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Scan Customer Information

Company: Linebarger, Goggan, Blair & Sampson, LLP

Contact: James Moorer Title: Secunty Department Manager

Phone: 210-253-5737 E-mail: jim.moorer@Igbs.com
Business Address: 911 Central Parkway North

Approved Scanning Vendor Information

Company: Digital Defense, Inc.

Contact: Mark Bell Title: EVP of Operations

Phone: 888.273.1412 E-mail: mark bell@ddifrontline.com
Business Address: 9000 Tesoro Drive, Suite 100

City: San Antonio State/Province: TX
ZIP: 78232 URL: http:/www.publicans.com

City: San Antonio State/Province: TX
ZIP- 78217 URL: www ddifrontline.com

Scan Status

Compliance Status: Pass E Fail O

Number of unique components scanned: 56

Number of identified failing vulnerabilities: 0

Number of components found by ASV but not scanned because scan customer confirned components were out of scope: 0
Date scan completed: 07/19/2012 Scan expiration date: 10/17/2012

Scan Customer Attestation

Linebarger, Goggan, Blair & Sampson, LLP attests on 07/19/2012 that this scan includes all components which should be in scope for PCI DSS, any
component considered out-of-scope for this scan is properly segmented from my cardhoider data environment, and any evidence submitted to the ASV to
resolve scan exceplions is accurate and complete.

Linebarger, Goggan, Blair & Sampson, LLP also acknowledges the folfowing: 1) proper scoping of this extemal scan is my responsibility, and 2) this scan
resuft only indicates whether or not my scanned systems are compliant with the external vuinerability scan requirement of PCi DSS; this scan result does
not represent my overall compliance status with PCI DSS or provide any indication of compliance with other PCI DSS requirements.

ASYV Attestation

This scan and report was prepared and conducted by Digital Defense, Inc. under certificate number 3763-01-07, according to internal processes that
meet PCI DSS requirement 11.2 and the PCI DSS Program Guide

Digital Defense, inc. attests that the PCI DSS scan process was followed, inciuding a manual or automated Quality Assurance process with customer
boarding and scoping practices, review of resufts for anomalies, and review and correction of 1) disputed or incomplete results, 2) faise positives, and 3)
active scan interference. This report and any exceptions were reviewed by Alfredo Abraham

© 2012, Digital Defense, Inc. All rights reserved. Datais CLIENT CONFIDENTIAL




COMMONWEALTH OF MASSACHUSETTS

RESPONSE SUBMITTED FOR THE

REQUEST FOR RESPONSES (RFR)

STATEWIDE CONTRACT
DEBT COLLECTION SERVICES 
RFR # PRF55DesignatedOSC
BIDDER NAME: Linebarger Goggan Blair & Sampson, LLP
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: Linebarger Goggan Blair & Sampson, LLP (Linebarger Goggan)
Mailing Address: 2700 Via Fortuna Drive, Suite 400
Authorized Representative/RFR Contact Name: Mike Vallandingham, Partner & CMO
Telephone: 800.262.7229 ext.3751
Email Address: mikev@lgbs.com
Fax: 512. 634.3789

	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:

Law Firm Profile for Linebarger Goggan Blair & Sampson, LLP 
Last year the law firm of Linebarger Goggan Blair & Sampson (Linebarger Goggan) managed more than $10 billion in delinquent government receivables and generated approximately $1 billion in revenue for the federal government, states, counties, and municipalities. Augmenting tight budgets, these dollars were often the critical component in preserving essential services and delivering on promises made. Since its founding in 1976, Linebarger Goggan has been focused on the collection of government receivables. Today we serve over 2,200 government entities, and recover receivables from delinquent account holders in every U.S. state, territory, and possession.
The pie chart below shows the distribution of our core collection operations by the total new dollars placed with the firm as of December 2011.  Public sector clients comprised 100 percent of the firm’s business.  State receivables were 26% of all new accounts; while a wide variety of fees and fines receivables accounted for 12 percent of the total placed.
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Understanding the Statewide Contract

The Commonwealth of Massachusetts (Commonwealth) is seeking the best qualified bidders to provide debt collection services under a statewide procurement contract that will run for a period of three years, with the option to extend it for an additional two-year period.  This contract will cover all Eligible Entities (EE) and Commonwealth agencies, offices, and public subdivisions, as authorized under state law, for collection of non-tax receivables (at this time) and may include cities and towns, non-profits contracted to offer  human and social services.  Any EE may contact a  debt collection agency and agree to proceed with collection services; debt collection agencies may also market their services (as authorized under this contract) to EEs.

