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COMMONWEALTH OF MASSACHUSETTS

RESPONSE SUBMITTED FOR THE

REQUEST FOR RESPONSES (RFR)

STATEWIDE CONTRACT
DEBT COLLECTION SERVICES 
RFR # PRF55DesignatedOSC
BIDDER NAME: Delta Management Associates, Inc.
INSTRUCTIONS: 

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

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

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

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

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

Submission of Responses 

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

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

BIDDER AUTHORIZED CONTACT, INTRODUCTION AND CERTIFICATIONS

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

	Bidder Name: Delta Management Associates, Inc.
Mailing Address: 100 Everett Avenue, Suite 6, P.O. Box 9191, Chelsea, MA 02150
Authorized Representative/RFR Contact Name: Christopher A. Riordan, Senior Vice President
Telephone: (800) 688-6337
Email Address: chris@delta-mgt.com
Fax: (617) 884-8670

	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:

Delta Management Associates, Inc. (Delta) proposes to provide the Commonwealth Massachusetts Office of the Comptroller (CTR) with collection services for outstanding non-tax revenue, including fines, fees, licenses, permits, interest income, assessments, third-party payments and other types of receivable as assigned by CTR. Since 1986, Delta has provided comprehensive collection solutions to more than 170 government and higher education clients nationwide, including the Commonwealth of Massachusetts. In addition, Delta serves as a government contractor for the U.S. Department of Education, attained a master service agreement for the Rhode Island Department of Administration and provides services to the Connecticut State University System.
As a current contractor for CTR, Delta has an in-depth understanding of the requirements of the Statewide Contract and the work to be performed. Delta commits to continue providing CTR with the outstanding collection services and recoveries currently realized by CTR into the next contract term. Moreover, because of the existing relationship between Delta and CTR there will be minimal, if any, start-up time to implement the new contract and little resources and support required from CTR.

Corporate Overview and Qualifications
Delta was incorporated in February 1986 in the Commonwealth of Massachusetts to specialize in the collection of delinquent student loans and student accounts receivable. With more than 26 years of experience, Delta manages recovery solutions and default prevention for governmental receivables, institutional loans, tuition accounts, miscellaneous accounts receivable, Federal Perkins Loans/National Direct Student Loans (NDSL), Health Professions Student Loans (HPSL) and Nursing Student Loans.
Headquartered in Chelsea, Massachusetts, Delta provides collection services from centers of excellence – located in Chelsea, Massachusetts, Bedford, New Hampshire and Dover, New Hampshire – staffed by more than 250 collection professionals.
Established with a vision to provide comprehensive solutions to student loan and consumer credit providers in the New England area, Delta has grown to serve more than 170 clients nationwide.
Delta offers specialized attention that you will not find with many of the larger collection companies, especially one located less four miles from CTR’s offices. Maintaining a primary focus on the governmental and higher education industries, including accounts receivable for the Massachusetts Department of Revenue, Massachusetts Department of Environmental Protection and Massachusetts Registry of Motor Vehicles, 98% of Delta’s collection portfolio consists of governmental accounts receivable, student loans and student accounts receivable.

Delta’s experience, knowledge and expertise, in conjunction with our proven collection strategy, enable Delta to provide CTR with a comprehensive collection solution, including detailed portfolio analysis, outstanding customer service and a targeted approach designed to provide the greatest return to CTR. Moreover, Delta boasts an ethical, debtor-friendly approach to providing collection services that has resulted in one of the lowest complaint ratios in the industry during our 26 years of operation. We offer our exceptional recoveries and quality service to both you and your debtors.

Delta enters every client partnership with the goal of providing exceptional results and quality service to both the client and its debtors. This focus has resulted in Delta consistent ranking among clients’ top performers and client relationships that span more than 26 years. Backed by the financial stability, technology, processes and human resources necessary to ensure success, Delta commits to not only meet, but exceed, CTR’s expectations.
· Delta’s collection associates participate in client-specific training modules, as well as comprehensive training for the first 90 days and ongoing training and refresher courses. Delta’s employees are extensively trained concerning the legal requirements to safeguard debtor data, including the Fair Debt Collection Practices Act (FDCPA), Privacy Act of 1974, Family Educational Rights and Privacy Act (FERPA), Internal Revenue Service (IRS) Taxpayer Information Safeguard Procedures and Gramm-Leach-Bliley Act (GLBA).
· Collection associates are trained to meet the highest level of professional standards, including collection and telephone call techniques, documentation of calls, skip tracing, due diligence, and various federal and state regulations applicable to the credit and collections industry.
· Delta believes in constantly educating our employees. Collection associates attend training seminars through ACA International and the New England Collectors Association (NECA). Supervisors and managers attend training through Fred Pryor.
· Delta is a participating member of many national and regional professional associations within the credit and collection industry.
· Delta’s information security program is designed to maintain the security of confidential information concerning CTR and your debtors. The security plan is designed to ensure Delta complies with all of our clients’ security policies, as well as applicable federal, state and local rules and regulations.

Corporate Resources

Delta’s experience, knowledge and expertise, in conjunction with our proven collection strategy, enable Delta to provide CTR with a comprehensive collection solution, including detailed portfolio analysis, outstanding customer service and a targeted approach designed to provide the greatest return to CTR. Delta possesses the necessary human resources, technology and processes to ensure we exceed CTR’s expectations. Our goal is to provide CTR with exceptional recoveries of its outstanding accounts receivable.
· Experienced Staff. Delta has more than 26 years of experience providing recovery solutions and default management to the governmental and higher education industries. Delta’s tenured senior management team has more than 250 years of combined industry experience and an average tenure of 20 years. In addition to rigorous training of our collection associates, Delta strives to hire individuals who already have a significant background in the collections industry.
· Robust Technology. Delta’s highly flexible and user-friendly account management and recovery system provides the ability to instantly customize collection associate screens to meet client requirements and regulations. In addition, Delta’s graphical user interface (GUI), client server-based software provides a secure, flexible and simple solution for any of CTR’s student loan and accounts receivable management needs. Delta utilizes a state-of-the-art cloud-based dialer technology with the flexibility necessary to allow Delta to increase client portfolio penetration and collection associate efficiency.
· Superior Reporting Capabilities. Delta offers clients a comprehensive reporting package, as well as Web-based reporting capabilities with a user-friendly GUI that allows Delta and our clients to define a structured query language (SQL) inquiry using the account management and recovery system database to create customized reports.
· Project Management. Delta’s primary goal is to exceed the expectations of our clients, and we are proud of our ability to respond quickly and effectively to our clients’ needs. To ensure that clients receive the highest level of service, Delta’s Client Services department establishes and maintains a high level of communication with clients, which allows Delta to have a full understanding of their needs. Regular communication helps Delta identify potential problems early and affect solutions promptly.

	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: 

Not applicable. Delta does not seek to apply any additional terms or conditions to the existing Commonwealth contract. Moreover, Delta does not take any exception or deviation to the terms and conditions of the Commonwealth contract.

	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) Not applicable. Delta has not been in bankruptcy or any similar proceedings within the past five years relating to Delta, any officer, director, partner or member of Delta, any affiliate or any related entity.
b) Delta is proud of its ethical, debtor-friendly approach to providing collection services that has resulted in one of the lowest complaint ratios in the industry. Our exceptional recoveries and quality service to CTR are goals that we constantly strive to maintain. Like all third-party collection agencies, Delta is involved in consumer-initiated litigation from time to time. None of these past or pending legal matters have a material adverse effect on Delta’s ability to provide CTR with collection services and will not affect Delta’s performance under a contract with CTR. Included below is a summary of Delta’s pending legal matters.
· Rubens Rejoui vs. Delta Management Associates, Inc.
Docket No.: 1:11-CV-11521-RGS
Court: USDC-MA
State: Massachusetts

· Toneisha Bosley vs. Delta Management Associates, Inc.
Docket No.: CV-2011-?
Court: Circuit Court Covington County
State: Alabama

· Carrie Denaway vs. Delta Management Associates, Inc.
Docket No.: N/A
Court: District Court
State: Michigan

· Frank Puna vs. Delta Management Associates, Inc.
Docket No.: N/A
Court: N/A
State: North Carolina

c) Not applicable. Delta has not been party to any actions within the past five years that have resulted in revocation or suspension of any permit or authority to do business in any jurisdiction relating to Delta, any officer, director, partner or member of Delta, any affiliate or any related entity.
d) Not applicable. Delta has not been party to any actions within the last five years that have resulted in the barring from public bidding relating to Delta, an officer, director, partner or member of Delta, any affiliate or any related entity.
e) Not applicable. Delta has not defaulted or been deemed to be noncompliant with any contractual obligations.
f) Not applicable. There are no present facts known to Delta that might reasonably be expected to affect adversely Delta’s 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: Christopher A. Riordan, Senior Vice President
Date: 10/22/12


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



	B-1.  

a) State whether the firm is local, national, or international. 
b) State your Commonwealth Vendor/Customer number’ (if known):  VC                   .
c) State the location of the office(s) from which the work is to be managed and the location from which the work will be performed.
d) Identify what level of in-state presence the Bidder will have in Massachusetts.  It is preferred that Contractors have an in state presence, with a local collection office as opposed to a registered agent location.  
e) Bidders will be required to describe its capabilities to pursue collections (including legal services): within the Commonwealth of Massachusetts and outside the Commonwealth of Massachusetts.


	ANSWER:

a) Delta is a national organization with local presence (corporate headquarters) in Chelsea, MA.
b) 0429058130008
c) Delta will manage and perform collection services for CTR from our centers of excellence located in Chelsea, MA and Dover, NH. Delta employs a champion-challenger model between offices. This encourages our collection associates to work hard to outperform their counterparts and results in increased recoveries for our clients.
d) Delta’s corporate headquarters are located at 100 Everett Avenue, Suite 6 in Chelsea, Massachusetts less than four miles from CTR’s offices. A portion of this project for CTR will be managed and performed from this center of excellence. Delta is committed to supporting the local economy in Chelsea and employs 111 individuals at the local service center.
Delta commits to provide CTR with dedicated office space for onsite visits and audits at the Chelsea center. CTR will have unrestricted access to and use of this office space, which will be located in the vicinity of CTR collection teams to allow for collection associate monitoring.
e) Delta is fully bonded and licensed in all states where applicable. We are authorized to perform collection services in all 50 states, the U.S. Virgin Islands, Guam and Puerto Rico. Delta currently performs collection services for clients nationwide that have debtors located in all 50 states. In addition, Delta utilizes Michael Riordan, Esq., located in Revere, Massachusetts, for all legal work within the Commonwealth. In the event that litigation must take place in other states, Delta will utilize services from the ACA International Member Attorney Program to identify attorneys licensed to practice in those states. Delta will not contract with an attorney without the prior approval of CTR. Delta’s account management and recovery system has an automated legal management program that tracks all legal accounts from assignment through judgment.

	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) Delta has more than 26 years of experience providing collection solutions to clients nationwide, including more than 18 years of experience providing collection solutions to federal, state and local government entities. Moreover, Delta has provided collection services to CTR under the Statewide Contract for more than 14 years. Delta’s national collection capabilities, local presence and experience with CTR, coupled with the financial stability, technology, processes and human resources necessary to ensure success, guarantees Delta can provide CTR with the service and results desired.
b) During the past 26 years, Delta has provided collection solutions to various federal and state governmental agencies. Delta’s current clients include:

· American Student Assistance Corporation (f/k/a Massachusetts Higher Education Assistance Corporation),
· Cape Cod Community College,
· Massachusetts Bay Transportation Authority,
· Massachusetts Board of Higher Education,
· Massachusetts Department of Environmental Protection,
· Massachusetts Office of the Comptroller,
· Massachusetts Registry of Motor Vehicles,
· Massachusetts Department of Revenue,
· Massachusetts Department of Transportation,
· Northern Essex Community College,
· Salem State College,
· UMass Lowell,
· UMass Medical, and
· Worcester State College,
Delta has been providing services to CTR since 2001 under the Statewide Contract.
c) Delta’s Government Collection Division has been providing collection services to federal, state and local government entities for more than 18 years, including the Commonwealth of Massachusetts, Connecticut State University System and the U.S. Department of Education (ED). Delta has extensive experience collecting debt within the public sector, including:
· Tax-related debt;
· Motor vehicle license fees, fines and tickets;
· Environmental fines;
· Bus, subway, commuter rail and ferry fares, fines and parking tickets; and\

· Various state fines and judgments.
Delta’s Higher Education Division offers professionally trained individuals who recover all types of debt for the higher education industry, including Federal Perkins Loans/NDSL, HPSL, Nursing Student Loans, institutional loans, tuition accounts and miscellaneous accounts receivable. Delta has provided collection solutions to the following state agencies:
· Massachusetts Board of Higher Education,
· Rhode Island Higher Education Assistance Authority,
· New Hampshire Higher Education Assistance Foundation,
· North Carolina State Education Assistance Authority,
· Vermont Student Assistance Corporation, and
· American Student Assistance.
d) Delta is fully bonded and licensed in all states where applicable. We are authorized to perform collection services in all 50 states, the U.S. Virgin Islands, Guam and Puerto Rico. Delta currently performs collection services for clients nationwide that have debtors located in all 50 states. In addition, Delta utilizes Michael Riordan, Esq., located in Revere, Massachusetts, for all legal work within the Commonwealth. In the event that litigation must take place in other states, Delta will utilize services from the ACA International Member Attorney Program to identify attorneys licensed to practice in those states. Delta will not contract with an attorney without the prior approval of CTR. Delta’s account management and recovery system has an automated legal management program that tracks all legal accounts from assignment through judgment.
For each collection project, a tailored tactical plan is created to best meet the needs of the client’s portfolio. Delta commits to apply best practices learned from our executive team’s past successes with governmental collection projects to effect the greatest outcome for CTR. Delta’s Government Collection Division has been providing collection services to federal, state and local government entities for more than 18 years, including the Commonwealth of Massachusetts, Connecticut State University System and ED. Delta has extensive experience collecting debt within the public sector, including:
· Tax-related debt;
· Motor vehicle license fees, fines and tickets;
· Environmental fines;
· Bus, subway, commuter rail and ferry fares, fines and parking tickets; and\

· Various state fines and judgments.

e) Delta has ample capacity to manage this project for CTR. Delta recently installed a new Linux database server, which is currently sitting at 14% capacity with open expansion bays for additional growth, if required. Our phone system is currently 30% to capacity. Delta currently has a database of more than 100,000 accounts with the capacity to manage another 200,000 accounts with our current staff. Moreover, the system has the current capacity to handle in excess of 1 million accounts. There are 250 terminals currently linked to the system, and Delta can easily accommodate an additional 250 terminals.
Delta currently manages a portfolio of 176,613 accounts valued at $892,421,486.
f) Delta has received an average of 13,720 accounts valued at $54,844,777 per month during the past five years.
g) During the past five years, Delta’s clients have assigned 823,193 accounts valued at $3,290,686,624. Accounts placed with Delta include tax-related debt; motor vehicle license fees, fines and tickets; environmental fines; bus, subway, commuter rail and ferry fares, fines and parking tickets; various state fines and judgments; and Federal Perkins Loans/NDSL, HPSL, Nursing Student Loans, institutional loans, tuition accounts, miscellaneous accounts receivable, private credit and the Federal Family Education Loan Program (FFELP).
Delta provides collection solutions for primary, secondary and tertiary placements. The average age of accounts managed by Delta ranges from 3.5 to 4 years. On average, Delta closes and returns an account without payment activity for six consecutive months.

