RESPONSE SUBMITTED FOR RFR NUMBER: PRF55DesignatedOSC

TO THE OFFICE OF THE COMPTROLLER

DEBT COLLECTION SERVICES – STATEWIDE CONTRACT
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COMMONWEALTH OF MASSACHUSETTS

RESPONSE SUBMITTED FOR THE

REQUEST FOR RESPONSES (RFR)

STATEWIDE CONTRACT

DEBT COLLECTION SERVICES 
RFR # PRF55DesignatedOSC

BIDDER NAME: [Collecto, Inc. d/b/a EOS CCA]
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:  Collecto, Inc. d/b/a EOS CCA
Mailing Address:  700 Longwater Drive, Norwell, MA 02061
Authorized Representative/RFR Contact Name:  Peter V. Doolan
Telephone:  800-886-9177 x4139
Email Address:  peter.doolan@eos-cca.com
Fax: 781-681-5196

	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:

Collecto Inc., d/b/a EOS CCA is a recognized leader in account recovery. EOS CCA recovery teams managed over $6.5 billion in accounts placed in fiscal year 2012 for state and federal government contracts, higher education, healthcare, commercial, telecommunications, and banking. 

EOS CCA’s ongoing investment in technology has resulted in a customized system that links all of our call centers for rapid resource deployment and optimal contract execution. Enhanced by industry-leading technical resources, EOS CCA has the organizational structure to produce maximum results and exceptional client service in a complaint-free environment. 

EOS CCA is fully qualified and authorized to provide comprehensive, diligent, and innovative services to the Commonwealth. 

Our team of professional management and staff has the government collection experience, technical sophistication, client responsiveness, and innovative spirit to achieve the superior performance required by the Commonwealth and its Eligible Entities. These client-oriented, dedicated, enthusiastic individuals will continue to make EOS CCA the right partner for the Commonwealth of Massachusetts and its Eligible Entities.

Incorporated in the Commonwealth on January 9, 1991, EOS CCA has continuously provided government collection services similar to those required under this RFR. We currently employ over 1,000 professionals, providing collection services at the federal, state and local governments collecting higher education debt, overdue taxes, parking and moving violations, vehicle excise taxes, and other fines and fees. We currently have contracts with several states encompassing multiple entities including Massachusetts, Connecticut, Oregon, West Virginia, Rhode Island, South Carolina, Nevada and New Mexico.
As a receivables management company specializing in public sector bad debt recovery, we have been providing collection services to the Commonwealth of Massachusetts since 1991 and have been an approved vendor since the Comptroller’s Office first initiated a statewide debt collection master service agreement. With this experience, we have a full understanding to provide services to multiple Commonwealth departments simultaneously. Our experienced staff is prepared to continue providing a wide array of collection services to the Commonwealth and all Eligible Entities.  

EOS CCA has a strong in-state presence; we are headquartered in Norwell, Massachusetts, approximately 20 miles south of Boston, and we provide the Commonwealth with collection services from our Corporate Headquarters in Norwell, Massachusetts. EOS CCA not only is extremely familiar with the Commonwealth’s laws, but is also licensed by the Commissioner of Banks in Massachusetts.

EOS CCA currently employs approximately 500 staff members in two locations in the Commonwealth, many who provide direct services to several contracts we have with various Massachusetts departments, including the current Massachusetts Stateside Debt Collection Contract, the Massachusetts Department of Revenue, The University of Massachusetts System and the U Mass Memorial Hospital. 

EOS CCA is the US division of The EOS Group. Since September 2001, the companies of the EOS Group have operated under the EOS umbrella brand, forming a network that brings together regional knowledge and international know-how. With 49 companies employing 8,500 employees in 27 countries, The EOS Group is among the few financial services providers operating on a global scale. 
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Corporate Headquarters
EOS CCA
700 Longwater Drive 
Norwell, MA 02061
Toll Free: 800-886-9177
Fax: 781-681-4340

*Proposed site to work for the Massachusetts Statewide Debt Collection 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: 

EOS CCA understands, agrees, and will comply.



	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) EOS CCA has never had any bankruptcies or other similar proceedings relating to the our company, any officer, director, partner or member thereof, any affiliate, or related entity.

b) There have never been any investigations, indictments or pending litigation by any federal, state or local jurisdiction relating to EOS CCA, any officer, director, partner or member thereof.

There have been any criminal convictions relating to EOS CCA, any officer, director, partner or member thereof, any affiliate or any related entity. 

There have been any contingencies, lawsuits, civil penalties, judgments of other claims resulting from violating any law, rule, or regulation.

c) There have never been any actions that resulted in the revocation or suspension of any permit or authority to do business in any jurisdiction relating to EOS CCA, any officer, director, partner or member thereof, any affiliate or any related entity.

d) There have never been any actions that resulted in the barring from public bidding relating to EOS CCA, any officer, director, partner, or member thereof, or any affiliate or any related entity.


e) EOS CCA, alone or as part of a joint venture, has never defaulted or have been deemed to be in noncompliance of any contractual obligation. 

f) EOS CCA does not have any present facts that might reasonably be expected to adversely affect our 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:  Virginia O’Donnell, Bid Writer
Date: October 23, 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):  VC6000176253.
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) EOS CCA is part of an international receivables management company with several offices in the United States. Our headquarters are located in Norwell, Massachusetts. 

b) EOS CCA’s Commonwealth Vendor/Customer number is VC6000176253.

c) The Statewide Contract for Debt Collection services would continue to be managed from and the worked performed at EOS CCA’s Corporate Headquarters located at 700 Longwater Drive, Norwell, Massachusetts, 02061, approximately 20 miles south of Boston.

d) EOS CCA has a strong in-state presence in the Commonwealth. In addition to our Corporate Headquarters we have an additional office in Brockton, Massachusetts that provides our healthcare clients with a full range of services. We employ over 500 people in these two offices.

e) EOS CCA maintains a solid record of regulatory compliance. We maintain the necessary licensing, bonding and certifications to effect collections in all U. S. states, Guam, Puerto Rico and the Virgin Islands. Our corporate Compliance Manager monitors license expirations and renewals. We have never had an existing license revoked, and have never been denied a license or license renewal for any reason. 

With the resources of a fully licensed, insured and bonded agency EOS CCA can provide collection of delinquent accounts from persons and businesses presently located in and out-of-state. 

To further our capabilities to provide collection services, our collectors work three nights per workweek until 9 p.m., and scheduled Saturdays from 8 a.m. until 2 p.m. Collection staff are split to provide collection-floor coverage from Monday through Thursday, 8 a.m. to 9 p.m., and on Fridays, from 8 a.m. to 5 p.m. Having office hours from 8 a.m. to 9 p.m. guarantees the maximum number of telephone conversations possible, thereby resolving more debt effectively. 

To provide litigation services, EOS CCA works with attorneys and law firms throughout the country and like our clients we measure their performance and collection results, and oversee/review their compliance with our client’s contractual agreements. To maximize recovery efforts, when necessary, EOS CCA will make changes with attorneys and law firms. 

EOS CCA and the attorneys and law firms we contract make every effort to recover the judgment amount granted. 

	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) EOS CCA was incorporated in the Commonwealth of Massachusetts on January 9, 1991. Founded by Paul Leary, Sr. in Norwell Massachusetts, we now have offices in Brockton, MA; Rochester, NY; Chicago, IL; Denver, CO; Dallas, TX; Novato, CA, and Toronto, Canada. Today, we design receivables solutions for government agencies, educational institutions, various business industries, and healthcare organizations everywhere. 

EOS CCA has provided collection services to the Commonwealth since 1991. The University of Massachusetts was our first client, and remains one of our clients today. We have been an approved collection vendor for Eligible Entities under the Commonwealth of Massachusetts Statewide Debt Collection Contract since its conception in 1996.

With EOS CCA’s experience under this contract, we can continue to provide services to Eligible Entities with full collection efforts, litigation services, processing and posting (with no fee due) tax intercept payments, and provide the Comptroller’s Office with monthly activity summary reports.

b)  The chart that follows provides fiscal year 2012 details on EOS CCA’s current Commonwealth contracts.
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EOS| CCA

Number of
State Agency Contract Mecounts Placed  Dllar's Placed  Dollar's Collected
Massachusetts Statewide Debt Collection Contract 6,862 57,898,499 1,635,544
Massachusetts Department of Revenue 187053 $224.861.200 13,565,093
University of Massachusetts Campuses 2212 55,868,863 $1.506.419
U Mass Memorial Hospital 51503 $10341304 571,640

Total Massachusefts Debt Placements 247,650 $248,969,886 $17,278,696




c) The following charts provide an overview of EOS CCA’s government and education experience.
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d) EOS CCA has pioneered a counseling approach to collections, in which our collection representatives appropriately view and treat everyone as customers. To resolve their obligations, we provide pragmatic counseling, explaining why it is in their best interest to pay their account and the effects of ignoring their outstanding debt. Collectors are patient; but firm, they answer questions and maintain contact with the debtors to ensure successful repayment.

As described in detail in RFR Response Part C, EOS CCA will pursue collections and litigation accounts, regardless of where the debtor resides, using extensive skip tracing, and letter and telephone call campaigns. 

e) EOS CCA has virtually unlimited capacity in office space, system and network capacity and capability, telephony, and personnel.

EOS CCA performs all of its debt collection activities in house with our experienced personnel; we never subcontract the collection of debt to outside contractors, nor do we use any facilities other than our own for the collection of debt.

EOS CCA has a long history of "ramping up" to meet the collection contract requirements of our clients within a 30- to 90-day timeframe. Our collection offices span the United States, and in each facility, we maintain the right of first refusal on all available space in each of our facilities. Our current capacity for each facility is:


· Norwell, MA – 41,000 sq. feet; total of 425 seats with 40 available.

· Brockton, MA – 7,500 sq. feet; total of 100 seats with 35 available. 

· Rochester, NY – 9,600 sq. feet; total of 80 seats with 30 available, and additional 30,000 feet of square footage.

· Chicago, IL – 10,175 sq. feet; total of 120 seats with 45 available.

· Dallas, TX – 10,100 sq. feet; total of 130 seats with 55 available.

· Denver, CO – 17,095 sq. feet; total of 210 seats with 52 available.

· Novato, CA – 9,600 sq. feet; total of 80 seats with 30 available, and additional 30,000 feet of square footage.

EOS CCA has the capacity to handle any project that might arise; scalability is built into our business model. Because of our nationwide offices and our IT capabilities we have the flexibility of temporarily moving staff and call traffic to other offices in the event of a disaster.

The following is an overview of inventory of accounts assigned for each of our office locations for 2012 fiscal year end.
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f) The following is a detailed breakdown of the monthly placement volumes for the past five (5) years. 
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g) The following chart provides total debt assigned to EOS CCA, by business segment for the past five years.

EOS CCA receives accounts in various stages of delinquency including pre-collect and pre-write off campaigns, primary, secondary, and tertiary placements. Our recovery percentages for our clients vary widely based the delinquency stage when the accounts are placed.

The length of time an account remains with EOS CCA depends on each client’s contract requirements. Generally, accounts remain with our agency for twelve months without any activity before it is returned to our client. It is important to note that EOS CCA will meet the requirements to close and return accounts for each of the Eligible Entities. 
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h)  Identify any other information to support the capability to perform collections for the various types of Eligible Entities under this Contract.


	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) EOS CCA currently provides services to multiple Commonwealth Eligible Entities, and will continue to do so using our advanced technology, experienced staff, and existing contract knowledge. EOS CCA is providing services to a variety of Eligible Entities including State Universities, Community Colleges, Government entities and municipalities. Several of these Entities place multiple types primary and secondary placements such as, tuition, fees and fines, over payments, non reported funds, environmental fines, parking tickets, municipal debt, and medical debt.

b) EOS CCA’s approach in assigning accounts to collectors is unique in our industry. EOS CCA does not use a “pool” environment in which all collectors work all accounts. We believe that the pool environment focuses collection activity on large-balanced accounts and accounts with good phone numbers. The Commonwealth and its Eligible Entities can be assured that all accounts will be worked regardless of age, balance or account status. We do not “cherry pick” only the accounts that appear to be more profitable.

On all accounts placed, regardless of age, balance due, previous collection attempts, or location of the debtor include Day One activities: deceased and bankruptcy scrubs, skip trace waterfall actions, scoring, address and phone verification, initial collection letter, and dedicated collector assignment. 

Accounts assigned by each Eligible Entity are placed with collection specialists that focus on their type of debt – our collectors are assigned to specific and specialized collection departments and are assigned to a dedicated portfolio of accounts to be worked by the collector. For example, the Commonwealth’s colleges and universities account placements are placed into our Higher Education Department, where the only type of debt assigned with this group is student specific debt. In addition to the Higher Education Department, the Commonwealth’s Eligible Entities are placed within our Government Division. Each collector is assigned approximately 500 accounts in their collection queues.

c) EOS CCA uses proprietary scoring services as an integral part of our service and receivables strategies. Scoring models are empirically-created statistical models that incorporate and analyze many different data elements in order to predict behavior of your debtors and likelihood of payment. The output of a scoring model is a score that can be used by it or can be combined with other information in a matrix to prioritize sales, collection activities or make other business decisions.

Scores provide information which can then be used to develop best work strategies, saving time and money by collecting money due to the Eligible Entities. 

