Paul S. Kaufman, PC, Attorney at Law, as the collection attorney for the Commonwealth. If he is accepted, we understand that Paul will be designated as a special assistant attorney general (SAAG). We also understand that only SAAG attorneys authorized by the Commonwealth can pursue legal action when authorized by an entity.
Identifying the Massachusetts Statute of Limitations 
Our contract with the Commonwealth requires ADA to accept any and all accounts placed. Therefore, the onus is currently on the Commonwealth entity to place only accounts that fall within the statute. Should any other requirement be put in place, ADA would consult with the Commonwealth to meet such new requirement.  For all other clients, we have a strict policy that states that ADA only accepts accounts that are no more than two years old from last date of service to ensure compliance with any statute of limitations.






	RFR RESPONSE PART D – REQUIRED ATTACHMENTS

	All Required Response attachments are listed in the “Forms and Terms” tab for this RFR on Comm-PASS.  The Attachments do not have to be submitted in any specific order.  
Certificate of Good Standing Department of Revenue
Please be advised that any Bidder selected for a contract must obtain a Certificate of Good Standing from the Department of Revenue as part of Contract Execution.  Additional Information about this Certificate may be found at: https://wfb.dor.state.ma.us/webfile/Certificate/Public/WebForms/Help/LearnMore.aspx  and http://www.dor.state.ma.us/rul_reg/AdminProcedure/AP613.htm. 

Division of Banks Certification

Bidders must provide proof of good standing with Division of Banks certification.  




DESIGNATION OF LAW FIRMS FOR DEBT COLLECTION SERVICES

Legal Services Special Assistant Attorney General Nomination Form As part of the RFR, the Bidder must identify the person, persons, or firm that will serve as legal counsel(s) for the Authorized Collection Agency for debt collection legal services in the event the Office of the Comptroller (CTR) determines that legal services will be included as part of debt collection services under the Statewide Contract. SAAGs may be a staff person of the Authorized Collection Agency or a subcontractor to said agency. The Attorney General’s Office (AGO) shall have the right to review the information contained in the Legal Services Attorney Nomination Form and shall have the sole discretion to approve and designate SAAGs. The AGO may conduct whatever investigation or background checks, including reference checks as deemed necessary. Authorized SAAGs will be subject to supervision by a client Department’s legal counsel and the Attorney General’s Office. The AGO shall not unreasonably withhold approval of a proposed SAAG, but any failure by the AGO to approve a proposed SAAG shall not relieve an Authorized Collection Agency from full compliance with the Statewide Contract. SAAGs may not separately bill Departments for legal services related to the Statewide Contract. Departments that approve legal services are responsible only for the contingent fee designated for legal services for amounts actually collected. 

If during the course of the Statewide Contract, the Authorized Collection Agency wishes to change the SAAG designation, this form must be resubmitted to the Office of the Comptroller to Lillian Bennett from the Revenue Bureau for review and must be approved by the AGO, prior to the effective date of such change in designation.

	Debt Collection Agency Name:
	The Allen Daniel Associates, Inc.

	Name of Proposed SAAG: 
	Paul S. Kaufman, PC

	Name of Firm: 
	Law Offices of Paul S. Kaufman

	Address: 
	482 Broadway, Somerville, MA 02145-2608

	Telephone/Fax: 
	617-625-7604

	Email: 
	pkauflaw@aol.com

	Qualifications for Appointment:
	The law offices of Paul S. Kaufman, PC specializes in commercial collections. The practice is varied and represents insurance companies, collection agencies, medical providers, and businesses with large and small claims in District and Superior Courts. Paul is a member of the Commercial Law League of America; past president, Framingham Court Mediation Program.

Paul is a graduate of the New England School of Law, Boston, Massachusetts, Juris Doctor, 1976. He has been a member of the Massachusetts Bar Association since 1977 and the New York State Bar Association since 1981.

	Financial Terms of the Bidder’s agreement relative to legal services with the proposed (SAAG):
	All contingent fees earned on litigated cases are paid to the attorney. No fee will be split with ADA.



SAAG Approval or Disapproval: (For use of the Office of the Attorney General (AGO). Please leave blank.):


LEGAL COUNSEL TO THE ATTORNEY GENERAL





Date


FIRST ASSISTANT ATTORNEY GENERAL







Date


BUDGET DIRECTOR










Date

	RFR RESPONSE PART E - COST RESPONSE

	Bidders must provide the Total Percentage fee for each fiscal year of the contract. The Bidder may not separately bill for time and materials, travel or other out of pocket expenses.  Bidders may not charge debtors convenience fees or other charges for paying by electronic payments, as all costs associated with collections must be included in the contingent fee which is added to the debt when collected.   


