RESPONSE SUBMITTED FOR RFR NUMBER: PRF55DesignatedOSC

TO THE OFFICE OF THE COMPTROLLER

DEBT COLLECTION SERVICES – STATEWIDE CONTRACT
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COMMONWEALTH OF MASSACHUSETTS

RESPONSE SUBMITTED FOR THE

REQUEST FOR RESPONSES (RFR)

STATEWIDE CONTRACT
DEBT COLLECTION SERVICES 
RFR # PRF55DesignatedOSC
BIDDER NAME: Financial Asset Management Systems, Inc. (FAMS)
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: Financial Asset Management Systems, Inc.
Mailing Address: 1967 Lakeside Parkway, Suite 402   Tucker, GA 30084
Authorized Representative/RFR Contact Name: Sharon Stickles
Telephone: 404-293-7639
Email Address: s.stickles@fams.net
Fax: 678-937-5069


	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: 
Financial Asset Management Systems, Inc. (FAMS) is pleased to have the opportunity to submit our proposal in response to the Commonwealth of Massachusetts RFR# PRF55DesignatedOSC Statewide Contract for Debt Collection Services.  

Founded and incorporated in 1993, FAMS is headquartered in the Atlanta area with corporate offices located in nearby Tucker, Georgia.  FAMS operates call centers in Tucker, Georgia and St. Charles, Missouri.  FAMS is fully licensed, bonded and insured to collect throughout the United States, cities, municipalities, provinces and territories.  For 19 years, FAMS has provided a full range of account resolution services to Government, Education, Healthcare, Financial Services, and Telecommunications/Media clients.

FAMS diverse and in-depth collection and account resolution experience with Federal, State and local government, as well as private sector clientele, makes FAMS a perfect partner to provide debt collection services to the Commonwealth of Massachusetts and its eligible entities. 
FAMS understands that communication and convenience are the keys to recovery. FAMS has the capability of receiving payments via a secure and encrypted web portal, www.famspayonline.net, as well as an Interactive Voice Response system, (IVR). These payments are processed securely in an overnight batch process and posted and deposited the following business day. FAMS also offers consumers the ability to communicate via email, text, chat, and web portal when verbal communications prove to be uncomfortable. Helping individuals resolve financial hardship in a respectful and convenient manner has been our mission for more than 19 years.
The management team at FAMS has over 200 years combined years of collection industry experience and over 150 years of Federal, State and local government industry experience.  This management team is actively involved in FAMS’ day-to-day operations and is committed to providing the highest recovery rates possible for FAMS’ clients while maintaining our stellar compliance record.  Their professionalism and dedication is evident throughout FAMS’ operation and strongly influences FAMS’ corporate culture.

Business Philosophy

FAMS is focused on our client’s receivables and reputation. This core principle defines the way FAMS does business.  FAMS’ business philosophy is captured in the following Mission, Vision, Value and Client Services statements: 
Mission Statement:  To gain a full understanding of our client’s accounts receivable management needs and requirements in order to customize our services and provide the desired results.  FAMS is proactive in the search for better and more profitable solutions for our clients in a legal, moral, and ethical manner.
Vision Statement:  To sustain our leadership position, with integrity, in the collection industry while strategically growing our business profitably for the benefit of our clients, employees and investors with respect to the financial circumstances of each individual.

Value Statement:  FAMS believes that business relationships are established on trust, commitment, and ease of doing business.  FAMS believes that maintaining and cultivating those relationships is achieved by exceeding performance objectives, maintaining a zero tolerance for complaints, and by providing the best customer service in the industry.
Client Services Statement:  FAMS is a client-centric service company.  Our philosophy encompasses the reliability, responsiveness, respect and resourcefulness necessary to exceed our clients’ expectations.  Our approach to the collection of debt is focused on satisfying the consumer in the context of resolving their delinquencies in an empathetic and positive manner. FAMS excels at managing individuals through financial hardships requiring patience, skill, trust, and sincerity.  

FAMS completes an annual Compliance Attestation Examination of the Title IV Student Financial Assistance Programs, Compliance Attestation Examination of the Federal Family Education Loan Program (FFELP) for Guaranty Agency Services, SSAE16 and maintains a Federal Information Security Management Act (FISMA) and PCI compliant security program.  FAMS performs annual security assessments in compliance with FISMA requirements, as well as annual financial audits and client specific audits.
FAMS response demonstrates our ability to maximize revenues while maintaining our stellar compliance record, operational focus and superior customer service.  FAMS possesses five distinct advantages:
•Throughout our history, as a result of our focus on compliance, FAMS has never operated under an FTC or Attorney General’s Consent Decree or sanction from any governing regulatory entity

•FAMS has implemented an information security and privacy program compliant with Federal Information Security Management Act (FISMA) and PCI data security standards

•Unparalleled client and consumer satisfaction through our consultative and collaborative collection approach

•An extensive track record of excellent performance in the collection of Federal, State, and Local government debt

•Recognized industry sustainability reflected by our long-standing, successful relationships with our clients

We welcome the opportunity to partner with the Commonwealth of Massachusetts and its Eligible Entities. 


	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: FAMS understands and agrees. FAMS takes no exceptions to any of the Contract Terms and Conditions.


	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) Neither FAMS, nor any of its officers, directors, partners, or members thereof have had any bankruptcy or similar proceedings within the past five years.
b) FAMS does not have any outstanding contingencies, lawsuits or other claims, 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 FAMS, nor has any officer, director, partner or member thereof, nor any affiliate or any related entity. There have been no charges, investigations, indictments or pending litigation by any federal, state or local jurisdiction related to performance of the services sought under this RFR.  There have been no 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) FAMS does not have any limitations or restrictions regarding the right to exercise our business.  There have been no 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) Since its incorporation in 1993, FAMS has never been the subject of any regulatory investigation, indictment or litigation by any jurisdiction, nor do we operate under any consent decree or other sanctions.  There have been no 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) FAMS has never (either alone or as part of a joint venture), nor has any subsidiary of FAMS, defaulted or been deemed to be in noncompliance of any contractual obligations.
f) There are no present facts known to FAMS that might reasonably be expected to affect adversely its ability to perform any aspect of this Contract.



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

	Authorized Representative Signature: Jerry Hogan
Date: October 19, 2012


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



	B-1.  

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


	ANSWER:
a) FAMS is a national firm. We are licensed and bonded in every state, municipality and United States territory that has licensure requirements.   All licensure requirements are current.   
b) FAMS is not currently a partner with any Commonwealth agencies, and therefore does not yet have a Vendor/Customer number established with the Commonwealth. 
c) All responsibilities for managing the Commonwealth of Massachusetts project will be handled at FAMS’ Tucker, Georgia location, located in the city of Atlanta, Georgia.
1967 Lakeside Parkway

Suite 402

Tucker, GA  30084

Point of Contact:  Sharon Stickles

Telephone:   404-293-7639
d) Though FAMS does not currently have a local Massachusetts office, we pursue collection activities effectively in all fifty states. Due to our advanced secure technology for file and account transfers, as well as remote deposit of funds, all expectations for performance of the contract will be met with utmost efficiency and security from our Atlanta Georgia office. Any travel necessary to the contract will be undertaken by FAMS at no additional cost to the Commonwealth Agencies. FAMS welcomes the Commonwealth and Eligible Agencies to visit our facility and see first-hand what sets us apart from other agencies.   Our registered agent in the Commonwealth of Massachusetts is:

JK Saunders & Associates 

Attention:  Ms. Linda Saunders 

5230 Washington Street

West Roxbury, MA 02132 

1-800-736-0237
e) FAMS has capabilities to pursue collections in all fifty states. We are licensed and bonded in every state, municipality and United States territory that has licensure requirements. With offices in Atlanta, Georgia, and St. Louis Missouri, FAMS maintains excellent coverage for consumer contact across all US time zones. Our presence in the Eastern Time Zone ensures that FAMS Client Administration Team is fully available to assist Commonwealth Agencies throughout all stages of the business day. 


	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) Incorporated in 1993 in the State of Georgia, FAMS was awarded our first Federal Government contract with the US Department of Education in 1997 as a small business, and due to superior performance, was subsequently awarded large business contracts in 2000, 2004 and 2008.  FAMS was awarded our first tax public sector collection contract in 2002 with the Georgia Department of Revenue.  Through superior collection results and outstanding customer service, FAMS received our second consecutive contract award with this client in July of 2006 and was recently awarded our third consecutive contract.  FAMS was the only incumbent out of four to receive a Georgia Department of Revenue contract award as a result of the 2011 bidding process. Throughout our 19 year history, FAMS has served a variety of Government clients including the Commonwealth of Virginia, the Illinois Department of Health and Family Services, the Georgia Department of Revenue, the New York Higher Education Corporation, the Comptroller of Maryland, and the U.S. Department of Education. FAMS has also provided a full range of account resolution services to Education, Healthcare, Financial Services, and Telecommunications/Media clients. Please see below for more information on FAMS’ capacity to provide services on a statewide basis to multiple Commonwealth departments simultaneously, and for a detailed listing of our most recent similar experience with government clients.  
b) FAMS has not yet had the opportunity to partner with any Commonwealth agencies. However, please see below for a listing of government clients of similar size and scope, for which we have successfully performed collections services.
c) Please see below for a brief summary of FAMS most recent government clients. In addition to the long term clients below, FAMS has recently been awarded Statewide Debt Collection contracts with the State of New Jersey, and the State of Washington. Both of these Statewide Contracts involve simultaneous service to multiple state agencies, across a broad range of debt types.
US Department of Education



Volume of Accounts:
150,000 accounts placed valued at $1.5 billion annually

Since 1997, FAMS has provided collection, Loan Rehabilitation, Loan Consolidation, Administrative Wage Garnishment (AWG), and account resolution services for defaulted federal student loans for the U.S. Department of Education.  FAMS was awarded our first contract with the US Department of Education in 1997 as a small business and was subsequently awarded large business contracts in 2000, 2004 and 2008.  FAMS maintains subcontracting relationships with small and woman-owned businesses.  Additionally, FAMS maintains mentoring relationships with numerous small business contractors under our current ED contract.

Georgia Department of Revenue








Volume of Accounts:
15,000 accounts placed valued at $31.25 million annually

FAMS was awarded our first tax collection contract in 2002 with the Georgia Department of Revenue.  Due to superior collection results and outstanding customer service, FAMS received our second consecutive contract award with this client in July of 2006 and was recently awarded our third consecutive contract.  FAMS was the only incumbent out of four to receive a Georgia Department of Revenue contract award as a result of the 2011 bidding process. FAMS has developed a program to read the new XML format of the daily update files sent by Georgia Department of Revenue.  These files contain balance overlays, adjustments, recalls and placements.  A new return file was also created to send a daily acknowledgement to the client for each status update we receive.

FAMS provides collection and account resolution services for delinquent individual state income tax accounts.  

The Comptroller of Maryland

Volume of Accounts:
Average placement of 5,000 accounts valued at $11.86 million annually

Since 2008, FAMS has provided collection services for delinquent state individual income taxes for The Comptroller of Maryland.  FAMS uses a collection system structure that provides a summary account for each taxpayer and multiple linked sub-accounts for each tax year assigned for collection.  Additional system programming was done to allow specific transactions types (such as offsets) to be automatically coded as commissionable or non-commissionable.  