EOS CCA uses a simple and straight-forward method in determining our success rate:

Dollars Collected / Dollars Placed = Recovery Percentage

EOS CCA recommends that the Eligible Entities initiate their internal collection methods and start their letter series no later than sixty days delinquent – the earlier a delinquent account holder receives communication from the Eligible Entity, the less likely the account will become a collection account. Once the Eligible Entity has completed their letter series, within thirty days the account should be placed with an outside agency. Depending on the volume of accounts, Entities should split their placement with two agencies for performance evaluations with agencies challenged to meet or exceed goals set by the Eligible Entities.

d) EOS CCA seeks to provide collection services for the Commonwealth and all of the Eligible Entities. We do not want to restrict ourselves to the performance of services exclusively for municipalities and local government.
e) EOS CCA is experienced in and well-versed in the collection of government collections, 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. We currently provide collection services to nearly twenty of the Commonwealth’s Eligible Entities.



	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) EOS CCA has implemented an information security and privacy program compliant with Federal Information Security Management Act (FISMA) requirements using the Moderate Control Baseline established by the National Institute of Science and Technology (NIST) Special Publication (SP) 800-53, as revised - Recommended Security Controls for Federal Information Systems and Organizations and SP 800-53A - Guide for Assessing the Security Controls in Federal Information Systems.  

FISMA, a U.S Federal law (Title III of the E-Government Act; Public Law 107-347) enacted in December 2002, recognized the importance of information security to economic and national security interests. FISMA requires federal agencies to develop, document, and implement an agency-wide program that provide information security for the information and information systems that support the operations and assets of the agency, including those provided or managed by another agency, contractor, or other source.

EOS CCA, as a Federal contractor that operates information systems processing U.S. Federal Government information, is required to comply with FISMA and to provide documentation substantiating its information security and privacy protection, which is certified and accredited by the Federal Agencies we support.

EOS CCA keeps abreast of current state and federal regulations regarding debt collection practices through membership and involvement with several professional organizations, including the American Collectors Association (ACA International), of which EOS CCA is a member.

EOS CCA and its employees strictly adhere to the ethics, standards, and tenets promulgated by the ACA International.
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b)  EOS CCA understands the critical importance of quality control in managing large contracts such as those of the Commonwealth and its Eligible Entries. EOS CCA is committed to the function of quality control, and has the requisite technological capability, management experience, and staff resources to consistently execute our quality control plan.
A quality control plan is a crucial component of adherence to the work standards set forth for the various types of business we would work.

Peter Doolan, contract manager, would be responsible for the overall quality control of this project, and would report directly to our CEO, Paul E. Leary, Jr. EOS CCA would produce a monthly quality control report detailing quality check points. Policy checkpoints, at the minimum, include accounts received weekly; dollars collected; work standards met; letter mailing by type; deviation, if any, from staffing plans; complaints received; remittance reports; report deliverables; customer service standards; FDCPA compliance; and any other standards required by our clients. 
EOS CCA uses a number of metrics to measure our activities and performance. We strive daily to meet the needs of our clients, their customers, and our employees. To that end, we measure our performance against your requirements and values, and we measure the performance of our employees against your requirements and the EOS CCA’s requirements as well.

EOS CCA’s internal quality control processes track the following performance metrics– including documentation of collection activity; collector statistics and monitoring; regulatory compliance assurance, and complaint handling; privacy, physical and data security; and disaster recovery.

The core processes of the Quality Control Plan include weekly meetings to discuss and review quality issues, including complaints received and reviews of daily, weekly, and monthly performance audits. 

Ongoing internal Quality Control is absolutely critical to the successful management of a collection program. At EOS CCA, we execute a dedicated Quality Control Plan consistently and effectively by using available technology, management experience, and staff resources. 

The plan emphasizes three elements of project execution:
1. Quality Standards – Determining applicable recovery and service standards

2. Project Performance – Evaluating overall performance in executing all the Quality Standards

3. Project Activities – Monitoring and auditing specific project activities to ensure that Quality Standards are met or exceeded

Quality requirements are developed with the primary goal of achieving your total satisfaction. Typically, requirements cover:
· Personnel – Collector training, collection policies and procedures

· Compliance with all governing laws and regulations

· Resource management

· Systems operations

· Confidentiality

· Security practices

· Disaster prevention and recovery

The NCI/Quality Assurance Manager (MQA) assigned to work with you will also work closely with Peter Doolan to ensure that you are receiving quality service. Our Quality Control system was implemented for one reason: to provide each client with an experienced and knowledgeable advocate inside EOS CCA. The MQA addresses all aspects of project operations including managing, organizing, and scheduling contract deliverables; implementing quality control procedures; overseeing work performed by project staff; and ensuring client satisfaction.

Patty Justice, Manager of Operation and Recovery Operations, has been in the collection industry since 1987 and has been with EOS CCA since 1996. She has held prior positions as the Corporate Director of Client Services and Legal Coordinator. She currently serves as the MQA for the Commonwealth of Massachusetts Statewide Debt Collection Contract. Her responsibilities encompasses all aspects of the project operations including managing, organizing, and scheduling contract deliverables, implementing quality control procedures, overseeing work performed by project staff, and ensuring Eligible Entity satisfaction. As the MQA, Patty Justice is the contract liaison during the contractual relationship and:
· is your single point of contact for questions and any problems that are affecting the contract;

· is the liaison between you and other groups at EOS CCA, including Sales; Finance and Accounting; Client Services; Information Services and Technology (IS&T); and Recovery Services and Operations;
· provides for a multi-tier relational strategy; 

· works closely with you to ensure a successful new client implementation process;
· will perform quality-control checks on placement files, payment files, ACH transfers, and any other file transfer and/or cash issue;
· coordinate new client procedures and any software programming associated with it;
· generate recovery reports for both internal analysis and to meet client-specific reporting requirements;
· ensure timely and accurate communication between the client and all departments of EOS-CCA; and 
· will monitor and help maintain EOS-CCA's high standards of administration and operation.
Exceptional service to you is an essential part of EOS CCA’s performance-driven revenue recovery solutions. Maintaining an open dialogue is a Number One Priority at every level of contract management. We are readily available to meet with you at your facilities or ours. 
Disaster Recovery Procedures

EOS CCA regularly backs up its systems to preserve data, and has a well-tested Disaster Recovery Plan in place to ensure that those systems are readily available in the event of a disaster.

Comprehensive Disaster Recovery and Business Continuity Plan

EOS CCA maintains Disaster Recovery and Business Continuity Plans to ensure sustainability in the event that a disaster of any magnitude adversely affects EOS CCA’s ability to conduct business operations. Timely recovery of business operations, the focal point of both the DR and BCP plans, has been designed into EOS CCA’s systems and network infrastructure.

Redundancy is the key to a reduced Recovery Time Objective. EOS CCA employs an N+1 architecture protected by redundant backup power and HVAC systems. In addition, all Service Level Agreements for mission critical systems are in place to provide a maximum of four hour response 24/7/365.

Daily disk-to-disk replication to a geographically remote data center for mission-critical data is in place in the event of catastrophic events in the primary data center. Redundant mission critical systems are in place in the geographically remote data center in standby mode. With these controls in place EOS CCA is capable of a Recovery Time Objective of no more than eight (8) hours. The overall Recovery Point Objective can range from 0 to 48 hours depending on the extent of the business disruption. The EOS CCA DR and BCP plans offer clients assurances that, in the event of any disaster, the business operations, critical to the client’s success is fully protected.

Our EOS CCA disaster recovery team coordinates all response and recovery support activities. Once an event has occurred, the team will evaluate the situation and determine what actions are necessary, based on the severity of the event, and will then respond accordingly to initiate systems and communication recovery. 

EOS CCA will reschedule, reorganize, and/or relocate work processes as required, and can relocate to an alternate recovery site as necessary. In the event of a major disaster, EOS CCA’s network configuration and data center capacity will facilitate the relocation of operations to the secondary geographically remote data center based upon priority and defined recovery requirements.

EOS CCA works to minimize the effects of any possible disaster situation by communicating with our clients and other business contacts. When an event occurs, each affected client is contacted by their primary EOS CCA contact, who will relay the details of the event and the corrective actions being implemented. EOS CCA documents all activities to record incident occurrence and status, personnel assignments, and recovery assessment.

Components of EOS CCA’s Disaster Recovery Plan

EOS CCA takes a proactive approach to Disaster Recovery: We have taken proactive steps to protect our resources and our clients’ data systems in the event of a disaster; and we have “post disaster” plans in place to minimize the impact of a potential disaster.

~ Steps Taken (Proactive)

Our efforts to protect EOS CCA’s systems from unexpected occurrences include:

Hardened Data Center – Our data center at EOS CCA headquarters has been architected as an enterprise scale data center, complete with redundant electrical and AC capabilities. Environmental controls are in place to detect any anomaly with regard to air quality, smoke, fire, humidity, and static charge. The data center is monitored 24 hours a day, seven days a week, and in the event that the fire suppression system is activated, the local fire department is immediately and automatically notified.

Uninterruptible Power Supplies (UPS) – A centralized UPS system protects our computer facilities, equipment, and databases from power anomalies that can occur. In the event of an extended power disruption which lasts longer than 20 seconds, an onsite standby diesel generator automatically engages ensuring a continued clean power source can be utilized by the data center and EOS CCA headquarters. The generator is tested weekly. 

Network Connectivity and Redundancy – EOS CCA uses MPLS (Multiprotocol Label Switching) for its wide area network (WAN). MPLS, which provides EOS CCA with the ability to support multiple service models and to perform better traffic management, also offers an extremely robust recovery framework. Coupled with EOS CCA’s hub and spoke network architecture, recovery of any part of the environment is possible in a relatively short period of time. Included in its WAN design is an n+1 redundancy approach to all facets of its physical hardware and software infrastructure.
In the event of natural disaster or emergency at any EOS CCA site, operations may be transferred to another site unaffected by the situation, or to an EOS CCA-owned off-site data center, depending on client requirements. Additionally, in the event of a catastrophic disaster at the corporate data center, operations may be transferred to a dedicated facility which EOS CCA has provisioned in a remote branch office. Transfer can be immediate, if necessary, but typically occurs within 24 to 48 hours.

EOS CCA’s Internet connectivity has been designed to automatically fall over to the redundant hardware configuration or leverage two divergent carriers in the event of a single carrier outage.

Data Backups and Storage – Critical systems are backed up daily, both locally and remotely. For local recovery operations, EOS CCA employs disk-to-disk backups for its most mission-critical information. For systems and information which must be immediately available in the event of a large scale outage to EOS CCA’s main data center, information is replicated daily to an EOS CCA owned remote data center. EOS CCA performs a fully simulated disaster recovery test quarterly.

Due to the sensitivity and confidentiality of our Disaster Recovery Plan, EOS CCA will provide a copy to review upon request.
Disaster Recovery Plans for Corporate Headquarters

In the event of a catastrophic disaster and the inaccessibility of our Norwell headquarters, the following will take place:
  

1. Collection operations will be switched to the Chicago, IL facility within a matter of minutes. Replicated data will be brought on-line and all remaining facilities will be redirected through DNS (Domain Name System) to the Chicago system for collection (FACS) information.
2. Based on the coverage needed, all 800 numbers will be automatically redirected to one of the other four US offices within a matter of minutes.
3. Norwell IT staff and project staff required will be deployed to Chicago.
4. Other Norwell management staff with home Internet access will work from home through a dedicated SSL/VPN (Secure Socket Layer/Virtual Private Network).
Collection staff will be redeployed as follows:
· Most will be directed to a local facility or to multiple facilities that will handle up to five (5) to 100 or more collectors. These facilities are close to Norwell, MA and will be set up as needed. 
· Staff will be sent to one of the other five facilities for an extended period of time based on the nature of the work.
· All free space in each of the four location will be used as needed.
Each Regional Center has similar, detailed disaster plans, contained in our formal Disaster Recovery Plan.  


Disaster Recovery Specifics
EOS CCA’s immediate access to its geographically remote secondary data center and certain critical call center operations, enable us to bring resources back online within minutes of our decision-making process.

EOS CCA’s technology and telecommunications vendors also provide recovery support, re-establishing connectivity, rerouting data, and recovering critical production systems through robust Service Level Agreements that also can be effective within minutes after contact.
EOS CCA’s quarterly disaster recovery plan is executed in order to test, review and update the Disaster Recovery Plan and to ensure that the most accurate and effective processes are utilized. EOS CCA is fully prepared to respond to any event to protect client data, minimize the loss of productivity, and restore program productivity as quickly as possible.
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c) Collection of public sector is requires a skilled and dedicated collections staff and a sensitivity to the needs of the public. As an agency collecting public debt, we understand that we are the “face” of the Commonwealth and its Eligible Entities, and we strive to ensure that an “insensitive bill collector” does not destroy the relationship between the Commonwealth and the public.  Therefore, we select carefully those individuals who collect public sector debt and we ensure that they receive proper training to maintain our goals for recovery dollars.

Our collection results, relationships, and ongoing assistance with the Eligible Entities under the Commonwealth’s Stateside Debt Collection Contract have been excellent. It is our goal to continue to be a partner with the Commonwealth and each of the Eligible Entities and not just serve as a vendor.  This partnership allows us to spot issues, and develop possible process and technology improvements that will allow us to increase recoveries right out of the gate.  