Delta’s average recovery rate for all types of accounts is 15.1%. Delta will provide CTR with a breakdown of account recovery by account and placement type upon request.

h) Current CTR Contractor

Delta has more than 14 years of experience with the Statewide Contract. As a current contractor for CTR, Delta has an in-depth understanding of the requirements of the Statewide Contract and the work to be performed. Delta commits to continue providing CTR with the outstanding collection services and recoveries currently realized by CTR into the next contract term. Moreover, because of the existing relationship between Delta and CTR there will be minimal, if any, start-up time to implement the new contract and little resources and support required from CTR.

Complaint Ratio

Delta boasts an ethical, debtor-friendly approach to providing collection services that has resulted in one of the lowest complaint ratios in the industry during our 26 years of operation. In addition, Delta is the only private collection agency, out of 23, under contract with ED that has had zero complaints with the local Better Business Bureau (BBB) during the past three years.

Monthly Business Reviews

Delta commits to establish and participate in monthly business reviews with CTR to discuss monthly reports, ongoing performance and any issues or topics of interest to CTR.

Dedicated CTR Area

Delta commits to provide CTR with dedicated office space for onsite visits and audits. CTR will have unrestricted access to and use of this office space, which will be located in the vicinity of CTR collection teams to allow for collection associate monitoring.

	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) Delta has been providing services to multiple Commonwealth departments simultaneously across the Commonwealth, as well as other entities, for more than 14 years. Delta will continue to dedicate the resources necessary for the successful management of collection services for the Statewide Contract with CTR.
In addition to established processes and the financial, technical and human resources required to guarantee the success of this project, Delta has ample capacity to manage this project for CTR. Delta recently installed a new Linux database server, which is currently sitting at 14% capacity with open expansion bays for additional growth, if required. Our phone system is currently 30% to capacity. Unrestricted capacity enables Delta to accommodate client portfolios of the scale of this project for CTR. With our current capacity, no expansion project will be required to accommodate this project.
Delta’s business plan is designed around a 15% compound annual growth rate (CAGR) with expansion into private credit and Cohort management solutions. To support the needs of our rapidly growing client portfolio, Delta recently opened a third center of excellence in Dover, New Hampshire with the capacity for an additional 300 recovery professionals.
b) Delta certifies that all accounts placed by CTR will receive the full range of collection efforts equitably based upon type of account, age of account and dollar amount without giving preference to certain types of accounts. Delta promptly undertakes the collection of all accounts, regardless of age, balance or score at the time of placement. Each account is approached with a comprehensive collection strategy designed using the best practices necessary for a successful outcome. Delta tailors this collection process to ensure the success of each project by developing work standards that best serve the needs of the client’s portfolio.
c) Delta categorizes accounts and determines collectability based on a variety of factors, including account scoring based on Delta’s proprietary analytics platform, account demographics, account balance and client-specific information. Delta utilizes this information to identify the debtor’s propensity to pay and to assist in determining the appropriate strategies that should be utilized in the pursuit of payment.
Delta utilizes a front line/back line collection strategy, where front line collection associates are those individuals most adept in procuring payment-in-full or a compromise settlement within the first 90 days and back line collection associates are those individuals most proficient in establishing reasonable and affordable income-based repayment options with the debtor. Delta segments accounts based on score and routes them to the right collection associate to ensure the most effective collection approach.
Accounts with a low probability of contact and debtors with low scores, thus a lower propensity to resolve the account, are routed and worked through Delta’s predictive dialer and interactive voice response (IVR) system to establish contact with the debtor and effect payment.
Delta determines the success of our account segmentation and scoring strategies based on the payments received from debtors. Delta’s analytics team continuously evaluates historical account data to pinpoint common factors among debtors resolving their outstanding balances. This allows Delta to identify possible indicators of a debtor’s propensity to pay and adjust our scoring and segmentation strategy accordingly.

Delta recommends even distribution of accounts among the selected agencies after contract implementation. After the initial phase of the contract, Delta recommends a performance-based placement structure. CTR would conduct periodic performance reviews and use these reviews to distribute a greater percentage of accounts to the most competitive agency.
d) Delta does not seek to perform services exclusively for municipalities and local governments under this Statewide Contract. Delta is interested in providing collection solutions to all eligible entities under this contract with CTR.
e) Delta’s Government Collection Division has been providing collection services to federal, state and local government entities for more than 18 years, including the Commonwealth of Massachusetts, Connecticut State University System and ED. Delta has extensive experience collecting debt within the public sector, including:
· Tax-related debt;
· Motor vehicle license fees, fines and tickets;
· Environmental fines;
· Bus, subway, commuter rail and ferry fares, fines and parking tickets; and\

· Various state fines and judgments.
Delta’s Higher Education Division offers professionally trained individuals who recover all types of debt for the higher education industry, including Federal Perkins Loans/NDSL, HPSL, Nursing Student Loans, institutional loans, tuition accounts and miscellaneous accounts receivable. Delta has provided collection solutions to the following state agencies:
· Massachusetts Board of Higher Education,
· Rhode Island Higher Education Assistance Authority,
· New Hampshire Higher Education Assistance Foundation,
· North Carolina State Education Assistance Authority,
· Vermont Student Assistance Corporation, and
· American Student Assistance.

	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) Massachusetts Division of Banks Rating

The Massachusetts Division of Banks utilizes a tiered rating system to provide a meaningful assessment of the compliance posture of licensees. Ratings are assigned using a scale of 1 to 5 in ascending order of concern, with 1 representing the highest rating and 5 representing the lowest level of compliance. In assigning a rating, the Division takes into consideration a multitude of factors, including the nature and extent of compliance achievement, commitment of management to compliance and the licensee’s ability and willingness to take necessary steps to ensure compliance. In addition, the Division considers other factors such as operating systems, internal procedures, controls and audit activities designed to ensure compliance.

As a result of our most recent examination/inspection on April 17, 2012, Delta was assigned a compliance rating of 1. This rating indicates Delta exhibits a strong compliance position. The Division indicates the following about Delta in the rating:

· An effective compliance program, including an efficient internal system, has been established.

· Changes in consumer protection statutes, regulations and administrative bulletins are promptly reflected in Delta’s policies, procedures and training for employees.

· There is no evidence of reimbursable violations or practices resulting in repeat violations.

Federal Information Security Management Act Compliance

Delta was granted an Authorization to Operate (ATO) by ED for its debt collection system, a system used to collect student loans on behalf of the Office of Federal Student Aid (FSA). The ATO was originally issued October 22, 2009 based on Delta’s system ability to meet the stringent requirements of the Federal Information Security Management Act (FISMA) Certification and Accreditation (C&A) process.

Each year, Delta must review and update its information security policies and procedures, which include access controls, system and network controls, audit and monitoring capabilities, configuration management, physical and environmental controls, disaster recovery, and business. Delta must then either perform an annual self-assessment and report findings to ED or have an external assessment every three years of the controls performed and validated to re-certify the collection system.

Delta’s systems comply with FIPS-200 and the National Institute of Standards and Technology (NIST) general system controls catalog SP800-53 “Recommended Security Controls for Federal Information Systems and Organizations.” Through the formal assessment of Delta’s account management and recovery system, Delta successfully demonstrated effective implementation of the required management, operational and technical controls.
Payment Card Industry Data Security Standards Compliance

Through established compliance security metrics, Delta performs automatic quarterly tests, including perimeter testing, which is a thorough security evaluation of Delta’s network perimeter. The most recent test was performed August 2012 and included foot printing or profiling, followed by a complete vulnerability assessment.

Once the assessment is completed, all remote access vulnerabilities are manually applied to attempt penetration of Delta’s perimeter. A report is provided documenting the penetration efforts and any recommendations for improving external network security. The information security officer (ISO) and information technology (IT) manager review each report for findings. Delta’s technical safeguards include any technology and/or processes used to ensure the systems, network, equipment and/or services (as applicable) are being maintained or used in compliance with security policies and standards.

Delta’s account management system incorporates user-level, application-level and window-level security, controlled by passwords assigned by the ISO and IT manager. All users must be authorized. Once authorized, individual users can access only specific windows and perform only specific tasks in those windows they are authorized to access, thereby preventing unauthorized access into (or activity on) any account. Individual users can only access specific applications on Delta’s network.

Delta is committed to minimizing the risk of accidental (e.g., natural disaster) or unauthorized (e.g., criminal) disclosure, modification or destruction of data as a result of hardware error, software error, human error, or any malfeasance, misfeasance, negligence or combination of these. Delta is further committed to providing extensive security for all information provided by our clients. Delta maintains security on all data, including backup systems, in the event of system failure due to natural disaster or otherwise. All data is stored and maintained at Delta’s Chelsea, Massachusetts center of excellence, as well as at an off-site secured location. 

Delta uses a dual backup methodology. All of our direct access storage devices are redundant. Delta maintains a complete backup of live data, in addition to a complete backup each night to an 80 GB dual life tape. Daily tapes are archived for a week, weekly tapes are archived for a month, and monthly tapes are archived for a year. Yearly tapes are archived indefinitely. Delta has implemented several measures to ensure the security of our clients' data. Delta’s computer department is locked and only accessible by Delta’s executive management and computer department associates. All user access to the computer system is protected by a multi-tier security password scheme. 

Delta employees and clients are required to negotiate two levels of passwords before being allowed into the computer system. Each user is only allowed to access predetermined menus and screens. Delta employees are assigned their own password. Delta’s employees are required to select a new password every three months, at a minimum. Delta’s executive management and computer staff are required to change their password every 30 days.
Professional Associations

Delta is a participating member of many national and regional professional associations within the credit and collections industry. Participation in these industry associations promotes Delta’s ability to remain current on federal and state regulations and industry standards. These associations closely monitor legislation, which may affect state and federal laws regulating student loan collections and/or the collection industry as a whole. When there is a change or modification, Delta is immediately receives a notification and takes the appropriate action to communicate the change to Delta’s management team and collection associates and to provide any necessary training. The following tables provide details concerning Delta’s participation in national and regional associations.

National Associations
· ACA International
· Association of Private Sector Colleges and Universities (APSCU)
· Coalition of Higher Education Assistance Organizations (COHEAO)
· Healthcare Financial Management Association (HFMA)
· National Association of Colleges and University Business Officers (NACUBO)
· National Association of Student Financial Aid Administrators (NASFAA)
· National Council for Higher Education Loan Resources (NCHER)
· Professional Development Group (PDG)

Regional Associations

· Colorado Association of Administrators of Student Loans and Accounts (CAASLAR)
· Education Accounts Receivable Management Association (EARMA)
· Minnesota Collections Network
· PacWest SFS
· New England Adjustment Manager Association (NEAMA)
· NECA
· New York State Organization of Bursars and Business Administration (NYSOBBA)
In addition to professional association memberships, Delta is a participating non-member of a variety of national and regional associations. Our team members attend conferences and participate in workshops and meetings held by the following professional associations:

· Eastern Association of Student Financial Aid Administrators (EASFAA)

· Higher Education Accounts Receivable Organization (H.E.A.R.O)

· Michigan Association of Student Financial Services Administrators (MASFSA)

· Massachusetts Association of Student Financial Aid Administrators (MASFAA)

· Maine Association of Student Financial Aid Administrators (MASFAA)

· Texas BUC$
b) Security, Confidentiality and Compliance with Laws

Delta employees receive extensive training concerning the legal requirements to safeguard debtor data, including the FDCPA, Privacy Act of 1974, Telephone Consumer Protection Act (TCPA), IRS Taxpayer information Safeguard Procedures, GLBA and Payment Card Industry Data Security Standards (PCI DSS), as well as all other applicable federal and state regulations.

Delta’s privacy policy requires all employees to safeguard the confidentiality of debtor information in accordance with the standards set forth by the GLBA and the FDCPA. Specifically, Delta and its employees are prohibited from disclosure or reuse of information secured on a debtor to nonaffiliated third parties.

Delta’s information security program is designed to maintain the security of confidential information about CTR and debtors. Delta’s security plan is designed to ensure that Delta complies with all of our clients’ security policies, as well as all applicable federal, state and local rules and regulations. Delta’s security plan includes the regular testing of the following areas:

· Internal Office Security: Delta’s service centers are checked at the beginning and end of each business day to confirm all doors and windows are closed and locked. Our accounting and computer areas are checked to confirm the offices are locked and secure.
· Computer Information Security: Delta’s computer server and all networked computers are routinely upgraded with anti-virus protection. We also regularly test our system for unauthorized internal and external access.
· Personnel: Delta performs background checks on all employees prior to hire to verify they have not defaulted on a student loan.
· Disaster Recovery: Delta maintains security on all data, including backup systems, in the event of system failure due to natural disaster.
· Physical Safeguards: Physical access controls have been established to ensure the appropriate protection, retention and destruction of CTR and debtor information. These safeguards include locked doors, computer passwords, keycard access, etc.
· Administrative Safeguards: Policies have been established to limit CTR and debtor information to those employees with an actual need to know. In addition, these safeguards include policies for storage and destruction, and employee-signed agreements regarding the confidentiality of information.

Delta continually reviews and updates all regulations and certifications via ACA International. It is our belief that by keeping our collection associates abreast of the regulations and guidelines that ACA International and FDCPA require, Delta can minimize complaints and ensure our focus on the recoveries for CTR.
Privacy Policies and Procedures

Delta's privacy policies were developed to specifically comply with the FDCPA, GLBA, FERPA, prescribed federal regulations, and all state and local laws pertaining to the privacy of individuals. Delta maintains compliance with all federal, state and local statues and regulations as each applies to debtor privacy and identity theft. Included below is a list of the primary legislation and regulations to which Delta adheres:

· FERPA

· FDCPA

· GLBA

· Red Flags Rule

· Fair Credit Reporting Act (FCRA)

· FISMA

· Federal Trade Commission (FTC)

· Federal Consumer Protection Bureau Regulations

· IRS Taxpayer Information Safeguard Procedures

· Freedom of Information Act (FOIA)

· Massachusetts Attorney General's Regulations

· The Privacy Act of 1974

· The Debt Collections Act of 1981

· Federal Communications Act

· TCPA

· Bankruptcy Code

· All other applicable federal, state and local rules and regulations

Red Flags Rule

In response to the FACT Act and the requirements related to identity theft, Delta established an identity theft prevention program designed to detect and prevent identity theft and provide continued administration of the program in compliance with 16 CFR Part 681.