Illinois Department of Healthcare and Family Services

Volume of Accounts:
Average annual placement of 1,100 accounts valued at $21.99 million

FAMS provided collection services on behalf of the Illinois Department of Healthcare and Family Services from March 16th, 2005 to June 1st, 2011.  During this time, FAMS modified its collection system structure to accommodate the client’s need for a summary or “parent” account and multiple linked “child” accounts for each consumer.  A monthly payment reconciliation report was produced that detailed transactions by each “child” or sub-account associated with a consumer.
d) FAMS is fully licensed, bonded and insured to collect throughout the United States, cities, municipalities, provinces and territories. In addition to the Government clients outlined above, FAMS has diverse experience in the collection of Healthcare, Telecommunications, Financial Services, Student Loan, and College and University receivables throughout all fifty states.
e) FAMS collection system is a scalable system that currently supports 7.5 million accounts and a ledger file in excess of 350 million entries.  Our collection system is highly scalable and can handle a capacity in excess of 15 million accounts.  FAMS has tiered this system into primary and secondary servers which allow for further scalability and growth to accommodate our client needs. FAMS’ telephone system has unlimited outbound dialing capacity without restriction. FAMS routinely handles in excess of 50,000 calls daily, with scalable capacity for up to 100,000 calls. Currently, FAMS inventory consists of 500,000 accounts, valued in excess of $3 billion dollars.
f) FAMS Monthly Placement History 
2008

2009

2010

MONTH

# ACCTS

$ AMOUNT

# ACCTS

$ AMOUNT

# ACCTS

$ AMOUNT

January

           114,098 

$521,639,634 

           249,170 

$465,764,387 

           124,974 

$448,321,333 

February

              78,989 

$73,060,596 

           261,471 

$531,301,855 

           114,420 

$241,755,553 

March

              96,222 

$350,030,778 

           140,276 

$293,943,828 

           118,974 

$351,468,929 

April

           111,627 

$652,373,293 

           174,404 

$501,622,047 

           129,177 

$341,453,561 

May

              79,222 

$123,545,835 

           143,078 

$253,784,405 

           114,983 

$209,772,642 

June

              81,200 

$148,203,009 

           198,303 

$320,589,163 

           145,933 

$327,210,512 

July

           128,347 

$504,302,095 

           176,036 

$288,578,610 

           152,971 

$468,940,870 

August

              93,812 

$114,885,868 

           210,392 

$405,826,062 

           121,019 

$198,239,354 

September

              96,205 

$259,730,011 

           174,321 

$291,283,626 

           126,588 

$361,362,595 

October

           129,163 

$573,641,350 

           120,850 

$285,134,702 

           138,492 

$516,380,471 

November

              92,277 

$261,335,195 

           184,019 

$595,648,121 

           103,416 

$156,529,112 

December

           116,300 

$270,810,466 

           271,402 

$415,176,648 

           112,290 

$274,398,223 

TOTALS

        1,217,462 

$3,853,558,131

        2,303,722 

$4,648,653,455

        1,503,237 

$3,895,833,154

2011

2012

MONTH

# ACCTS

$ AMOUNT

# ACCTS

$ AMOUNT

January

              76,361 

$353,520,655 

              50,205 

$103,265,280 

February

              53,810 

$126,026,771 

              53,517 

$183,755,895 

March

              60,260 

$245,566,996 

              38,310 

$128,191,833 

April

              88,570 

$510,056,467 

              98,639 

$219,689,937 

May

              48,828 

$115,525,989 

              68,071 

$372,314,615 

June

              65,218 

$216,743,922 

              58,583 

$172,244,775 

July

              80,468 

$455,285,877 

              54,375 

$125,233,613 

August

              59,157 

$180,990,787 

              58,240 

$161,312,902 

September

              57,801 

$177,514,139 

              38,397 

$184,069,577 

October

              48,381 

$62,928,642 

                       -   

$0 

November

              84,652 

$350,792,672 

                       -   

$0 

December

              67,072 

$228,156,016 

                       -   

$0 

TOTALS

           790,578 

$3,023,108,933

           518,337 

$1,650,078,426

g)Total amount assigned since January 2008: $17,071,232,098
Type of Debt

Aging

How long held

% collected

Medical

Indefinite

2 years- 3 years on those with payment plans

40%

Telecommunication

6 months

6 months- 3 years on those with payment plans

25%

Government and Education receivables

Up to 12 months

1 year- 3 years on those with payment plans

10%

US Department of Education- defaulted student loan

3-4 years

2 years- 3 years on those with payment plans

9.14%

Private loan- defaulted student Loan

8 months-4 years

1 year if no payments made 

34%

h) FAMS was recently awarded a Statewide contract with the State of New Jersey, and as the sole agency awarded was deemed most qualified to handle a myriad of different types of debt submitted by nearly 300 different State Agencies. Each Agency has distinct requirements and guidelines for collections, varying types of data and methods of file transmission, in addition to widely differing types, sizes, and ages of debt. In addition, FAMS has been awarded the statewide contract for the State of Washington, and will provide debt collection services to multiple state agencies. 
Our long-term relationship with Emory Healthcare, and our superior collection results across many unique Emory practices, affiliates, and partners, is another example of FAMS experience in effectively handling many different types of debt. 
FAMS is also a top performer for Sallie Mae on multiple markets.
Our award winning Client Services team, along with our Operations and IT teams works closely with each client and state agency, to ensure a thorough understanding of all deliverables and requirements. Our implementation process takes into account all variables that may be associated with different debt products, and ensures accurate handling for each.


	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) FAMS currently provides service to clients spanning a broad range of account types, with accounts receivable ranging from tax debt, to student loans and receivables, to permits, fines, fees, and medical accounts.  FAMS’ implementation process ensures that all details are considered and documented, resulting in flawless operations across all departments and debt types. 

FAMS collection system has the capacity to provide services to multiple Commonwealth departments simultaneously across the State and other Eligible Entities via the use of multiple client ID’s. Each client ID represents a specific department or entity, and is rolled up into a major client ID. This allows reporting, processing, and workflow to be done at the Commonwealth level, as well as at the entity level.  
b) FAMS works all accounts to proper resolution regardless of the account’s age or dollar amount. FAMS certifies that due diligence will be performed on all assigned debts, and all accounts will receive the full range of collection efforts equitably based upon type of account, age of account, and amount of account. FAMS certifies that we are willing to accept all types and sizes of debts and will not “cherry pick” only the debts that appear to be more profitable.
c) All accounts are automatically processed through FAMS’ proprietary scoring model to predict the probability of repayment.  Scoring attributes include demographic information such as age, zip code and employment.  Accounts are routed to associates, facilitating the most appropriate matching of accounts to associate skill sets.  FAMS’ segmentation processes are not exclusionary.  Though accounts may be prioritized, all accounts receive a thorough work effort throughout the FAMS’ account life cycle.  Consumers residing in states limiting the number of contacts or requiring associate-specific licensing are segmented and worked by designated management and collection personnel to ensure compliance with all state statutes. 

The diverse nature of the obligations, average balances, and consumer demographics involved successful collections requires the careful development of a detailed work plan defining the work flow and account treatment process.  At FAMS, these processes are regularly and systematically reviewed, utilizing internal data and competitive performance feedback.  These processes are then modified and refined to achieve maximum results for FAMS’ clients.  FAMS has designed its collection approach, system automation and functionality, operational procedures, and quality control and compliance measures to assure regulatory and procedural compliance while achieving maximum recovery rates for our clients.  
Eligible entities should allocate debts to contractors based on competitive performance. 
d) FAMS seeks to perform collection services across all Massachusetts state agencies, having experience not only in local and federal government collections, but also in student loan and related receivables, medical collections, and utilities and telecommunications accounts. FAMS is fully prepared to provide superior collection results to all Massachusetts eligible entities. 
FAMS was awarded our first tax collection contract in 2002 with the Georgia Department of Revenue.  Due to superior collection results and outstanding customer service, FAMS received our second consecutive contract award with this client in July of 2006 and was recently awarded our third consecutive contract.  FAMS was the only incumbent out of four to receive a Georgia Department of Revenue contract award as a result of the 2011 bidding process. 
FAMS has also provided collection services for delinquent state individual income taxes for The Comptroller of Maryland, since 2008.  FAMS uses a collection system structure that provides a summary account for each consumer and multiple linked sub-accounts for each tax year assigned for collection.  As a result of superior performance, FAMS has earned a monetary bonus for the most recent contract year.   
e) As a US Department of Education contract holder since 1997, a top performer on multiple Sallie Mae products, and a partner with years of service to the Georgia Department of Revenue, Emory Healthcare, Illinois Department of Children and Families, and the Comptroller of Maryland, FAMS has the operational experience to provide superior collection results, not only for municipal and government receivables of all kinds, but also for higher education and student loan receivables. 


	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) FAMS has instituted a Compliance and Ethics Program and Collector Code of Conduct which incorporates and expounds upon the standards set forth in the ACA Code of Ethics and Code of Operations. All FAMS collection managers undergo testing administered by the ACA, to receive Professional Collection Specialist certification. This program is monitored by FAMS’ Compliance Department, and overseen by FAMS’ Corporate Counsel, Melanie Norvell, Esq. of Bovis, Kyle, and Burch, LLC. 
In addition, FAMS maintains security and data privacy standards compliant with FISMA, SSAE-16,  and PCI requirements. FAMS maintains an ATO (Authority to Operate) under our Federal government contract. 
b) FAMS continuously audits our internal departments, processes and procedures in order to confirm our compliance with client contracts and standards of work.  The object is to find weaknesses, develop action plans and improve overall performance for the client.  FAMS maintains a dedicated Quality Assurance Team who reports directly to the President of FAMS.  This team is directly responsible for monitoring call recordings for all business products.  Calls are evaluated and scored for agent adherence to FAMS and client work standards.  Corrective action is taken promptly for any failed calls.  The team produces regular reports for both internal FAMS use and as may be required by the Commonwealth and it’s Eligible Entities. 

FAMS coordinates compliance with all Federal, State and local laws with our Director of Compliance and Corporate Counsel.

Additionally, FAMS is subject to a variety of audits throughout the year by our clients.  Annual financial and security audits are also performed to include SSAE16 and FISMA as well as industry specific audits.

FAMS maintains an information security and privacy program compliant with Federal Information Security Management Act (FISMA) requirements. FAMS, as a Federal contractor that operates information systems processing U.S. Federal Government Information, is required to comply with FISMA and provide documentation substantiating its information security and privacy protection which is certified and accredited by the Federal Agencies it supports.  In addition to this, FAMS’ information security and privacy program is compliant with PCI data security standards.  FAMS employs a full-time security manager who routinely tests security processes to ensure that documented procedures are enforced, reporting to a Security Review Board that meets on a quarterly basis.   FAMS Physical Security Plan, Data Encryption Security Plan, Communications Security Plan and Personnel Security Plan are outlined in the tables below. 

FAMS maintains an Emergency Management Team (EMT) to develop, maintain, support and execute disaster contingency and recovery processes.
Initial Response

The EMT identifies and categorizes the problem.  From these classifications EMT will decide on a plan of action and notify the appropriate personnel through a pre-defined pyramid contact system.  In the event of a declared disaster FAMS’ Director of Client Administration will ensure each client is contacted.

In cases where the operation center is destroyed to the extent a backup recovery facility must be used, backup procedures are immediately initiated.  Disaster recovery operations will be launched, and disaster recovery logs will be implemented to document all teams’ activities.  A control center and contingency site will be determined by the table below.

Disaster Declared at

Control Center 

Contingency Site

Projected RTO

Tucker, GA center

Corporate 

St. Charles, MO center

48 hours

St. Charles, MO center

Corporate 

Tucker, GA center

48 hours

Corporate Offices

Tucker, GA 

St. Charles, MO center

24 hours

Before the backup site will be available for operations, systems will be identified and tested including planned software, hardware and resources.  Arrangements will be made with the local telecommunications company for landline as well as with vendors for dialers and VoIP systems.  Other communications vendors will be contacted for the delivery and installation of temporary equipment.  EMT will conduct a complete series of tests to ensure full recovery of the communication network capabilities, and they will provide for full restoration of service at the original or alternate hot site.  

System File Restoration 
FAMS’ backup process ensures FAMS has the data available to recreate the operational environment in the time it would take to restore data from tape. This restoration could occur within six hours depending on the extent of the data restoration required. In the event of a disaster requiring a complete restoration of all system files, the server can be operational within two hours of the hardware repair or replacement.  If during the disaster it is possible to perform a partial or complete backup, one will be performed.  If this is not possible, the most recent backup will be prepared for restoration. 
Hard Drive Restoration
FAMS utilizes a Redundant Array of Independent Disks (RAID) which configuration provides system usage during hard disk failure.  If a RAID array has a single hard drive expire, the system can continue to operate normally until the hard drive is repaired or replaced.  FAMS’ system files reside on the data drives which are a part of the RAID subsystems. A new hard drive can be quickly added to the system, and the basic OS software will be installed along with the backup software in the event of total failure of the disk subsystem.  Using the backup software, all of the unique components including the registry can be restored in less than three hours.