In addition to experience at the state and local level, EOS CCA is an approved Federal (GSA) contractor and is currently one of only 12 agencies nationwide to hold a contract with the US Department of Education (ED) for the collection and administrative resolution of defaulted student loans. In 2009, based on our excellent recoveries, ED renewed this task order for a second time.

d)All employees at EOS CCA receive comprehensive and on-going training. This unwavering commitment to employee training allows us to provide our clients with total compliance. Our professional training staff, led by Ryan Michelangelo, actively participates in training employees on the basics and refinements of the collection process. 
Susan Giordano, Director of Compliance and Risk Management is responsible for overseeing regulations and developing training material for all management, collectors, supervisors, and client-services personnel to ensure EOS CCA operates in full compliance to state and federal laws regulating collection activity.
New Employee Training Program

Our new employee training program sessions are five days long and cover several topics including state regulations, Fair Debt Collection Practices Act (FDCPA), Higher Education Act of 1965, skip tracing, collection policies and procedures, negotiation skills, listening skills, repayment options for students and training on the Ontario FACS system. Training programs are in-classroom sessions and cover regulatory requirements and policy and procedures. The new-hire training program is followed up at sixty- and ninety-day intervals. Training is ongoing on a monthly basis, covering a variety of topics.

The EOS CCA training program rigorously covers and reviews all applicable regulations, account resolution strategies, telephone techniques, security/confidentiality policies and procedures, IT applications, and other important elements of collections.
Fair Debt Collection Practices Act (FDCPA)
EOS CCA’s training department stresses the importance of the FDCPA as well as the all of the states various regulations by spending a great deal of time on them. Trainers explain the seriousness of the regulations, breaking down each section and discussing it in detail. In addition to education, our managers rely on various monitoring and auditing techniques to ensure our collectors are compliant with the FDPCA and other regulations. For example, EOS CCA records all telephone calls, and uses these calls to train our employees in FDCPA compliance, collection methods, and collection techniques.

Thus, EOS CCA’s employees are well informed about your debtors’ rights and privileges, and our collectors receive vigorous training, testing, and continuous follow-up on all aspects of the FDCPA and all other communications, privacy, and confidentiality regulations.
All staff members of EOS CCA must take and pass an annual FDCPA test.

Higher Education Training

All EOS CCA collection personnel have verifiable knowledge and training concerning applicable federal regulations. In addition to becoming proficient in using our technological tools effectively and learning the "nuts and bolts" of persuasive and effective collections, our training for collectors and others thoroughly covers the following laws and regulations:


34 CFR, Parts 668 and 674

FFEL Program

42 CFR § 57.201 et seq.

Gramm-Leach-Bliley Act

Debt Collection Act of 1982

Personal Privacy Act of 1974

Debt Collection Improvement Act of 1996

Title IV of the Higher Education Act of 1965

Health Professions Education Assistance Act ,1963

Title II of the National Defense Education Act of 1958

Fair Debt Collection Practices Act

Fair Credit Reporting Act

Family Educational Rights and Privacy Act

Titles VII and VIII of the Public Service Act, amended

Federal Claims Collection Standards

US Bankruptcy Code

Higher Education Act of 1965, amended

EOS CCA’s complete training course materials, including new hire training and higher education materials and tests, are proprietary to our company, and will be provided upon request.


	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.  


	ANSWER:

a) Our IT Group’s breadth of knowledge across a variety of software products and our system’s interface capability ensure that we can interface with any systems our clients currently use and receive debt collection account case records securely. 

EOS CCA utilizes state of the art computer/networking technology supporting mission critical client implementations. EOS CCA provides secure connectivity to all its clients through a system of firewalls and data encryption. The use of Ontario Systems, Inc. provides EOS CCA with the ability to meet the client’s processing requirements. This post-relational database application is very responsive and scalable in meeting EOS CCA’s processing needs. EOS CCA uses a Microsoft environment for office automation and management. The integration of Microsoft products with the FACS/Cache allows EOS CCA to be flexible when addressing client deliverables. 
· Placement capability for high volumes of accounts

· Tracking and verification of consumer information on all accounts placed

· Management capabilities for various types of accounts placed

· Auditing capability for collection activity and progress

· Rapid processing of all data and system commands

EOS CCA’s computer environment, data processing and IT facility is based in Norwell, Massachusetts. EOS CCA uses an automated collection software system, the Ontario FACS (Flexible Automated Collection System) version 17‐0‐3924. FACS is a "real‐time," online, automated system, that provides: 
· rapid account access with automated features for follow‐up; 
· collection account‐scheduling; 
· compliance to work standards; 

· and most important, maximization of collections activity, making our efforts consistent, efficient and results‐driven. 
EOS CCA handles placements, payments, returns, and other elements of collections and service electronically.

The following is a listing of EOS CCA’s software and hardware.

Database Software Internal .Net/SQL 2005 Database Development: Microsoft .NET Infrastructure 

The Microsoft .NET infrastructure provides: 

· secure integration with FACS CACHE collection/database software; 

· greater flexibility for integration with 3rd party vendors; 

· greater flexibility for integration with and processing of analytical data; 

· greater resource management; 

· data encryption and advanced security; 

· integrated online SFTP access; 

· flexible reporting capabilities for customized client data processing and reporting; 

· ability to customize applications specific to departmental needs; 

· secure and certificate‐based remote Access; and 
· Web-based interface for client auditing
Production Hardware Environment: Hewlett Packard and Equallogic SAN Infrastructure 

· Three (3) HP DL585 Multi‐processor servers using Virtual Operations: 
· two (2) in Norwell, MA; and 

· one (1) in Chicago, IL (Disaster Recovery.) 

· Four (4) – Three (3) GHz Opteron CPU Dual Core processors
· TB of high availability storage in standby (Disaster Recovery) 

· Two (2) ‐ 3 GHz Intel Dual core processors 
· 7.0+TB of high availability 8‐ISCSI & FC storage 
· 20 GB RAM in each DL585 

· Daily snapshot / Daily replication to Chicago 

· 14 GB RAM in each DL 380 
Network Management: CISCO routers/firewalls/etc. logging 

Our network structure lets us: 

· manage large numbers of users; 

· use secure file transfer protocol with encryption; 

· collect and review all activity on the corporate network; 

· use SSL (Secure Sockets Layer) / SSH (Secure Shell) access to networks; 

· detect and prohibit unauthorized network traffic; 

· cover the network 24/7/365, complete with automatic notification; 

· manage larger resources; and 
· take advantage of Power Over Ethernet (POE).
Telephony 

EOS uses AVAYA solutions, including, but is not limited to, dual 8710 servers and a G650 gateway running CM version 4.0. This system is IP-enabled and ready to connect to a Peripheral Gateway. Our multiple carriers provide over 1,000 inbound/outbound lines utilizing both IP and TDM trunking. Call center operations overflows calls as needed for optimal coverage and uses “follow the sun” rules for extended hours of call coverage.

The EOS CCA AVAYA solution integrates its Call Center Elite software with TASKE real time monitoring and reporting package, ECAS (call accounting), and Modular Messaging with integration with MS EXCHANGE. In addition, EOS CCA has a call recording system integrated into every call center for quality, compliance and training purposes. 

Data Security and Confidentiality Measures 

EOS CCA understands the sensitive and critical nature of the data we maintain for our clients and their debtors, and we have made security provisions to prevent any unauthorized access to or modification of the data.

EOS CCA’s premises have surveillance cameras and in accordance with our security policies, all employees are issued an identification badge that provides access only to designated work areas. The badges must be visible and worn at all times when in the building. Employees working in especially sensitive or high-security projects must meet applicable security-clearance requirements specified for those jobs. Requirements may include background checks, fingerprinting, bonding, or other security measures. 

We work for many clients who require that their data remain strictly confidential and used only by those with a “need to know.”  Personnel assigned to the Comptroller’s debt collection contract, like all other client accounts, will have individual passwords and user IDs for account information access. Each level of personnel assigned to the contract will have varying levels of security. EOS CCA will furnish to the Comptroller, a list of all employees that are immediately assigned, have changes in job responsibilities or are later placed on this contract and their designated security level.

EOS CCA will maintain all sensitive data in a secure area that is accessible during business hours only by authorized personnel. Sensitive data may include correspondence from debtors, debtor payments received waiting for deposit, and other confidential material received from either the Eligible Entities or its debtors. These materials are locked in a fireproof cabinet each night.
Below is a summary of EOS CCA’s security provisions. 

· Secure logins and passwords ensure that only authorized personnel have access to the FACS system that includes educational debt information. Our systems record each access transaction, and that information is backed up daily and preserved. 
· Electronic pass-card entry is required for access to EOS CCA’s various departments, including the collection floor. Employees’ cards provide access to only those areas which the employees are authorized to access based on their job duties. 

· Camera surveillance occurs throughout the premises, and the activity recorded on camera is backed up on a daily basis should it be required at a later date. 

· Client-secure areas for the collectors are regulated by the electronic pass-card, and only members of EOS CCA’s staff assigned to the Comptroller’s collection contract are permitted in those secure areas.
· Data firewalls and a login and password protect our FACSWeb system from unauthorized access using CISCO firewalls. When you place accounts with us, we provide you with a secure login and password so that you can access account information for your accounts. These measures ensure that only employees of the Comptroller’s Office have access to the information on FACSWeb. 

· Locked file cabinets are used for the storage of any information that cannot be stored on the system. Only department managers are in possession of the keys to these cabinets. 

· External audits are performed on a regular basis to ensure that we comply with all policies and that there have been no physical or electronic breaches of security.
· Audit Trails. All users of our FACS automated collection system are required to use a login and password to sign in, and all passwords are required to be changed every 30 days. Each employee login and logout is recorded by the system, and is backed up. What happens to each transaction – there must be initials of the person who made the change on each one, and this all must be recorded somewhere. 
EOS CCA is PCI Certified

EOS CCA and its subcontractors are PCI (Payment Card Industry) certified. EOS CCA earned a Certificate of PCI DSS (Payment Card Industry Data Security Standard) 2.0 Compliance, issued by Compass IT Compliance, LLC, of North Providence, Rhode Island. This certificate attests to the fact that EOS CCA has met the robust and comprehensive standards set by the PCI Security Standards Council to enhance payment card data security. 
Materials EOS CCA used to earn this certification include a framework of specifications, tools, measurements and support resources that help us ensure the safe handling of cardholder information at every step of the payment process. An integral part of achieving this milestone includes a strict adherence to PCI Data Security Standard (PCI DSS), which provides an actionable framework for developing a thorough payment card data security process -- including prevention, detection and appropriate reaction to security incidents. 
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EOS CCA’s compliance with the PCI Data Security Standard demonstrates that EOS CCA meets the strict security standards set by the Payment Card Industry Standards Council (PCI SSC) to prevent credit card fraud, which, according to the Federal Trade Commission, is involved in 42% of identity theft cases. 

EOS CCA met the rigorous compliance requirements that include security policies, management, procedures, software design, and other critical protective measures defined by the PCI Security Standards Council.  

Password Use

EOS CCA’s network authenticates users by verifying their unique user IDs and the passwords associated with those passwords. The application managing this data has been configured to lock out users after three (3) failed password authentication attempts.

Users are forced to change application passwords periodically, generally every 30 days. Passwords that are inactive for 30 days are disabled.

EOS CCA uses stringent password parameters, which have been set to require a minimum set of characters, numeric complexity, and a set number of lockout attempts.
Security Measures Prevent Comingling of Your Data with Other Accounts

EOS CCA takes a number of security measures that ensure that your data is not commingled with the data of other customer accounts, including:
· Assignment of discrete account numbers to each entity’s accounts. Each Entity’s has a specific EOS CCA assigned account number for each type of business placed and for each placement tier. These account numbers are used to direct placement of account to the correct collection department, collection group and individual collectors.
· Password-protection of accounts. Access to each group of accounts is password-protected; ensuring that only those EOS CCA staff members assigned to work each entity’s accounts can access them. For example, when a staff member assigned to work the Entity’s accounts logs into our FACS collection system, s/he has access to only the accounts associated to the Entity, and cannot access those accounts that belong to any of EOS CCA’s other clients, and vice versa.

We have met the five internal control elements that are the basis of the SSAE 16 Audit:

1. Control Environment. 

2. Assess Risk.

3. Control Activities.

4. Secure information and communication.

5. Monitor environment, security, and the like.

b)  As a current contractor for the Commonwealth of Massachusetts, EOS CCA understands and has implemented the safeguards required under M.G.L. c. 66A, c. 93H and 93I. Our Directory of Enterprise Technology, Scott Ray, is focused on Information Security, and has earned a number of certifications in this area. His most attained Certified Ethical Hacker certification and continues to implement means to keep data entrusted to EOS CCA secure.

EOS CCA has procedures in place to protect information entrusted to us safe from the dangers of fire, identity theft, natural disaster, and other physical threats. All data is secured in our Data Center at EOS CCA headquarters, which has been architected as an enterprise scale data center, complete with redundant electrical and AC capabilities. Environmental controls are in place to detect any air quality, smoke, fire, humidity, and static charge anomaly. The Center is monitored 24 hours a day, seven days a week, and in the event that the fire suppression system is activated, the local fire department is immediately and automatically notified.

In addition to following NIST 800-88 best practices regarding the destruction of electronic or paper media and magnetic tapes, applicable state and federal statutes and regulations, including M.G.L. c 93I, which states that paper documents containing personal information should be redacted, burned, pulverized or shredded so that personal data cannot practicably be read or reconstructed; and that electronic media and other non-paper media containing personal information be destroyed or erased so that that personal data cannot practicably be read or reconstructed. EOS CCA also adheres to the Massachusetts Statewide Records Retention Schedule.

Uninterruptible Power Supplies (UPS) – A centralized UPS system protects our computer facilities, equipment, and databases from power anomalies that can occur. In the event of an extended power disruption lasting longer than 20 seconds, an onsite standby diesel generator automatically engages, ensuring a continued clean power source used by the Data Center and EOS CCA headquarters. The generator is tested weekly. 