Multiple contract awards are likely. The goal is to provide the Commonwealth and its citizens with a best-value contract, maximizing collections, delivering quality customer service and minimizing consumer complaints.



	Bidder’s Introduction continued page 2:

Agency Criteria for Performing Contract Work 

The following are the core criteria for establishing a successful work environment for all Authorized Debt Collection Agencies (contractors) operating under this statewide contract.

· All accounts will be pursued in full compliance with all state and federal laws and regulations relating to delinquent account collection services. As a law firm, Linebarger Goggan will also comply with all MA State Bar and MA Supreme Court requirements.

· The contractor will agree to all terms and conditions set by the Commonwealth, the Standard Contract, the RFR and any other document incorporated into this work order. 

· The contractor will meet all RFR PRF55DesginatedOSC minimum qualifications, including 10 years of government collection experience, and demonstrate the ability to service multiple collection contracts simultaneously and successfully.

· The contractor will maintain a work environment that incorporates the highest professional standards within the collection industry (data and personnel security protocols, internal control processes, internal and external audits, quality assurance monitoring throughout all aspects of collection operations, staff training/ mentoring and disaster recovery capabilities).

· The contractor will ensure that EEs receive the maximum revenue collections possible while maintaining the highest ethical standards in order to minimize the potential for complaints throughout the collection process.

· A collaborative approach will be applied in order to truly deliver a successful collection program for each EE.  Linebarger Goggan will work with the EE to determine the best practices for collecting its  portfolio of delinquent accounts receivable.  Activities could include reviewing EE internal processes for ways to improve account information gathering, identifying opportunities for enhancing agency services to support EE collection activities and goals, such as payment plans where they make sense, and assistance with developing forms/documents to help the EE manage the overall program for transparency and accountability. 

· The successful contractor will meet or exceed the Commonwealth’s goal of supporting Minority and/or Women Business Enterprises (M/WBEs) through its Supplier Diversity Program, either as subcontractor partners or as ancillary partners. Linebarger Goggan has an excellent record or M/WBE participation nationwide.  Fifty-three percent of our capital partners (owners) are women and/or minorities.

Collection Work Requirements

The specific workflow requirements are clearly set out in the RFR document “Debt Collection Performance Specifications for Contractors and Eligible Entities.” While all collection programs incorporate standard collection tools, the key to Linebarger Goggan’s success is our ability to customize our program to each client’s specific needs and criteria. Linebarger Goggan currently provides comparable services to many of its state and municipal clients, such as the following: the states of Pennsylvania, Vermont, Ohio, Illinois, California; Miami-Dade County Clerk of Courts, Harris County, Dallas County; and the cities of Dallas, Chicago, Philadelphia and Tulsa, just to name a few. Some of the specific criteria required are the following:
· Confirming delinquent amount and delinquent account holder information before initiating collections

· Sending regular notices and making personal contact

· Pursuing the full amount owed and offering payment plans when practical

· Making daily deposits for the full amount collected; reconciliations of all account activities must be provided daily; any bounced checks will be the responsibility of the agency; and, contractor fees will not be deducted from payments received.

· Regular reporting and secure data management of all EE records

· Offering litigation when accounts warrant that level of collection activity

· Providing advice and counsel on all collection matters

· Working with the EE to improve/enhance its in-house current collection program to generate more revenue up front


	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: 
Linebarger Goggan understands the order of precedence for establishing and determining contract requirements and accepts those terms.  This statement is our certification of acceptance. 