Downtime Protection 
The computer system is protected by an Uninterruptible Power Supply (UPS) utilizing surge/spike protection. The battery supply can maintain the servers in order to overcome brief blackouts prior to activating generator power resources.  The WAN connection to all offices is via direct T1 connections.  All offices have an additional redundant circuit in order to prevent downtime due to circuit error. All offices have a redundant router placed in storage in the event of router failure.  In its Data Center, FAMS utilizes HFC-125 clean associate fire suppression systems. FAMS’ system has auto-detection with several sensors located in the ceiling and floor.  The system also has an emergency activation button near the doorway to the computer area.  Once the system is activated, alarms sound and flash, and an electronic notification is placed to the local fire department.  

Backup Procedures
The main servers undergo nightly batch processing. This automated process includes procedures that run once before and once after the nightly file processing. Backups are performed on a weekly basis. FAMS’ application servers are backed up daily to separate disk array subsystems within each server as well as to a tape backup device.  These backup tapes are transferred on a daily basis and stored by a nationally recognized information security and storage vendor.  Weekly, a complete backup of all systems is made to the tape library including the application servers, the Exchange server, the file server, and the Domain Controllers (DC). These backups comprise a backup set which is transferred on a weekly basis as one of five rotating sets. On regular processing days, an incremental daily backup is produced for each of FAMS’ systems.  

c) In an era when collection agencies are penalized, fined and restricted by regulatory bodies such as the Federal Trade Commission and State Attorney Generals, FAMS is proud of our history of no Attorney Generals investigations, settlements or restrictions.  Nor has FAMS ever been implicated in any wrong doing by the Federal Trade Commission or any other regulatory body.  

FAMS maintains a dedicated Quality Assurance Team who reports directly to the President of FAMS.  This team is directly responsible for monitoring call recordings for all business products.  Calls are evaluated and scored for associate adherence to FAMS and client work standards.  Corrective action is taken promptly for any failed calls.  Associates’ Bonus potential is directly tied to their Call Quality Score. The Quality Assurance team produces regular reports for both internal FAMS use and as may be required by the Commonwealth and Eligible Entities.
FAMS has a zero tolerance for complaints or FDCPA violations.  FAMS’ employees must adhere to very strict collection guidelines and always maintain a professional and courteous demeanor during interactions with consumers.  FAMS’ collection staff is regularly monitored to ensure they are always professional, productive and proactive.  All agents are trained in their talk-offs not to harass, threaten, intimidate, or make false and misleading statements.  FAMS’ agents always converse with the consumer in a respectful manner and will recite the Mini Miranda to the consumer on every call.  FAMS agents must verify consumer identity at the beginning of each call. Acceptable methods of verification include at least two of the following; date of birth, address, or last four digits of social security number. FAMS agents are trained not to disclose this information, rather to request that the consumer provide the information for confirmation purposes. Additionally, FAMS has added a Verification and Authorization section on our consumer website, www.famspayonline.net, explaining that this process is necessary to protect the consumer’s personal information.

All calls are recorded and available for review for client audit, internal quality assurance, or complaint investigation purposes.  If any FAMS employee is suspected of having committed an FDCPA violation, an investigation will be conducted.  If any employee is caught committing or is proven to have committed an FDCPA violation, that employee is subject to immediate discipline up to and including termination.  FDCPA violations reflect serious unlawful conduct, and even a top producing agent is no longer valuable once an FDCPA violation has been committed.  Accordingly, agent bonuses, which are paid at FAMS’ discretion, are directly tied to the commission of an FDCPA violation, and every agent is subject to losing one or more bonus payments if he or she has committed an FDCPA violation.  FAMS also monitors all email correspondence for re-training opportunities, and we regularly receive complimentary emails form consumers thanking FAMS for resolving their situation with respect and integrity. 
d) FAMS has full-time Training and Development staff, and in-house training facilities located in both the Georgia and Missouri Operations Centers.  FAMS has developed customized learning modules specifically oriented toward educating personnel regarding client specific contracts, and state laws and regulations. FAMS conducts a thorough training course that covers all aspects of collection technique and procedures, including full compliance with all applicable local, state and federal regulations, including the FDCPA.  Agents must demonstrate a strong knowledge and comprehension of FDCPA, HIPAA, FCRA, FACTA, the Federal Privacy Act of 1974, and FAMS’ “Code of Ethics” before graduating from FAMS’ initial training program.  Agents are tested on the FDCPA and other applicable collection regulations at the end of their initial training program. Agents are also retested on their comprehension of these regulations on an annual basis, and must attend Refresher training if necessary. 

FAMS will ensure our Management and employees clearly understand and adhere to Commonwealth of Massachusetts law governing the collection of debt, including the rights and/or restrictions or exemptions on general collections, legal collections, student loan collections, and any special requirements in law of any kind of debt collection that might be assigned under the State Contract.  The training program is administered through FAMS Learning Management System (LMS) and accommodates varied learning styles.  This technique also avoids the pitfalls of episodic training where trainees are not allowed the time to ground their new skills before the instructor moves on to new concepts.  FAMS utilizes a blended learning approach, encompassing professionally designed, self-paced e-learning courses, instructor-led classroom courses, electronic and hard copy job aids, on-line quizzes and trainer evaluations. FAMS performs weekly refresher training as well as Flash Update training sessions which immediately communicate any updates to Federal, State, and local laws and regulations. 

FAMS training module outline follows.

TRAINING MODULES
Module 1

Employee Orientation

Module 2

Overview of Federal, Commonwealth of Massachusetts, and Local Laws

Module 3

FDCPA Review

Module 4

Developing Effective Collection Techniques (Part I)

Module 5

Developing Effective Collection Techniques (Part II)  

Module 6

Skiptracing Tools and Techniques

Module 7

Refining the Talk-Off and Role Playing

SPECIALIZED TRAINING
Special client-specific training to ensure compliance with associated Commonwealth of Massachusetts and Eligible Entity collection regulations and Statute of  Limitations.
Additional training to ensure compliance with client requirements

FDCPA ANNUAL TRAINING
Retest

100% Passing Grade Annually

REFRESHER TRAINING / FLASH UPDATES  
Weekly refresher training, and Flash Updates in regards to any FDCPA, HIPAA, Federal, State and Local laws, 

At the end of each training module, the associate must take and successfully pass an on-line test in order to advance to the next training module.  After initial training, associates spend time in the training bay performing live collection calls side-by-side with a tenured associate.

Throughout the course of an employee’s career, further training and development programs are conducted company-wide.  The continuing education of the entire collection team is the foundation for outstanding performance and superior service.  The topics for the training include reviews and updates to collection laws, implementation of client-mandated work standards, and FAMS policies and procedures.  Many procedural items are gleaned from suggestions to better handle accounts; correspondence; improvements in systems and process; and observations.

Attendance at the weekly compliance training sessions is mandatory.  FAMS employees are required to sign and date an attendance sheet signifying their presence at the session and understanding of the materials discussed.  Directors of each business product are responsible to ensure that any employee that does not attend the initial training session due to PTO or any other reason is brought up-to-date as soon as possible upon the employee’s return to work.

As clients update their work requirements, that information is disseminated to the respective teams promptly.  Employees are provided with copies of client’s work standard documents to have on-hand for quick reference.  As with the company-wide weekly training sessions, attendees are required to sign the attendance log.

In the event collections personnel are transferred to work another client’s business, they receive one-on-one training from the Director and Manager of that portfolio before they are permitted to work accounts.

In addition to weekly training sessions and as-needed Flash Updates of materials, FAMS conducts annual tests of all collections personnel, and back-office administrative staff that handle delinquent accounts, on federal and state laws, and FAMS-specific procedures.  Employees are permitted to take the exam a total of three times to achieve the passing score.  If they do not pass, their employment with FAMS is terminated.  Upon successfully passing the annual tests, personnel receive a certificate of completion.

The FAMS Management team is required to complete additional training annually, which is administered through FAMS Learning Management Systems:

· Basic Management Course

· Preventing Unlawful Workplace Harassment for Managers

· Preventing Sexual Harassment for Managers



	B-5.  State of the Art Collection Methods, Security Protocols and PCI Compliance. 
a) Bidders must provide details (a minimum of at least one page in length) to demonstrate leading industry standards in technology, security, Payment Card Industry (PCI) compliance and other protocols to ensure the highest level of security and privacy in the transmission, acceptance and handling of account referrals, remittance of funds and reports.  
b) Security of Debt Collection Records.  Bidders must describe how debt collection account case records will be transmitted securely from Eligible Entities, stored securely and what security will be used (physical, staff, and electronic) to ensure access only by authorized individuals, and that privacy of information is maintained in accordance with M.G.L. c. 66A, c. 93H and 93I and the terms of the DEBT COLLECTION SERVICES SPECIFICATIONS. 
c) Bidders must also provide details (a minimum of one page in length) to demonstrate state of the art collection methods, including skip tracing, letters, calls, predictive dialing, on-line and other secure electronic payment methods such as major credit card, checks (ACH, hard copy, and checks by phone), money gram, western union, IVR, all at no additional charge to debtors, that ensure the broadest level of collection success, and prompt submission of funds to the Eligible Entity.
d) Procedures for Ensuring Maximum Recoveries.  Bidders must include a description of the services to be provided to assist an Eligible Entity in establishing a cost-effective collection service which will maximize the percentage of recovery of delinquent claims. 
e) Bidder must be able to accommodate decentralized submissions of referrals from various types of Eligible Entities and provide flexible and secure formats for upload or transmission of referrals that ensure security and privacy of the data being transmitted.  

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

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


	ANSWER:

a) FAMS maintains an information security and privacy program compliant with Federal Information Security Management Act (FISMA) requirements. FAMS, as a Federal contractor that operates information systems processing U.S. Federal Government Information, is required to comply with FISMA and provide documentation substantiating its information security and privacy protection which is certified and accredited by the Federal Agencies it supports.  In addition to this, FAMS’ information security and privacy program is compliant with PCI data security standards. 
FAMS is constantly looking for ways to use enabling technology to further business operations efficiency and furthering security and compliance standards required for the business.  Constant scrutiny of security measures is maintained to ensure high standards of protecting consumer information.  FAMS is FISMA compliant and is required to maintain a body of documented security processes and procedures that are updated on a regular basis.  FAMS also follows HIPAA guidelines for the medical clients that we service.  An annual SAS70/SSAE16 audits is completed and communicated to clients as requested.  An annual PCI-DSS attestation of compliance (AoC) is completed to ensure appropriate security of PII of the consumers that use credit cards.
With regard to PCI DSS compliance, FAMS reviews the controls on an annual basis and signs a self-attestation questionnaire (SAQ) testifying that the controls are being met.  FAMS has worked with external vendors to ensure that compliance measures are met.  An annual network penetration test is performed to ensure that our network is secure from external network security threats.  At least quarterly, FAMS performs vulnerability scanning to ensure that all externally facing systems have the latest security patches.  At least monthly, FAMS ensures that all systems have the latest security patches applied to all servers connected to the network.  Awareness of PCI DSS compliance is pervasive throughout the company and an annual test is given to ensure that everyone maintains the appropriate awareness of consumer credit card security.  FAMS recently implemented file integrity monitoring to monitor system files on mission-critical production systems.  This will help to ensure that there is no tampering of a system which contains Personally Identifiable Information (PII).  In addition, wireless IDS was implemented in both sites to prevent rogue WAPs from being added to the internal network at any time.

All networked devices send logs to a central system.  Logs are kept for a year on all systems and reviewed on a daily basis to review if any intrusion or unauthorized access occurs.  Anti-virus is installed and updated every two hours on all servers, workstations, and laptops.  All reports of potential threats to these systems are sent to a central console for management purposes.  Processes and procedures are in place to address security breaches which include notification to clients of potential security incidents.  These procedures are tested on an annual basis through more awareness, table top exercises, and ICAR test files.