This program protects debtors and reduces risks related to identity fraud. Potential red flags include:

· Notification and warnings from credit reporting agencies,

· Suspicious documents,

· Suspicious personal identifying information,

· Suspicious covered account activity or unusual account use, and

· Alerts from others.

All detected red flags are reported to Delta’s ISO. The ISO assesses whether there is a reasonable basis to take measures to respond to the red flag using Delta’s sensitive policy and/or our incident policy. Such measures may include, but are not limited to:

· Debtors are required to present original documents. Whenever possible, original documents may be verified with the client.

· For telephone inquiries in which the identity of a debtor cannot be established conclusively, he/she will be required to present original documents in person.

· Information will not be updated or disclosed via email requests.

Additional measures, which may be taken to contain inappropriate use of identifying information, include, but are not limited to:

· Monitoring an account;

· Contacting the debtor to request additional information or to verify the request;

· Changing the passwords, security codes or other security devices that permit access to a debtor’s account;

· Closing an existing account; and/or

· Notifying law enforcement and other actions required under applicable law and regulation.

Internal Quality Controls

A team of seven quality control compliance managers provide a second level of compliance for collection services work standards. These managers perform regular reviews of collection associates’ work to ensure all due diligence efforts are met. To complete the reviews, checklists are built around CTR’s specific work standards and Delta’s general collection strategies. Telephone attempts and generation of collection notices are reviewed to ensure the necessary efforts are being made on accounts. Delta’s ongoing quality assurance practices for monitoring productivity include:

· Call Monitoring: Live and recorded conversations between collection associates and debtors are monitored to ensure the associates are courteous, handle calls according to contract requirements, properly identify themselves and make all disclosures required by the FDCPA and other federal and state collection laws.
· Account Reviews: Account-by-account file reviews of collection associate queues are conducted to ensure contractual and legal compliance and the ability for the average person to understand account notes. Collection associates are audited and graded for completeness in offering all resolution and payment options available to the debtor. Delta also monitors for compliance with federal and state legislative and regulatory guidelines in communication with a debtor. All collection associate files are audited weekly. All collection associates are reviewed to ensure they are working only the accounts assigned to them. Security controls prevent collection associates from browsing into areas of the system housing clients and/or accounts not assigned to them.
· Efficiency Audits: Collection associates are measured on how they manage their collection queue. Collection associates are given ownership of each account distributed into their collection queue, and each collection associate is responsible for the potential revenue of that queue and to realize goals set by Delta and CTR.
· Telephone Report Audits: Delta’s service centers are equipped with a call accounting system that provides information related to the calls made by each collection associate in any given shift. The report lists each call made or received, the beginning and ending time, and the total length of the call. This report is compared to a report regarding worked accounts generated by Delta’s account management and recovery system. The intent of this audit is to ensure collection associates are actually performing the work stated on each debtor record, and that they are working efficiently while establishing repayment options with the debtor.
Physical Security Policy

Delta has established standard security controls, including locks on exterior doors and an alarm system, to secure our assets. Delta makes use of locked doors, keys, keypad and key fob security for the office environment and locked doors with restricted access to key personnel for Delta’s secure information. In addition, Delta provides physical security through the designation of different security zones within the building. Security zones include:

· Public: The office is secured from areas of the building or office that are intended for public access, such as the lobby and other common areas of the building, by locked doors with restricted access. In addition, visitor access is restricted within Delta.
· Company: Access to areas of the building or office that are used only by employees and other persons for official company business, including hallways, private offices, work areas and conference rooms, is controlled by locked doors, with limited access to these areas. Only company personnel and approved/escorted visitors are permitted in these areas.
· Private: Areas such as executive offices, the network room, financial offices and storage areas are restricted to use by certain individuals within the company, including executives and IT personnel, for security and/or safety reasons. Access to these areas is controlled by locked doors with very limited access to these areas, which is logged.

Entrance is only accessible through the use of a combination pad or key fob scanner on every entrance. The combinations on these pads are updated at regular intervals, and key fobs are only assigned to employees. Key fobs are disabled should they be lost or stolen. All visitors must be escorted by an employee at all times and are allowed only in the entrance/waiting areas of Delta. Delta maintains a sign-in log in the entry area, and visitors are required to sign in upon arrival. Visitors are only the allowed a level of access to the company premises appropriate to the reason for their visit.

To ensure the integrity of data, computer screens are positioned where information on the screens cannot be seen by outsiders. Confidential and sensitive information is not displayed on a computer screen where the screen can be viewed by those not authorized to view the information. Users must log off or shut down their workstations when leaving for an extended time period, or at the end of the workday. Network cabling does not run through unsecured areas, unless the cabling is carrying only public data (i.e., extended wiring for an Internet circuit).

To minimize the risk of data loss through loss or theft of company property, systems that are not in use for an extended period of time are disabled or physically moved to a secure area or otherwise secured. In addition, Delta restricts the allowance of mobile devices, which are strictly prohibited on the collection floor.

Systems that store company data are often sensitive electronic devices that can be susceptible to inadvertent damage. To minimize the risk of damage, environmental controls keep the operating environment of company systems within standards specified by the manufacturer. These standards often involve, but are not limited to, temperature and humidity. In addition, proper grounding procedures are followed when opening system cases. This may include use of a grounding wrist strap or other means to ensure that the danger from static electricity is minimized. Strong magnets are also not used in proximity to company systems or media. Except in the case of a fire suppression system, open liquids are not located above company systems. Technicians working on or near company systems are never permitted to use the systems as tables for beverages, and beverages are never placed where they can be spilled onto company systems.

Uninterruptible Power Supplies (UPSs) and/or surge-protectors are required for important systems and encouraged for all systems. These devices carry a warranty that covers the value of the systems if the systems are damaged by a power surge. In addition, Delta maintains a hardwired fire suppression system for all data center areas. Designated employees receive annual training regarding proper use, activation and abort procedures. Data center doors remain free and clear of all debris in order to allow a safe exit for employees and operation of the automated door. Doors are never dead-bolted. The shutoff mechanism for the suppression system is located in area away from fixed equipment.

All employees, temporary employees, contractors, consultants, and other associates are responsible for being aware of Delta’s physical security policy, complying with its requirements and understanding that violation of the policy may result in disciplinary action up to termination of employment (or contract, if a vendor). In addition, individuals (and vendors) are subject to loss of Delta information resources access privileges, as well as civil and criminal prosecution.
Disaster Recovery/Business Recovery Plan

Delta has, and will maintain throughout the term of any contract with CTR, a Disaster Recovery/Business Continuity Plan (DRBC). Delta will use the DRBC to protect the data we currently collect and facilitate recovery from unforeseen natural or manmade disasters. The DRBC’s objective is to allow Delta to survive any disaster without loss of account data and resume full production within four hours.

Delta’s DRBC is a multi-faceted approach designed to respond to a variety of situations that could potentially impede continuous operations of the company. The plan not only involves key components that are vulnerable, but also establishes required timeframes for response and identifies management responsible for the implementation of the plan.

The DRBC procedures are written and detailed in Delta’s plan. We established a recovery team from among the Delta IT and operations staff and our system vendors, and assigned specific recovery duties to each member. The manner in which this team conducts recovery will be no different than Delta’s regular production procedures – the chain of command won't change and neither will the aspects of the network for which each member is responsible. 

Delta has defined how to deal with the loss of various aspects of the network (e.g., databases, servers, switches/routers, communications links, etc.) and specified who arranges for repairs or reconstruction and how the data recovery process occurs. The plan also outlines priorities for recovery:

· What needs to be recovered first?

· What is the communication procedure for the initial respondents?

To complement the plan, Delta created a series of checklists and test procedures to verify everything is back to normal once repairs and data recovery have taken place. 

A key component of the plan is adequate protection to prevent a disaster from occurring. Should an interruption occur, each critical area has a predefined set of steps that, when executed, will bring Delta back to an operational status with minimal down time. The following information is an overview of the actual plan and is presented as a summary in lieu of submitting our entire DRBC plan, which is available for review upon request.

Physical Security

A key component of a DRBC plan is to have sufficient controls in place to eliminate the threat of business interruption. Delta computer operations for CTR’s accounts will be housed in an office physically separated from the main production floor. The office will be accessible only by a swipe-card held only by authorized systems personnel. The Delta security officer is responsible for ensuring compliance with the security plan approved by Delta’s president. To protect the integrity of Delta’s service centers, the following security controls and procedures are in place for building security and data control and computer room/conversion area security, except where specifically noted.

Building Security

The service center will be open only during normal collection hours, with a keypad lock with the combination restricted to systems personnel, collection supervisors and senior management. Violation of the entry will trigger an alarm at the contracted security company, which alerts the police department, as well as the appropriate Delta personnel. The police and Delta manager will respond immediately. 

Data Control and Computer Room/Conversion Area Security

The computer room houses the main data server, predicative dialer and telecommunication equipment. To provide environmental protection, the computer facilities are equipped with smoke, fire, and rate of temperature rise and fall detection equipment, as well as an extinguishing system. 

The computer operator’s office is located near the access door to the computer room. This office is accessible by security code combination and is restricted to the computer operator and information security officer only. Reports are distributed via a secure window pass-through with after-hours lock-down.

Off-site Storage Area(s)

All Delta data backup tapes of data and the operating system are critical to the company’s operations and are stored off-site at a secure facility located in Revere, MA by an authorized computer operator/system administrator in fireproof storage to ensure their availability in the event of a need. Tapes are transported to these off-site locations via locked media containers for which only authorized personnel have keys. 

Interruption Recovery

In the event of a disaster, Delta has a comprehensive plan that provides varying degrees of responses depending on the severity of the interruption. To protect the integrity of all data and facilitate recovery from interruption of all types, the following procedures have been established for Delta to resume full production within minimal downtime but in no case longer than two business days.

Security of Data File Storage, Form Storage, Tape Library and Telephone System

The room housing the tape library, document library and phone system is located within the secured computer office. It has an additional locked door accessible by swipe card held only by authorized systems personnel. All sensitive materials, including software documentation, manuals, handbooks and operating reports, are labeled sensitive and stored in this office. 

Resumption of Business Activity

Delta’s service centers are reciprocal sites and all service centers can become “hot” sites in the case of an interruption impacting any one site. Each site is fully equipped -with computer workstations and telecommunications equipment. In the event the main Delta data center is inoperable, Delta has a partnership with our hardware support vendor, who can provide temporary and permanent replacement equipment to resume call processing. Through agreements with our telecommunications vendor, Delta has the capability to redirect virtual private network (VPN) signaling to the backup facility, thus restoring an operational status. Delta has the capability to immediately resume business functions at a “hot site;” however, we prefer to allow a 4-hour window to appropriately staff the relocated business.

Power Supply (Transformer Vaults and Power Panels)

The Delta data center has a UPS that will allow data managers to retrieve the most up-to-date backup in case of prolonged power supply interruptions. 

Telecommunication, Security and Business System Backup

To facilitate the total recovery of all account activity records and transactions, Delta performs routine backups of all systems to tape. Backups for the collection system occur daily with a tape rotation schedule allowing for reuse after two weeks. Every six months all tapes are replaced with used backup tapes retained at an off-site storage facility. Annually, a full system backup tape is produced for the collection system and stored off-site permanently. All telecommunication equipment is backed up monthly and tapes are stored in a fireproof cabinet. The rotation schedule allows for these tapes to be reused after six months. The telephone system is backed up nightly, and voice mail and security systems are backed up every week and stored in a fireproof cabinet.

Network and Business System Hardware Recovery

Delta’s business systems are maintained on a Linux server. This system is a multiple processor design using mirrored disk technology combined with multiple disk controllers. This technology allows Delta to replace disk drives, system boards and other internal hardware without ever having to bring the system down while creating an ongoing instant and complete mirror backup of all data. Absent a total system failure Delta will not have any data processing down time.

c) Complaint Ratio

Delta boasts an ethical, debtor-friendly approach to providing collection services that has resulted in one of the lowest complaint ratios in the industry during our 26 years of operation. In addition, Delta is the only private collection agency, out of 23, under contract with ED that has had zero complaints with the local Better Business Bureau (BBB) during the past three years.
As described in Section B-4(b) above and B-4(d) below, Delta places great emphasis on safeguarding debtor information, maintaining debtor rights and compliance with applicable rules and regulations, and enforcing strict quality controls. Moreover, Delta uses a problem-solving approach to recovery that works with the debtor to assist him/her in resolving the debt. This approach preserves the debtor’s integrity and encourages the debtor to work with Delta to effect resolution of his/her account.
Complaint Resolution

Delta has a zero tolerance policy for violation of the FDCPA; federal, state and local laws and regulations; and client and company policies and procedures. Delta understands the prompt handling of a complaint often contributes to its easy resolution. Accordingly, Delta has established the following procedures for attending to questions or complaints from debtors (or their representative), clients or government officials.

When Delta receives a verbal or written complaint from a client or debtor, Delta documents the account history, indicating a complaint has been received, the nature of the complaint and when the complaint occurred, and places the account in a complaint status or suspension.

Delta’s senior management team attempts to contact the debtor by telephone to investigate and resolve the complaint. A minimum of two telephone attempts (or messages) is made within two business days of receipt of the complaint. If the telephone attempt(s) result in no contact, Delta sends a letter to the debtor advising the debtor of the attempt to contact him/her by telephone and notifying the debtor the complaint is currently under investigation. The collection associate and the investigating manager document the debtor account history indicating the actions that have been taken to resolve the complaint and/or whether the complaint has been resolved. Collection activities are not resumed until the complaint is resolved.

Delta does not tolerate the use of threats, intimidation or harassment during the collection process. Delta’s senior management team tracks complaints. If a trend or violation is found, senior management associates determine what action is necessary on a case-by-case basis, ranging from employee warnings, reprimands or retraining to termination.

Often, the source of the problem or complaint affects how Delta responds to the issue:

· Inquiries from U.S. Senator’s Office, U.S. Congressional Office, State or Local Government Office: Upon receipt (within 24 hours), Delta will forward these inquiries to CTR and will discontinue collection activity on the account until authorized by CTR to resume collection activity.
· Lawsuits: Within 24 hours after learning of a lawsuit referencing CTR’s account, Delta will forward any supporting documentation to CTR and will also cease collection activity on the account.
· Problems: Delta-identified or debtor problems that have not yet escalated to complaints are internally tracked and corrected as part of our complaint resolution process.