Network Connectivity and Redundancy – EOS CCA uses MPLS for its wide area network (WAN). MPLS, which provides EOS CCA with the ability to support multiple service models and to perform better traffic management, also offers an extremely robust recovery framework. Coupled with EOS CCA’s hub and spoke network architecture, recovery of any part of the environment is possible in a relatively short period of time. Included in its WAN design is an n+1 redundancy approach to all facets of its physical hardware and software infrastructure.
In the event of natural disaster or emergency at any EOS CCA site, operations may be transferred to another site unaffected by the situation, or to an EOS CCA-owned off-site data center, depending on client requirements. In the event of a catastrophic disaster at the corporate Data Center, operations may be transferred to a dedicated facility which EOS CCA has provisioned in a remote branch office. Transfer can be immediate, if necessary, but typically occurs within 24 to 48 hours.

In the event of a single carrier outage, EOS CCA’s Internet connectivity is designed to automatically fall over to the redundant hardware configuration or leverage two divergent carriers. 

Data Backups and Storage – Critical systems are backed up daily, both locally and remotely. For local recovery operations, EOS CCA employs disk-to-disk backups for its most mission-critical information. For systems and information that must be immediately available in the event of a large scale outage to EOS CCA’s main data center, information is replicated daily to an EOS CCA owned remote data center. EOS CCA performs a fully simulated disaster recovery test annually.
Red Flag Rules and Detection of Potential Identity Theft

EOS CCA is in compliance with all regulations promulgated by the Federal Trade Commission, under the Fair and Accurate Credit Transactions Act of 2003, also known as the “Red Flag rules”, including 16 CFR 681.2 et seq.

EOS CCA has a program in place to detect and manage “red flags” – patterns, practices, or specific activities, that could indicate identify theft. EOS CCA also receives specific alerts from credit bureau reporting companies. 

When a red flag is detected, predetermined workflows provide solutions and guide the “alert” process. The following are just some of the red flags that we address:
· alerts, notifications, or warnings from a consumer reporting agency; 

· suspicious documents; 

· suspicious electronic payment activity; 

· a change of address that has been associated with fraudulent accounts; 

· notices from our client, victims of identity theft, law enforcement authorities, or other entities about possible identity theft in connection with covered accounts. 

Once a red flag is detected, EOS CCA immediately notifies you; the victim of the identity theft; law enforcement authorities; or other involved entities. 

EOS CCA’s staff has been trained in the detection of identity theft. If identity theft is suspected, the account is immediately placed into an emergency “hold” status until our Risk Management, IT department, and you can complete an investigation. 

EOS CCA’s Red Flag Policy, administered by our IT department, has been reviewed and approved by the EOS Group and the Board of Directors.
Gramm-Leach-Bliley Act

EOS CCA is also fully committed to confidentiality and to the Gramm-Leach-Bliley Act. Our official corporate policy is to:

· Ensure the security and confidentiality of customer records and information.

· Protect against any anticipated threats or hazards to the security or integrity of such records.

· Protect against unauthorized access to or use of such records or information that could result in substantial harm or inconvenience to any consumer.

The key components of our adherence to the Gramm-Leach-Bliley Act are:

· Designation of employees for coordinating information security programs that ensure accountability and achieve adequate safeguards.

· Identification of reasonable, foreseeable internal and external risks to the security, confidentiality, and integrity of customer information that could result in the unauthorized disclosure, misuses, alteration, destruction, or other compromise of such information, and assess the sufficiency of any safeguards in place to control the risks.

· Design and implementation of information safeguards to control the risks identified through risk assessment, and regular testing or monitoring of the effectiveness of the safeguards’ key control, systems, and procedures.

We oversee service providers by:

· Taking reasonable steps to select and retain service providers capable of maintaining appropriate safeguards for the customer information at issue.

· Requiring service providers by contract to implement and maintain such safeguards.

Due to the sensitivity and confidentiality of our Disaster Recovery Plan, EOS CCA will provide a copy for review upon request.
EOS CCA’s IT group will work closely with you to ensure that we receive your placements in a format of your choosing. We can continue to fully integrate the Commonwealth and its Eligible Entities and can provide total EFT or automated communications. The Commonwealth and its entities can:

· Transfer their files to EOS CCA’s secure SFTP server. EOS CCA provides you with a secure user ID and password for direct data transmission. This transmission method provides both authentication and data encryption.

EOS CCA provides placement mapping procedures for your new business files and accepts files in the following formats:

· comma-separated value (.csv);

· Excel spreadsheet;

· any other format.

Placement mapping identifies account information and indicates where this information should be stored in the FACS system that EOS CCA uses for all of its processing. Before your data “goes live” on the FACS system, we run a test using your live data on the production server to identify and resolve any potential problems.

· Let EOS CCA retrieve the account information from any server of your choosing. We can access your server over a VPN that protects your data from viruses, keystroke logging programs, and the like.
EOS CCA uses PGP (Pretty Good Privacy) and Winzip to encrypt data. Software such as CuteFTP and/or FileZilla is commonly used to facilitate the SFTP transfer.

Within hours of receiving your initial placements, the records of the Commonwealth are stored on the Ontario FACS (Flexible Automated Collection System) version 18‐2‐1805. The FACS system includes a record of all telephone calls, including the parties on the call, and notes about the substance of the call, payments made, and payment plan agreements. All correspondence, including certified mail receipts, copies of checks, other payments, and payment plan agreements are filmed and tied to the system via transactional filing by date.
Secure logins and passwords ensure that only authorized personnel have access to these records on the FACS system. Our systems record each access transaction, and that information is replicated to our Chicago office daily. 

Electronic pass-card entry is required for access to EOS CCA’s various departments, including the collection floor. These pass-cards provide access to only those areas which the employees are authorized to access based on their job duties. 
Camera surveillance occurs throughout the premises, and the activity recorded on camera is backed up on a daily basis should it be required at a later date.

Locked file cabinets are used for the storage of any information that cannot be stored on the system. Only department managers are in possession of the keys to these cabinets.

External audits are performed annually to ensure that we comply with all policies and that there have been no physical or electronic breaches of security.
EOS CCA treats all case records as the property of Eligible Entity, and retains all financial records and statements that pertain to collection service operations for a period of six (6) years after termination of the contract, or, if legal proceedings have been initiated, until resolution.

c) To ensure the broadest level of collection success, and to prompt submission of funds to the Commonwealth and its Eligible Entities, EOS CCA:

· will continue to diligently and vigorously pursue all referred accounts, regardless of the age or amount of the debt.

· will continue to assign dedicated personnel to the contract, including collection staff, Manager of Quality Assurance (MQA), and Client Service Representative to the contract. This approach allows EOS CCA to provide superior collection results in a complaint-free environment.

Compliance with All Relevant Local, State, and Federal Laws

EOS CCA at all times complies with all City, State, and Federal anti-discrimination laws, rules and regulations, and does not, and will not, discriminate against any person on the basis of sex, race, color, creed, age , or national original.

EOS CCA complies with all relevant local, state, and federal laws pertaining to debt collection practices and procedures, including, but not limited to Massachusetts General Statutes governing debt collection and the statutory rate of interest.

Our collectors receive vigorous training, testing, and continuous follow-up on all aspects of the Federal Debt Collection Practices Act (FDCPA), and other confidentiality regulations. 
We propose to continue to take the following actions on delinquent accounts placed under the Massachusetts Master Service Agreement:

Collection Approach 

Our collection professionals provide pragmatic counseling to resolve each debtor’s obligations. Our experience indicates that this approach, combined with diligent follow-up, consistently achieves high recovery rates in a complaint-free environment.
Collectors meet daily to review contract stipulations and other pertinent topics, including daily, weekly, monthly, and quarterly goals. They are monitored throughout their shifts by supervisors working in partnership with the project manager to ensure that each client’s specific goals are met and accounts are worked as directed. 
Each collector receives a maximum of five-hundred (500) active accounts into a work queue. The collector is responsible for all work within the work queue, assisted by the supervisors and manager. Our management team uses this approach to closely monitor the work standards and minimum performance requirements set forth by the collection contract.
The highlights of EOS CCA’s collection plans include such Day One activities as deceased and bankruptcy scrubs, skip trace waterfall actions, scoring, address and phone verification, initial collection letter, and dedicated collector assignment.

Within the first 48 hours of placement, initial collection letters detailing your debtors’ right to dispute the accounts and the procedures they must follow to do so, are mailed to all accounts placed. Accounts are placed within a dedicated collector work queue and collectors make initial telephone attempts. 

Phase One – Receipt and Acknowledgment of Accounts Placed for Collection

Within 24 hours of receiving the Commonwealth’s delinquent accounts for placement, EOS CCA acknowledges receipt of all forwarded accounts and begins collection on the accounts.
EOS CCA receives the accounts, audits them for accuracy, places the accounts through several skip tracing vendors, and mails initial dunning notices, as mandated under the FDCPA.
 After the accounts have been processed into the Ontario FACS collection system, they are electronically ‘scrubbed’ to obtain death and bankruptcy information; run against the National Address Notification System to confirm the address; checked to confirm the telephone numbers provided; and mailed an initial dunning notice.
Accounts are then assigned to collectors, who use any skip information obtained during skip tracing to make a first telephone attempt. 

Phase Two – Automated Tactics

All records are scrubbed for bankruptcies and deceased, and accounts are monitored for bankruptcies and deceased for as long as EOS CCA has the accounts.
All accounts are also run against the NCOA (National Change of Address) database for the most recent client address. Addresses are scrubbed for errors and checked for address changes electronically.
When the address check is complete, letters are automatically requested on new accounts with verified addresses. They are mailed on the next business day. 
When allowed by state regulations, all account inventory placed with EOS CCA is scored. EOS CCA looks for the following in a score:

· Bankruptcy and SSDI (Social Security Death Index) information

· Judgment and liens

· Credit availability

· Asset (real estate, cars, boats, and the like) information

· Type of Debt – score ranges and alter our collection strategy based on the type of debt, average balance

The two-part scoring algorithm EOS CCA uses comprises:

· Locator Score – This skip tool provides multiple potential contact phone numbers used to contact the debtor.

· Collectability Score – This score provide the “33 Attribute” and Trigger skip tools to provide the consumer’s ability to make payment.

Phase 3 - Ongoing Collection Activities and Standards

During Phase 3 of the collection process, collectors continue to contact debtors twice weekly, as outlined in the FDCPA and recommended by the American Collectors Association (ACA). Another Collection letter is sent to all non-paid accounts after Day 31.

On initial contacts, collectors identify themselves as calling from EOS CCA on behalf of the Commonwealth and the Eligible Entity. The collector reviews the debt, the amount due, when the account first became due, and that the account has been placed with our agency for immediately resolution. The initial contact will be a demand for immediate repayment of the full amount due. If the debtor agrees, appropriate arrangements are made and agreed upon including when the payment in full will be received and what method the debtor will use to make the payment.

If payment in full is not possible, EOS CCA will follow the guidelines of the eligible entity in setting up a repayment agreement. The debtor will receive a monthly reminder letter until payment-in-full is made.

All repayment agreements are reviewed quarterly to reassess the debtor’s current financial status and to make any adjustments necessary.

The first accounts to appear in a collector’s work queue are broken promises. The collector will make telephone calls to the debtor and will send reminder letters.

To achieve maximum recoveries and establish successful repayment plans, EOS CCA offers the following payment methods:

· Walk-ins to our front desk

· Western Union Quick Collect

· Credit Cards

· Post-dated Checks, where legal

· Pay-by-Phone, an in-house check writer

· Overnight Payments

· Walk-in Payment Window

· ACH Payments

· Automated payment by touch-tone telephone (IVR – Interactive Voice Response)

· Online payment via www.resolvemydebt.com

EOS CCA will not charge a payment convenience fee to any debtor, Eligible Entity or the Commonwealth. All payment processing will be at the expense of EOS CCA.

d) EOS CCA uses comprehensive data and advanced technology in our collection plans, including activities such as:

· deceased, bankruptcy and incarceration scrubs. 

· proprietary account analysis tools using historical, economic, and business data models to provide an accurate picture of the debtor’s financial status.

· FICO scores, repayment scores, score migration, attributes, and triggers.

· tools to track repayment scores, and credit bureau alerts when there have been changes in a debtor’s credit report.
· address and social security number verification.
All accounts, regardless of balance or previous collection activity, receive the same intense treatment. 

The EOS CCA method reduces the amount of time required to collect the account and maximizes liquidation rates for our client. From receipt of accounts for placement, to collector assignment to collection procedures, EOS CCA makes every effort to recover accounts that have been placed with our agency.
e) As a current provider of services to the Commonwealth and Eligible Entities, EOS CCA has established procedures for accommodating decentralized submissions of referrals from various types of Eligible Entities and provides flexible and secure formats for upload or transmission of referrals that ensure security and privacy of the data being transmitted. 

EOS CCA makes file placement easy and secure and we provide reports, statements, acknowledgements and close and return files to the Eligible Entities in an electronic format. 
Currently, the Eligible Entities are using the Excel placement format created by the Comptroller’s Office. This form automatically calculates the correct collection fees for each account placed. Eligible Entities password protect and encrypt their placement file before sending to EOS CCA for processing. Eligible Entities may continue using this method of placement of accounts, or EOS CCA will set-up a secure SFTP (Secure File Transfer Protocol) server and we will provide a both a secure user ID and password for direct data transmission. This transmission method provides both two-factor authentication and data encryption. 
EOS CCA also provides placement mapping procedures for new business files and accepts files in the following formats: 

· XML

· comma‐separated value (.csv); 
· Excel spreadsheet; 

· Any other format in which that meets the needs of the Eligible Entity. 