Firewall configurations and modifications are approved through the Director of IT and are reviewed at least every six months for consistency and relevancy on a regular basis.  Only approved and documented ports are opened for inbound and outbound traffic for necessary business traffic to/from approved entities.  All network devices use SSH only for connectivity to the console.  All of their configurations are backed up on a daily basis to ensure that any configurations can be rolled back or  any failures can be addressed quickly.

A network DMZ is maintained to allow external traffic to access our secure FTP server for file transfers.  FAMS has the capability to encrypt file data sent to/from FAMS using PGP keys and also has the capability to encrypt the transport with FTPS, SFTP, or HTTPS as required by the client.  Typically both the tunnel and data are encrypted for assurance that the data is secure.

All laptops use whole disk encryption and have active firewalls to ensure that unauthorized access is prevented even when not connected to the corporate network.  These firewalls are not alterable by the employee.

System configuration standards have been documented for VMware hosts, virtual machines (servers) and SQL Server databases.  These standards are applied to new systems implemented in the environment and only one primary function is assigned to any server in the environment.  This allows for tiering of functions and appropriate segmentation and security to be applied to these servers.

All non-console administrative access is encrypted with strong cryptography by requiring at least SSHv2 or RDP with certificate being required to access the server(s).  Not telnet access is allowed on any network or non-Windows systems.

When consumers request to make a payment with a credit or debit card, it is encouraged for them to do so through our secure, PCI-compliant payment website at www.famspayonline.net.  If a consumer does make a payment over the phone, then these calls are transferred to Authorized Payment Managers to maintain PCI compliance.  All primary account number (PAN) data is masked when displayed on FAMS’ collection system.

FAMS secures all databases containing client data with TDE-encryption (transparent data encryption) to ensure that data at rest is encrypted.  There are two levels of data backups: disk-to-disk and disk-to-disk-to-tape.  Both are encrypted using AES-256, FIPS 140-2 level of encryption for compliance with FISMA requirements.  All tapes are stored at Iron Mountain and backups/restores are tested at least on a monthly basis.  Any cardholder data that is stored, is stored in an encrypted-at-rest state to comply with PCI DSS standards.  At no point is a verification code or value (CVV for example) ever stored though.

FAMS requires two-factor authentication for any external connection to the internal network.  Two-factor authentication is required for all employees, contractors, and clients requiring access to the network 24 hours per day.   All activity is logged and X.509 certificates used for two-factor authentication expire every 6 months.  All inactive user accounts are disabled after 14 days and removed after 90 days to prevent remote access going forward.  All passwords for email and network access are changed at least every 90 days with at least an eight character password using a complex combination of numbers and alphanumeric characters.  Repeated access attempts are locked out after 3 attempts with a minimum of a 30 minute lockout period.

Physical access to FAMS operations facilities are limited and monitored at all times.  Video cameras are used and recorded 24x7 for up to 120 days.  Physical access to network jacks is limited to public Internet access only and not the company network.   All physical access to WAPs, firewalls, server and network equipment and telecommunications equipment is restricted to IT personnel and the CEO only.  Visitors to FAMS facility must be escorted at all times and are badged in through the receptionist where a paper badge is issued only after providing a picture ID.  These temporary badges are good for 24 hours only.

FAMS uses virtual machine technology in conjunction with storage area network (SAN) devices to maintain a flexible, scalable, and recoverable server environment where there are multiple recovery options and provision for disaster recovery.  FAMS maintains datacenters in two Operations facilities located in Georgia and Missouri.  The Missouri Operations facility is setup as a failover site in case there is a disaster in Georgia and vice versa.  Recovery of virtual machines at the alternate site is tested annually to ensure functionality and recoverability.  Both sites are connected through an MPLS network and both have Internet connectivity secured by Cisco firewalls with proxy services for web and email security.  All inbound and outbound traffic from FAMS is logged and reviewed daily for any security anomalies.
b) Data Encryption

FAMS encrypts all outbound electronic transmissions of consumer information.  FAMS will transmit non-public personal consumer information including the reporting of payments only through encrypted channels.  FAMS provides secure file transfer protocol for our clients so that transfer of consumer data is encrypted and password protected.  FAMS will adhere to the file format specifications set forth by the Commonwealth and Eligible Entities. Debt collections account case records can be sent, after being encrypted with PGP, through FAMS' secure FTP server using either an FTPS or SFTP transport method. Alternatively, records can be compressed and encrypted with AES-256 level encryption and sent via email as an attachment to the intended party.

All data is stored on systems where the data is encrypted at rest.  All FAMS employees undergo extensive background checks and have a security clearance with the US Government for authorization to review confidential, public trust information.  All physical operations centers have alarm systems, badge access, 24-hour video camera recording saved for 120 days, all collector phone calls are recorded and saved for at least 120 days, clean desk policies with random checks are enforced for collectors, and only approved IT personnel and the CEO have access to the datacenter raised floor for direct access to collection systems.

c) FAMS Collection System

FAMS’ collection system and related technology and processes ensure its ability to meet and exceed the performance, communication, and reporting expectations of its diverse client base.  FAMS utilizes a proprietary Collections/Recovery Management System.  This customizable account recovery and tracking software facilitates all collection activities and related support services.  This system operates on Microsoft file servers, utilizing the internal multi-tasking features to fully integrate the use of telephone, electronic letter generation, on-line account and report archiving, and electronic information retrieval from external databases.  
FAMS collection system fully supports interest charge updates, updates to collection costs, as well as any other transactions, and facilitates such activity via electronic transfer to our system. Each account in FAMS collection system can be set up at the account level with separate levels for each individual type of debt or year. In this manner, FAMS can adjust the various components of each account to the individual debt for updates to balance, interest, adjustments, or additional liens. 

Accounts are fully documented and updated real-time each time they are worked.  Accounts are recorded and fully updated in a systemic or manual fashion.  Accounts are structured through a segmented querying process to establish existing account status and determine next qualifying steps of action.  Through these status codes systemic breaks in production are aligned to create targeted break points in production for management review, client oversight and quality assurance testing. All system access and activity is time and data stamped with the initials of the individual FAMS employee.

FAMS uses an Asterisk-based phone system. Agents use soft phones and headsets to make and receive phone calls.  FAMS records all inbound and outbound calls and stores them for at least 270 days.  FAMS establishes client access for remote monitoring capabilities through a secure interface. All of FAMS collection notices contain the statement, “Calls to and from FAMS may be monitored or recorded for quality assurance.”  Additionally, associates advise consumers at the beginning of each telephone communication that their conversation may be monitored or recorded for quality assurance.  If a consumer refuses to have the call monitored, the call is terminated.  FAMS call recording system cannot be suppressed or deactivated.

Automated Dialing Systems  
FAMS uses an automated dialing system to create campaigns and dial specific consumers.  Care is taken to create campaigns that will only call during specific hours so that FDCPA and TCPA compliance remains high. FAMS scrubs its entire telephone database daily through International Marketing Systems, Cell phone and National Do/Not/Call databases to maintain compliance. FAMS has a dialer in each operations center and employs a dialer manager that creates campaigns and maintains both systems. In addition to automated dialing, FAMS also utilizes call broadcasting.

Manual Dialing System 
FAMS primary collection effort is made through manual calls to assigned accounts by specific agents. FAMS utilizes a point and click software program to assure proper dialing of specific telephone numbers.

Skip Tracing/Locator Networks
FAMS utilizes a proprietary skiptrace waterfall to obtain location information and validation of address utilizing numerous skiptrace locator networks listed below. This process includes bankruptcy scrub, deceased scrub, NCOA information, incarceration search, best name and address information, employment verification information, professional license information, and phone scrubs to include additional relative and associates data including cell phone validation. This validated and confirmed information is uploaded to our collection system. 

Collection supervisors manage skiptrace accounts in agents queues on a daily basis. Additional manual skiptracing includes: 

· Department of Motor Vehicles 

· State Licensing Bureau 

· Voter Registration 

· Incarceration Databases 

· LexisNexis 

· Interactive Data 

· TALX 

· Accurint
Written Communication 
On all accounts with a complete address, the initial demand letter is mailed within 72 hours of placement.  Additional letters will be used based on the success of collection efforts and the need for other specialized letters.  All letters used by FAMS during the collection process have been approved by FAMS’ attorneys to assure compliance with the FDCPA and FCRA as well as appropriate state collection and credit regulations.  Each of FAMS’ collection letters contain the Quick Response Code (QR Code or QRC) which, with the appropriate scanning application on a smartphone, allows consumers to be directed to FAMS’ payment portal located at www.famspayonline.net.  Consumers located outside of the United States can also utilize FAMS payment portal to make a payment, submit correspondence or utilize any other function of the website.  FAMS has provided a sample collection letter in RFR Response Part C- Detailed Debt Collection Process. 
Additionally, in the interest of effective communication, FAMS has implemented a product called eNotice.  Through this electronic method, communicating with consumers is more efficient and processing times are reduced. Please see a screen shot of a sample delivery notice that would arrive via email, as well as a sample of the PDF letter attached, in our response to Part C- Detailed Debt Collection Process.
Acceptable Forms of Payment  
FAMS makes virtually any method of payment available to a consumer at no additional charge in order to facilitate recovery of a debt, including: 

· Western Union

· Money Gram

· Credit Card

· Internet Based Credit Card or Electronic Check

· ACH

· IVR – Checks by Phone

· Money Order

· Cash and Debit Cards 

· Personal Checks

Additionally, FAMS offers the convenience of a web-based Payment Portal, www.famspayonline.net.  Through this portal, consumers can enter dispute information, send email communication, and make direct inquiries on their account without speaking to an agent, if they are reluctant to do so.  FAMS also has the capability of interfacing with customized client payment portal applications.  
FAMS also has the capability of receiving payments via a secure and encrypted web portal, “Payment Vision”, www.famspayonline.net, as well as an Interactive Voice Response system, (IVR). These payments are processed in an overnight batch process and posted and deposited the following business day.

d) Communication is the key to maximizing recoveries. FAMS maximizes a consumer’s opportunity to communicate with FAMS regarding their delinquent account, offering communication via email, text, web portal, and chat, as well as phone conversations. These various conversation opportunities allow consumers to choose their approach to communicating financial conditions, in order to establish a reasonable and affordable basis for resolving the obligation. 
e) FAMS transmits hundreds of encrypted, customized transmissions daily through our proprietary network. These transmissions identify multiple debts per consumer, multiple dates of infraction per consumer, the ability to access penalties, fees, interest calculations to future and past dates, and customization to third party services such as letter vendors, tax authorities, electronic mail, skip-trace services, credit bureaus, and court records. FAMS’ collection system and related technology and processes ensure its ability to meet and exceed the performance, communication, and reporting expectations of its diverse client base.  FAMS utilizes a proprietary Collections/Recovery Management System.  This customizable account recovery and tracking software facilitates all collection activities and related support services.  This system operates on Microsoft file servers, utilizing the internal multi-tasking features to fully integrate the use of telephone, electronic letter generation, on-line account and report archiving, and electronic information retrieval from external databases.  
FAMS collection system fully supports interest charge updates, updates to collection costs, as well as any other transactions, and facilitates such activity via electronic transfer to our system. Each account in FAMS collection system can be set up at the account level with separate levels for each individual type of debt or year. In this manner, FAMS can adjust the various components of each account to the individual debt for updates to balance, interest, adjustments, or additional liens. 
Each of FAMS’ offices has uniform requirements, and each office has IT personnel on-site responsible for maintaining telephony, collection system, and other technology resources in the event of a disaster.  FAMS maintains preventative process measures that include system file restoration, hard drive restoration, downtime protection, and backup procedures. Detailed description of these policies and procedures can be found in our response to Question B-4, sub-question b), beginning on page 14.