The handling of complaints can be tailored to meet CTR’s requirements, and Delta will work with CTR to develop work standards that best serve the needs of CTR’s portfolio. Where applicable (or as required by CTR), responses to complaints received by Delta will be prepared and forwarded to CTR. When Delta sends complaint information to CTR, either in the notification or resolution of a complaint, inquiry or lawsuit, Delta will include a complete description of the complaint in addition to any supporting documentation. Moreover, in the event of a debtor complaint, Delta will provide CTR with the call recording in an electronic audio format that can be played using the media player available to CTR.

At weekly quality control meetings, problems discovered during phone monitoring and collection associate audits are discussed and resolved. The problem log is monitored daily, and complaint resolution progress is reviewed during the meeting. Collection associate performance is monitored daily, weekly and monthly by Delta’s senior management team.

Delta upholds a strong commitment to compliance and maintaining a low complaint ratio. David Riordan, general counsel and senior vice president of compliance, has direct responsibility for managing all complaints and reports directly to Michael Riordan, Delta’s president and CEO. In addition, Delta proposes monthly meetings (more frequently, if required by CTR) to discuss and manage any debtor complaints.
Client Services

Delta’s Client Services department handles all client account inquiries, including date of placement, payment information, account history, address changes and account status. Client satisfaction is extremely important to Delta, and we will take the time to meet with CTR on an ongoing basis throughout the contract. The frequency of scheduled visits to discuss ongoing performance is based on contractual requirements and, more importantly, CTR’s needs.

Delta is committed to providing CTR with a dedicated point of contact. Our team of highly-skilled and cross-trained client service representatives (CSRs) is available to respond to any CTR inquiry Monday through Thursday from 8:00 a.m. to 8:30 p.m. and Friday from 8:00 a.m. to 5:00 p.m. It is Delta’s policy to immediately return all calls/messages received during regular business hours within an hour, unless otherwise requested by CTR. Delta also maintains an after-hours client services line.

Delta’s primary goal is to exceed the expectations of CTR, and we are proud of our ability to respond quickly and effectively to our clients’ needs. To ensure CTR receives the highest level of service, Delta’s Client Services department has established and maintains a high level of communication with CTR, has allowed Delta to have a full understanding of your needs. Regular communication helps Delta identify potential problems early and affect solutions promptly. Our team of CSRs will ensure Delta maintains this level of communication for the duration of CTR’s contract.

Upon contract implementation, Delta will assign Donna Dingee’ as CTR’s dedicated CSR. Ms. Dingee’ will serve as CTR’s primary advocate and oversee and handle all day-to-day communications with CTR personnel.
d) Training Program

Delta’s training team is committed to ensuring the success of all employees. The team develops comprehensive programs focused on a commitment to the highest ethical and professional standard in the industry. It is essential to Delta’s success that employees are well-trained, productive, efficient and satisfied to their fullest potential to ensure all employees remain focused on Delta’s goals, as well as our clients’ goals, as this is vital to our continued success. Delta’s training curriculums incorporate various resources, including instructor-led and Web-based training, as well as offsite manager seminars.

New Hire Collection Associate Training

Delta’s new hire collection associate training is the foundation of Delta’s success. New hire training consists of 8-hour shifts in a classroom setting over a 10-day period. The time a new hire spends in the program is based on the experience level a collection associate brings to the position. 

All collection associates, regardless of experience level, are required to work in the training environment for their first five days in the position. Included below are the topics covered during the first two weeks of collection associate training:

· FDCPA

· FERPA
· GLBA
· Privacy Act of 1974

· State laws
· FOIA
· Causes of delinquency

· Professional collection techniques

· The collection call

· Leaving messages
· Probing skills

· Skip tracing

· Negotiating payment arrangements

· Account management and recovery system

· CTR-specific requirements

Throughout training, participation is encouraged and expected. Material is communicated utilizing various platforms, including a manual modeled after ACA International’s Professional Telephone Collectors’ Techniques. Reinforcement of the material is accomplished through open discussion, team building exercises, role play, self-paced application and one-on-one coaching. 

Federal and State Regulations

Training on all federal regulations, including the FDCPA, FERPA, Privacy Act of 1974, GLBA, and all applicable federal and state laws regarding debtor rights and privileges is completed on day one of training. This material is presented with a combination of instructor-led education and Web-based interactive instruction. Concepts taught during the instructor-led portion of the class are reinforced utilizing activities the training team created on a Web-based instructional site. In addition to the Web-based activities, the training team created an FDCPA exam modeled after the Campus ACA FDCPA training program created by ACA International. All participants are required to pass the exam with a score of 100% prior to continuation in the training program.

Professional Collection Techniques

Delta’s training manual is modeled after ACA International’s Professional Telephone Collectors’ Techniques course and includes the following topics:

Effective Collection Techniques
· Rate of speech

· Inflection

· Professionalism and confidence

· Avoiding the “tough guy” approach

· Words and phrases to stress urgency and importance and obtain information

· Maintaining control

Leaving Messages
· FDCPA requirements regarding messages

· FOTI

· Third-party messages

· Place of employment

· Role play

Probing Skills
· Utilizing open-ended questions to obtain information

Causes of Delinquency
· Understanding the debtor and the cause behind the default 

· Strategies to identify causes utilizing probing skills, financial profiles and credit bureau reports

· Overcoming objections/rebuttals

Effective Listening Techniques
· Characteristics of a good listener

· Characteristics of a poor listener

Negotiation
· Effectively obtaining and using the debtor’s financial statement and credit bureau report as negotiation tools

· Offering options instead of ultimatums

· Down payment/monthly payment

The Collection Call
· 8-step call pattern

· Incorporating effective collection, listening and probing techniques

· FDCPA requirements regarding debtor contact

· Group critique of recorded collection associate calls

· Role play

Account Management and Recovery System

Prior to placing a new collection associate on the collection floor, the training manager ensures the individual is competent on all aspects of Delta’s account management and recovery system to ensure successful collection of our clients’ accounts. Benchmarks are established in the following areas:

· Complete understanding and location of debtor demographics.

· Amount due and the breakdown of the specific account, including original amount, interest and collection costs (if applicable).

· Client-specific information.

· Location of credit bureau information and all screens required for successful skip tracing.

· Account documentation.

Delta understands that professional account documentation is essential in the collection of delinquent accounts. Delta’s collection associates are trained to document both sides of the conversation and a brief and accurate accounting of each conversation. Collection associates immediately document an account upon completion of the communication.

In addition, collection associates spend quality time performing file maintenance, which is assessed by the training manager using the same audits established to evaluate Delta’s experienced collection associates. Accurate account scheduling guarantees compliance with all federal and state laws and regulations, in addition to the due diligence required to ensure our client expectations are met.

Skip Tracing

Skip tracing is essential to the collection of a debtor’s account. Collection associates are proficient in the specific skip tracing skills necessary to ensure our client’s debtors are successfully located. After finishing the training in this module, Delta’s collection associates are able to:

· Obtain location information;

· Incorporate effective collection, listening and probing techniques;

· Analyze credit bureau reports to determine debtor location;

· Understand FDCPA requirements regarding contact with third parties;

· Identify and locate vendor scrub results in the account management and recovery system; and

· Utilize Internet resources.

CTR-specific Training

Professional diplomacy is essential in the effective recovery of accounts, and Delta believes that knowledge collects money for our clients. Each collection associate receives training regarding individual CTR specifics and requirements and is taught to always uphold CTR’s image. CTR-specific training includes:

· New business activation,

· Payment-in-full and settlement-in-full procedures,

· Repayment programs, and

· Policies concerning disability, death and incarceration.

On-the-job Training

Collection associates participate in team and partner role-playing, followed by assistance from the training manager, during which actual calls are performed and evaluated. During this time, collection associates work live accounts in the training environment, applying the tools and strategies taught in the modules described above.

Individual and group support continues to be provided to the new collection associates during their first week collecting accounts. In addition, account audits, one-on-one coaching, monitoring and group discussions are completed by the training manager to ensure new collection associates are meeting the developmental benchmarks required by both Delta’s and the client’s policies and procedures.

Collection Associate Development 

Delta is committed to the continued development of our collection associates. We strive to create an environment conducive to an employee’s success that, in turn, contributes to Delta exceeding our clients’ goals and expectations. 

Collection associate development encompasses all areas of a collection associate’s domain. Various departments within Delta’s organization work together to ensure each collection associate performs according to applicable federal and state laws, as well as specific client requirements. Development sessions are delivered in the following formats:

· Manager Coaching: Providing specific feedback in a one-on-one setting is the most effective intervention for improving individual performance. A manager highlights the collection associate’s contribution to the team and the focus for improved development. The manager and collection associate then mutually create an action plan for the next coaching session.
· Weekly Development Sessions: Development sessions encompass all facets of collections, including changes in client expectations, changes in federal and state regulations, and the reinforcement of ethical and professional collection techniques. During these sessions managers encourage discussion to gauge a team’s or an individual’s understanding of the material communicated.
· Compliance Audits: The Compliance department monitors and scores collection associate calls based on adherence to all federal and state regulations, as well as ethical and professional debtor contact. Completed evaluations are forwarded to the collection associate’s manager for review and coaching. These evaluations also identify any trends that would then become the focus of weekly development sessions.
· Knowledge Assessments: All collection associates are required to take a quiz on Delta’s Web-based training site once every six months to gauge an individual’s knowledge as it relates to client-specific requirements, the FDCPA, and Delta’s policies and procedures. The quiz contains questions from every topic in a collection associate’s realm. Results enable managers, in partnership with the training team, to develop additional education material focused on specific areas identified as needing improvement. 

Manager Development
Each manager is a skilled professional trained to provide timely, accurate and courteous service and develop collection associates to their full potential. Delta recognizes that investing in management development is a vital element in our continued success. 

Managers participate in the Fred Pryor Career Track program. Offsite seminars and on-demand courses are available to develop and enhance managerial skills. 

Delta recognizes our managers set the example for collection associates and are mentors for individuals who have a desire to grow within the organization. By providing the opportunity to learn additional skills and strategies, managers have the ability to fully develop collection associates and build effective teams.

Delta’s management currently participates in the Training Rewards Program through Fred Pryor Seminars Career Track. Seminar titles that Delta’s managers attend include:

· Manage Multiple Priorities

· Dealing with Difficult People

· The Ultimate Supervisor

· Emotional Intelligence

· How to Supervise People

· Human Resources (HR) for Anyone with Newly Assigned HR Responsibilities

E-Learning

Training is currently developing an e-learning platform to deliver information to all staff. Working in tandem with other departments, in-depth training courses and curriculums aimed at precise areas are being created. Sample training topics include: 

· CTR-specific procedures,

· Account management and recovery system,

· Federal and state regulations,

· Effective collection techniques, and

· Various management courses.

Ongoing Training

Delta’s employees receive comprehensive training from their first day of employment and throughout their career with Delta. This extensive training and development ensures all personnel assigned to perform under any contract are qualified and capable to perform the duties assigned to them. Knowledge is power, and we believe by empowering our staff Delta remains focused on client goals and continues to provide superior collections services. 

In addition to Delta’s rigorous training program, collection associates attend training seminars through ACA International and the NECA. Delta has consistently provided a work atmosphere that has kept each collection associate abreast of regulations and procedures. We also provide training that keeps staff up-to-date on various collection methods that may be employed to increase performance. All training efforts are documented and made part of the employee’s permanent record.

Collection calls are monitored and observed daily and Delta’s management evaluates each collection associate’s ability to perform all skills taught during their classroom, hands-on and ongoing training and development. 

In addition, supervisors and managers hold weekly meetings to keep staff abreast of any changes to the client portfolio or any legal, regulatory, industry and agency changes.

All collection associates are continually monitored to ensure that FDCPA and client requirements are being met. Delta’s interactive FDCPA training and compliance test is administered semi-annually to all collection associates and management, and a score of 100% must be achieved. 

Delta continually reviews and updates all regulations and certifications via ACA International. It is our belief that if our collection associates are abreast of the regulations and guidelines that ACA International and FDCPA require, we can minimize complaints and keep our focus on the recoveries to our clients. Delta offers the opportunity for collection associates to become ACA certified through our onsite program. ACA certification automatically entails an FDCPA endorsement. Because of the intensity of the program, Delta generally offers the course to associates in teams of ten. 

Currently, Delta has seven collection associates fully certified by ACA International and additional collection associates in various stages of the program.

	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.  



	· Phone search for home and place of employment; and

· Address search for previous and current addresses.

Upon placement of new business, Delta runs a predictive dialer campaign on all available telephone numbers, and accounts are distributed to Delta’s collection associates and skip tracers. All accounts without valid phone numbers are sorted into separate skip trace queues after placement. Reports are then generated identifying all home and/or place of employment numbers and are placed in queue. Electronic matching services with, the U.S. Postal Service, CASS, and additional relative searches are completed. 

Collection associates and skip tracers call references, same last name sources, neighbors and relatives for verification purposes. In cases where locating an individual proves a challenge, Delta begins in-depth skip tracing procedures to obtain addresses, aliases, assets and employment information. 

Delta communicates with the client to verify information such as last known addresses and account numbers. We also continue to research the account diligently by checking voter registries, tax assessors’ offices and Department of Motor Vehicles records.

Asset Location

At the time of placement all accounts are scored and credit bureau reports are pulled for each debtor. The system then dissects the accounts and populates the account management and recovery system with information concerning the debtor. For example, telephone numbers identified during the scoring process are populated in the appropriate fields for accounts with no telephone number. Delta then places the accounts into project queues by credit score/phone numbers. In addition, accounts with a balance of $1,000 or greater receive Banko and litigious debtor scrubs at the time of placement.
· Banko: Banko is comprehensive nationwide bankruptcy database search that aids Delta in identifying new bankruptcy filings and any updates to current bankruptcy filings. In addition, Banko provides Delta with information regarding deceased individuals in CTR’s portfolio.

· Litigious Debtor Scrubs: Litigious debtor scrubs identify any placed accounts for debtors who have sued another agency in the past. This allows Delta to manage these accounts appropriately to mitigate the risk of litigation.

Information Research and Verification

Delta uses the following vendors for research and verification purposes:

· Accurint: Delta typically batches accounts for relatives, place of employment, property ownership, phone number and address information, although information for all sources is not gathered at one time.

· Verifacts: Delta batches accounts for home and place of employment phone numbers, as well as addresses.