EOS CCA can retrieve the account information from any server of your choosing. We can access your server over a Secure Socket Layer/ Virtual Private Network (SSL\VPN) that protects your data from viruses, keystroke logging programs, and the like.
f)  EOS CCA’s dedicated Information Services & Technology (IS&T) group, which ensures that security, PCI, and technology standards includes a staff of over 20 people, headed by Mark Alves. 

Mark Alves, Vice President of Information Systems and Technology, manages EOS CCA's computer, network, telecom, and software systems infrastructure, strategic planning, implementation, and support. Before joining EOS CCA in 2004, Mark was formerly the CIO at VetCor LLC., responsible for the strategic planning, development, and implementation of corporate and remote location infrastructure. Mark earned his B.S. in Computer Science from Westfield State College and his M.S. in Management Information Systems from Bentley University.
Mark works closely with Scott Ray, Director of Enterprise Technologies. Formerly EOS CCA’s Manager of Network Operations and Windows NT Administrator, Scott as promoted two (2) years ago to Director, Enterprise Technology. Scott focuses on compliance and security (infosec), holding a Certified Information Systems Security Professional (CISSP) designation. Scott recently took and passed the professional exam for Certified Ethical Hacker (C l EH). His newest certification is:
· a Level II IAT/IAM certification for the Department of Defense 8570.1 mandate and is extremely more technical than the CISSP designation.

· focused on understanding the tactics used by computer hackers to infiltrate networks and to deploy countermeasures to mitigate them.

He also holds a level 6C Security Clearance, as do other IT staff members, required for EOS CCA’s current contract with the Department of Education and other government contracts. This designation indicates that he has passed strict reference checks and an intensive criminal record investigation.
Scott actively manages areas of IT governance, with a strong focus on regulatory compliance guidelines such as HIPAA, PCI, and FISMA. He is very knowledgeable in the areas of storage, system and network administration, and he holds numerous vendor-specific and industry-standard certifications.

g) EOS CCA is fully HIPAA-compliant, and we stress the importance of understanding the Health Insurance Portability and Accountability Act to our employees. As a designated “business associate” of our healthcare clients, we have such agreements outlining our responsibilities in place with them.

As part of their initial training, our employees learn that the tenets of HIPAA provide protection for a patient’s protected health information, and that Congress passed this patients’ rights law to:

· protect the privacy of patients;

· protect the security of medical records; and

· identify standards and implementation specifications so that we remain compliant with the law.

Use and Disclosure of PHI

EOS CCA does not use or disclose PHI in a manner that would constitute a violation of HIPAA and its tenets. EOS CCA holds all PHI to be strictly confidential.
EOS CCA uses or discloses PHI only under the following circumstances:

· in the performance of our obligations under a service agreement;

· for proper management and administration; and

· as legally required, which specifically includes, but is not limited to, the purposed of treatment, payment, and healthcare operations as defined under HIPAA.

EOS CCA warrants to the Commonwealth that EOS CCA is fully HIPAA compliant and will remain so for the life of the Master Service Agreement.


	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)  EOS CCA can make daily deposits of electronic payments and can reconcile all activities daily. EOS CCA can transmit payments electronically to each of the Commonwealth’s Eligible Entities in a secure, encrypted environment, using the NACHA standard banking format. Our remittance process is totally electronic and done on a daily basis, through the ACH (Automated Clearing House). EOS CCA uses this method for several of our state and federal clients. The set-up process works very smoothly, as follows:

1. At 8 a.m. every day, we run a payment file on our computer system to identify all payments received, processed and posted from the previous day’s activities;

2. Notify our accounting division of the dollar value of the remittance for each Eligible Entity;

3. Upload the payment file data to our FTP site, to our client’s FTP site for them to retrieve, or send a password protected and encrypted Excel report providing details of the previous day’s payments. Regardless of the transmission method, we will provide at a minimum the following:

· Debtor’s Name

· Eligible Entities Account Number

· Payment type (check, money order, credit card, etc)

· Payment Amount

4. Provide the Eligible Entity with the accounting transfer amount and tracking number of the ACH (Automated Clearing House) deposit; and 

5. Perform quality control checks to verify that the transfer amount is equal to the invoice amount, ensuring accuracy of data transfer.

6. If requested by the Eligible Entity, EOS CCA can provide copies of previous day’s checks and money orders received.

b) EOS CCA recommends alternative remittance and payment methods for depositing funds with an Eligible Entity to ensure the deposits are made immediately, ensuring that the goals and terms of the contract are met.

Update Banking Practices to Reduce Manual Processing

EOS CCA recommends that the Commonwealth consider allowing alternative banking processes, resulting in a more convenient and secure method of receiving payments that will allow a dramatic increase in recovery rates.
Under the current procedures, EOS CCA deposits checks and money orders into each Entity’s specified account using their deposit slips. Copies of the deposit slip and the associated checks related to the deposit are put into a password protected PDF file and sent over daily to the Eligible Entity. 

Consideration by the Commonwealth of an alternative payment processing would reduce manual handling and processing of checks, streamlining efficiencies, and reduce the likelihood of fraud and theft.
EOS CCA would propose to the Commonwealth to grant EOS CCA the authority to process checks and money orders as described above with daily ACH and payment reporting to each of the Eligible Entities. In addition to allowing EOS CCA to process checks and money orders we would further propose EOS CCA the ability to accept credit card payments and electronic web payments. 

We would use the same payment reporting methods to the Eligible Entities as with checks and money orders.

Another option for the Commonwealth to consider would for the Comptroller to act as the payment distributor to the Eligible Entities. To do this, the Comptroller would need to Establish a Trust Account in the Commonwealth’s Name where checks can be scanned using the following method.
1. Checks received via either internal or external 3rd party lockbox payment processing.

2. Scan checks received that day into a Commonwealth trust bank account established with a partner bank. Digital images of each check would be captured, and the actual, physical checks would be destroyed. 

3. Transfer funds electronically each night to the Commonwealth’s bank account(s); and

4. Provide regular (e.g., daily, weekly, monthly) bank statements detailing all deposit and transfer activity to the Commonwealth.
5. The Commonwealth would then transfer the payments to the Eligible Entities

Under this option, EOS CCA would use the same daily payment reconciliation processes by providing copies of the deposit slip and the payments associated with the deposit. The report detailing the deposit would be broken down by each Entity allowing the Comptroller to remit the correct amount to the Eligible Entity. EOS CCA would also provide the Eligible Entity a daily report of payments processed, deposited and reported.

Benefits of Updated Practices

Use of the practices suggested above would provide a number of benefits to the Commonwealth, including:

· Immediate receipt of and access to the Commonwealth’s funds;

· A secure, reliable audit trail of check information;

· A reduction in the chance of human error, and of the risk exposure in manually transporting checks to the bank.

· The need for agency employees to drive to multiple banks in order to deposit checks.

· Multi-day bank float that results when check(s) are received on a Friday or holiday and are not credited until the following business day; and

· The risk of check loss or fraud.

c) As a current provider of services under the existing contract, EOS CCA has processes in place for depositing all gross collections into a specified Commonwealth approved bank account within 24 hours of receipt as prescribed by CTR policies so that the funds are recorded on the state accounting system. EOS CCA currently makes such deposits daily.

d) EOS CCA will attempt to collect any bounced checks, notifying the debtor that the check was insufficient (NSF) and taking measures to recover the amount due.

The process of how EOS CCA will ensure fees paid on a subsequent non-sufficient fund check will depend on the final approval of how we process payments for the Eligible Entities. 

EOS CCA understands all NSF fees will be the responsibility of our agency and we will not bill the Eligible Entity for reimbursement of such fees.

e) EOS CCA understands that it may not net its collection fees from amounts collected unless approved under the contract, and that it must deposit the full amount of collections. EOS CCA understands and agrees that:

· 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. EOS CCA will comply.

f) The Ontario FACS® system, which EOS CCA uses as its collection system, provides us with real-time information about the status of all accounts. FACS captures and retains all account transactions, calculates interest on a daily basis, assesses monthly late fees, and adjusts entries with reference to the original transaction date. All of these features, critical to the calculation of the amount owed by the debtor (“total debt”), are customizable to meet the needs of our clients.
EOS CCA can ensure to the Commonwealth that total debt will be the base amount plus the contingent fee by continued use of the Commonwealth’s placement file. If this process changes, EOS CCA can provide to the Commonwealth and the Eligible Entities a detailed acknowledgement report listing the account placement details:

· Debtor’s name

· Eligible Entity’s account number

· Date account processed into our system

· Base debt amount dye

· Contingent fee amount due

· Total amount due

EOS CCA agrees that it 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) EOS CCA confirms acceptance of the following terms. EOS CCA agrees that pursuant to 815 CMR 9.06 (Intercept of Debt by the Office of the Controller), all debts unless otherwise specified by the Department submitting the debts, may be submitted simultaneously to intercept and debt collection. EOS CCA may only be compensated for fees from debt funds which the Agencies actually collect and deposit as prescribed by the Office of the Comptroller. EOS CCA agrees that 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) EOS CCA confirms acceptance of the following terms. EOS CCA agrees that CTR and other Eligible Entities have not been appropriated funding for this Debt Collection Services Statewide Contract. Any payments to EOS CCA, including payments for authorized legal services or other costs or fees, may only be paid from amounts (1) actually collected by EOS CCA for a debt assigned by an Eligible Entity,(2) properly and timely remitted by EOS CCA into the Eligible Entity official accounting system, and (3) properly invoiced or deducted from total debt-based amounts and contingent fees collected in accordance with this Statewide Contract.
i) EOS CCA confirms acceptance of the following terms. EOS CCA agrees that 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 billed separately by EOS CCA. EOS CCA agrees that Litigation services are compensable solely from the total debt actually collected by EOS CCA based on the contingent fee percentage identified in the Statewide Contract.

j) EOS CCA confirms acceptance of the following terms. EOS CCA agrees that Sheriff and/or Constable fees (for example, for 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. EOS CCA may not assume these costs and separately bill the Eligible Entity. If allowable by law, EOS CCA may pay for these costs as part of the contingent fees charged for collection.

k) EOS CCA confirms acceptance of the following terms. EOS CCA agrees that 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. EOS CCA agrees that for 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 EOS CCA or the Eligible Entity.

l) EOS CCA confirms acceptance of the following terms. EOS CCA agrees that 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) EOS CCA confirms acceptance of the following terms. EOS CCA agrees that 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) EOS CCA only offers installment payment of debts when it is clear that the debtor is unable to pay the amount in full, or when directed to do so by the eligible entity. EOS CCA’s usual practice is to seek payment in full of the debt owed. If credit reports or financial information supplied by the debtor indicate that payment in full is not possible, our representatives will, using the guidelines of each Eligible Entity, discuss an installment payment plan. 

EOS CCA accepts various repayment arrangements designed to liquidate balances in an efficient manner based upon the debtor’s balance due and ability to pay. While we factor the Eligible Entity’s specific payment timing and payment amount into repayment arrangements, collectors consider debtors’ current finances and financial situation when negotiating appropriate monthly payment plans on the balances due.
For repayment plans, collectors propose the following standards:
· One-third down, with repayment of the balance due within a period of no more than six (6) to twelve months.

· If the previous option is not possible, the entire balance due must be repaid over the next six (6) to twelve months.

· If the first and second options are not possible, set up an agreeable repayment plan after assessing the debtor’s financial status. 
b) All repayment agreements are reviewed quarterly to reassess the debtor’s current financial status and to make the necessary adjustments to his or her monthly promised payment amount.
For those with repayment agreements, collectors send out monthly reminder notices for payment. 
In the event of a broken promise, EOS CCA sends a reminder letter and makes daily attempts until contact is made. Once contact is made, we stay in contact until a new arrangement can be reached. Broken promises to pay are the first calls that a collector makes in the morning.

When requested to do so by the debtor, EOS CCA will provide documentation of the debt, and will contact you for any documentation needed.

From receipt of accounts for placement, to collector assignment, collection procedures and efforts to close and return, EOS CCA makes every effort to recover accounts that have been placed with our agency.

	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:  

EOS CCA has comprehensive procedures in place for the recommendation for legal services or litigation. From receipt of accounts for placement, to collector assignment, collection procedures and efforts to close and return, EOS CCA makes diligent efforts to recover accounts placed with our agency. Simply stated, we do not reduce work standards on small balance accounts.
Regardless of age and amount, all files receive EOS CCA’s Minimum Account Resolution Standard (MARS) collection effort. Please note: In most instances, EOS CCA far exceeds the minimum. Critical to our MARS is compliance with collection effort requirements. Each manager, supervisor, and collector is responsible for the standards, with daily coordination review insuring compliance. 
When all available means to collect have failed to produce the desired results, the following takes place:

1. The collector codes accounts as “Recommended for Legal” for review by his/her immediate supervisor. 

2. The supervisor reviews the account and action taken to date, and if warranted, transfers the account to EOS CCA’s Legal Coordinator.

3. Daily, the Legal Coordinator reviews accounts all supervisor-approved files recommended for legal action to confirm that the accounts are qualified.

4. Accounts that qualify for legal action are coded for a letter to the Eligible Entity requesting suit authorization, and debtors are notified of pending action in accordance with all federal and state regulations. 