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

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

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

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

d) A list of all actions occurring within the last five years that have resulted in the barring from public bidding relating to the Bidder, an officer, director, partner or member thereof, any affiliate or any related entity. 
e) The Bidder shall provide a description, in detail, of any situation in which the Bidder’s firm (either alone or as part of a joint venture), or a subsidiary of the Bidder’s firm, defaulted or was deemed to be in noncompliance of any contractual obligations, explaining the situation, its outcome and all other relevant facts associated with the event described.  Please also provide the name, title and telephone number of the principal manager of the contract user who asserted the event of default or noncompliance. 
f) Other Adverse Situations:  The Bidder shall provide a description of any present facts known to the Bidder that might reasonably be expected to affect adversely either its ability to perform any aspect of this Contract.


	ANSWER:

a) Not Applicable
b) Our response to item b is listed below.
1.
Cause No. 2002-5170; A. Remy Fransen, Jr. and Allain F. Hardin v. City of New Orleans and Heard Linebarger Graham Goggan Blair Peña & Sampson, LLP; Civil District Court for the Parish of Orleans, State of Louisiana, Division "N"

Delinquent taxpayers and owners of real property in the City of New Orleans filed this suit challenging the authority of the City to employ the firm to collect ad valorem taxes and alleging that the firm engaged in unlawful debt collection practices.  The district court ruled in favor of the City but the plaintiffs appealed the dismissal of a portion of their claims.  On July 1, 2008 the Louisiana Supreme Court handed down an opinion in which it remanded the case to the trial court for further proceedings.

2.
Cause No. 2006-14382; Houston Independent School District v. Michael Francis Palma v. Jim Robinson, Harris County Appraisal District, Kent M. Rider and Linebarger Goggan Blair & Sampson, LLP; 61st Judicial District Court of Harris County, Texas.
This started out as a delinquent tax suit which the firm filed against Mr. Palma.  The defendant filed a pro se answer and third-party action in which he alleged the firm was attempting to collect unlawful debts and sending fraudulent tax notices through the U.S. mail.  On May 14, 2007, the Tax Master to whom the case was referred recommended that judgment be entered in favor of the defendants.  The plaintiff appealed that ruling to the district court where it was tried to a jury in September 2007.  The jury verdict was favorable to the School District and the firm and a judgment was entered.  Mr. Palma is attempting to appeal.

3.
Cause No. 2007-25798; Harris County, on behalf of itself and the following county-wide taxing authorities, the Harris County Education Department, the Port of Houston Authority of Harris County, the Harris County Flood Control District, the Harris County Hospital District, and City of Houston, Houston Independent School District, and Houston Community College System v. Jose De La Cruz Iraheta, Margarita Iraheta, Chase Mortgage Company, Mortgage Electronic Registration Systems, Inc.; Jose De La Cruz Iraheta v. Linebarger Goggan Blair & Sampson, LLP, Harris County, City of Houston, Houston Independent School District and Houston Community College System; 125th Judicial District Court of Harris County, Texas

This began as a suit filed by the firm seeking to collect delinquent ad valorem taxes assessed on a residence in Houston.  The defendant filed an answer along with a counterclaim against the taxing jurisdictions and a third-party claim against the law firm.  Mr. Iraheta alleges that the firm violated several federal statutes when it filed suit against him to collect delinquent taxes because he had applied for a military deferment as an active duty member of the armed forces.  The tax suit was voluntarily dismissed upon learning of the military deferment.  The claims against the firm and the taxing units are being defended.

4.
Case No.2:10-CV-2304; Darrell Wright, Sr., as the Administrator of the Estate of Lenora S. Wright, Deceased v. Linebarger Goggan Blair & Sampson, LLP; United States District Court, Western District of Tennessee, Western Division

Filed on April 22, 2010, this purported class action suit alleges the firm violated the Tennessee Consumer Protection Act and Tennessee common law by collecting unlawful attorney’s fees from Tennessee property owners on behalf of the City of Memphis, Tennessee.  The suit is being defended.