· Verifacts Extreme POE: Delta batches high balance accounts for place of employment information.

· TELETRACK: Delta batches accounts for both home and place of employment phone numbers.

· TALX (The Work Number): Delta performs weekly batches of accounts with balances greater than $1,000.00. This service advises Delta of newly hired employees and employer information.
· Triggers (TransUnion): This notifies Delta of every debtor who applies for credit or pays off a recent charge. Along with the information provided on the debtor’s application, Delta receives all current info the debtor listed on his/her application, such as home address, phone number, place of employment, etc.
Credit Bureau Reporting

Delta has the ability to report accounts to national credit bureaus at no cost to the client. Delta receives reports from all major credit bureaus. We adhere closely to the standards set forth in the FCRA when updating information on a debtor’s credit file.

On a monthly basis, Delta provides the credit reporting agency with updated information, including payments, account balance, disputes and the removal of accounts closed and returned to the client.

Delta will report accounts with a balance of $50.00 or more to the credit bureau within 60 days of placement. Prior to reporting any accounts, Delta requires CTR to execute a Credit Bureau Reporting Authorization.

Delta has the ability to report accounts and retrieve information from national credit bureaus at no cost to CTR. During the past three years, Delta has reported accounts to Experian. In addition, Delta utilizes Experian, Equifax/CBI and TransUnion to pull debtor credit reports.

Litigation

While communicating with the debtor, Delta may be informed by the debtor that he/she has no intention of paying the account. At this point, CTR will be contacted and may choose to pursue further collection activities through litigation. It is important to note there are no minimum balance requirements for pursing litigation.

All accounts receive Delta’s comprehensive collection efforts prior to considering legal action. If the debtor fails to pay and CTR agrees to pursue legal activity, the account will be placed in a legal status. Prior to placing an account in a legal status, Delta completes the following actions:

· The collection associate certifies the debtor’s address is correct and recommends the account for legal action.

· The operations manager reviews the recommendation for legal action and evaluates the debtor’s assets and credit history.

· CTR’s CSR requests authorization from CTR to pursue legal action. Delta will not initiate legal action without prior written consent from CTR on a case-by-case basis.

· Delta’s Legal department certifies the debtor’s address and assets prior to assigning the account to one of the attorneys in Delta’s nationwide network.

Once Delta receives authorization from CTR to pursue legal action, the following documentation is prepared and forwarded as a litigation package to CTR: 

· Two copies of the complete litigation file;

· A complete list of attachable assets;

· A copy of the debtor’s credit bureau report;

· Computer printouts of account collection records with all account history and all actions taken;

· A copy of the complete collection letter series sent to the debtor, as well as all correspondence from the debtor with Delta’s responses, if applicable; and

· A copy of the complete phone history, including attempts to the debtor’s residence and place of employment.

Delta will provide CTR with copies of all summons and complaints within 15 days of service, as well as monthly updates on all legal actions and status of the account throughout the litigation process. Delta will also provide CTR with a copy of any court filings and judgments obtained.

Delta uses the ACA International Members Attorney Program for litigation services. This program is for all attorneys affiliated with ACA International and allows Delta to request referrals for attorneys nationwide. Delta typically receives a response within several days and proceeds with litigation utilizing the selected attorney. David Riordan, Esq., general counsel and senior vice president of compliance, communicates daily with attorneys nationwide and is an active member of the ACA International Member Attorney Program.
Account Close and Return

When determining that an account is uncollectible, Delta takes into consideration whether the collection associates were able to locate the responsible party. In addition, Delta considers whether:

· The account is that of an employee, client, or affiliated with Delta.

· The account is paid in full.

· The account has a valid dispute verified by CTR.

· The account is uncollectible.

· The debtor cannot be located.

In addition, Delta will close and return an account for any reason upon CTR’s request. At the time of the request, the account is closed immediately. To ensure we maintain an accurate account history, Delta does request that the client provide the reason for closing the account. Delta always attempts to return an account within 30 days of determining the account to be uncollectible. If required by CTR, Delta can return accounts on a more frequent basis.

When accounts are paid-in-full, settled or deemed uncollectible, CTR will be notified via the Close and Return Report, which provides details concerning the reason for closure, including no assets, all efforts exhausted or unable to locate. In addition, Delta will provide CTR with an elaborate printout of the complete account history, including debtor contact information such as current address and telephone number, and any other information that can be utilized in the future collection of the account.
Account Remittance and Reconciliation

Delta will provide gross remittance to CTR on a daily basis via regular mail, express mail or bank-to-bank wire transfer, depending on CTR’s preference. All remittances are accompanied by an invoice that includes the full payment detail, as well as non-sufficient funds (NSF) detail, the amount due CTR and contingency fees due Delta, and the balance remaining on the account. For bank-to-bank wire transfers, remittances are sent via electronic transmission in the required format (e.g., e-mail, secure Web-based interface, electronic file transfer, etc.). A comprehensive description of Delta’s payment processing procedures is included in response to Section B-6(c) below.
In addition, Delta performs monthly account reconciliations at which time Delta will submit a report to CTR listing all open debtor accounts and associated dollar amounts documented in Delta’s account management and recovery system. Based on feedback from CTR, Delta will resolve any identified discrepancies and provide a summary report of these changes to CTR. Delta will also communicate with CTR concerning the resolution of any issues regarding account balance.
d) CTR Training

Delta will provide CTR with semi-annual FDCPA training sessions via webinar at no cost to CTR. Moreover, as a participating member in several national and regional collection industry associations, Delta remains abreast of regulatory changes and commits to provide CTR with regular updates concerning any relevant changes.
Delta will also supply CTR with a sample demand letter, provide instruction regarding proper phone techniques and provide suggestions for in-house software options (if applicable).
During normal business hours, Delta is always available to assist CTR with problem resolution.

Pre-collect Services

Delta will provide CTR with pre-collect services upon request. Delta will send one pre-collect notice to the debtor reminding him/her of the amount due to CTR and advising the debtor that he/she must either establish an acceptable payment arrangement or pay the account in full by the end of the pre-collect period to keep his/her account from being placed for debt collection services.
The pre-collect notice will be sent on CTR’s letterhead and advise the debtor to remit all payments to CTR. If the debtor fails to establish a suitable payment arrangement or to pay the account in full by the end of the pre-collect period, Delta will pursue collection of the debtor account.
Delta will provide the described pre-collect services to CTR for a flat fee per letter sent and will not assess a contingency fee on any amounts recovered by CTR as a result of the pre-collect letter.

e) Delta has more than 14 years of experience with the Statewide Contract. As a current contractor for CTR, Delta has an in-depth understanding of the requirements of the Statewide Contract and the work to be performed. Delta currently accommodates decentralized submission of referrals from various entities under the Statewide Contract and has the ability and significant experience necessary to successfully establish a bidirectional interface with CTR, including data exchange through SFTP, STFTP, EFT and encrypted key mail. Delta encourages all clients to submit electronic placement, payment and adjustment files. In addition, Delta has the capability to send and receive data via encrypted CD.
Delta can accommodate any file type submitted by CTR and will make any necessary modifications to the file type to load it into Delta’s account management and recovery system. As a current contractor for CTR, Delta has experience uploading placements using CTR’s Debt Referral Form. Moreover, because of the existing relationship between Delta and CTR there will be minimal, if any, start-up time to implement the new contract and little resources and support required from CTR. 
f) In addition to the human resources required to guarantee the success of this project for CTR, Delta has a dedicated team of six IT professionals who will test and manage connectivity between Delta and CTR, and ensure the timely load and distribution of CTR accounts to Delta’s collection associates.
Danai Griffin, administration and IT manager and information security officer, is the manager of Delta’s technology infrastructure and a critical member of Delta’s team. Ms. Griffin brings innovative uses of technology and ensures the success of the entire organization. With more than 19 years of collection industry and information technology experience, Ms. Griffin is responsible for the day-to-day oversight of the IT, Accounting and Account Entry departments. In addition, she manages Delta’s computer and telecommunications system-related activities, the development and maintenance of data transfer and system operations, monitoring and managing all system security commitments, and cash controls. Ms. Griffin serves as the point of contact for technical, reporting and accounting issues.
g) Delta warrants that we are familiar with the requirements of HIPAA and its accompanying regulations, and Delta will comply with all applicable HIPAA requirements during the course of any contract with CTR.

	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) Delta will provide gross remittance to CTR on a daily basis via regular mail, express mail or bank-to-bank wire transfer, depending on CTR’s preference. All remittances are accompanied by an invoice that includes the full payment detail, as well as NSF detail, the amount due CTR and contingency fees due Delta, and the balance remaining on the account. For bank-to-bank wire transfers, remittances are sent via electronic transmission in the required format (e.g., e-mail, secure Web-based interface, electronic file transfer, etc.).
In addition, Delta performs monthly account reconciliations at which time Delta will submit a report to CTR listing all open debtor accounts and associated dollar amounts documented in Delta’s account management and recovery system. Based on feedback from CTR, Delta will resolve any identified discrepancies and provide a summary report of these changes to CTR. Delta will also communicate with CTR concerning the resolution of any issues regarding account balance.
b) Delta will deposit amounts recovered on CTR accounts daily and provide gross remittance to CTR on a daily basis via bank-to-bank wire transfer to ensure no funds are held by Delta. All remittances are accompanied by an invoice that includes the full payment detail, as well as NSF detail, the amount due CTR and contingency fees due Delta, and the balance remaining on the account. For bank-to-bank wire transfers, remittances are sent via electronic transmission in the required format (e.g., e-mail, secure Web-based interface, electronic file transfer, etc.).
c) Delta understands and agrees to deposit all gross collections into the CTR-approved bank account, as prescribed by CTR policies, within 24 hours of receipt so that funds are recorded on the Commonwealth accounting system.
Payment Processing Procedures

Delta processes approximately 600,000 payment instruments per year. Delta’s standard accounting procedures for posting and depositing payments ensure that payments posted to an account and reported to the client are 100% accurate.

Delta’s bonded accounting associates work in a secure office accessible only by security code. Mail is picked up and opened twice daily. Delta picks up the mail received at our U.S. Postal Service lockbox, places the mail in a locked bag and delivers it to an accounting associate.

At least two accounting associates must be present when the mail is opened. All mail is opened in clear view of a security camera that can visibly see each payment opened. Delta has 16 security cameras installed throughout the facility and security tapes are routinely reviewed.

On the rare occasions when currency or coins are received, the accounting associate immediately enters the amount of the cash into the cash receipt book, which requires a supervisor/manager signature verifying the amount received.

All payments are posted to the debtor’s account and deposited into the Delta client trust account. Delta’s account management and recovery system automatically batches and balances payments; and, upon completion of a batch, notes any discrepancy that has been detected. Payments are entered on the system via Delta’s assigned account number, client account number or client name. Payment instruments are photocopied, edit lists are produced and accounts are reconciled immediately. Delta’s system provides a complete audit trail for each payment, and all deposits and reconciliations require double tape runs. 

Delta’s system identifies overpayments, payments to canceled accounts and errors prior to posting, depositing and reporting. A trial listing is printed; and, if it is in balance, a final listing is printed. In the event a trial listing is not in balance, the accounting associate must check the manual log against the online log for discrepancies. Before correcting a discrepancy, the accounting associate must first get a manager’s approval.

A remittance report is printed and filed with all daily reports to complete monthly statistics. A deposit checklist is printed showing all checks posted and deposited to the trust account for that day. A manual proof is kept in a separate log to ensure daily accuracy. The payment processing manager reconciles payment totals at the end of each business day – ensuring that the payments received for that day have been properly posted to the applicable accounts.

Delta accepts urgency payments via overnight shipping (e.g., FedEx and UPS) directly to our office. In addition, we accept walk-in payments. Walk-in payments and other urgency payments are logged and processed immediately. Debtors with walk-in payments receive a receipt showing the payment was posted onsite.

If an unidentified payment is received, Delta carefully researches the source of the payment. If, after research, the unidentified payment is not located, the collection associate requests all pertinent information from the debtor up to, and including, front and back copies of the payment instrument.

Delta assures CTR that checks marked “paid-in-full” will not be processed if the account(s) in question are not fully satisfied via the check received. We understand the full amount including all collection costs, legal fees and any interest charged must be included in order to fully satisfy the debt and be considered paid-in-full. If the check does not satisfy the account, Delta notifies the debtor and requests a replacement check for the appropriate amount to satisfy the debt.

Bank Deposits

The payment processing manager will take custody of all CTR payment instruments, securely transfer them to the bank in a locked bag and deposit them into CTR trust account on the same day of payment receipt.

All client payments are deposited within 24 hours of receipt. Delta makes one daily deposit by 3:00 p.m. each business day. Payments received after 3:00 p.m. are be stored in a secure area safe and deposited to the trust account the following business day.

Remittance Procedures

Delta will provide gross remittance to CTR on a daily basis via regular mail, express mail or bank-to-bank wire transfer, depending on CTR’s preference. All remittances are accompanied by an invoice that includes the full payment detail, as well as NSF detail, the amount due CTR and contingency fees due Delta, and the balance remaining on the account. For bank-to-bank wire transfers, remittances are sent via electronic transmission in the required format (e.g., e-mail, secure Web-based interface, electronic file transfer, etc.).

Non-sufficient Funds Checks

Delta verifies all funds prior to submitting them for payment. In the event a check must be resubmitted, the debtor is charged an NSF fee, which is added to his/her account. NSF payments are reversed in the Delta system prior to being deposited again. If the payment clears during the second deposit attempt, Delta changes the reversal on the debtor’s account. If the payment does not clear, it remains a reversal. Delta accounting associates process NSF payments in this manner to ensure the account record audit trail of each payment is complete and accurate.

Direct Payments

Delta will invoice CTR for all direct payments received on the semi-monthly Client Remittance Report.

Overpayments

When Delta receives a payment that is more than the balance owed, Delta will forward the overpayment in full to CTR with an explanation that the amount is an overpayment. Delta will not charge a fee to CTR on the amount overpaid and will not retain any portion of the overpayment.