Account Placements  
FAMS has the ability to accept client placements through any number of data transfer/ assignment protocols.  FAMS has extensive experience complying with clients’ data transfer requirements. FAMS’ collection system currently interfaces with clients in a variety of methods, including but not limited to:

· Encrypted email via PGP or Entrust 

· Sterling Commerce Connect Direct interface 

· Secure point-to-point connectivity (VPN) 

· FAMS-hosted SFTP 

· Client-hosted SFTP 

· IBM 3490 tape transfer 

· Diskette or CDROM media transfer 

· Fair Isaac interface 

· RMS interface

· ECSI interface

· Hard copy

FAMS encrypts all outbound electronic transmissions of consumer information.  FAMS will transmit non-public personal consumer information including the reporting of payments only through encrypted channels.  FAMS will provide secure file transfer protocol for the client so that transfer of consumer data is encrypted and password protected.  FAMS will adhere to the file format specifications set forth by the Commonwealth and its agencies.
f) FAMS maintains a dedicated fully staffed IT department in each location, who ensure robust internal controls for all aspects of FAMS data, privacy, and physical security. Our on-site full time Security Analysts maintain FAMS compliance with all FISMA, PCI, SSAE-16, and all other standards required by our Federal, State, and Local Government clients.  Internal audits are conducted regularly, in addition to the continuous external audit processes required to maintain our state-of-the-art security certifications. Please see below for details on our IT team. 
Personnel 
Background and Expertise of Personnel and Planned Duties
David Kennedy, Director of IT
· 20 years IT experience
· 3 years government industry experience

· Accountable to FAMS President/CEO

· Responsible for FAMS’ IT infrastructure, security and client compliance

· Implements client IT requirements to achieve compliance
Chris Louis, Director of IS
· 33 years IT experience
· 33 years government industry experience

· Responsible for FAMS’ IS program testing and implementation of client IS requirements

· Responsible liaison for all B-Frame collection system programming to meet client IS requirements
Adam Gardner, Manager of IT
· 13 years IT experience
· 3 years government industry experience

· Accountable to FAMS Director of IT

· Supports/maintains security measures and procedures

· Responsible for phone system and desktop support
Scott Stevens, Database Administrator
· 15 years IT experience
· 2 years government industry experience

·  Maintains FAMS database systems and automation systems

· Supports report requests and generation 
Meshach Richards, Systems/Network Administrator
· 5 years IT experience
· 5 years government industry experience

· Maintains FAMS network infrastructure, backups, and SAN storage
Ben Smith, Desktop Administrator
· 10 years IT experience
· 1 year government industry experience

· Desktop support for FAMS Georgia operations center
Adam Cole, Systems Administrator
· 14 years IT  experience
· 5 years government industry experience

· Desktop support for FAMS Missouri operations center

· Supports FAMS websites

· Mobile device administrator
Wardell Hubbard, File Processing Analyst
·  5 years IT  experience

·  5 years government industry experience

· Maintains and monitors FAMS file processing procedures with clients

· Supports dialer campaigns and reports
g) FAMS is experienced in, and will comply with, all HIPAA requirements and guidelines. As a long-time provider of collection services to multiple practices, divisions, and affiliates of Emory Healthcare, a leading healthcare system headquartered here in Atlanta, FAMS is deeply versed in the requirements of healthcare privacy regulations. FAMS warrants 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.


	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) All areas of the Accounting Department are under constant video surveillance by multiple CCTV cameras. Correspondence and bankruptcies are dated and stamped “received” before being forwarded to the appropriate person for processing.  Consumer payments received are coded with the account number and the client name. All checks and money orders are deposited electronically onsite via SunTrust Bank Desktop Deposit. The checks are scanned to create electronic images of the checks. The electronic images are transmitted to SunTrust Bank and the funds are subsequently deposited into the trust account.  The physical checks that have been deposited electronically are maintained onsite in a fire-proof safe, bolted to the concrete floor in FAMS’ safe room for a 90 day period.  FAMS safe room is protected with biometric scanning device, only allowing access to authorized personnel. After the 90 day period, the checks are shredded onsite by multiple FAMS security officers. The shredded checks are taken offsite by a professional document destruction company to be destroyed.

If cash is received in the mail, a photocopy of the cash is taken and preparation of a deposit slip is made immediately. The cash and deposit slip are enclosed in an envelope labeled with the client’s name and the total cash received.  The envelope is delivered to the Payment Processing Manager for review. After the contents are reviewed, they are locked in the vault. The funds are posted from the photocopy. A signed receipt is sent via regular mail to the consumer at the address on file unless otherwise specified.  The payment is reconciled to the Posting Report daily and payment deposits are taken to the bank for deposit by two representatives from the Accounting Department.  The deposit receipt is attached to the photocopy and filed in the vault.  Any payment over $10,000 is reported to the IRS within 15 days of receipt. These payments are reported on Form 8300 following the guidelines in Publication 1544.  

Walk-in payments are signed for by a member of the Accounting Department.  A receipt is completed and signed by the member of the Accounting Department receiving the payment.  A copy of the receipt is given to the consumer to confirm receipt of payment.  The payments are posted within 24 hours of time received. 

In addition to the above Payment Processing procedures, FAMS Accounting Department completes a daily cash sheet to reconcile all prior day activity. With the daily cash sheet, every consumer payments received at the bank is reconciled against payments posted to consumer accounts. Each payment is confirmed in this reconciling process to provide guaranteed proof of an accurate client remittance containing the full amount of all debt and associated fees.

b) Consumer checks and money orders are deposited electronically onsite via SunTrust Bank Remote Deposit on the day of receipt. The checks are scanned to create electronic images of the checks. The electronic images are transmitted to SunTrust Bank and the funds are subsequently deposited into the trust account on the day funds were received.
FAMS has found this method of electronic deposit and transfer of funds to be the most secure, efficient, and cost effective remittance and payment method, resulting in rapid transfer of all funds to the Commonwealth and Eligible Entities.
c) FAMS understands and agrees. FAMS will 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). Consumer checks and money orders are first deposited electronically onsite via SunTrust Bank Remote Deposit on the day of receipt. Funds are then deposited into a dedicated client trust account to avoid intermingling of company and client funds. Bank reconciliations are updated daily to confirm every agency payment received the day before was also deposited into and cleared on the appropriate trust account.
d) If a check or credit card payment is returned NSF or dishonored, FAMS will re-collect the amount of any bounced checks, and will not invoice or rebill for collection fees if already paid.  The Commonwealth will not be liable for bounced checks or associated fees.  FAMS deducts the amount of any NSFs from the client’s next scheduled remittance.  The remittance clearly reflects the total payments, total NSFs and total remittance amount.  If allowed by the client, FAMS may add the NSF bank processing fee to the consumer’s account.  FAMS collects all monies due the client before collecting any NSF fees.    
Payments returned NSF are a priority; contact with consumer resumes within 48 hours of the NSF.  Telephone contact is attempted at least twice before a demand letter is sent to the consumer.  In the case of NSFs, collectors will not accept another personal check unless it is approved by a Collection Supervisor and is accompanied by documentation indicating an acceptable cause for the NSF.  No additional personal checks will be accepted if there are two or more NSFs on the consumer’s account.  All future payments must be made by certified funds.

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

f) FAMS will collect a debt so that the amount owed by a consumer (“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. FAMS collection system fully supports interest charge updates, updates to collection costs, as well as any other transactions, and facilitates such activity via electronic transfer to our system. Each account in FAMS collection system can be set up at the account level with separate levels for each individual type of debt or year. In this manner, FAMS can adjust the various components of each account to the individual debt for updates to balance, interest, adjustments, or additional liens.  FAMS understands that we 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) FAMS confirms 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) FAMS confirms 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) FAMS confirms 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) FAMS confirms 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) FAMS confirms acceptance of the following terms:  For the purposes of collecting a debt, the amount owed by a consumer 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) FAMS confirms acceptance of the following terms:  If a debt that has been referred to debt collection is collected by the Eligible Entity PRIOR to any debt collection activity by the Authorized Debt Collection Agency, the fee amount shall be half (50%) of the contingent fee multiplied by the percentage of the total debt amount collected by the Eligible Entity.

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



	B-7. Criteria for Offering Payment Plans.  
a) Bidders must give a description of the criteria to be applied in determining when installment payment of debts will be offered and the maximum term of such payment plan agreements upon prior written approval of an Eligible Entity. 
b) Bidders must give a description of the maintenance procedures, forms and monitoring to be used for payment plan agreements once the payment plan agreement is approved by the Eligible Entity. 

	ANSWER:

a) The collection representative, on all consumer contacts, will make a reasonable attempt to update the consumer’s financial information. This update will include household income, monthly fixed expenses, credit availability, savings and assets. Payment plans will be established only after the completion of reasonable efforts to exhaust all consumer resources to pay the balance and/or a portion of the delinquent balance. After this attempt has been made, the financial information will be used to determine a reasonable repayment arrangement.  All payment plans considered will adhere to the maximum terms set forth by the State of Massachusetts.
b) Established payment arrangement (PPA) accounts will be assigned to an isolated collection file. Each PPA account will have a defined due date, payment amount and review date. FAMS automated processes will send letters/email/text payment reminder notifications prior to each established due date. 

The PPA review date will be set for three months in the future of the PPA setup date. On the review date, the daily automated system processing will transfer each account to the collector daily follow-up section. The collection rep will then reevaluate the consumer’s current financial situation in attempt to upgrade the original repayment terms. 

If the scheduled payment is not received by the due date, FAMS automated processes, on the first day after the due date, will transfer the account to an isolated PPA BREAKOUT file to restart the collection process to include, letters, phone attempts and skip trace efforts.


	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: FAMS makes every attempt to resolve an account through payment in full, settlement in full, or a payment agreement within the terms set forth by individual clients.  If litigation appears to be the only avenue to resolve the account, an asset search will be performed.  Based on the results of the asset search, a request for suit authorization will be sent to the Commonwealth and Eligible Entities for approval.

Upon receipt of approval from the Commonwealth and Eligible Entities, FAMS will obtain an attorney in the appropriate state and forward the account for litigation.

FAMS utilizes the services of Melanie M. Norvell who is associated with the law firm of Bovis, Kyle & Burch, LLC (BKB) in Atlanta, Georgia to oversee all litigation.  Ms. Norvell has represented FAMS since 1995.  She and her associates at BKB have extensive experience in the area of collections, creditors’ rights, FDCPA restrictions, state law restrictions, and the like. 

Attorney Norvell selects qualified local attorneys based on years of direct experience with her attorney network; interviews of potential local representatives; and recommendations of respected counsel experienced in creditor representation.  Melanie Norvell and FAMS will submit periodic status updates to the Commonwealth and Eligible Entities on all referred accounts. 

Once an AGO approved local attorney has been identified, the attorney will then begin litigation activities.  These activities will include an initial letter advising the consumer that the account has been forwarded for litigation.  

After 30 days with no attempt to resolve the debt, suit will be filed and a summons and complaint to appear in court will be served to the consumer.  Once served, a court date will be set.  If the consumer fails to appear, FAMS will receive a default judgment.  If the consumer does appear, FAMS may be asked to provide validation of debt.  After the judge reviews the validation of debt and determines the consumer clearly owes this debt, a judgment will most likely be awarded. Once a judgment is obtained, FAMS will execute the judgment through wage garnishment, attaching a bank account or placing a lien against property. The timeframe from determining the account suit worthy to obtaining a judgment spans approximately six months. FAMS will advance court costs and recover same from first monies collected.