5. Should the Eligible Entity provide authorization to file suit, all information and supporting documentation is forwarded to a SAAG attorney for litigation.

6. The attorney sends an initial written notification of impending litigation to the debtor, advising that there is a ten-day period during which the debtor has an opportunity to resolve the account through the attorney’s office. If the debtor does not pay the amount due during the 10-day grace period, suit is filed immediately. Please note that the suit will include a provision for the defendant to pay reasonable attorney fees and court costs. 

7. Litigation procedures are initiated only after EOS CCA obtains written approval from the Eligible Entity. EOS CCA will inform the Eligible Entity with the case number and the name of the attorney handling the case.


EOS CCA reports the status of each account in litigation and includes copies of all correspondence received by the attorney and from the debtor. All information will become part of the debtor’s case record and will be available for review by the Commonwealth or Eligible Entity at any time.

EOS CCA’s national and regional Legal Services Department is an integral, effective component of our total debt recovery process. We provide national litigation capabilities to our clients.

EOS CCA’s Legal Department is headquartered in our executive offices in Norwell, Massachusetts, and is managed by our Legal Coordinator, Richard Manning. Mr. Manning has over 26 years of legal collection experience and oversees litigation.

A legal supervisor in each of EOS CCA’s regional collection centers coordinates that region’s legal process activities, and reports to Mr. Manning for contract compliance and quality assurance for our clients. Richard also manages all communication and activity between our client, the attorney, EOS CCA and the debtor.
The following is a demonstration on how an account works through the litigation phase.

[image: image11.emf]


	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: 

EOS CCA would like to emphasize that we can be your single source provider for innovative customer care and receivables solutions. We have a great deal of experience in early stage / early out / pre-collect and other first party programs. 

EOS CCA offers a wide range of services, including pre-collection activities, full collection activity, legal services, skip tracing, asset searches, and other related activities. 

Approximately ten (10%) of EOS CCA’s placements receive outsourcing services including Accelerated Cure Programs, Enrolled Student Population Account Services Programs, Skip Tracing Services, Default Aversion programs, and Cohort Reduction Programs. 
EOS CCA is recognized for its commitment to exceptional client service, and we are confident that our resources and techniques will all Eligible Entities with innovative strategies such as final letters and email campaigns for successfully resolving debt in a pre-write off status.

EOS CCA’s values inspire the way we serve our clients who rely on us for professional results, timely and accurate communication, and full regulatory compliance. With a cohesive collection strategy, performance- driven culture, and common mission, EOS CCA demonstrates that excellence, integrity and commitment go along with success and growth.


	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: 

Having the Comptroller’s Office provide an up-to-date detailed list of the various State Departments and the full contact information (as in past contracts for those requiring debt collection services. This list would help us set appointments and meet directly with those responsible for debt collections to provide information about our services.
If the Commonwealth would provide one-day workshops to the Eligible Entities offering a variety of topics covered including:

· Review of the Commonwealth’s contract requirements

· Internal collection and skip tracing methods for Eligible Entities

· Effective management, team-building and leadership

EOS CCA would be a sponsor of this event.


	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.  


	ANSWER:  Bidder must submit the Attachment with SDP commitments. 
EOS CCA has always remained committed to utilizing minority, woman, veteran or disabled veteran owned businesses. As a world-class receivables resource, we are committed to developing a diverse supplier base.

EOS CCA does not subcontract any portion of the collection work; all calls made and received by are handled by EOS CCA personnel. Most of our expenses related to completing our collection contracts, such as sending letters or providing office supplies to fulfill our contract obligations are channeled through various M/WBE vendors. For those services that can be subcontracted (supply purchases, printing, mailing), EOS CCA has an ongoing program to employ M/WBE companies as well as Veterans’ companies.

Items we typically purchase from these suppliers include:

· Mail Fulfillment

· General Suppliers

· Envelopes/Paper Stock

· Folding/Mailing

· Computer Hardware/Supplies

· Copier supplies and maintenance

· Consulting Service

At present, EOS CCA works closely with R.N. Thomas Consulting, a minority-owned business certified with the Commonwealth of Massachusetts. Richard Thomas, the company’s owner, has over 30 years of management training experience and helps to organize, coordinate and to train both supervisory and management staff. 

EOS CCA also would also make ancillary use of Sterling Printing and Business Products, a minority-owned business, for promotional items and New England Office Supply, a women-owned business as shown in the following table.

Massachusetts Supplier Diversity Certified Companies

Vendor Service

Vendor Name

Subcontractor of Ancillary

Women or Minority Owned

Consulting

R N Thomas Consulting

Ancillary

Minority

Promotional Items

Sterling Printing & Business Products

Ancillary

Minority

Office Supplies

New England Office Supply

Ancillary

Women

Within the last year, EOS CCA has paid over $1,000,000 to women-owned, minority-owned, and veteran-owned businesses across the United States. In addition to the current Massachusetts-certified businesses that provide EOS CCA with subcontracting and ancillary services, the out-of-state companies are in the process of becoming certified in the Commonwealth of Massachusetts.
Minority and Women Owned Companies Seeking Massachusetts SDO Certification

Vendor Service

Vendor Name

Subcontractor of Ancillary

Women or Minority Owned

Employee Screening

InfoMart

Ancillary

Women

Letter Vendor

Letter Logic

Subcontractor

Women

 

 

 

EOS CCA also works with veteran owned companies and plans for more growth and development in this area.

Veteran Owned Companies

Vendor Service

Vendor Name

Subcontractor of Ancillary

Women or Minority Owned

Skip Tracing

Central Research**

Subcontractor

Veteran

 

 

 

** EOS CCA understands veteran-owned companies are not included in the current SDO plan, but we wanted to provide a full picture of the minority-owned, women-owned, and veteran-owned companies with which we work.

Please see the SDP commitments included in our attachments for more information.

	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: Peter V. Doolan
Title: Vice President, Strategic Business Development
Phone: # (781) 753-4139 (Direct); 800-886-9177 Ext. 14139 (Toll-free)
Fax: 781-681-5196
Email: peter.doolan@eos-cca.com
Number of Years with Firm: 17

Number of Years at this Title: 15
Qualifications, professional certifications and business experience (narrative): 

             40 years of business management experience, 27 years in the collections industry.
· Major Government Contract Involvement 
· State of Maine – On-site Office, Augusta, Maine

· Franchise Tax Board – California

· State of Illinois Tax

· Commonwealth of Massachusetts, Department of Revenue

· State of Colorado

· Major State Contract Involvement
· Master Service Agreement – Massachusetts

· State of Connecticut – Connecticut Higher Education Supplemental Loan Authority (CHESLA)

· State of California – California State University Collection Contract

· State of Oregon – Master Service Agreement

· State of Illinois – Child Support Enforcement
            Client Development/Service 30%, Collection Results 30%, IT Interface 20%
            Has worked on the State Contract for 13 years

Education:

MBA Northeastern University
Role on contract: Contract Manager
Percentage of Time Devoted to Contract:  100% during start up, 20% thereafter

Hourly rate for this individual.  N/A  per Questions and Answers

	Individual Name: Lynn Loring
Title: Director Business Development
Phone: # (781) 753-4139 (Direct); 800-886-9177 Ext. 14180 (Toll-free)
Fax: 781-681-5196
Email address:  lynn.loring@eos-cca.com
Number of Years with Firm: 16
Number of Years at this Title: 11
Qualifications, professional certifications and business experience (narrative): 
Lynn brings over 25 years of experience to EOS CCA, with specializations in both business development and operational roles within the accounts receivable management industry.  She is responsible for managing existing relationships and developing and implementing new client programs for the Commonwealth of Massachusetts.  She has more than 10 years of government receivables experience. In addition to her extensive work with the Commonwealth of Massachusetts project, as well as projects with the States of Rhode Island, and Connecticut.  

Education:

AA in Mass Communication from Massasoit Community College, Brockton, MA
Role on contract: Manager of Client Development and Relationship Manager
Percentage of Time Devoted to Contract:  100% during start up, 20% thereafter

Hourly rate for this individual.  N/A  per Questions and Answers


	Individual Name: Patty Justice

Title: Sr. Manager, New Client Implementation & QA EDU/Govt
Phone: #(781) 753-4122 (Direct); 800-886-9177 Ext. 14122 (Toll-free)

Fax:781-681-5196

Email address: Patty.Justice@eos-cca.com

Number of Years with Firm: 16

Number of Years at this Title: 5

Qualifications, professional certifications and business experience (narrative): 

Patty has 25 years of experience with government contract support services which includes working with the Commonwealth of Massachusetts DOR, The State of Maine Revenue Services, and the State of Connecticut Department of Taxation. 

She has worked in all areas of tax collections including but not limited to direct mailing and skip tracing procedures, review of weekly accounting of collection activity and the invoicing of clients.

Education:

AA, Business Administration, Fisher College, Boston, MA

Role on contract: Quality Assurance and Project Implementation Manager

Percentage of Time Devoted to Contract:  100% during start up, 25% thereafter



	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:          
In addition to the contract work that our M/WBE companies and Veterans’ companies, EOS CCA will use the services of the following to fulfill the contract requirements:

Law Offices of Gerald Shulman, 

Gerald Shulman, Esquire

591 North Avenue

Door 2, First Floor

Wakefield MA 01880

(781) 245-3001

Law Office of Carl Brugnoli

Carl Brugnoli

P.O. Box 320530

Boston MA 02132

(866) 288-1902

	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: Alan Willard, Quality Assurance Program Manager
Firm: Commonwealth of Massachusetts, Department of Revenue
Phone: # (617) 887-6574
Fax: (617) 887-6599 

Email address: Willard@dor.state.ma.us 
Description and date(s) of services provided: 2007 – present. Taxes and Revenue Collection 


	Reference name: Elizabeth Reardon, Collections Officer
Firm: Commonwealth of Massachusetts, University of Massachusetts, Amherst
Phone: # (413) 545-2377
Fax: (413) 577-2120

Email address: ereardon@admin.umass.edu 
Description and date(s) of services provided: 1991 - present. Pre-collect programs; Tuition Receivables; Federal Perkins Loans, Miscellaneous Fees, Fines and Charges



	Reference name: Joy Cournoyer, Director
Firm: UMass Memorial Healthcare
Phone: # (508) 334-1626
Fax: (508) 334-1977
Email address: Joy.Cournoy@umassmemorial.org 
Description and date(s) of services provided: 1991 - present. Pre-collect programs; Tuition Receivables; Federal Perkins Loans, Miscellaneous Fees, Fines and Charges



	Reference name:  Ms. Maryann Payeur, Collection Manager
Firm: Springfield Technical Community College
Phone: # (413) 755-4438
Fax: N/A

Email address: mpayeur@stcc.edu  

Description and date(s) of services provided:
 2003-presednt. Non-loan student tuition and receivables


	Reference name: Monica Argersinger, Associate Bursar
Firm: Salem State University
Phone: # (617) 391-6073


Fax: N/A
Email address: margersinger@salemstate.edu 
Description and date(s) of services provided: 2009-present. Non-loan student tuition and receivables.


	Reference name: Alison Connolly, Program Coordinator
Firm: Massachusetts Department of Education, Office of Student Financial Assistance
Phone: # (617) 391-6073


Fax: N/A
Internet address: aconnolly@osfa.mass.edu 
Description and date(s) of services provided: 2001-present. Collection of defaulted student loans.


	Reference name: Sergeant Michael Michno
Firm: Massachusetts State Police
Phone: # (508)
923-4061
Fax: N/A

Email address: mikeybop@aol.com 
Description and date(s) of services provided: 2009-present. Unpaid police details.


	Reference name: Kathleen Sobieski
Firm: State of Connecticut Department of Administration
Phone: # (860) 713-5459
Fax: (860) 713-7405
Email address: kathleen sobieski@ct.gov 
Description and date(s) of services provided: 2004-present

Collection of overpayment of welfare subsidies


	Reference name: William M. Napoletano, Revenue Services Manager
Firm: City of Stamford, Revenue Services
Phone: # (203)
977-4144
Fax:  (203)
977-5898
Email address: bnapoletano@ci.stamford.ct.us 
Description and date(s) of services provided: 2006 – present. Collection of Motor Vehicles taxes.



	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.

	EOS CCA’s IT group will work closely with you to ensure that we receive your placements in a format of your choosing. We can continue to fully integrate the Commonwealth and its Eligible Entities and can provide total EFT or automated communications. The Commonwealth and its entities can:

· Transfer their files to EOS CCA’s secure SFTP server. EOS CCA provides you with a secure user ID and password for direct data transmission. This transmission method provides both authentication and data encryption.

EOS CCA provides placement mapping procedures for your new business files and accepts files in the following formats:

· comma-separated value (.csv);

· Excel spreadsheet;

· any other format.

Placement mapping identifies account information and indicates where this information should be stored in the FACS system that EOS CCA uses for all of its processing. Before your data “goes live” on the FACS system, we run a test using your live data on the production server to identify and resolve any potential problems.

· Let EOS CCA retrieve the account information from any server of your choosing. We can access your server over a VPN that protects your data from viruses, keystroke logging programs, and the like.
EOS CCA uses PGP (Pretty Good Privacy) and Winzip to encrypt data. Software such as CuteFTP and/or FileZilla is commonly used to facilitate the SFTP transfer.

Within hours of receiving your initial placements, the records of the Commonwealth are stored on the Ontario FACS (Flexible Automated Collection System) version 18‐2‐1805. The FACS system includes a record of all telephone calls, including the parties on the call, and notes about the substance of the call, payments made, and payment plan agreements. All correspondence, including certified mail receipts, copies of checks, other payments, and payment plan agreements are filmed and tied to the system via transactional filing by date.