Audit Procedures

Delta’s bonded accounting associates conduct daily internal audits of all financial transactions, account data entry and trust account management. Delta’s outside bookkeeper balances the books at least once each month, and annual audits are conducted externally by Delta’s outside accounting firm.
d) Delta verifies all funds prior to submitting them for payment. In the event a check must be resubmitted, the debtor is charged an NSF fee, which is added to his/her account. NSF payments are reversed in the Delta system prior to being deposited again. If the payment clears during the second deposit attempt, Delta changes the reversal on the debtor’s account. If the payment does not clear, it remains a reversal. Delta accounting associates process NSF payments in this manner to ensure the account record audit trail of each payment is complete and accurate. In addition, Delta reassigns the NSF account to the front line collectors originally responsible for the account for further collection efforts and to establish a new payment according to Delta’s internal policies and CTR’s requirements.
If NSF payments present a concern for CTR, Delta recommends allowing only one NSF check per account and then accepting only secured funds for ongoing payments.
e) Delta understands and agrees that CTR requires gross remittance for amounts collected, unless netting of fees approved by CTR because of Delta’s PCI DSS compliance and ability to provide daily electronic remittance to CTR. Delta understands contingent fee payments will be based on the total amount of the debt collected, including the base debt, interest, late fees and the contingent percentage fee that will be added to the base debt amount. Moreover, Delta agrees to provide a full audit of all collection activities or other proof to document accurate receipts and associated fees, whichever CTR prefers.
f) Delta will assess allowable collection costs using the approved Federal Formula Method. An example is provided below where a 20% contingency fee equals a 25% addition of collection cost. That is, Delta adds a 25% collection cost to the debtor for a 20% contingency fee to the client to make the client whole.
Example follows using 20% fee:

$1,000.00 + 25% ($250.00) = $1250.00 (amount charged to the debtor)

$1,250.00 – 20% ($250.00) = $1000.00 (amount returned to the client)
g) Delta had read and accepts the terms in this section.
h) Delta has read and accepts the terms in this section.
i) Delta has read and accepts the terms in this section.
j) Delta has read and accepts the terms in this section.
k) Delta has read and accepts the terms in this section.
l) Delta has read and accepts the terms in this section.
m) Delta has read and accepts the terms in this section.

	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) Delta’s primary goal is always to collect the balance in full, including principal and interest. If this is not possible, payments are then established in accordance with the debtor’s ability to repay the debt. Delta’s collection associate explains to the debtor that this may be temporary and a re-evaluation will be conducted in three months to reassess the debtor’s ability to pay. At that time, the payment arrangements may be increased, or the debtor may be asked to pay the account in full.

Prior to establishing a payment arrangement with the debtor, the collection associate will pull an updated credit bureau report for the debtor and obtain a complete financial profile, including asset information (e.g., car payments, rent/mortgage payments, etc.), spouse and family information (if applicable) and any outstanding debt. The financial profile is utilized to negotiate a substantial down payment from the debtor and establish a reasonable and affordable payment plan. Delta will ensure down payments and monthly payments are in compliance with any CTR requirements.

Delta does not have a minimum payment, but will work with CTR to establish a minimum payment that meets CTR’s requirements. Delta works with debtors to determine acceptable payment amounts, provided the full amount of the account is repaid within a reasonable time period.

b) Payment reminders are generated 10 days before each payment due date. If a payment is missed, a broken promise notice is generated the day following a missed payment. Delta performs daily manual dialer attempts beginning the day following a missed payment until contact is made or a message is left for the debtor. Once contact is established with the debtor, weekly attempts are made to collect the past due amount until a valid payment is received.

	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:
Litigation

While communicating with the debtor, Delta may be informed by the debtor that he/she has no intention of paying the account. At this point, CTR will be contacted and may choose to pursue further collection activities through litigation. It is important to note there are no minimum balance requirements for pursing litigation.

All accounts receive Delta’s comprehensive collection efforts prior to considering legal action. If the debtor fails to pay and CTR agrees to pursue legal activity, the account will be placed in a legal status. Prior to placing an account in a legal status, Delta completes the following actions:

· The collection associate certifies the debtor’s address is correct and recommends the account for legal action.

· The operations manager reviews the recommendation for legal action and evaluates the debtor’s assets and credit history.

· CTR’s CSR requests authorization from CTR to pursue legal action. Delta will not initiate legal action without prior written consent from CTR on a case-by-case basis.

· Delta’s Legal department certifies the debtor’s address and assets prior to assigning the account to one of the attorneys in Delta’s nationwide network.

Once Delta receives authorization from CTR to pursue legal action, the following documentation is prepared and forwarded as a litigation package to CTR: 

· Two copies of the complete litigation file;

· A complete list of attachable assets;

· A copy of the debtor’s credit bureau report;

· Computer printouts of account collection records with all account history and all actions taken;

· A copy of the complete collection letter series sent to the debtor, as well as all correspondence from the debtor with Delta’s responses, if applicable; and

· A copy of the complete phone history, including attempts to the debtor’s residence and place of employment.

Delta will provide CTR with copies of all summons and complaints within 15 days of service, as well as monthly updates on all legal actions and status of the account throughout the litigation process. Delta will also provide CTR with a copy of any court filings and judgments obtained.

Delta uses the ACA International Members Attorney Program for litigation services. This program is for all attorneys affiliated with ACA International and allows Delta to request referrals for attorneys nationwide. Delta typically receives a response within several days and proceeds with litigation utilizing the selected attorney. David Riordan, Esq., general counsel and senior vice president of compliance, communicates daily with attorneys nationwide and is an active member of the ACA International Member Attorney Program.
Delta will provide CTR with a monthly report that provides updates on any accounts placed in a legal status. This report can be customized to include any details required by CTR.

	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:

Current CTR Contractor

Delta has more than 14 years of experience with the Statewide Contract. As a current contractor for CTR, Delta has an in-depth understanding of the requirements of the Statewide Contract and the work to be performed. Delta commits to continue providing CTR with the outstanding collection services and recoveries currently realized by CTR into the next contract term. Moreover, because of the existing relationship between Delta and CTR there will be minimal, if any, start-up time to implement the new contract and little resources and support required from CTR.

Complaint Ratio

Delta boasts an ethical, debtor-friendly approach to providing collection services that has resulted in one of the lowest complaint ratios in the industry during our 26 years of operation. In addition, Delta is the only private collection agency, out of 23, under contract with ED that has had zero complaints with the local Better Business Bureau (BBB) during the past three years.

Monthly Business Reviews

Delta commits to establish and participate in monthly business reviews with CTR to discuss monthly reports, ongoing performance and any issues or topics of interest to CTR.

Dedicated CTR Area

Delta commits to provide CTR with dedicated office space for onsite visits and audits. CTR will have unrestricted access to and use of this office space, which will be located in the vicinity of CTR collection teams to allow for collection associate monitoring.
Capacity

In addition to established processes and the financial, technical and human resources required to guarantee the success of this project, Delta has ample capacity to manage this project for CTR. Delta recently installed a new Linux database server, which is currently sitting at 14% capacity with open expansion bays for additional growth, if required. Our phone system is currently 30% to capacity. Unrestricted capacity enables Delta to accommodate client portfolios of the scale of this project for CTR. With our current capacity, no expansion project will be required to accommodate this project.
Delta’s business plan is designed around a 15% CAGR with expansion into private credit and Cohort management solutions. To support the needs of our rapidly growing client portfolio, Delta recently opened a third center of excellence in Dover, New Hampshire with the capacity for an additional 300 recovery professionals.

	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:

Delta has more than 14 years of experience with the Statewide Contract. As a current contractor for CTR, Delta has an in-depth understanding of the requirements of the Statewide Contract and the work to be performed. Delta commits to continue providing CTR with the outstanding collection services and recoveries currently realized by CTR into the next contract term. Moreover, because of the existing relationship between Delta and CTR there will be minimal, if any, start-up time to implement the new contract and little resources and support required from CTR.

At the time of placement, Delta requests that CTR submit all relevant debtor account information, including, but not limited to debtor name, last known address, SSN, date of birth, phone number(s), place of employment, and CTR account number or identifier.
In addition, Delta would like to have a sole point of contact at CTR (as well as at each CTR entity) for communication regarding requests, payoffs, faxes and to ensure we are satisfying CTR’s (and each entity’s) needs.

	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.

	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: Diane Sawyer
Title: Vice President, Business Development
Phone: # (781) 484-8891
Fax: (617) 884-8670
Email: diane@delta-mgt.com
Number of Years with Firm: 17 years
Number of Years at this Title: 12 years
Qualifications, professional certifications and business experience (narrative): 

Ms. Sawyer is responsible for direct sales and ongoing contract operations between Delta and CTR. She will ensure a smooth transition period and serves as the point of contact for CTR for the purpose of this work plan. Ms. Sawyer has more than 20 years of client management, sales and account executive experience that speaks volumes about her integrity and leadership skills. She is an advocate of client rights and ensures compliance to Delta’s contractual responsibilities. In addition, Ms. Sawyer has more than 14 years of experience serving as the contract manager for this Statewide Contract and working with eligible CTR agencies.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.
Ms. Sawyer will have full signatory authorization to contract with any CTR entity that would like to enter into a contract with Delta for collection solutions. In this capacity, Ms. Sawyer will solicit business from various CTR entities in need of the collection solutions covered by the Statewide Contract. She will ensure that, from the time accounts are assigned, maximum recoveries are achieved. In addition, she will provide reports directly to any entities contracted with Delta.
In the capacity of contract manager for the Statewide Contract, Ms. Sawyer will have full responsibility for ensuring that CTR and contracting entities receive dedicated support to fulfill their collection needs.
Approximately 10% of Ms. Sawyer’s time will be dedicated to the Statewide Contract.


	Individual Name: Michael Riordan
Title: President and CEO
Phone: # (800) 688-6337
Fax: (617) 884-8670
Email address: mike@delta-mgt.com
Number of Years with Firm: 26 years
Number of Years at this Title: 26 years
Qualifications, professional certifications and business experience (narrative): 

Mr. Riordan is a proven executive offering more than 40 years of experience as a leader in the use of technology to advance the efficiency, operations and internal controls for higher education institutions, as well as governmental and state organizations. He is responsible for Delta’s daily operation and business development and ensures the availability and commitment of the corporate resources necessary for contract implementation, staffing, performance and system needs. Mr. Riordan is always available to CTR and welcomes clients to visit Delta’s centers of excellence any time during the contract term.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Mr. Riordan has ultimate authority over Delta’s day-to-day operations. In addition, Mr. Riordan will ensure the appropriate human, technology and operational resources are dedicated to this project for CTR. Approximately 5% of Mr. Riordan’s time will be dedicated to the Statewide Contract

	Individual Name: Christopher Riordan
Title: Senior Vice President
Phone: # (800) 688-6337
Fax: (617) 884-8670
Email address: chris@delta-mgt.com
Number of Years with Firm: 22 years
Number of Years at this Title: 10 years
Qualifications, professional certifications and business experience (narrative): 

Mr. Riordan draws on more than 17 years of experience in the collection industry to oversee the day-to-day functioning and quality assurance of Delta’s Accounting, Account Entry, HR, IT and Compliance departments. He is committed to ensuring maximum performance is attained in a customer service atmosphere. Mr. Riordan has served as a collection associate, collection supervisor, collection manager, training, quality control manager and senior vice president during his tenure at Delta. His development and implementation of HR and collection associate training programs has resulted in Delta’s continual, positive recruitment and training efforts.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.
Mr. Riordan is responsible for ensuring the appropriate accounting, account entry, HR, IT and compliance resources are dedicated to this project for CTR. He is committed to ensuring maximum performance is attained in a customer service atmosphere. Approximately 5% of Mr. Riordan’s time will be dedicated to the Statewide Contract.
Identify other specialists and the functions they will perform during the procurement bid upon;

	Individual Name: David Riordan, Esq.
Title: General Counsel and Senior Vice President, Compliance
Phone: # (800) 688-6337
Fax: (617) 884-8670
Email address: dave@delta-mgt.com
Number of Years with Firm: 10 years
Number of Years at this Title: 3 years
Qualifications, professional certifications and business experience (narrative): 

Mr. Riordan has led Delta’s compliance and litigation efforts for more than 15 years. In addition, he oversees Delta’s compliance process, including licensing and collector registration, review of collector audits, company audit coordination and legal forwarding coordination. Mr. Riordan also manages Delta’s audit and compliance team, outside counsel and the non-retained legal counsel employed on a case-by-case basis. Mr. Riordan is a licensed attorney in the Commonwealth of Massachusetts, member of the Massachusetts Bar Association and serves on the Board of Directors for NECA.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Mr. Riordan is responsible for ensuring Delta’s compliance with applicable federal, state and local rules and regulations, as well as working with collection teams to maintain Delta’s debtor-friendly approach to account resolution to keep debtor complaints to a minimum. In addition, Mr. Riordan is responsible for managing complaint and debtor litigation resolution, when applicable. Approximately 5% of Mr. Riordan’s time will be dedicated to the Statewide Contract.
Identify other specialists and the functions they will perform during the procurement bid upon;

	Individual Name: Susan Hogan
Title: Chief Financial Officer
Phone: # (800) 688-6337
Fax: (617) 884-8670
Email address: susan@delta-mgt.com
Number of Years with Firm: 2 years
Number of Years at this Title: 2 years
Qualifications, professional certifications and business experience (narrative): 

Ms. Hogan is a proven leader with 20 years of experience in taxation and financial reporting. She specializes in tax knowledge and preparation for corporations, partnerships, estates, trusts, individuals and non-profit entities. In addition, Ms. Hogan is certified by the Massachusetts Board of Public Accountancy as a public accountant and corporate controller. She is responsible for corporate financial and executive management, including internal financial statements, corporate tax returns, budgeting, cost analysis, payroll, and policies and procedures for internal controls.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.
Ms. Hogan is responsible for all finance and accounting functions related to this project. Approximately 5% of Ms. Hogan’s time will be dedicated to the Statewide Contract.
Identify other specialists and the functions they will perform during the procurement bid upon;

	Individual Name: Joseph Fazzini
Title: Executive Vice President, Business Development
Phone: # (317) 490-7843
Fax: (603) 637-2775
Email address: jfazzini@delta-mgt.com
Number of Years with Firm: < 1 year
Number of Years at this Title: < 1 year
Qualifications, professional certifications and business experience (narrative): 

Mr. Fazzini is the driving force behind Delta’s business development and marketing strategies and, more importantly, maintaining Delta’s reputation among our clients. With more than 26 years of experience, Mr. Fazzini is a veteran of the higher education collections industry. His experience includes 15 years of management with privately-held companies and more than 10 years of experience with a U.S. Fortune 300 corporation and an internationally publicly-traded corporation. Prior to joining Delta, Mr. Fazzini served as president and COO of General Revenue Corporation and Education Debt Service, Inc., two of the largest and fastest-growing debt servicing organizations within the Sallie Mae family of brands. In addition, Mr. Fazzini is a participating member of NCHER’s Debt Management and Private Loan committees.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.
Mr. Fazzini is responsible for serving as the executive sponsor for this project for CTR. Mr. Fazzini’s role is to ensure Delta’s corporate commitment to this project. Approximately 5% of Mr. Fazzini’s time will be dedicated to the Statewide Contract.
Identify other specialists and the functions they will perform during the procurement bid upon;

	Individual Name: Keith Venezia
Title: Executive Vice President, Operations
Phone: # (800) 688-6337
Fax: (603) 637-2775
Email address: keith@delta-mgt.com
Number of Years with Firm: 23 years
Number of Years at this Title: 23 years
Qualifications, professional certifications and business experience (narrative): 

Mr. Venezia has more than 25 years of experience in the collection industry and is the driving force behind the Delta difference. He began his career as a front line collector for the Bank of New England and has held progressive positions within the collection industry. Mr. Venezia focuses his efforts on the quality and efficiency of Delta’s overall collection operations. He specializes in defaulted student loan and accounts receivable collections and has the key responsibility of ensuring the success of client contracts. In addition, Mr. Venezia designed and implemented Delta’s proven internal rehabilitation processes and procedures. He strives to ensure all departmental collection goals are attained and employees are thoroughly trained on our clients’ particular requirements, as well as all state and federal guidelines.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Mr. Venezia is responsible for overall oversight of the day-to-day activities of the Delta collection teams assigned to this project for CTR. Approximately 10% of Mr. Venezia’s time will be dedicated to the Statewide Contract.