	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: FAMS advanced security and technology, which meets and exceeds all standards set for data transmission and information security set forth by FISMA, PCI, and SSAE-16 requirements, sets FAMS apart from other agencies. 
This commitment to technology and security also enables the most effective and convenient communication options to consumers. Use of FAMS secure web portal for payments, disputes, validation of debt, and financial document upload results in increased collections as well as consumer satisfaction. In addition, consumers can choose to communicate with FAMS via Text Message, web chat, or email.  FAMS also offers customized web hosting to our clients, including options such as a custom site to streamline the handling of special account statuses such as deceased, bankrupt, or probate accounts.
In addition, FAMS’ strong focus on compliance protects the integrity of both FAMS’ and our clients’ reputations, by ensuring a zero-tolerance atmosphere for complaints. Our dedicated Compliance Team continuously monitors collector performance to ensure adherence to FAMS high work standards. In addition, the Compliance and Quality Assurance Teams provide ongoing training, ensuring that our Collection Specialists are professionals in their field. 
FAMS’ commitment to developing and maintaining superior client partnerships is evident in all we do, and our award winning Client Services team was recently recognized with the People’s Choice award from Sallie Mae, ranking us 1st of all 17 agencies on the contract for responsive and relationship based client care.
FAMS possesses five distinct advantages:
•Throughout our history, as a result of our focus on compliance, FAMS has never operated under an FTC or Attorney General’s Consent Decree or sanction from any governing regulatory entity

•FAMS has implemented an information security and privacy program compliant with Federal Information Security Management Act (FISMA) and PCI data security standards

•Unparalleled client and consumer satisfaction through our consultative and collaborative collection approach

•An extensive track record of excellent performance in the collection of Federal, State, and Local government debt

•Recognized industry sustainability reflected by our long-standing, successful relationships with our clients



	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: Other than standard account information provided in the debt placement file, FAMS does not require any additional resources from the Commonwealth to provide collection services.


	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: FAMS has attached the SDP plan form, along with the requested Written Agreement proposal and Letter of Certification from the Supplier Diversity Office. FAMS will partner with SOMBWA certified WBE Sir Speedy in Boston. FAMS has proposed a minimum spend of 2% of all revenue generated from the contract. Sir Speedy will provide ancillary services including printing and graphic design, in addition to creating custom promotional products to be used as incentives and rewards for FAMS Collection Specialists as they perform on the Commonwealth Contract.  
FAMS commits to a continued good faith effort to locate SOMBWA certified businesses in the primary industry related to this RFR. FAMS as an organization is dedicated to supporting diversity. FAMS upholds the philosophy governing the active participation of small businesses.  FAMS maintains subcontracting relationships with small and woman-owned businesses.  Additionally, FAMS maintains mentoring relationships with numerous small business contractors under our current US Department of Education contract.  Over the past 18 months, FAMS relationships with our partnering small businesses have generated income for these small businesses in excess of $2M.


	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: Sharon Stickles
Title: Vice President, Client Administration
Phone: # (404) 293-7639


Fax: 678-937- 5069
Email: s.stickles@fams.net
Number of Years with Firm: 6
Number of Years at this Title: 2
Qualifications, professional certifications and business experience (narrative): Sharon Stickles has extensive and diverse experience in the collection industry.  She currently serves as the Deputy Contract Administrator for FAMS’ US Department of Education contract.  Ms. Stickles’ dedication to superior client service has resulted in client recognition as well as increased market share from our existing client base. Ms. Stickles has more than 34 years of experience in the accounts receivable management industry, including 20 years of contract implementation and oversight. At FAMS, she is responsible for all client administration and back office client services functions, including implementation maintenance processes and procedures. In addition, she is responsible for all client audit functions.  Ms. Stickles has 34 years of Federal, State, and local government contract experience. She is the GSA Contract Administrator for FAMS where she is responsible for submitting price list modifications as well as managing contract renewals, amendments and audits.  
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. Stickles will provide Contract Implementation and Oversight, and serve as the main point of contact for the Commonwealth and its Eligible Entities. Ms. Stickles will dedicate her time and allocate the resources necessary to ensure contract implementation and superior customer service to the Commonwealth and its Entities.

	Individual Name: Kevin Inches
Title: Vice President of Operations
Phone: # (678) 937-5117


Fax: 678-937-5046
Email address: k.inches@fams.net
Number of Years with Firm: 9
Number of Years at this Title: 9
Qualifications, professional certifications and business experience (narrative): Mr. Inches joined the company in 2004 as a Director of Operations of FAMS' Tucker, Georgia operation center where he led an experienced collection team on the U.S. Department of Education contract. He is now a Vice President of Operations for FAMS’ Tucker, Georgia operation center where he is responsible for FAMS’ Government sector clients. These clients include the Georgia Department of Revenue, Illinois Department of Children and Families, the Comptroller of Maryland, the U.S. Department of Education, and the Commonwealth of Virginia. Mr. Inches was previously responsible for developing and managing corporate-wide analytics and key performance indicators. Through the deployment of these metrics, Mr. Inches adapted FAMS' operational strategies to ensure competitive performance. He began his career as a collector and now has 24 years of experience in the accounts receivable management industry. He has held various managerial roles, leading collection teams to achieve their collection goals in highly competitive environments. Mr. Inches has extensive knowledge regarding the daily operations of a collection center, including client relations, quality performance, profit margin requirements, portfolio distribution, administrative functions, and employee supervision.
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. Inches will hold overall responsibility for FAMS operational performance on the Commonwealth contract.  Mr. Inches will have daily involvement in the operation of the Contract, and in the management of all Commonwealth Entity inventory.


	Individual Name: Sara Gardner
Title: Collection Manager
Phone: # (678) 937-5100 ext 6576


Fax:678-937-5069
Email address: s.gardner@fams.net
Number of Years with Firm: 6
Number of Years at this Title: 1
Qualifications, professional certifications and business experience (narrative): Ms. Gardner joined FAMS in 2007 and has played an integral role in recruiting, training, and developing the collection staff on FAMS Federal Government contracts. Ms. Gardner fosters a hands-on approach to staff development resulting in improved competitive posture.
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. Gardner will be responsible for daily operations on the tactical level within the call center, including the management and development of staff on the Commonwealth Contract. Ms. Gardner will be dedicated exclusively to the Commonwealth Contract.
Identify other specialists and the functions they will perform during the procurement bid upon; 
Please see below for a list of the FAMS Key personnel proposed for the Commonwealth Contract:
David Kennedy, Director of Information Technology

Chris Louis, Director of Information Services 

Sheila Fitzsimmons, Director of Compliance & Quality Assurance

Barbie Snayzzarl, Director of Human Resources, Training,  and Development

Tim Farmer, Controller

Antoinette Mayfield, Accounting Manager

Kol Simmons, Invoicing Manager

Lina Chapman, Key Account Manager, Client Administration
Please see below for a chart detailing the functions each department will perform on the Commonwealth contract.

DEPARTMENT

ROLES AND RESPONSIBILITIES

CLIENT ADMINISTRATION

· New Client Implementation

· Building strong Client Partnerships

· Guaranteeing Client Satisfaction

· Client Deliverables and Requests

· Client Invoicing

· Correspondence Handling

· Email Communication with Borrowers

· File Processing

· Client Audits

COMPLIANCE

· Monitoring and Evaluation of Collection calls

· Weekly Compliance Training for FAMS staff

· Licensing Requirements

· Internal Control Audits

· Monitoring and Compliance with FAMS Policies and Procedures, Federal, State and Local Laws and Regulations

· Monitoring Compliance with Updates to Federal, State and Local Laws and Regulations
OPERATIONS

· Collection and Account Resolution Activity

· Skip Tracing and Asset Location

· Borrower Contact

· Evaluate and Determine Best Account Resolution

· Borrower Education and Follow-Up

FINANCE/PAYMENT PROCESSING

· Accounts Payable

· Accounts Receivable

· Payment Posting and Reconciliation

· Mail Processing

· Deposit/Bank Reconciliation

· Annual Compliance Attestation and Financial Audits

HUMAN RESOURCES/TRAINING

· Human Resources

· New Hire Process

· eVerify

· Federal Security Clearance

· Background investigation

· Training

· Annual Security Awareness Training

· Annual FDCPA Training

· Employee Payroll

INFORMATION TECHNOLOGY

· FISMA/PCI Compliance

· Annual SSAE 16

· Website Accessiblity and Security

· System Maintenance and Security

· Hardware/Software Maintenance and Security

· Building Access and Security

· Database Maintenance and Security

INFORMATION SERVICES

· Collection System Maintenance

· Reporting

· Programming

· Vendor Liaison



	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: FAMS will not use any subcontractors in the performance of the collection aspects of this contract. FAMS is fully staffed to handle all collection activity, with facilities, technology, and systems that are fully scalable, and able to expand quickly to handle any increase in volume. In addition, each of our facilities has in-house Training and Staffing departments which are able to add trained staff quickly to meet any client need. 


	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: Lawannah Howell
Firm: U.S. Department of Education
Phone: # 404-974-9243
Fax: 404-974-9325
Email address: Lawannah.Howell@ed.gov
Description and date(s) of services provided:
 Since 1997, FAMS has provided collection, Loan Rehabilitation, Loan Consolidation, Administrative Wage Garnishment (AWG), and account resolution services for defaulted federal student loans for the U.S. Department of Education.  FAMS was awarded our first contract with the US Department of Education in 1997 as a small business and was subsequently awarded large business contracts in 2000, 2004 and 2008.  FAMS maintains subcontracting relationships with small and woman-owned businesses.  Additionally, FAMS maintains mentoring relationships with numerous small business contractors under our current ED contract.


	Reference name: Leo Zomparelli
Firm: Georgia Department of Revenue
Phone: # 404-417-6621


Fax: 404-417-6589
Email address: leo.zomparelli@dor.ga.gov
Description and date(s) of services provided: FAMS was awarded our first tax collection contract in 2002 with the Georgia Department of Revenue.  Due to superior collection results and outstanding customer service, FAMS received our second consecutive contract award with this client in July of 2006 and was recently awarded our third consecutive contract.  FAMS was the only incumbent out of four to receive a Georgia Department of Revenue contract award as a result of the 2011 bidding process. FAMS has developed a program to read the new XML format of the daily update files sent by Georgia Department of Revenue.  These files contain balance overlays, adjustments, recalls and placements.  A new return file was also created to send a daily acknowledgement to the client for each status update we receive.

FAMS provides collection and account resolution services for delinquent individual state income tax accounts.  


	Reference name: Nancy Brown
Firm: Emory Clinic
Phone: # 404-778-7500


Fax: (404) 778-7570
Email address: nancy.brown@emoryhealthcare.org
Description and date(s) of services provided: Since 2003,  FAMS has provided HIPAA-compliant collection and account resolution services for delinquent self-pay patient balances for The Emory Clinic, Inc.  FAMS created and implemented a fully automated electronically compatible file for the monthly inventory reconciliation and closure process.  


	Reference name: Sharonne Bonardi
Firm: Comptroller of Maryland
Phone: # 410-767-1556
Fax: 410-974-2737
Email address: s.bonardi@comp.state.md.us
Description and date(s) of services provided:  From November 1, 2008 – June 30, 2012 FAMS provided collection services for delinquent state individual income taxes for The Comptroller of Maryland. Despite superior competitive performance, FAMS was not awarded the most recent contract due to RFP evaluation criteria granting award to the lowest responsive bidder. FAMS continues to work paying account through March 2013, and recently earned a monetary incentive bonus for superior collection results throughout the most recent contract year. FAMS uses a collection system structure that provides a summary account for each consumer and multiple linked sub-accounts for each tax year assigned for collection.  Additional system programming was done to allow specific transactions types (such as offsets) to be automatically coded as commissionable or non-commissionable.  

Reference name: Mary Miller
Firm: Illinois Department of Healthcare and Family Services
Phone: # 217-558-6017
Fax: 217-524-3004
Email address: s.bonardi@comp.state.md.us

FAMS provided collection services on behalf of the Illinois Department of Healthcare and Family Services from March 16th, 2005 to June 1st, 2011.  During this time, FAMS modified its collection system structure to accommodate the client’s need for a summary or “parent” account and multiple linked “child” accounts for each consumer.  A monthly payment reconciliation report was produced that detailed transactions by each “child” or sub-account associated with a consumer.



	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.  

	ANSWER: 



FAMS’ collection process is dedicated to a thorough review of account activity at every step and is geared towards a satisfactory account resolution on behalf of its clients.  FAMS’ standard workflow process demonstrates a comprehensive management of accounts.  FAMS has included our initial account placement workflow and our collection workflow beginning on the following page.  These processes are customized to meet individual client needs.