5.
Cause No. 2010-51068; Lawrence Edward Thompson v. Harris County Appraisal District, Heatherhill Homes, LLC, Linebarger Goggan Blair & Sampson, LLP, and the City of Houston; 164th Judicial District Court, Harris County, Texas

Mr. Thompson filed this suit on August 17, 2010 complaining that property formerly owned by his deceased grandmother was sold to pay delinquent ad valorem taxes without having given him notice of the suit brought to collect those taxes or the sale.  The firm filed a motion to be dismissed from the suit, which the court granted.  The case is included because there has been no disposition of plaintiff’s claims against the other defendants.

6. Beginning in 2011, our firm and our Dallas office’s managing partner, along with many other vendors for Dallas County, Texas, were asked to provide information related to an investigation of a member of the Dallas County Commissioners Court.  To our knowledge, neither our firm nor any member of the firm has committed any misconduct and none has been charged.

7.
Civil Action No. 4:11-CV-387; Shelton R. Modelist v. Angelica M. Hernandez, William R. Burke, Jr., Linebarger Goggan Blair & Sampson, LLP, Anthony W. Nims and Chris Stacy; United States District Court., Southern District of Texas, Houston Division

This pro se suit was filed on January 28, 2011, alleging of various malfeasances committed by the firm through its attorneys Tony Nims and Angelica Hernandez in conjunction with Judge Burke, Judge of the 189th Judicial District Court, Harris County, and former Tax Master Chris Stacy.  In June 2011 the court dismissed all defendants in the suit on grounds of immunity from suit based on Texas statutes and common law.  The plaintiff is appealing to the United States Court of Appeals for the 5th Circuit.

8.
Cause No. 2011-21101; Harris County, et al v. Michael Moses, Dora Moses and Jacinda Moses-Briscoe v. Harris County, et al and Linebarger Goggan Blair & Sampson, LLP; 333rd Judicial District Court of Harris County, Texas

This case began as a suit filed by the firm to collect delinquent ad valorem taxes owed by the Moses family to several units of local government in Harris County.  On February 6, 2012 the Defendants filed a counterclaim against the taxing units and a “cross-claim” against the firm. In the “cross-claim” the Defendants allege that the firm violated the Texas Fair Debt Collection Practices Act and the Texas Deceptive Trade Practices Act by filing the suit and also acted negligently, to their damage.  The counterclaim and “cross-claim” are meritless and are being defended.

9.
Case No. SC11C0015522; Alireza Shirvani Samani v. Linebarger Goggan Blair & Sampson, LLP; Justice Court of Harris County, Texas, Precinct 1, Place 1

Plaintiff purchased a piece of property at a tax sale.  The sale was subsequently voided because the tax suit defendant had filed for protection under the Bankruptcy Code.  The firm was not made aware of that filing prior to the sale.  By this pro se suit filed August 2012 the plaintiff seeks to recover $8,423.46 allegedly spent in making repairs to the property.

10.
Cause No. 12-2167-B; Buddy Kindle v. Linebarger Goggan Blair & Sampson, Jo Ann Andrews and Dennis Walker, 114th Judicial District Court of Smith County Texas

This handwritten, pro se petition was filed on August 3, 2012 but was not served on the firm until October 19, 2012.  The petition is difficult to read, but lists the following causes of action: “breach of contract, fraud, DTPA, tortious interference, conversion, fiduciary duty, common law fraud, fraud statutory.”  No specific amount of damages is alleged.  The suit will be defended.

c) Not Applicable

d) Not Applicable
e) Not Applicable 

f) Not applicable


	Linebarger Goggan note: The RFR skips from A-4 to A-7. 