Data Transmission Capabilities

EOS CCA is prepared to meet the Automation Requirements of the Comptroller’s Office, as evidenced by the information that follows.

Receipt of Debtor Account Information

EOS CCA’s IT staff will work closely with the Comptroller’s Office to ensure that we obtain your placements as requested, downloading a file of debtor account data each week from Comptroller’s Office’s SFTP server via secure File Transfer Protocol (SFTP). EOS CCA will acknowledge the receipt of this file in a manner agreeable to the Comptroller’s Office, and can do so electronically, if desired. EOS CCA will notify the Comptroller’s Office if there are any missing or invalid records. 

Within hours of receiving your placements, your data is loaded onto the Ontario FACS collection system used by EOS CCA. We currently accept data in a variety of different formats, including floppy disk, SFTP transmission either via our secure SFTP server, and emails with encrypted files attached.

EOS CCA’s Information Services & Technology (IS&T) staff can help you with your placement and with access to our database, to ensure that you can review the collection activity performed on your accounts. Our IT staff can also process incoming and outgoing reports, load automated new account placements, and provide secure client access to our database. 
Transmission of Files via SFTP (Secure File Transfer Protocol)

EOS CCA will transmit debtor data file detailing our activity and any additional information obtained for each account, to your site via SFTP, using the file specifications of the Comptroller’s Office. 

To maintain the confidentiality and integrity of the debtor information, EOS CCA will transmit such information via SFTP. EOS CCA understands that the Comptroller will work closely with us to establish protocols for communication of debtor account information via e-mail and telephone.
EOS CCA agrees to:

· Pay all costs associated with any EOS CCA system enhancements, upgrades, or other changes needed to meet the terms of this agreement. 

· Pay for any enhancements, upgrades, or other changes to the Comptroller’s computer system resulting from the Contractor’s upgrades, enhancements or other changes, after the initial start-up.
Means by Which EOS CCA Can Accept Account Referrals 

EOS CCA will transmit and receive data in the format that is convenient for you. Most of our clients now use some form of electronic transmission such as SFTP transmission; others employ more traditional methods, such as diskettes; hard copy; or via facsimile. EOS CCA has the flexibility, experience and staff to meet all of our client’s needs. 

You can also transfer your files to us via SFTP (Secure File Transfer Protocol) using SSH (Secure Shell Protocol) or via secure, encrypted email attachment. 

You can encrypt your data with the data encryption tool of your choice, then zip the encrypted file, and transfer it via email. Currently, we use encryption tools such as PGP and Fprotect.
Encryption

EOS CCA encrypts all data in motion and at rest, using algorithms that have received substantial public review and that work effectively, using proven, standard algorithms as the basis for encryption techniques. 

EOS CCA restricts the use of encryption to those algorithms that have received substantial public review and have been proven to work effectively. We use several cryptographic methods, including PGP (Pretty Good Privacy.)

EOS CCA employees and affiliates do not use proprietary encryption algorithms for any purpose, unless those algorithms were previously reviewed by qualified experts not directly associated with the vendor in question and approved by EOS CCA’s Information Security Professionals.

In addition, EOS CCA has:

· Implemented split knowledge and dual controls of cryptographic keys;

· Made symmetric cryptosystem key lengths of at least 56 bits.
· Reviewed its key length requirements annually and upgraded as technology allows.
· Required that cryptographic key custodians sign a form stating they understand and accept their key-custodian responsibilities.  
Collection Methods Used

EOS CCA immediately begins collection procedures on all accounts placed, regardless of age, balance due or previous collection activity. Within the first 24 hours of placement, EOS CCA mails initial collection letters to holders of all accounts placed. These letters explain the borrowers’ rights to dispute the account and details the procedures they must followed to dispute the debt. Accounts are placed within dedicated collector work queues, and the collectors make an initial telephone attempt.

The highlights of EOS CCA’s collection plans include day one activities such as deceased and bankruptcy scrubs, skip tracing actions, scoring, analytics, collection letter, and dedicated collector assignment.

As outlined in the FDCPA, and recommended by the ACA, collectors continue contact, making a maximum of two calls per week. In addition to telephone calls, we mail appropriate collection letters on a monthly basis. 

EOS CCA blends direct collection activity such as telephone contacts and letter series, with automated collection processes to reach debtors at the right time. As EOS CCA assists debtors step-by-step toward full payment or account resolution, we also strictly comply with all applicable state and federal regulations.

On all initial contacts, the collector identifies the call as coming from EOS CCA, representing the Eligible Entity. S/he also reviews the location, the debt, the original balance, and the amount due, demands an immediate repayment of the full amount due, and makes appropriate arrangements.

The collector also provides the debtor with the proper mailing address, and advises the debtor  that s/he can pay by personal check, postal money orders, ACH Payments, Western Union, MasterCard, Visa, wire transfer, and certified checks. 
If the initial collection attempt is unsuccessful, the collector schedules the file for follow-up, not before three (3) days and not longer than seven (7) days from the date of initial contact. The collector is responsible for working the file and substantiating the status six times per 30 calendar days. If a file is in a suspended status, it is not worked until the Commonwealth or Eligible Entity releases its suspended status. 


Telephone Communication

When we have identified good phone numbers, we call the debtor. If there is no answer, we leave a message, providing the debtor with information about contacting us. Should we reach the debtor, we explain the debt and strive to obtain payment in full. 

A collector’s daily telephone procedures will be monitored by the unit supervisor. After daily unit and individual meetings to discuss goals, objectives and special situations, collection activity will begin. Each day, the collector will work account files in the following sequence:

►Broken promises to pay.  The collector always handles these accounts first and will send out a broken-promise letter to the debtor and will make daily attempts to reach these debtors.  Once contact is renewed, the collector stays in regular contact with the debtor until payments are back on schedule. 

►Files not yet worked that were received within the previous 24 hours. All new files receive an initial dunning noticed, are placed within a work queue within one day of receipt, and collectors will begin attempting to reach the taxpayers by telephone to discuss their delinquent tax obligation. 

►Files that need specific time and date follow-up—an automated function that ensures full due-diligence compliance.

►Collector will then move into the ongoing active inventory until:

             − All rescheduled/timed call-backs are worked

             − All future promises are worked

             − Active files scheduled for the day are worked

             − Files that are progressing and require immediate attention

►Files that must be worked in the evening (No answer; three consecutive daytime contact attempts)

On accounts where there is a telephone number, the collectors will make two attempts each week to reach the debtor, regardless of balance size. 

On accounts where a telephone number does not exist, but mail is being received, the collector will leave messages at places of probable receipt, as allowed by state and federal law. 

All applicable skip tracing efforts will be followed as is required by the EOS CCA skip tracing standard guidelines.

Written Communication

By Day Two, EOS CCA sends an initial letter, in both English and Spanish, explaining the debt, the creditor, the amount owed, and our role in its collection. 

EOS CCA will send out many written communications which are also subject to regulations. From the appearance of the envelope down to the state-regulated wording, each letter must meet a host of standards. All letters are written in accordance with federal and state regulations and are approved by our corporate counsel. All demand letters have been reviewed by the American Collectors Association (ACA), the Commissioner of Banks (Commonwealth of Massachusetts, Collection Agency Division), and by our Corporate Counsel. 

EOS CCA will provide to the Commonwealth, or to the Eligible Entities, copies of all our letters. 

We use the Ontario FACS collection system to generate a file of debtors who should receive collection letters. This file includes information indicating the type of letter to be sent, along with mailing and account information about the recipient. In terms of the text, the letter series represents an effective synthesis of three principles:

Principle #1:
Be firm yet polite

Principle #2:
Be informative

Principle #3:
Communicate urgency

All of our letters are available in English or Spanish and will clearly represent EOS CCA as a third party collection agency hired by the Commonwealth and the Eligible Entity. At a minimum each letter sent will provide the following information:

· Debt type

· Eligible Entity Account Number

· Amount of debt

· Dedicated toll free number and extension to a dedicated collection staff member

· Rights to dispute and/or appeal

· Hours of operation

Our sequence of letters reflects the stages of the collection process. The first notices explain that EOS CCA has received the debtor’s account and they are informed of their legal rights.

The initial collection letter is sent on the same day the account is received and additional collection letters are sent, at a minimum, every 30 days, or as necessary.

EOS CCA has initiated LMIS is our letter management information system, and is the program that we use to send letter files to our letter vendors. 
All information provided to the letter vendors is PGP encrypted while in motion and Microsoft SQL is used to encrypt data at rest. All confidential consumer data is masked.
A copy of the standard flow chart of collection activities can be found on the following page.
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Skip Tracing and Address Scrubs

After the initial scrub process has been completed, and within the same twenty-four hour period, all remaining accounts then undergo an intelligent, automated skip tracing process. 
Additional address enhancement and verification scrubs, including NCOA18 (National Change of Address); CASS (Coding Accuracy Support System); DPV (Delivery Point Validation); and the United States Postal Service (USPS) AEC (Address Element Correction) and LACS (Locatable Address Conversion System) provide more accurate contact information that we then use to locate your taxpayers.

Skip tracing is integral to our success. Our skip tracing proficiency has resulted in many standalone contracts for skip tracing services only, and EOS CCA currently leads all other agencies in finding debtors. We perform skip tracing on all referred accounts, sometimes repeating the whole process more than once, if required.

EOS CCA collectors’ extensive skip trace training begins during their first week of employment. However, our experience has shown us that skip trace training is more effective at 30, 60, or even 90 days after our collectors’ start dates. Effective skip tracing requires that the basic collection technique be in place, and then more advanced skip tracing can be learned. 

At EOS CCA, skip tracing is primarily an automated function, ensuring the client of full compliance with the Privacy Act, HIPAA, the FDCPA, the Fair Credit Reporting Act, and all other applicable laws. Our Intelligent Auto Skip Tracing Process is the key to locating taxpayers, identifying assets, and getting successful repayment. 

All accounts placed with EOS CCA undergo the same skip process, which searches:

· Electronic Directory Assistance

· Address Search 

· Reverse Search Off Address

· Cell Phone Search

· MetroNet

· Non-published search

· Verified Phone

· Relatives Search

· Employment Search

· Associates Search

When a phone number is returned, a dialer scrub is automatically completed on all phone numbers, excluding cell phones, relatives, associates, and place of employment. 

When applicable, we record professional voice talent and use our dialers to leave messages for the debtor. Our collection specialists call any numbers uncovered for cell phones; for relatives and associates; and, when applicable, for place of employment. 

Once we have verified that contact information, the information is turned over to our collection team for continuation of collection and resolution efforts.

In addition, EOS CCA may use manual and online references for skip tracing, including Credit Bureau Reports (if permitted); Accurint; electronic telephone books and street directories; the National Change of Address (NCOA) database; and the like.

EOS CCA absorbs the cost of using skip tracing products, regardless of the number of times the skip tracing products are used for skip tracing purposes. Services like Accurint charge us sliding-scale fees depending on the amount of information we request. For some types of accounts more information is necessary, such as asset or business information; for other accounts, just the right address and telephone number suffice to enable the collectors to contact the debtor and begin the communication, counseling, and support that will end up in resolving the debt.

We have provided an example of our skip tracing flow chart on the following page.
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Documentation of Collection Attempts 

All contacts that our collection specialists have with debtors are recorded and fully documented in the Ontario FACS collection system. This documentation provides a complete audit trail of account activity. At any time, you can review full account information and activity, including collector activity and activity automatically generated by the system, including letters mailed.
All activity, documented in chronological order by date and time, includes the collection specialist’s name and ID number, activity type, results, and any comments and notes. 
New employee training teaches our collection specialists that all activity logged is to be factual and complete, so that anyone who reads about collection attempts is fully apprised of what transpired during the collection attempt.
Activities recorded include letters and notices sent, messages left, returned mail, skip tracing sources investigated, payment agreements, payment receipt, refusal to pay, debtor requests, debtor complaints, debtor representation by an attorney, litigation action, and other information. 
Information also documented on the FACS system includes:
· Phone calls made or received

· Tactics or strategies used

· Payments promised

· Bankruptcy information

· Spousal information

· Skip-trace documentation

· Responsible party

· Dispute information

· Credit bureau reporting information, if applicable
Activities recorded in the system become a permanent part of the account history and cannot be altered or removed.
Monitoring Collectors

Monitoring of collection staff is an integral part of the EOS CCA strategy for ensuring exceptional contract performance and quality control.  EOS CCA performs three types of monitoring activity:


− Side-by-side collector monitoring


− Remote telephone monitoring


− General floor monitoring
In the first two monitoring methods listed above, the manager is required to fill out a Telephone Audit form. The Telephone Audit form covers the three key areas of:

─ the opening of the call 


─ how well the account was worked


─ the close
General technique and client contract requirements are evaluated along with Fair Debt Collections Practices Act (FDCPA) compliance and professionalism.  For both remote telephone and side-by-side audits, the manager meets with each collector and reviews the results of the monitoring and auditing activity and uses these audit results to improve the collector's overall methods and techniques.
In addition, general floor monitoring occurs constantly on the collection floor.  Our ratio of collectors to supervisors guarantees supervisors the ability to hear all telephone conversations.  Managers are required to walk their floor at all times and to look for training opportunities as they monitor the collectors’ activities.
Call Recording

EOS CCA records all inbound and outbound calls to ensure that our collection specialists always work at the highest level of compliance to state and federal laws. We also use recorded calls as a training tool to assist our collection staff in improving their collection techniques, resulting in increased revenue and client satisfaction.