Account Placement Workflow
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Collection Workflow
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Associate Work Matrix 

Each associate’s queue is organized by collectability in a concise work matrix.  This matrix organizes accounts based on a set hierarchy and the follow up requirements.  Generally, an associate will have accounts in their queue organized under the following sections:  

· Newly Assigned Accounts

· Hot Accounts

· Skip Accounts/Returned Mail

· Payment Promises

· Broken Promises

· NSF

· Accounts to be Followed Up Today

· Special Handling (Bankruptcy, Disputes, Death, Incarcerations, Deferments)

· Legal Accounts


All accounts are fully documented and updated each time they are worked by an associate. All accounts in the associate’s queue have a specific capture code which defines the necessary work effort.  An initial capture code is assigned to accounts at placement which reflects the account’s status as a new placement.  Each time an account is worked a new follow-up date and capture code are assigned which accurately reflects the account’s updated status and work effort.  The required work effort summary for each type of account is listed below:

Capture Code

Account Type

Work Effort Summary

Worked

0000-1000

New Business

Update capture code each pass; perform asset, real estate and motor vehicle searches.

Daily

1100-1199

POE Numbers

Inquire at place of employment for work hours and best time to reach; ensure real estate and motor vehicle searches have been thoroughly completed and documented; skip trace for 2nd or 3rd phone numbers; call nearby’s; ensure all skip tracing is completed before account moves from Newly Assigned Accounts section of work matrix.

2-4 days based on propensity to pay

1200-1299

Hot Accounts

Ensure real estate and motor vehicle searches have been thoroughly completed and documented; request 2nd or 3rd phone numbers; evaluate likelihood of paying on each pass; if payment unlikely or no contact made in 5 days, change capture code from hot.

1-3 days based on follow up required

1600-1699

Skip Accounts

Ensure searches for real estate, POE, motor vehicle, demographic number, and driver’s license is completed before account moves from Newly Assigned Accounts section of work matrix; locate/contact nearby if legal; following pass, use LexisNexis.

5 days

5500-5599

Promises

Complete real estate, motor vehicle and driver’s license search; request 2nd or 3rd phone numbers; broken promises must be called 2-3 times daily until contact is made.

1-3 days based on follow up required

8800-8899

Residential Numbers

Worked based on propensity to pay and level of skip trace penetration; complete one additional step of skip tracing each pass

Daily while in Newly Assigned Accounts; 2-6 days thereafter

9900-9906

NSF

Until contact is made, call 2-3 times daily up to 30 days from date of NSF.

Daily

9990-9999

Attorney Involvement

Call attorney’s office to verify retainer; representation must be confirmed.

5 days

New Placements  

Within 72 hours of placement, accounts are processed and activated in FAMS’ collection system.  Within this timeframe, balance reconciliation is conducted, and an Acknowledgement Report is sent to the Commonwealth and/or it’s Eligible Entities.  All accounts are assigned a unique account number.  As part of the standard collection procedure, all accounts are scrubbed against the BANKO, NCOA, and LexisNexis databases to determine the consumer’s most up-to-date address and telephone number as well as identify bankruptcies and death notifications.

On all accounts with a complete address, the initial demand letter is mailed within 72 hours of placement.  Additional letters will be used based on the success of collection efforts and the need for other specialized letters.  All letters used by FAMS during the collection process have been approved by FAMS’ attorneys to assure compliance with the FDCPA and FCRA as well as appropriate state collection and credit regulations.  Each of FAMS’ collection letters contain the Quick Response Code (QR Code or QRC) which, with the appropriate scanning application on a smartphone, allows consumers to be directed to FAMS’ payment portal located at www.famspayonline.net.  Consumers located outside of the United States can also utilize FAMS payment portal to make a payment, submit correspondence or utilize any other function of the website.  FAMS has provided a sample Initial Demand notice in Part C- Detailed Debt Collection.  

Additionally, FAMS utilizes electronic noticing through eNotice.  Through this electronic method, communicating with consumers is more efficient and processing times are reduced.  A complete explanation of this process as well as a sample of our notice is included in Part C- Detailed Debt Collection.
All new accounts display in the Newly Assigned Accounts section of the associate’s work matrix until one of the following has occurred:

· A payment has been received

· A promise to pay (PTP) has been established

· The account has been at FAMS for at least 30 days

· The capture code has been changed

Accounts with incomplete addresses or telephone numbers are placed in the skip tracing flow within 72 hours of initial placement.
Newly Assigned Accounts

Accounts with good phone numbers are distributed based on collectability and queued to associate work matrices for active collections.   Associates perform their first work action on new accounts within 72 hours of activation in FAMS’ collection system.  Except for those accounts in restricted states, a minimum of two phone attempts a week are made on all new accounts with a valid phone number.  If associates are unable to contact the consumer, letters with an escalating tone are sent at 30 day intervals.  As the inventory of accounts grows per month, FAMS utilizes our automated dialer to vary dialing campaigns for full file penetration.  This automated dialing system is used in conjunction with manual dialing efforts to contact the consumer at home and at work.  It records the number of attempts and time of day in order to tactically make contact during primetime and non-primetime periods. Accounts with bad phone numbers are segmented by score, queued for skip tracing activity, and worked until a valid address and/or phone number is located.  These updated accounts are queued to associate work matrices for active collections.   

Accounts Needing Special Handling

Accounts identified as disputed, bankrupt, incarcerated or deceased are worked initially by FAMS’ front-line associates.  These associates will gather all necessary information and appropriate documents before routing the accounts to FAMS’ dedicated resolution department. 

Telephone Contact
  
FAMS will establish a dedicated toll free number for Commonwealth consumers to call directly into FAMS Commonwealth of Massachusetts project team. If all associates are currently assisting other consumers, the consumer has the option of leaving a message in a general mailbox to be returned by the next available associate, or at their option may leave a message in any specific associate’s mailbox that they may have been working with. All messages are returned within no more than one business day. FAMS associates must verify consumer identity at the beginning of each call.  Acceptable methods of verification include at least two of the following:  date of birth, address, or last four digits of social security number.  FAMS associates are trained not to disclose this information, rather to request that the consumer provide the information for confirmation purposes.

FAMS’ associates fully investigate the consumer’s financial situation and are trained to provide counseling about the following financial resources:  banks, credit unions and other lenders, insurance policies, employers, mortgage refinancing, savings bonds, small asset liquidation, savings and checking accounts, military reserve pay, and unemployment compensation.  FAMS updates the client regarding any updated financial asset information.
FAMS’ associates always converse with the consumer in a respectful manner which is in full compliance with all applicable local, state and federal regulations, including the FDCPA.  The Mini Miranda is recited to the consumer on every call.  FAMS’ associates know a sense of urgency is critical to convey to the consumer that payment in full is expected.  Associates are instructed to always seek payment in full first.  If payment in full seems unlikely, associates are directed to establish partial payment arrangements or encourage the consumer to obtain a loan through a lending source using a co-maker or security.  If allowed by the client, associates may also investigate settlement options as a last resort.

Hours of Operation

FAMS maximizes the use of acceptable collection calling times as outlined by the FDCPA.  FAMS offices are staffed with collection personnel from 8:00AM to 9:00PM (local time) Monday through Thursday; 8:00AM to 7:00PM (local time) Friday; and 8:00AM to 12:00PM (local time) Saturday.  Either office can have collection personnel available on Sundays if required by the client.

Telephone Equipment

FAMS currently uses an Asterisk-based phone system.  Associates use soft phones and headsets to make and receive phone calls.  FAMS currently records all inbound and outbound calls and stores them for at least 120 days.  FAMS establishes client access for remote monitoring capabilities through a secure interface.  All of FAMS collection notices contain the statement, “Calls to and from FAMS may be monitored or recorded for quality assurance.”  Additionally, associates advise consumers at the beginning of each telephone communication that their conversation may be monitored or recorded for quality assurance.  If a consumer refuses to have the call monitored, the call is terminated.  FAMS call recording system cannot be suppressed or deactivated.

Automated Dialing Systems

FAMS uses an automated dialing system to create campaigns and dial specific consumers.  Care is taken to create campaigns that will only call during specific hours and that do not call cell phone numbers so that FDCPA and TCPA compliance remains high.  FAMS scrubs our entire telephone database daily through International Marketing Systems, Cell Phone and National Do/Not/Call databases to maintain compliance.  FAMS has a dialer in each operations center and employs a dialer manager that creates campaigns and maintains both systems.  

Manual Dialing System

FAMS primary collection effort is made through manual calls to assigned accounts by specific associates.  FAMS utilizes a point and click software program to assure proper dialing of specific telephone numbers.
Account Closure and Return

Accounts that are assigned with FAMS will be closed and returned based on the following criteria: Inability to collect, Un-locatable, Discharge of the debt through bankruptcy, Death, Dispute Resolution, Paid in Full, Settlement in full, Statute of limitations and other Commonwealth of Massachusetts recall requirements. All accounts that are closed and returned will have a status code to identify the reason for the closure. All account closures are performed within 24 hours of notification of the above and completed through automated file processing.

FAMS has established work flow processes to maintain productive collection activity to maximize collections on accounts through all stages of the delinquency. FAMS recommends that accounts placed remain active with FAMS for at least one year from the date placed, however FAMS has the ability to perform collection activity for the life of the delinquency until the above close and return reasons can be identified.
Recording, Verifying and Reporting of Services Performed

All accounts are fully documented and updated real-time each time they are worked by an associate.  All accounts in the associate’s queue have a specific capture code which defines the necessary work effort.  An initial capture code is assigned to accounts at placement which reflects the account’s status as a new placement.   Each time an account is worked, a new follow up date and capture code is assigned which accurately reflects the account’s updated status and work effort.  Collection activities and attempts are reviewed through the regular evaluation of performance reports, management account reviews, and telephone monitoring.  

FAMS records all inbound and outbound calls and stores them for at least 120 days.  FAMS establishes client access for remote monitoring capabilities through a secure interface.  All of FAMS collection notices contain the statement, “Calls to and from FAMS may be monitored or recorded for quality assurance.”  Additionally, associates advise consumers at the beginning of each telephone communication that their conversation may be monitored or recorded for quality assurance.  If a consumer refuses to have the call monitored, the call is terminated.  FAMS call recording system cannot be suppressed or deactivated.  

FAMS Compliance Team reviews call recordings for all business products.  Calls are evaluated and scored for associate adherence to FAMS and client work standards.  Corrective action is taken promptly for any failed calls.  The team produces regular reports for both internal FAMS use and as may be required by the Commonwealth or it’s Eligible Entities.
 All actions are time and date stamped and notated in the account file with the initials of the FAMS employee; these include summaries of consumer conversations or promises and actions taken on the account such as ordering a letter or a credit bureau report. Automated actions such as scheduled letters are also automatically notated on the account file.  For security purposes, information cannot be changed on the account file after the notations have been saved.  All paperwork, including correspondence received from the consumer or an attorney representing the consumer, is data entered, imaged and attached to the account file on FAMS collection system.  At any time desired by the Commonwealth or Eligible Entities, a complete account history can be provided detailing all activity on an account.  Additionally, via remote access capabilities, the Commonwealth or Eligible Entities can view this information at any time frame they so desire. On the following page, please find a replication of FAMS’ system screen which reflects account documentation for all activities including phone contacts.
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EMP QODNME.. 399995
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Written Communication

On all accounts with a complete address, the initial demand letter is mailed within 72 hours of placement.  Additional letters will be used based on the success of collection efforts and the need for other specialized letters.  All letters used by FAMS during the collection process have been approved by FAMS’ attorneys to assure compliance with the FDCPA and FCRA as well as appropriate state collection and credit regulations.  Each of FAMS’ collection letters contain the Quick Response Code (QR Code or QRC) which, with the appropriate scanning application on a smartphone, allows consumers to be directed to FAMS’ payment portal located at www.famspayonline.net.  Consumers located outside of the United States can also utilize FAMS payment portal to make a payment, submit correspondence or utilize any other function of the website.  FAMS has provided a sample collection letter below.
In the interest of effective communication, FAMS has implemented a product called eNotice.  Through this electronic method, communicating with consumers is more efficient and processing times are reduced. Please see a screen shot of a sample delivery notice that would arrive via email, as well as a sample of the PDF letter attached, below.
1. Any account containing an email address and a social security number at time of placement may receive certain collection notices via eNotice.