	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: Mike Vallandingham, Partner & Chief Marketing Officer
Date: October 23, 2012


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



	B-1.  

a) State whether the firm is local, national, or international. 
b) State your Commonwealth Vendor/Customer number’ (if known):  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) Linebarger Goggan, is a national collection law firm with more than 2,200 government clients. The firm has 45 offices in 12 states and employs more than 1,200 people, including more than 100 attorneys, 140 technical staff and more than 300 collectors. 
b) We are unaware of any vendor or customer number for our law firm at this time.
c) Linebarger Goggan’s principal office in Austin Texas will provide overall contract oversight and ensure adequate resources for the successful management of all operations under this contract.  This office has over 90 employees and houses the law firm’s marketing, accounting, human resources, complex litigation, and central management groups for the law firm. Partner Mike Vallandingham oversees this office and will make sure that the firm delivers on promises made during and after this procurement process. The location address is below:

2700 Via Fortuna Drive, Suite 400

Austin, TX 78746

P: 512.447.6675

F: 512.634.3789 

Our Harrisburg, Pennsylvania office, which serves the Northeast region and collects for the states of PA, VT and DE, will provide daily contract management and collection support, including call center operations for any commonwealth EE’s at the state level under this contract.  The Harrisburg office currently has a professional staff of 23, overseen by Partner Michael Scoliere and Larry Gelber, Collections Manager.  The location is as follows:

Linebarger Goggan Blair & Sampson, LLP

297 Care Street, Suite 201

Harrisburg, PA 17109

P: 717.236.7666 

F: 717.236.7695

If a city or town wishes to contract with our firm for collections, our New York City office will provide daily contract management and support all collection activities. Partner Cristina Gonzalez oversees this office. 
61 Broadway, Suite 2600

New York, NY 10006

P: 212.518.0412

F: 212.518.0420

Our San Antonio Call Center will provide call center support, while our San Antonio-based Information Technology Group (ITG) will provide the technical infrastructure and data processing services for all of our offices’ collection efforts.  This Call Center has over 80 qualified collectors, many of whom are bilingual.  This team is managed by John Wilson, Call Center Operations Director, who has over 30 years of experience in the industry. Our ITG center employs more than 140 technical staff managed by Fees and Fines Director Rich Pachecano.
SACC Office

900 Arion Parkway, Suite 104

San Antonio, TX 78216

P: 210.581.2401
F: 210.495.0911
ITG Office

911 Central Parkway North, Suite 200

San Antonio, TX 78232

P: 210.403.8600

F: 210.403.8901

d) With 45 offices across the country, we are certainly accustomed to establishing a local presence where circumstances warrant doing so and the economics make good business sense.  Linebarger Goggan plans to provide the Commonwealth and the citizens of Massachusetts with the highest level of service.  To that end, the firm will consider opening an office in the Boston region just as soon as the volume of accounts to be collected justifies such a move.  This office would be established for purpose of providing delinquent account holders easy access to Linebarger Goggan personnel to resolve outstanding obligations and to provide prompt responses to the Commonwealth and all EEs that contract with us for collection services. Also, upon contract award, Linebarger Goggan will retain the services of an attorney licensed to practice law within the Commonwealth and/or one of its attorneys will become licensed to practice in Massachusetts or we will hire a Massachusetts licensed attorney. 
Currently, Linebarger Goggan’s closest regional office is located in New York City, which will support any local (city or town) EEs that contract with our firm for collection services.  

e) Linebarger Goggan has the ability and does collect in all 50 states, U.S. territories, and commonwealths.  Upon contract award, Linebarger Goggan will hire or retain the services of an attorney licensed to practice law within the Commonwealth.  



	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) Since its start in 1976, Linebarger Goggan has established itself as a leader in this field by collecting almost $1 billion per year in delinquent receivables for more than 2,200 governments across the nation.  Our performance has resulted in significant increases in collections for our clients.