Identify other specialists and the functions they will perform during the procurement bid upon;

	Individual Name: Danai Griffin
Title: Administration & IT Manager and Information Security Officer
Phone: # (800) 688-6337
Fax: (617) 884-8670
Email address: danai@delta-mgt.com
Number of Years with Firm: 12 years
Number of Years at this Title: 5 years
Qualifications, professional certifications and business experience (narrative): 

Ms. Griffin is the leader of Delta’s technology infrastructure and a critical member of Delta’s team, bringing innovative uses of technology and ensuring the success of the entire organization. With more than 20 years of collection industry and information technology experience, Ms. Griffin is responsible for the day-to-day oversight of the IT, Accounting and Account Entry departments. In addition, she manages Delta’s computer and telecommunications system-related activities, the development and maintenance of data transfer and system operations, monitoring and managing all system security commitments, and cash controls. Ms. Griffin serves as the point of contact for technical, reporting and accounting issues.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Ms. Griffin is responsible for ensuring the appropriate technology resources are available for this project, as well as managing data transfer and system operations, monitoring and managing all system security commitments, and cash controls. Ms. Griffin also has direct oversight of any technical, reporting and accounting issues. Approximately 10% of Ms. Griffin’s time will be dedicated to the Statewide Contract.
Identify other specialists and the functions they will perform during the procurement bid upon;

	Individual Name: Tricia McFarland
Title: Vice President, Operations
Phone: # (800) 688-6337
Fax: (603) 637-2775
Email address: tmcfarland@delta-mgt.com
Number of Years with Firm: 2 years
Number of Years at this Title: 2 years
Qualifications, professional certifications and business experience (narrative): 

With more than 14 years of experience in the higher education industry, Ms. McFarland is an expert in establishing highly successful collection teams and providing project management at multiple centers of excellence. Ms. McFarland currently manages Delta’s operations for the ED contract. Ms. McFarland is responsible for goal setting, competitive tracking and projections for client projects. She works closely with Delta’s Client Services, IT, Auditing and Accounting departments to ensure all client expectations are met and exceeded. Ms. McFarland also assists her team with collection activities, including telephone techniques, verification of account accuracy and collection strategy recommendations. Ms. McFarland is a hands-on manager who works closely with each member of her team, ensuring their success and adherence to compliance policies.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Ms. McFarland is responsible for goal setting, competitive tracking and projections for this project. In addition, she is responsible for the day-to-day management of the collection teams assigned to this project for CTR. Approximately 10% of Ms. McFarland’s time will be dedicated to the Statewide Contract.
Identify other specialists and the functions they will perform during the procurement bid upon;

	Individual Name: John Phillips
Title: Collection Manager
Phone: # (800) 688-6337
Fax: (617) 884-8670
Email address: jphillips@delta-mgt.com
Number of Years with Firm: < 1 year
Number of Years at this Title: < 1 year
Qualifications, professional certifications and business experience (narrative): 

Mr. Phillips brings a dynamic, proven history of recruiting talented and motivated staff, building and empowering high-performing professional teams, and fostering collaboration across disciplines. He has more than 16 years of experience in the collection industry with achievements in delinquency and default management, process redesign, call center management, company development and strategic planning. Mr. Phillips understands and adheres to all provisions of Public Law 95-109, the FDCPA, all applicable state and local laws, and Delta’s collection policies. He analyzes computerized delinquent debtor account records, noting past collection activities and debtor responses to evaluate the current status of accounts.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Mr. Phillips is responsible for the day-to-day oversight and training of the collection teams assigned to this project for CTR. In addition, he is responsible for monitoring collection associates and ensuring their compliance with all federal, state, local, Delta and CTR rules and regulations. Approximately 25% of Mr. Phillips’ time will be dedicated to the Statewide Contract.
Identify other specialists and the functions they will perform during the procurement bid upon;

	Individual Name: Joseph Morrow
Title: Branch Manager
Phone: # (800) 688-6337
Fax: (603) 637-2775
Email address: jmorrow@delta-mgt.com
Number of Years with Firm: < 1 year
Number of Years at this Title: < 1 year
Qualifications, professional certifications and business experience (narrative): 

With 11 years of collection industry experience, Mr. Morrow is proficient in the recruitment, training and development of successful collection teams. Mr. Morrow is responsible for the leadership and development of collection associates, ensuring both Delta’s and clients’ requirements are exceeded. He creates daily strategies to ensure the most effective portfolio penetration with the goal of increasing rehabilitation dollars collected each month. Mr. Morrow also provides mentoring, as well as retraining as necessary, to collection associates, which fosters continuous improvement of both Delta’s collection teams and their performance on our clients’ portfolios. He leads by example and closely monitors collection associates to guarantee compliance with all applicable regulations and company policy.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Mr. Morrow is responsible for the day-to-day oversight and training of the collection teams assigned to this project for CTR. In addition, he is responsible for monitoring collection associates and ensuring their compliance with all federal, state, local, Delta and CTR rules and regulations. Approximately 25% of Mr. Morrow’s time will be dedicated to the Statewide Contract.
Identify other specialists and the functions they will perform during the procurement bid upon;

	Individual Name: Karen Brennan
Title: Supervisor
Phone: # (800) 688-6337
Fax: (603) 637-2775
Email address: kbrennan@delta-mgt.com
Number of Years with Firm: 7 years
Number of Years at this Title: 5 years
Qualifications, professional certifications and business experience (narrative): 

With more than 11 years of experience in the collection industry, Ms. Brennan supervises Delta’s Perkins Loan collection team. She assists the team by providing a second voice strategy for complex debtor situations. Ms. Brennan supervises and coaches Delta’s collection associates to meet established collection objectives. She reviews and approves accounts submitted for consolidation and rehabilitation. Ms. Brennan will also communicate with CTR concerning authorization, compromise settlements and payment arrangements, ensuring all payment arrangements are in compliance with CTR’s requirements. Ms. Brennan’s skills at motivating, managing and setting corporate goals are a great asset to our organization.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Ms. Brennan is responsible for the day-to-day oversight and training of the collection teams assigned to this project for CTR. In addition, he is responsible for monitoring collection associates and ensuring their compliance with all federal, state, local, Delta and CTR rules and regulations. Approximately 25% of Ms. Brennan’s time will be dedicated to the Statewide Contract.

Identify other specialists and the functions they will perform during the procurement bid upon;

	Individual Name: Irene Metcalf
Title: Supervisor
Phone: # (800) 688-6337
Fax: (617) 884-8670
Email address: imetcalf@delta-mgt.com
Number of Years with Firm: 2 years
Number of Years at this Title: < 1 year
Qualifications, professional certifications and business experience (narrative): 

With more than four years of experience in the collection industry, Ms. Metcalf supervises Delta’s institutional loan, tuition and accounts receivable collection team. She assists the team by providing a second voice strategy for complex debtor situations. Ms. Metcalf supervises and coaches Delta’s collection associates to meet established collection objectives. She will communicate with CTR concerning authorization, compromise settlements and payment arrangements, ensuring all payment arrangements are in compliance with CTR’s requirements. Ms. Metcalf’s skills at motivating, managing and setting corporate goals are a great asset to our organization.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Ms. Metcalf is responsible for the day-to-day oversight and training of the collection teams assigned to this project for CTR. In addition, he is responsible for monitoring collection associates and ensuring their compliance with all federal, state, local, Delta and CTR rules and regulations. Approximately 25% of Ms. Metcalf’s time will be dedicated to the Statewide Contract.

Identify other specialists and the functions they will perform during the procurement bid upon;

	Individual Name: Elizabeth Pinard
Title: Human Resources Director
Phone: # (800) 688-6337
Fax: (603) 637-2775
Email address: epinard@delta-mgt.com
Number of Years with Firm: 4 years
Number of Years at this Title: 4 years
Qualifications, professional certifications and business experience (narrative): 

With more than 10 years of HR experience, Ms. Pinard is responsible for all of Delta’s HR functions, including recruiting and personnel development programs, benefits, time clock management and payroll. She is highly knowledgeable in all matters of day-to-day HR management, personnel development and benefits, and manages Delta’s recruiting team. Ms. Pinard is also accountable for writing and issuing new company policies and procedures, as well as maintaining Delta’s existing policy and procedure manuals. She assists Delta in ensuring legal compliance through monitoring and implementing applicable federal and state HR requirements.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Ms. Pinard is responsible for overseeing the recruiting, hiring and training of collection associates for this project for CTR. Approximately 5% of Ms. Pinard’s time will be dedicated to the Statewide Contract.

Identify other specialists and the functions they will perform during the procurement bid upon;

	Individual Name: Liz Bowen
Title: Training Manager
Phone: # (800) 688-6337
Fax: (603) 637-2775
Email address: ebowen@delta-mgt.com
Number of Years with Firm: 2 years
Number of Years at this Title: 2 years
Qualifications, professional certifications and business experience (narrative): 

With more than 14 years of experience in the higher education collection industry, Ms. Bowen is an expert in developing and implementing successful higher education-focused training programs. In addition to her involvement in every aspect of training, Ms. Bowen is responsible for supervising new collection associates during their first week on the collection floor and following up with trainees to ensure they have successfully retained the information provided during training and seamlessly transitioned to their new roles. Ms. Bowen trains new collection associates on specific governmental requirements and criteria and assists her team with collection activities, including telephone techniques, verification of account accuracy and collection strategy recommendations. Ms. Bowen is FDCPA certified by ACA International and is Train the Trainer certified.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Ms. Bowen is responsible for training collection associates for this project for CTR. Approximately 10% of Ms. Bowen’s time will be dedicated to the Statewide Contract.

Identify other specialists and the functions they will perform during the procurement bid upon;

	Individual Name: Helen Smitley
Title: Training Manager
Phone: # (800) 688-6337
Fax: (617) 884-8670
Email address: hsmitley@delta-mgt.com
Number of Years with Firm: 2 years
Number of Years at this Title: 2 years
Qualifications, professional certifications and business experience (narrative): 

Ms. Smitley manages and trains the governmental, Perkins Loan and tuition collection teams. She is involved in every aspect of training, including initial training, refresher training, deficiency training and ongoing training. Ms. Smitley assists her team with collection activities, including telephone techniques, verification of account accuracy and collection strategy recommendation, in certain instances. With more than 15 years of collection services experience, she is an expert on the FDCPA, all applicable federal and state regulations, and Delta’s collection policies.
List specific contract services to be performed by this individual and include the percentage of time devoted to the Contract or the number of hours anticipated to be performed for each specific service.

Ms. Smitley is responsible for training collection associates for this project for CTR. Approximately 10% of Ms. Smitley’s time will be dedicated to the Statewide Contract.

Identify other specialists and the functions they will perform during the procurement bid upon;

	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:

Delta proposes to perform 100% of the proposed collection solution in house using our own resources, with the exception of outside vendors that perform batch skip tracing and letter services. Included below is information concerning the outside vendors with which Delta contracts.

· LexisNexis/Accurint: Delta batches accounts for relatives, place of employment, property ownership, phone number and address information, as well as to obtain information on bankruptcy and deceased debtors. Delta has contracted with LexisNexis/Accurint since 2002, and LexisNexis/Accurint has more than 30 years of experience providing these services.
· VeriFacts and VeriFacts Extreme POE: Delta batches accounts for home and place of employment phone numbers, as well as addresses. Delta has contracted with VeriFacts since 2009, and VeriFacts has more than 25 years of experience providing these services.

· CoreLogic Teletrack: Delta batches accounts for both home and place of employment phone numbers. Delta has contracted with CoreLogic since 2010, and CoreLogic has more than 21 years of experience providing these services.
· TALX (The Work Number): Delta performs weekly batches of accounts with balances greater than $1,000.00. This service advises Delta of newly hired employees and employer information. Delta has contracted with The Work Number since 2008, and The Work Number has more than 40 years of experience providing these services.
· Triggers (TransUnion): This notifies Delta of every debtor who applies for credit or pays off a recent charge. Along with the information provided on the debtor’s application, Delta receives all current info the debtor listed on his/her application, such as home address, phone number, place of employment, etc. Delta has contracted with TransUnion for this service since 2010, and TransUnion has more than 44 years of experience providing these services.
In addition, Delta utilizes Michael Riordan, Esq., located in Revere, Massachusetts, for all legal work within the Commonwealth. In the event that litigation must take place in other states, Delta will utilize services from the ACA International Member Attorney Program to identify attorneys licensed to practice in those states. Delta will not contract with an attorney without the prior approval of CTR. Delta’s account management and recovery system has an automated legal management program that tracks all legal accounts from assignment through judgment.

	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: Geri Lambert
Firm: Massachusetts Department of Environmental Protection
Phone: # (617) 292-5979
Fax: (617) 556-1090
Email address: geri.lambert@state.ma.us
Description and date(s) of services provided:


Delta has provided collection services for fines, including oil spills, clean-ups and permits since 1998.

	Reference name: Glenn Behmer
Firm: Massachusetts Highway Department
Phone: # (617) 973-7652
Fax: (617) 973-7658
Email address: glenn.behmer@state.ma.us
Description and date(s) of services provided:

Delta has provided collection services for commercial accounts since 1998.

	Reference name: Paul Savoy
Firm: Massachusetts Registry of Motor Vehicles
Phone: # (617) 973-8370
Fax: (617) 973-8999
Email address: paul.savoy@state.ma.us
Description and date(s) of services provided:

Delta has provided collection services for unpaid accounts since 1998.