2. If accounts do not contain both an email address and a social security number at time of placement, consumers will be given the option to receive collection notices via eNotice during FAMS’ initial contact.   If the consumer wishes to take advantage of this service, they will provide the collector with their email address and social security number (based on the missing parameter).  The collector will include the consumer’s email address and social security number on FAMS’ system and prompt our system to generate the notices electronically.

3. Notices will be generated through FAMS’ letter vendor and documented on the consumer’s account.
4. Please see below for an example of what consumers will receive via email.  Additionally, they will receive a PDF of the actual letter.  This PDF will be password protected.   The last four digits of the consumer’s social security number are required to gain access to the letter.

5. Consumers may opt out of electronic notices at any time by following the “Unsubscribe” instructions contained in the notification email or by notifying a FAMS representative.

6. Consumers can change the email address they would like to have notices sent to by contacting a FAMS representative.

7. FAMS will receive the following notifications which will be documented in the consumer’s account notes on FAMS’ system.

a. Acknowledgement of Receipt

b. Undeliverable eNotice

c. eNotice Sent

d. eNotice Opened

e. eNotice Bounced

f. eNotice Rejected

Sample eNotice
[image: image5.jpg]From: FAMS [mailto:enotice@fams.net]

Sent: Tuesday, March 20, 2012 2:10 PM

To: Chris Louis

Subject: Personal And Confidential Communication from FAMS for TEST ACCOUNT22

Your eNotice Document is best viewed using the latest version of the Adobe Reader - get it here

Welcome to eNotice - Please read this email carefully.

Your Account Details: Your eDocument is
Secure

TEST ACCOUNT22 ) )
Address: 1967 Lakeside Pkwy Ste 402 T:L'fr e%?;g&im%z j;mﬁ;ed or
Tucker,GA 30084 youl bl :

document enter the last four
digits of your SSN in the
Password field of the PDF.

FAMS Account Number: 0024441292781

Dear TEST ACCOUNT22,
Our records indicate that we have your authorization to communicate with you . Get Adobe Reader
i i i i @ 3
via email at the following address: C.LOUIS@FAMS.NET Youlll need the Adobe Reader to

To open the secure eNOTICE document: Visw jourisseurersDocHment fetlh

1. Double click on the secure eNOTICE PDF attachment. now.

2. Enter the last four digits of your SSN to open the secure eNOTICE PDF.

By providing the last four-digits of your SSN to access the attached PDF

document, you confirm your authorization for FAMS to communicate with you

via email.

If you do not wish to be contacted via email, follow the Unsubscribe Instructions

below.

FAMS is committed to customer satisfaction. If you have any questions about

your secured eNotice or need assistance, please contact us.

Sincerely,

Financial Asset Management Systems, Inc.

You may contact us at:

Financial Asset Management Systems, Inc. Unsubscribe Instructions
Email: comment@famspayonline.net If you do not wish to receive these emails in the future

please click here to generate an unsubscribe email.
Please hit send on the email to complete the unsubscribe
process.




Sample Initial Demand Letter
[image: image6.jpg]FINANCIAL ASSET MANAGEMENT SYSTEMS INC
P.O. BOX 451409 ¢ ATLANTA, GA. 31145-9409
877-859-3294
Hours: Mon-Thrs 8am-9pm e Fri 8am-5pm e Sat 8am-12pm (EST)

03/16/12 Pay Online by Visiting www.famspayonline.net
ORIGINAL CREDITOR FAMS ID NUMBER
CREDITOR ACCT. NUMBER BALANCE OWED $140.00

Your delinquent account has been placed with Financial Asset Management Systems, Inc. (FAMS) for collection.

Unless you notify this office within 30 days after your receipt of this notice that you dispute the validity of this debt or any
portion of this debt, this office will assume this debt to be valid. If you notify this office in writing within 30 days after your
receipt of this notice that the validity of this debt or any portion of this debt is disputed, this office will obtain verification of the
debt or a copy of a judgment against you and mail a copy of the verification or judgment to you. If you request in writing within
30 days after your receipt of this notice this office will provide you with the name and address of the original creditor if different
from the current creditor.

Please send your check or money order to FAMS along with the payment coupon below. To ensure proper posting of your
funds, include the 13-digit FAMS ID number~ =~ * * on your payment instrument.

You may also make payments by calling toll-free 1-800-399-4984, scanning the Quick Response Code below, or by accessing
the following website: www.famspayonline.net. You will need your 13-digit FAMS ID number plus your 5-digit
zip code, to complete the payment transaction. When you choose to make a payment via this method ana you enter your 13-
digit FAMS ID number { when prompted, you are authorizing FAMS to debit your bank account via Automated
Clearing House (ACH) metnoas for the amount you authorized.

Kevin Inches, Director of Operations
877-859-3294

Calls to and from FAMS may be monitored or recorded for quality assurance.
This communication is from a debt collector. This is an attempt to collect a debt.
Any information obtained will be used for that purpose.

You may receive this same notification by US mail.

29CDFAMSO05LTTROO
SEE REVERSE SIDE FOR IMPORTANT INFORMATION E L] E
Evening Phone Daytime Phone
CDFAMSO05 ( ) ( )
PO Box 1022 FAMS ID NUMBER BALANCE OWED
Wixom Ml 48393-1022 $140.00
ADDRESS SERVICE REQUESTED )
03/16/12 AMOUNT PAID: $

Pay Online by Visiting www.famspayonline.net

SEND PAYMENT TO:
0024441292781-LTTROOE 751925324

TEST ACCOUNT22 FAMS
1967 Lakeside Pkwy Ste 402 PO BOX 451409
Tucker GA 30084-5867 ATLANTA GA 31145-9409

Make check payable to: FINANCIAL ASSET MANAGEMENT SYSTEMS, INC.
Original Creditor:






	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.  

FAMS has submitted the Certificate of Good Standing, and the Division of Banks Certification as attachments.



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:
	Financial Asset Management Systems. Inc.

	Name of Proposed SAAG: 
	Melanie M. Norvell

	Name of Firm: 
	Bovis, Kyle & Burch, LLC

	Address: 
	200 Ashford Center North, Suite 500

Atlanta, GA 30338-2668

	Telephone/Fax: 
	770-391-9100 (Main)

678-338-3971 (Direct)

770-668-0878(Fax)

	E-Mail: 
	mmn@boviskyle.com

	Qualifications for Appointment:
	Ms. Norvell has represented FAMS since 1995.  She and her associates at BKB have extensive experience in the area of collections, creditors’ rights, FDCPA restrictions, state law restrictions, and the like. 

	Financial Terms of the Bidder's agreement relative to legal services with the proposed (SAAG).
	Bovis Kyle &Burch is retained on an hourly basis according to services performed. 



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


LEGAL COUNSEL TO THE ATTORNEY GENERAL.




Date


FIRST ASSISTANT ATTORNEY GENERAL





Date


BUDGET DIRECTOR








Date

THE FOLLOWING COSTS HAVE BEEN UPDATED AFTER A BEST AND FINAL OFFER.  PLEASE REFER TO THE SEPARATELY POSTED COST SHEETS ON THE VENDOR PAGE FOR THIS CONTRACTOR ON www.comm-pass.com for PRF55DesignatedOSC.
	RFR RESPONSE PART E - COST RESPONSE

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


Contingent Fee Schedule for Debt Collection Services

	FIRST REFERRALS

	Option 1

W/O Legal Services
	Option 1

W/O Legal Services
	Option 1

W/O Legal Services
	Option 1

W/O Legal Services

	DOLLAR VALUE


	$1-$20,000


	Greater than $20,000
	$1-$20,000


	Greater than $20,000

	AGE OF DEBT


	Current Year to 5 years old


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

	Fiscal Year 12-2013
	14%
	9%
	14%
	9%

	Fiscal Year 2014
	14%
	9%
	14%
	9%

	Fiscal Year 2015
	14%
	9%
	14%
	9%

	SECONDARY REFERRALS
	
	
	
	

	Fiscal Year 12-2013
	19%
	14%
	19%
	14%

	Fiscal Year 2014
	19%
	14%
	19%
	14%

	Fiscal Year 2015
	19%
	14%
	19%
	14%


	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
	18%
	18%
	18%
	18%

	Fiscal Year 2014
	18%
	18%
	18%
	18%

	Fiscal Year 2015
	18%
	18%
	18%
	18%

	SECONDARY REFERRALS
	
	
	
	

	Fiscal Year 12-2013
	23%
	23%
	23%
	23%

	Fiscal Year 2014
	23%
	23%
	23%
	23%

	Fiscal Year 2015
	23%
	23%
	23%
	23%


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

	ANSWER: FAMS has submitted the above contingent fee structure for the performance of all services described in this RFR, which represents the most cost-effective pricing structure available to the Commonwealth. 



Bidder Name:  Financial Asset Management Systems, Inc.
Page 52 of 53.
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Account Placement Workflow


Accounts Processed in FAMS’ Collection System (Within 72 Hours of Placement)


Account Processed Through FAMS’ Proprietary Scoring Model
 (Within 72 Hours of Placement)


Acknowledgement Report Sent to Client Via Automated Process (Within 72 Hours of Placement)


Review Information from Tier 1 Automated Sources (Within 72 Hours of Placement)


- BANKO
- LexisNexis
- NCOA


Letter Series Assigned to Each Account Via Automated Process (Within 72 Hours of Placement))


Complete Address


Letter Series Placed on Hold Via Manual Process (Within 72 Hours of Placement)


Skip Tracing Workflow


Begin Letter Series Via Automated Process (Within 72 Hours of Placement)


Valid Telephone Number


Skip Tracing Workflow


Collection
 Workflow


Y


Y


N


N
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Collection Workflow


Accounts Processed in FAMS’ Collection System
(Within 72 Hours of Placement)


Accounts Processed Through FAMS’ Proprietary Scoring Model
(Within 72 Hours of Placement)


Acknowledgement Report Sent to Client
(Within 72 Hours of Placement)


Accounts Scrubbed Against NCOA, BANKO, LexisNexis
(Within 72 Hours of Placement)


Account Updated Utilizing New Information
(Within 72 Hours of Placement)


Accounts Distributed to Collector Queues
(Within 72 Hours of Placement)


Valid Address


Initial Demand Letter Sent to Debtor
(Within 72 Hours of Placement)


At Client’s Request, Accounts Reported to Credit Bureau Queued for Inclusion on CBR Reporting Tape and Queued to Receive Monthly Update


Skip Tracing Workflow


Valid Phone Number


Initial Telephone Activity Begins (within 72 hours of Placement) Subsequent contact attempt (every 7 days)


Right Party Contact


Review Information from Automated/Manual Sources


- Electronic Credit Bureau
- LexisNexis
- TALX
- DMV
- Voter Registration
- State Licensing
- NDNH


New Address


New Phone


Queue Account for Skip Tracing Efforts


Accounts Requiring Special Handling Forwarded to Appropriate Individual for Resolution


Evaluate Financial Situation
(every 30 days)


Letter Sent
(30 day intervals)


Attempt to contact 
(every 7 days)


Account Placed in Broken Promise Queue


Payment Received
(within 7 days)


Balance in Full Or PPA


Send Payment Arrangement Letter


Payment Received


Monitor for Continued Payments and Change in Financial Situations


Payment Upgrade Call (every 90 days)


Account PIF/SIF


Close and Return to Client


Letter Sent
(30 day intervals)


Continue Attempts to Contact and Attempt to Locate Alternate Phone Number (contact or attempt every 7 days)


Right Party Contact


120 days without Contact


Manager Review for Litigation (120, 240, 360 days)


Close and Return to Client


Y


Y


Y


Y


Y


Y


Y


Y


Y


Y


N


N


N


N


N


N


N


N


N


N


Telephone Follow Up and Broken Promise Letter Sent (within 48 Hours)


Follow Up/Review for Possible Litigation (pending written authorization from client) or Return to Client


N