Linebarger Goggan has achieved the ability to collect nationwide using advanced technology and the extensive knowledge acquired through 36 years of relevant experience.  With our technological capability, experienced staff, established procedures, and proven performance , Linebarger Goggan is fully prepared to service the Commonwealth  and each of the Eligible Entities described in this RFR.
We have both a proven track record and the clear ability to meet and exceed requirements contained in the Commonwealth’s solicitation.  Linebarger Goggan collects delinquent government receivables across the country for local, state and federal government agencies. The firm collects a wide variety of delinquent receivable types, including state  and local taxes, fees, fines, service charges, tolls, photo enforcement fines, and other types of local, state and federal government receivables.
Linebarger Goggan offers customized, technically advanced collection methods that have performed successfully for our clients for 36 years.  Our collection programs feature these attractive characteristics:
· Client responsiveness and team flexibility—We listen to our clients and tailor our approach to meet or exceed their goals.  Our clients continually choose us over our competitors.

· Proven, experienced leadership and management—Our partners and managers instill a positive, professional, and demanding work ethic.  Our management team recognizes and rewards performance that rises above industry standards.  Our work ethic and performance has resulted in obtaining multi-agency contracts with state governments.
· Trained work force—We train our collectors to use a collaborative, sensitive, yet firm approach when contacting debtors.  This approach has proven to be a highly successful method of eliciting the maximum response from debtors.

· Enhanced technology—We use our enhanced, collector-friendly computer systems, along with the latest in telecommunications technology.  Using these systems, our collectors can easily make personal contact with the debtor and inform them that a law firm is contacting them, which is key to our success.  We also maintain online access to a multitude of nationally available information sources. We also offer electronic payment services for the convenience of the delinquent account holder and for the client.
· Regulatory awareness and compliance—Our regular compliance training ensures that our managers and collectors remain current on all federal/state laws and regulations governing the collections industry.

b, c, d) Though Linebarger Goggan has not provided collection services to the Commonwealth before, but we are currently collecting delinquent receivables for more than 2,200 government entities across the country, including the states of California (since 2004), Colorado (since 2006), Delaware (since 2006), Florida (since 2012), Illinois (since 2010), Iowa (since 2010), Kansas (since 2007), Michigan (since 2012), Nevada (since 2008), North Carolina (since 2006), Ohio (since 1993), Oklahoma (since 2010), Oregon (since 2009), Pennsylvania (since 1998), Texas (since 2004) and Vermont (since 2004). 
Linebarger Goggan is licensed and/or authorized to collect in all 50 states, U.S. territories, and commonwealths.  A number of states and/or territories do not require a license based upon (1) an exemption for attorneys; (2) contacts being telephonic and/or from an out-of-state location; or (3) license not required by the particular state.  We have the ability to effect collections in Caribbean nations, Canada, and foreign countries and will meet any interstate collection requirements.

Upon contract award, Linebarger Goggan will retain the services of an attorney licensed to practice law within the Commonwealth.  Linebarger Goggan shall thereafter rely upon the exemption afforded attorneys at law to collect debt from Massachusetts debtors on the Commonwealth’s behalf.

Linebarger Goggan has been professionally evaluated by several well-known independent parties and received the following awards and commendations:

· Member of the U. S. Conference of Mayors’ Business Council and a Platinum Partner of USCM—a designation earned through the award of three public-private partnership awards over the span of six years.  The former USCM President Mayor Douglas Palmer stated,  “any business that earns three public-private partnership awards with USCM has to be doing something right.”  In 2010 we received a fourth award. 

· Winner, U.S. Conference of Mayors’ 2010 Award for Outstanding Achievement in partnership with the City of Port Arthur to redevelop blighted and abandoned properties in inner-city neighborhoods following Hurricane Ike.  Using the firm’s tax sale process, and working relationships with other affected governmental entities, Port Arthur’s urban core is now undergoing new business and residential investment and renewal.

· Winner, U.S. Conference of Mayors’ 2007 Award for Outstanding Achievement in partnership with the City of Houston to redevelop blighted and abandoned properties in inner-city neighborhoods.  Roughly 500 properties have been acquired by the Land Assemblage Redevelopment Authority for development into affordable housing.

· Winner, U.S. Conference of Mayors’ 2004 Award for Outstanding Achievement in Partnership with the City of Chicago for collecting over $24 million in delinquent receivables in less than two years (and more than $280 million as of July 2012).