EOS CCA also offers our clients the opportunity to listen to live calls, access call recordings, and access to the system via the FACSWeb module, so that clients may view notes and transactions made by the collection staff. We will provide SSL VPN encrypted access to our call monitoring programs. SSL VPN access utilizes two-factor authentication.  All systems meet existing PCI-DSS standards.

Maximizing Recoveries

EOS CCA works all accounts and all balances aggressively. We stress number of files worked and quality of that work to produce necessary recoveries and to reach collection goals. The following work standards will be used for this contract and modified as needed to match specific requirements of the University and to attain required performance standards.

Six-day work week and full coverage during “Prime Time” hours, including Saturdays and evenings

o  Account allocation for optimal collection representative workload and effectiveness of liquidation

o  Frequent live phone contact and automated correspondence

o  Low collector-to-supervisor ratio, frequent phone monitoring, and auditing of collectors

o  Separation of your accounts from other client accounts

o  Automated and tailored reports to allow monitoring of contract performance
o  Skip tracing databases for high-speed, reliable searching and locating

o  Use of auto-dialer to maximize contacts

o  Proven talk-off procedures to counter objections to repayment

o  Availability of bi-lingual collectors (English and Spanish, as well as other languages)
All accounts, regardless of balance or previous collection activity, receive the same intense treatment. 

The EOS CCA method reduces the amount of time required to collect the account and maximizes liquidation rates for the Commonwealth. From receipt of accounts for placement, to collector assignment to collection procedures, EOS CCA makes every effort to recover accounts that have been placed with our agency.
Credit Bureau Reporting

As part of our collection services, and in accordance with current regulatory practices, EOS CCA will report, with the direct consent of the Comptroller’s Office, to all three credit bureaus – Experian, Trans Union, and Equifax – on a monthly basis, providing updates, responding to disputes, and processing deletions. EOS CCA can interface with the bureaus at any frequency and in any manner required.

For clients that have previously reported to the credit bureaus, EOS CCA recommends having the status code changed to “account assigned to internal or external collections”. Depending on the existing format, Metro One or Metro Two, the code to use is ninety-two (92), or ninety-three (93), respectively. 
When accounts are transferred to EOS CCA using the proper code, EOS CCA can then appropriately report monthly updates including the current balance and payments made. 
EOS CCA responds to all credit bureau disputes within forty-eight (48) hours of receipt using 
e-oscar and informs you of all disputes, resolutions, and notification of any accounts with suspended reporting as a result of failure to respond to appropriate credit bureau disputes.
EOS CCA will stop reporting to the credit bureaus by properly coding accounts when the accounts have been closed and returned to you.
EOS CCA does not charge for reporting to the credit bureaus, providing updates, or for processing disputes.
Administrative Resolutions

When EOS CCA determines that an account may qualify for administrative resolution, EOS CCA suspends collection activity for that account and begins the process of gathering documentation.

Documentation is required to reach the determination of administrative resolution. EOS CCA’s procedure for researching and processing administrative resolution accounts is to:

· Classify, validate, and document accounts before they are referred back to the Comptroller’s Office.

· Promptly notify the Comptroller of any administrative resolutions received. 

· Reactivate accounts for one more collection attempt, if we are unable to obtain required information within 45 days.

In addition to bankruptcy and death notification, administrative resolutions may include temporary or permanent disability, extreme circumstances of humanity or compassion, military assignment into a war zone, etcetera. 

Debtor Complaints

EOS CCA’s Complaint Prevention and Resolution program ensures that clients and receive cooperative, non-adversarial interactions at all levels. Any complaint or inquiry, whether written or verbal, receives immediate attention. As soon as a verbal complaint is confirmed as valid or a written complaint is logged, collection activity for the debtor is stopped, pending investigation. All citizens will be contacted within ten (10) business days of the complaint to review the progress of the complaint investigation.
If a debtor notifies EOS CCA in writing that he/she disputes the entire balance due, we will obtain proof of the debt, forward the proof to the debtor, and not contact the debtor again until time for receipt and review of the proof has elapsed. If only a portion of the balance due is disputed, we will continue collection efforts on the undisputed balance while investigating the disputed portion of the debt.

All interaction among the debtor, the Comptroller’s Office, and EOS CCA is completely documented, electronically filed as a permanent record, and made available to the client immediately upon request. 

Our complaint handling procedure is an integrated system of notification, investigation, and resolution of the issue at hand. The highlights of the procedure call for:

· Compiling and Verifying Information. If a verbal complaint is received, the responsible supervisor immediately gets involved to determine the nature of the complaint, to collect all documentation and statements from the people involved, and to initiate a full investigation. If a written complaint is received, it is forwarded to our Director of Compliance and Risk Management, who will, in turn, begin a full investigation.

· Investigation. The investigative phase involves obtaining all pertinent information. EOS CCA will contact the offended party to obtain exact details about the offense and to communicate how seriously EOS CCA views the matter. All facts will be reviewed to determine an appropriate course of action by our Director of Compliance and Risk Management.

· Resolution

1. Documentation in the complaint log of all complaints, investigation results, and actions taken.

2. The Comptroller’s Office will be contacted with proposed course of action

3. The collector will be subject to disciplinary action, including termination, if warranted.

4. Once the resolution is approved by our client, appropriate correspondence/contact will be made with the debtor to advise him or her of the action taken and to provide an apology, if necessary. The initial contact with the debtor upon complaint resolution is handled by the appropriate manager or supervisor.

We will provide to the Comptroller, upon request, a detailed record of complaints. The report will contain the debtor’s name, account number, date of complaint, nature of the complaint, whether the complaint was verbal or written, and the resolution.
More than one complaint pertaining to a collector results in review of that collector by management. Any employee receiving two complaints in a 90-day period (related to the FDCPA) is required to go through FDCPA retraining and retesting. Any employee who receives four complaints in any 12-month period is released from employment. Complaints are defined as “probable” FDCPA infractions.

EOS CCA will work with the Comptroller’s Office with investigating all debtor complaints to determine the validity and underlying cause of those complaints. 

EOS CCA agrees to:

· provide all case and telephone records requested in the course of investigating any debtor complaint;

· work toward agreement on process change requests if the Comptroller finds a valid complaint resulted from EOS CCA actions

EOS CCA embraces the knowledge that a consumer never loses the right to dispute a debt. 
Multiple Languages 

EOS CCA prides itself on the diversity of its staff and its ability to serve those whose primary language is something other than English.

To ensure superior service and to ensure that all of your debtors can speak with someone in their primary language, EOS CCA employees collection specialists that are bi-lingual or multi-lingual. Languages spoken by our collectors include, but are not limited to:

· Spanish

· Portuguese

· Russian

· Hindi/Punjabi

· French

· Thai

· Haitian Creole

· Korean

We will use the language indicator provided by the Comptroller’s Office and will assign accounts accordingly. This will allow for a seamless collection effort and will provide the debtor with immediate action on the debtor’s account; there will not be a delay in transferring their inbound call to a bilingual collector. EOS CCA’s experience has been that issues are resolved and recoveries made more quickly when our collection specialists speak the same language as your debtors.

Background Checks

EOS CCA agrees to require that all current and new employees, agents, or representatives, hired to work on the assigned accounts have a Federal and State criminal background check. 
EOS CCA uses InfoMart, based in Atlanta, Georgia, to perform background checks on employees. InfoMart is one of the premier applicant-screening companies in the United States. InfoMart is also a woman-owned business.

Maximizing Recoveries

EOS CCA works all accounts and all balances aggressively. We stress number of files worked and quality of that work to produce necessary recoveries and to reach collection goals. The following work standards will be used for this contract and modified as needed to match specific requirements of the Comptroller and to attain required performance standards.
· Six-day work week and full coverage during “Prime Time” hours, including Saturdays and evenings

· Account allocation for optimal collection representative workload and effectiveness of liquidation

· Frequent live phone contact and automated correspondence

· Low collector-to-supervisor ratio, frequent phone monitoring, and auditing of collectors

· Separation of your accounts from other client accounts

· Automated and tailored reports to allow monitoring of contract performance

· Skip tracing databases for high-speed, reliable searching and locating

· Use of auto-dialer to maximize contacts

· Proven talk-off procedures to counter objections to repayment

· Availability of bi-lingual collectors (English and Spanish, as well as other languages)
Reporting Capabilities

EOS CCA will create and provide any required customized reports and provide standard monthly reports at any frequency and in any medium to the Comptroller’s Office. 

Using the Ontario FACS collection system, our IT staff can program reports based on any number of criteria, using fields and customized windows with in FACS. Generally, the IT department will develop programming to complete customized reports within five (5) business days.

EOS CCA will offer the Comptroller’s Office real-time reporting through an Ontario FACS integrated SQL product, which provides unlimited advanced real-time reporting. Information can be downloaded to Microsoft Excel, Microsoft Access, or several other software programs to create detailed statistical reports.
Our IT department has created custom reporting for several of our large clients including the Massachusetts DOR and Sallie Mae Corporation. These inbound and outbound reports have been formatted to meet the needs of each agencies software and systems. Examples of these reports include: 

· Daily Cash Reconciliation - Outbound - Custom Reconciliation report on Client Template

· Daily Statement – Outbound PDF of Blue and White daily statement

· Daily Remit File – Outbound – Custom Remittance report on Client Template

· Monthly Cash Reconciliation – Outbound – Custom reconciliation report for previous month on Client Template

· Recoveries Detail Record – Daily - Outbound File – Payment File to both clients of present day’s collections

· Balance Adjustment Acknowledgement – Daily - Outbound File - Acknowledgement of transactions in the inbound Balance Adjustment File

· Response Detail Record – Daily - Outbound File - includes response to any Placement transaction or update transaction.

· Return Detail Records – Daily - Outbound - file acknowledges recalls that came over in Inbound "Update Detail Record"

· Reply Detail Records – Daily - Outbound - file acknowledges acceptance or rejection of placements, suspension, or reactivation.

· Request Detail Record – Daily - Outbound - File records request to keep an account in response to warning records from update file.

· Debtor / Employer Demographic Update Detail – Daily - Outbound - Demographic update file for Debtor

· Reference Demographic Detail Record – Daily - Outbound - Demographic update file for References

· File acknowledgement Detail – Daily - Outbound acknowledgment of files received

With EOS CCA, the Comptroller’s Office will receive the same high-level reporting they require.

Standard Monthly Reports

EOS CCA has over 200 ad-hoc reports available to our clients. Any of these reports can be provided to the Comptroller’s Office as requested or required. Reports can be produced and submitted on a predetermined schedule or they can be provided on demand. 

As described in later in the tab with the overview of our IT systems, many of our ad-hoc reports are available with easy point and click access with EOS CCA’s FACSWeb client access. 



	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:
	Collecto Inc., d/b/a EOS CCA

	Name of Proposed SAAG: 
	Gerald Shulman

	Name of Firm: 
	Law Office of Gerald Shulman

	Address: 
	591 North Ave, Door 2, Wakefield, MA  01880

	Telephone/Fax: 
	781-245-3001

	E-Mail: 
	geraldshulman.esquire@yahoo.com 

	Qualifications for Appointment:
	Mr. Shulman has been providing legal services for the Commonwealth’s Entities since 1996.

	Financial Terms of the Bidder's agreement relative to legal services with the proposed (SAAG).
	Mr. Shulman’s fees are 15% of dollars collected.



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

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:
	Collecto Inc., d/b/a EOS CCA

	Name of Proposed SAAG: 
	Carl Brugnoli

	Name of Firm: 
	Law Office of Carl Brugnoli

	Address: 
	P. O. Box 320530, Boston, MA  02132

	Telephone/Fax: 
	866-288-1902

	E-Mail: 
	Carl_Brugnoli@hotmail.com

	Qualifications for Appointment:
	Mr. Brugnoli has been providing services for the Commonwealth’s Entities since 2009

	Financial Terms of the Bidder's agreement relative to legal services with the proposed (SAAG).
	Mr. Brugnoli’s fees are 15% of dollars collected.



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

THE FOLLOWING COSTS HAVE BEEN UPDATED AFTER A 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.
	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 12-2013
	19.50%
	15.50%
	19.50%
	15.50%

	Fiscal Year 2014
	19.50%
	15.50%
	19.50%
	15.50%

	Fiscal Year 2015
	19.50%
	15.50%
	19.50%
	15.50%

	SECONDARY REFERRALS
	
	
	
	

	Fiscal Year 12-2013
	19.50%
	15.50%
	19.50%
	15.50%

	Fiscal Year 2014
	19.50%
	15.50%
	19.50%
	15.50%

	Fiscal Year 2015
	19.50%
	15.50%
	19.50%
	15.50%


	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 12-2013
	24.00%
	23.00%
	24.00%
	23.00%

	Fiscal Year 2014
	24.00%
	23.00%
	24.00%
	23.00%

	Fiscal Year 2015
	24.00%
	23.00%
	24.00%
	23.00%

	SECONDARY REFERRALS
	
	
	
	

	Fiscal Year 12-2013
	24.00%
	23.00%
	24.00%
	23.00%

	Fiscal Year 2014
	24.00%
	23.00%
	24.00%
	23.00%

	Fiscal Year 2015
	24.00%
	23.00%
	24.00%
	23.00%


	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:  EOS CCA believes we have offered the a competitive and comprehensive pricing option. We remain committed in providing the Commonwealth, Eligible Entities and debtors with the most cost effect pricing available.




Bidder Name:  Collecto, Inc. d/b/a EOS CCA
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