Contingent Fee Schedule for Debt Collection Services
	FIRST REFERRALS


	Option 1

W/O Legal Services
	Option 1

W/O Legal Services
	Option 1

W/O Legal Services
	Option 1

W/O Legal Services

	DOLLAR VALUE


	$1–$20,000


	Greater than $20,000
	$1–$20,000


	Greater than $20,000

	AGE OF DEBT


	Current Year to 
5 years old


	Current Year to 5 years old
	Greater than 
5 years old
	Greater than 
5 years old

	Fiscal Year 2012–2013
	18.00%
	15.00%
	18.00%
	15.00%

	Fiscal Year 2014
	18.00%
	15.00%
	18.00%
	15.00%

	Fiscal Year 2015
	18.00%
	15.00%
	18.00%
	15.00%

	SECONDARY REFERRALS
	
	
	
	

	Fiscal Year 2012–2013
	22.00%
	18.00%
	22.00%
	18.00%

	Fiscal Year 2014
	22.00%
	18.00%
	22.00%
	18.00%

	Fiscal Year 2015
	22.00%
	18.00%
	22.00%
	18.00%


	FIRST REFERRALS


	Option 2 With 
Legal Services
	Option 2 With Legal Services
	Option 2 With Legal Services
	Option 2 With Legal Services

	DOLLAR VALUE


	$1–$20,000


	Greater than $20,000
	$1–$20,000


	Greater than $20,000

	AGE OF DEBT


	Current Year to 
5 years old
	Current Year to 5 years old
	Greater than 
5 years old
	Greater than 5 years old

	Fiscal Year 2012–2013
	23.00%
	                20.00%
	25.00%
	23.00%

	Fiscal Year 2014
	23.00%
	20.00%
	25.00%
	23.00%

	Fiscal Year 2015
	23.00%
	20.00%
	25.00%
	23.00%

	SECONDARY REFERRALS
	
	
	
	

	Fiscal Year 2012–2013
	25.00%
	22.00%
	27.00%
	25.00%

	Fiscal Year 2014
	25.00%
	22.00%
	27.00%
	25.00%

	Fiscal Year 2015
	25.00%
	22.00%
	27.00%
	25.00%


	In the following section, identify other alternative or available options for pricing that may be more cost effective to the Commonwealth for performing the required debt collection services.  Identify detailed methods and pricing for any other debt collection models or alternatives for pricing debt collection services and why these alternatives provide a better alternative or best value to Eligible Entities.  Describe in detail all aspects of these methods and a step by step process of how these methods would be implemented and what requirements are necessary to support these methods.  Identify how pricing models and percentages will change if a lower number of Bidders is selected.
Provide a proposal of the best pricing model for use by the various types of Eligible Entities.  Identify why this model is in best interests of the Commonwealth and why the Bidder’s model provides the most competitive option in comparison with other debt collection agencies.  

	ANSWER: 
ADA is proposing fees 10% to 20% lower in multiple categories above, comparing our proposed fees here to those offered in 2006 and in place during the current contract renewal period. We are able to offer these reductions due to continued efficiencies that we have built into our business, and we are passing this savings along to the Commonwealth. That being said, we at ADA believe the pricing model presented above represents the best value to the Commonwealth in that these fees provide the incentive needed to recover the most dollars for Commonwealth entities.  

We would like to additionally point out that we will continue to provide Commonwealth entities with the following financial benefit, at no additional charge.
Pro Bono Incentives for Extraordinary Circumstances  

ADA provides collection work free of charge to Commonwealth clients in extraordinary circumstances. For example, a Commonwealth college was tasked with collecting tuition after the student’s financial aid was revoked due to a technicality. The student stopped paying the account, which now required collection activity. Although the principal amount needed to be repaid, the school asked ADA to collect the account, without adding a fee to the student’s debt, because the college believed that the financial aid was revoked, based only on that technicality.

ADA provided this service at no additional charge to the client, and we will continue to offer ad hoc services for up to 10 accounts per year regardless of the referring entities. As a result of our various pro bono services, ADA has saved the Commonwealth about $10,000 per year. 

 


ADA made no changes to pricing under the Best and Final Offer.  PLEASE REFER TO THE SEPARATELY POSTED COST SHEETS ON THE VENDOR PAGE FOR THIS CONTRACTOR ON www.comm-pass.com for PRF55DesignatedOSC. 
Bidder Name:  The Allen Daniel Associates, Inc.
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