· Received recognition in a 2004 issue of Texas Lawyer as the most diversified major law firm in the state of Texas.

· Winner, U.S. Conference of Mayors’ 2001 Award for Excellence in Partnership with the City of Dallas – to date over $1.1 billion collected in delinquent tax revenue for the city and school district of Dallas.

· Named as one of PINK magazine's 15 Top Companies for Women 2009. 

· Ranked by our clients as “Excellent” in a survey conducted by Dun & Bradstreet.

· Ranked one of four top collectors in a field of 80 vendors since 1995 for the Ohio Attorney General's Office.

· Ranked the top performer in a field of four vendors for the Pennsylvania Attorney General's Office since 1998.

We are members of the American Collectors’ Association in several states, which also grants our law offices in those states membership in ACA International.  We are corporate members of the National Association of Counties and the U.S. Conference of Mayors.  In addition, we actively participate in a multitude of other organizations throughout the country in order to support our clients and their various public interest and educational opportunities.

All of our attorneys are licensed to practice law by the State Bar Associations of the states in which they practice, and several are board-certified in appellate law.  Our bankruptcy attorneys are all certified to practice before any of the country’s bankruptcy courts.

e) Linebarger Goggan’s data-processing system has no finite capacity; ITG system architects designed the firm’s hardware around modular components — building blocks — that can be easily upgraded or expanded. Redundancies built into the system ensure that a change to part of the system does not interrupt workflow. Modular system architecture thus allows us to increase performance and capacity quickly, with minimal downtime.  

Our system volume of delinquent receivables as of October 11, 2012 is 31,543,435 accounts with a dollar value of $22,874,241,419.29.

f) We understand that the Commonwealth wants to evaluate each potential contractor’s ability to successfully handle the volumes that might be placed by multiple EEs and is using monthly placements as an evaluation tool.  Because we represent more than 2,200 government clients, many of whom have multiple debt types and/or agency placements with us, it is not feasible to generate the requested figures for all of those clients without an inordinate amount of work required of our ITG personnel.  
However, we are providing 60 months of data for the following clients: Pinellas County, FL; Harris County (Houston), TX; Miami-Dade County Clerk of the Courts; City of Corpus Christi, TX; and the Harris County Toll Road Authority, each of whom should give the Commonwealth a good indication of our ability to handle diverse debt types and a wide range of monthly volumes.    
Month