	Reference name: Cindy Crowe
Firm: University of Rhode Island
Phone: # (401) 874-4483
Fax: (401) 874-5131
Internet address: ccrowe@uri.edu
Description and date(s) of services provided:

Delta has provided collection services for accounts receivable, institutional loans and Perkins Loans since 1994.

	Reference name: Allison Connolly
Firm: Massachusetts Board of Higher Education
Phone: # (617) 391-6073
Fax: (617) 727-0667
Internet address: aconnolly@osfa.mass.edu
Description and date(s) of services provided:

Delta has provided collection services for tuition accounts since 1998.

	Reference name: Melinda Parker
Firm: Southern New Hampshire University
Phone: # (603) 645-9754
Fax: (603) 645-9665
Internet address: m.parker@snhu.edu
Description and date(s) of services provided:

Delta has provided collection services for tuition accounts since 1997.

	Reference name: Dianne Howard
Firm: Assumption College
Phone: # (508) 767-7284
Fax: (508) 767-7446
Internet address: dhoward@assumption.edu
Description and date(s) of services provided:

Delta has provided collection services for tuition accounts since 1989.

	Reference name: Sherri Acevedo
Firm: Northern Essex Community College
Phone: # (978) 556-3904
Fax: (978) 556-3171
Internet address: sacevedo@necc.mass.edu
Description and date(s) of services provided:

Delta has provided collection services for tuition accounts since 1998.


	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.


	· Phone search for home and place of employment; and

· Address search for previous and current addresses.

Upon placement of new business, Delta runs a predictive dialer campaign on all available telephone numbers, and accounts are distributed to Delta’s collection associates and skip tracers. All accounts without valid phone numbers are sorted into separate skip trace queues after placement. Reports are then generated identifying all home and/or place of employment numbers and are placed in queue. Electronic matching services with, the U.S. Postal Service, CASS, and additional relative searches are completed. 

Collection associates and skip tracers call references, same last name sources, neighbors and relatives for verification purposes. In cases where locating an individual proves a challenge, Delta begins in-depth skip tracing procedures to obtain addresses, aliases, assets and employment information. 

Delta communicates with the client to verify information such as last known addresses and account numbers. We also continue to research the account diligently by checking voter registries, tax assessors’ offices and Department of Motor Vehicles records.

Asset Location

At the time of placement all accounts are scored and credit bureau reports are pulled for each debtor. The system then dissects the accounts and populates the account management and recovery system with information concerning the debtor. For example, telephone numbers identified during the scoring process are populated in the appropriate fields for accounts with no telephone number. Delta then places the accounts into project queues by credit score/phone numbers. In addition, accounts with a balance of $1,000 or greater receive Banko and litigious debtor scrubs at the time of placement.
· Banko: Banko is comprehensive nationwide bankruptcy database search that aids Delta in identifying new bankruptcy filings and any updates to current bankruptcy filings. In addition, Banko provides Delta with information regarding deceased individuals in CTR’s portfolio.

· Litigious Debtor Scrubs: Litigious debtor scrubs identify any placed accounts for debtors who have sued another agency in the past. This allows Delta to manage these accounts appropriately to mitigate the risk of litigation.

Information Research and Verification

Delta uses the following vendors for research and verification purposes:

· Accurint: Delta typically batches accounts for relatives, place of employment, property ownership, phone number and address information, although information for all sources is not gathered at one time.

· Verifacts: Delta batches accounts for home and place of employment phone numbers, as well as addresses.

· Verifacts Extreme POE: Delta batches high balance accounts for place of employment information.

· TELETRACK: Delta batches accounts for both home and place of employment phone numbers.

· TALX (The Work Number): Delta performs weekly batches of accounts with balances greater than $1,000.00. This service advises Delta of newly hired employees and employer information.
· Triggers (TransUnion): This notifies Delta of every debtor who applies for credit or pays off a recent charge. Along with the information provided on the debtor’s application, Delta receives all current info the debtor listed on his/her application, such as home address, phone number, place of employment, etc.
Credit Bureau Reporting

Delta has the ability to report accounts to national credit bureaus at no cost to the client. Delta receives reports from all major credit bureaus. We adhere closely to the standards set forth in the FCRA when updating information on a debtor’s credit file.

On a monthly basis, Delta provides the credit reporting agency with updated information, including payments, account balance, disputes and the removal of accounts closed and returned to the client.

Delta will report accounts with a balance of $50.00 or more to the credit bureau within 60 days of placement. Prior to reporting any accounts, Delta requires CTR to execute a Credit Bureau Reporting Authorization.

Delta has the ability to report accounts and retrieve information from national credit bureaus at no cost to CTR. During the past three years, Delta has reported accounts to Experian. In addition, Delta utilizes Experian, Equifax/CBI and TransUnion to pull debtor credit reports.

Litigation

While communicating with the debtor, Delta may be informed by the debtor that he/she has no intention of paying the account. At this point, CTR will be contacted and may choose to pursue further collection activities through litigation. It is important to note there are no minimum balance requirements for pursing litigation.

All accounts receive Delta’s comprehensive collection efforts prior to considering legal action. If the debtor fails to pay and CTR agrees to pursue legal activity, the account will be placed in a legal status. Prior to placing an account in a legal status, Delta completes the following actions:

· The collection associate certifies the debtor’s address is correct and recommends the account for legal action.

· The operations manager reviews the recommendation for legal action and evaluates the debtor’s assets and credit history.

· CTR’s CSR requests authorization from CTR to pursue legal action. Delta will not initiate legal action without prior written consent from CTR on a case-by-case basis.

· Delta’s Legal department certifies the debtor’s address and assets prior to assigning the account to one of the attorneys in Delta’s nationwide network.

Once Delta receives authorization from CTR to pursue legal action, the following documentation is prepared and forwarded as a litigation package to CTR: 

· Two copies of the complete litigation file;

· A complete list of attachable assets;

· A copy of the debtor’s credit bureau report;

· Computer printouts of account collection records with all account history and all actions taken;

· A copy of the complete collection letter series sent to the debtor, as well as all correspondence from the debtor with Delta’s responses, if applicable; and

· A copy of the complete phone history, including attempts to the debtor’s residence and place of employment.

Delta will provide CTR with copies of all summons and complaints within 15 days of service, as well as monthly updates on all legal actions and status of the account throughout the litigation process. Delta will also provide CTR with a copy of any court filings and judgments obtained.

Delta uses the ACA International Members Attorney Program for litigation services. This program is for all attorneys affiliated with ACA International and allows Delta to request referrals for attorneys nationwide. Delta typically receives a response within several days and proceeds with litigation utilizing the selected attorney. David Riordan, Esq., general counsel and senior vice president of compliance, communicates daily with attorneys nationwide and is an active member of the ACA International Member Attorney Program.
Account Close and Return

When determining that an account is uncollectible, Delta takes into consideration whether the collection associates were able to locate the responsible party. In addition, Delta considers whether:

· The account is that of an employee, client, or affiliated with Delta.

· The account is paid in full.

· The account has a valid dispute verified by CTR.

· The account is uncollectible.

· The debtor cannot be located.

In addition, Delta will close and return an account for any reason upon CTR’s request. At the time of the request, the account is closed immediately. To ensure we maintain an accurate account history, Delta does request that the client provide the reason for closing the account. Delta always attempts to return an account within 30 days of determining the account to be uncollectible. If required by CTR, Delta can return accounts on a more frequent basis.

When accounts are paid-in-full, settled or deemed uncollectible, CTR will be notified via the Close and Return Report, which provides details concerning the reason for closure, including no assets, all efforts exhausted or unable to locate. In addition, Delta will provide CTR with an elaborate printout of the complete account history, including debtor contact information such as current address and telephone number, and any other information that can be utilized in the future collection of the account.
Payment Processing Procedures

Delta processes approximately 600,000 payment instruments per year. Delta’s standard accounting procedures for posting and depositing payments ensure that payments posted to an account and reported to the client are 100% accurate.

Delta’s bonded accounting associates work in a secure office accessible only by security code. Mail is picked up and opened twice daily. Delta picks up the mail received at our U.S. Postal Service lockbox, places the mail in a locked bag and delivers it to an accounting associate.

At least two accounting associates must be present when the mail is opened. All mail is opened in clear view of a security camera that can visibly see each payment opened. Delta has 16 security cameras installed throughout the facility and security tapes are routinely reviewed.

On the rare occasions when currency or coins are received, the accounting associate immediately enters the amount of the cash into the cash receipt book, which requires a supervisor/manager signature verifying the amount received.

All payments are posted to the debtor’s account and deposited into the Delta client trust account. Delta’s account management and recovery system automatically batches and balances payments; and, upon completion of a batch, notes any discrepancy that has been detected. Payments are entered on the system via Delta’s assigned account number, client account number or client name. Payment instruments are photocopied, edit lists are produced and accounts are reconciled immediately. Delta’s system provides a complete audit trail for each payment, and all deposits and reconciliations require double tape runs. 

Delta’s system identifies overpayments, payments to canceled accounts and errors prior to posting, depositing and reporting. A trial listing is printed; and, if it is in balance, a final listing is printed. In the event a trial listing is not in balance, the accounting associate must check the manual log against the online log for discrepancies. Before correcting a discrepancy, the accounting associate must first get a manager’s approval.

A remittance report is printed and filed with all daily reports to complete monthly statistics. A deposit checklist is printed showing all checks posted and deposited to the trust account for that day. A manual proof is kept in a separate log to ensure daily accuracy. The payment processing manager reconciles payment totals at the end of each business day – ensuring that the payments received for that day have been properly posted to the applicable accounts.

Delta accepts urgency payments via overnight shipping (e.g., FedEx and UPS) directly to our office. In addition, we accept walk-in payments. Walk-in payments and other urgency payments are logged and processed immediately. Debtors with walk-in payments receive a receipt showing the payment was posted onsite.

If an unidentified payment is received, Delta carefully researches the source of the payment. If, after research, the unidentified payment is not located, the collection associate requests all pertinent information from the debtor up to, and including, front and back copies of the payment instrument.

Delta assures CTR that checks marked “paid-in-full” will not be processed if the account(s) in question are not fully satisfied via the check received. We understand the full amount including all collection costs, legal fees and any interest charged must be included in order to fully satisfy the debt and be considered paid-in-full. If the check does not satisfy the account, Delta notifies the debtor and requests a replacement check for the appropriate amount to satisfy the debt.

Bank Deposits

The payment processing manager will take custody of all CTR payment instruments, securely transfer them to the bank in a locked bag and deposit them into CTR trust account on the same day of payment receipt.

All client payments are deposited within 24 hours of receipt. Delta makes one daily deposit by 3:00 p.m. each business day. Payments received after 3:00 p.m. are be stored in a secure area safe and deposited to the trust account the following business day.

Remittance Procedures

Delta will provide gross remittance to CTR on a daily basis via regular mail, express mail or bank-to-bank wire transfer, depending on CTR’s preference. All remittances are accompanied by an invoice that includes the full payment detail, as well as NSF detail, the amount due CTR and contingency fees due Delta, and the balance remaining on the account. For bank-to-bank wire transfers, remittances are sent via electronic transmission in the required format (e.g., e-mail, secure Web-based interface, electronic file transfer, etc.).

Non-sufficient Funds Checks

Delta verifies all funds prior to submitting them for payment. In the event a check must be resubmitted, the debtor is charged an NSF fee, which is added to his/her account. NSF payments are reversed in the Delta system prior to being deposited again. If the payment clears during the second deposit attempt, Delta changes the reversal on the debtor’s account. If the payment does not clear, it remains a reversal. Delta accounting associates process NSF payments in this manner to ensure the account record audit trail of each payment is complete and accurate.

Direct Payments

Delta will invoice CTR for all direct payments received on the semi-monthly Client Remittance Report.

Overpayments

When Delta receives a payment that is more than the balance owed, Delta will forward the overpayment in full to CTR with an explanation that the amount is an overpayment. Delta will not charge a fee to CTR on the amount overpaid and will not retain any portion of the overpayment.

Audit Procedures

Delta’s bonded accounting associates conduct daily internal audits of all financial transactions, account data entry and trust account management. Delta’s outside bookkeeper balances the books at least once each month, and annual audits are conducted externally by Delta’s outside accounting firm.
Commonwealth of Massachusetts Statute of Limitations

Delta understands the statute of limitations for delinquent accounts in the Commonwealth of Massachusetts is approximately seven years. Delta will ensure all accounts that reach the statute of limitations are closed and returned to the CTR entity that placed the accounts. For accounts placed with Delta that have not reached the statute of limitations, Delta will close and return accounts without payment activity in the timeframe specified by the CTR entity that placed the accounts.


	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:
	Delta Management Associates, Inc.

	Name of Proposed SAAG: 
	Michael Riordan, Esq.

	Name of Firm: 
	Law Office of Michael A. Riordan

	Address: 
	274 Main Street, Suite 208, Reading, MA 01867

	Telephone/Fax: 
	781-944-1485 ext. 24 / 781-944-1599

	E-Mail: 
	mriordan@riordanlawoffices.com

	Qualifications for Appointment:
	Mr. Riordan is an expert attorney with more than 13 years of experience providing legal services for collection accounts. 

	Financial Terms of the Bidder's agreement relative to legal services with the proposed (SAAG).
	Delta remits to the SAAG a portion of the fees received for recovered amounts resulting from litigation and retains the remainder of the fees received.



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


LEGAL COUNSEL TO THE ATTORNEY GENERAL.




Date


FIRST ASSISTANT ATTORNEY GENERAL





Date


BUDGET DIRECTOR








Date


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


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 � HYPERLINK "http://www.comm-pass.com" �www.comm-pass.com� for PRF55DesignatedOSC. 











�
�



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 �
20% �
10% �
25% �
20% �
�
Fiscal Year 2014 �
20% �
10% �
25% �
20% �
�
Fiscal Year 2015 �
20% �
10% �
25% �
20% �
�
SECONDARY REFERRALS �
 �
 �
 �
 �
�
Fiscal Year 12-2013 �
22% �
20% �
28% �
22% �
�
Fiscal Year 2014 �
22% �
20% �
28% �
22% �
�
Fiscal Year 2015 �
22% �
20% �
28% �
22% �
�



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 �
10% �
10% �
10% �
10% �
�
Fiscal Year 2014 �
10% �
10% �
10% �
10% �
�
Fiscal Year 2015 �
10% �
10% �
10% �
10% �
�
SECONDARY REFERRALS �
 �
 �
 �
 �
�
Fiscal Year 12-2013 �
30% �
20% �
35% �
30% �
�
Fiscal Year 2014 �
30% �
20% �
35% �
30% �
�
Fiscal Year 2015 �
30% �
20% �
35% �
30% �
�









Bidder Name:  Delta Management Associates, Inc.
Page 70 of 70.