Number of                    Accounts Placed

Month

Number of                    Accounts Placed

60

21,785

30

44,939

59

60,488

29

29,327

58

73,539

28

28,133

57

60,478

27

37,860

56

68,567

26

42,745

55

51,132

25

35,937

54

49,102

24

43,245

53

65,424

23

42,424

52

62,028

22

40,717

51

56,819

21

43,410

50

57,391

20

46,089

49

46,327

19

60,700

48

50,094

18

65,721

47

57,845

17

95,969

46

60,332

16

76,180

45

50,437

15

36,250

44

65,225

14

41,937

43

45,885

13

27,252

42

35,384

12

46,498

41

52,481

11

45,481

40

52,233

10

40,455

39

37,864

9

51,541

38

38,031

8

69,900

37

38,860

7

50,706

36

36,539

6

48,427

35

37,869

5

37,285

34

42,811

4

55,624

33

39,201

3

40,072

32

42,451

2

68,784

31

36,344

1

26,657

Source:  Law firm records

Note:  All assigned amounts are net of adjustments

Month

 Dollars                       Placed 

Month

 Dollars                       Placed 

60

 $          2,973,560.06 

30

 $    6,206,770.25 

59

 $          6,366,327.48 

29

 $    4,626,841.27 

58

 $          7,510,029.19 

28

 $    4,657,066.45 

57

 $          6,569,075.04 

27

 $    5,603,957.37 

56

 $          7,540,476.75 

26

 $    6,243,839.93 

55

 $          5,848,373.33 

25

 $    5,290,686.44 

54

 $          5,394,146.52 

24

 $    6,535,768.95 

53

 $          6,340,523.92 

23

 $    5,949,742.39 

52

 $          6,375,323.21 

22

 $    6,169,782.65 

51

 $          6,470,349.01 

21

 $    5,667,385.08 

50

 $          6,162,497.70 

20

 $    5,528,824.79 

49

 $          5,863,695.52 

19

 $    8,714,104.74 

48

 $          5,710,137.13 

18

 $  12,158,421.61 

47

 $          6,830,207.50 

17

 $  14,008,424.00 

46

 $          6,994,827.40 

16

 $  11,897,515.28 

45

 $          5,991,968.58 

15

 $    5,343,132.52 

44

 $          7,265,799.11 

14

 $    8,216,245.88 

43

 $          5,587,119.57 

13

 $    4,525,548.22 

42

 $          4,728,771.97 

12

 $    7,577,783.44 

41

 $          6,422,560.52 

11

 $    8,060,331.73 

40

 $          7,867,882.76 

10

 $    5,000,845.03 

39

 $          5,177,423.70 

9

 $    8,470,758.02 

38

 $          5,231,754.49 

8

 $  14,082,075.17 

37

 $          5,614,994.90 

7

 $    8,247,299.00 

36

 $          4,993,220.98 

6

 $    6,350,975.27 

35

 $          5,230,763.65 

5

 $    5,112,964.04 

34

 $          6,036,802.89 

4

 $    8,939,549.45 

33

 $          5,435,192.31 

3

 $    4,269,417.80 

32

 $          6,144,411.76 

2

 $    7,137,028.53 

31

 $          5,361,775.95 

1

 $    3,951,204.60 

Source:  Law firm records

Note:  All assigned amounts are net of adjustments

We have also included a table summarizing the new placement volumes for all debt types placed with us by all clients from January 2007 through December 2011. We will provide whatever data is necessary to assure the Commonwealth of our ability to provide comprehensive collection services to maximize revenue for all EEs, regardless of volume or debt type. 

Summary of New Placements by Year
Calendar Year

Dollars Placed

2007

$3,152,907,263

2008

$4,657,442, 746

2009

$7,078,357,042

2010

$9,196,534,687

2011

$9,020,055,098

g) The following table includes the information on total amounts assigned, type of debt and percent collected.   We have also included individual tables for each of the five clients selected to show both the offense age of the account (when turned over for collection) and placement age of accounts (time elapsed to collect) with percentages for each category by year. 
Client

Debt Type 

Collection Timeframe

Net Placement - Dollar

Net Account Placement: 

Net Collection Rate: 

Pinellas County, FL

Civil Traffic 

Jan 2007 - Dec 2011

$13,753,293 

86,550

66.12%

Harris County, Houston, TX 

Justice of the Peace Courts Fees & Fines 

Jan 2007 - Dec 2011

$19,603,194 

89,421

49.55%

Miami-Dade Clerk of the Courts, FL 

Traffic Citations 

Jan 2007 - Dec 2011

$61,277,931 

287,309

38.50%

City of Corpus Christi, TX 

Municipal Court Fees & Fines 

Jan 2007 - Dec 2011

$36,930,990 

183,963

36.69%

Harris County Toll Road Authority, Houston, TX 

Tolls 

Jan 2007 - Dec 2011

$148,378,576 

3,824,433

31.56%

Source:  Law Firm Records (CUBS Production Export 10/10/12) 
PINELLAS COUNTY, FL CIVIL TRAFFIC - Data as of August 31, 2012

Offense Age 

Accounts 

Dollars 

Account Percentage

Dollar Percentage 

One Year or Less

4,769

$1,217,968.58

6.03%

9.41%

1-2 Years 

7,868

$1,772,467.99

9.95%

13.69%

2-3 Years 

8,418

$1,895,069.65

10.64%

14.64%

> 3 Years 

58,028

$8,062,331.75

73.38%

62.27%

 

 

 

 

 

Placement Age 

Accounts 

Dollars 

Account Percentage

Dollar Percentage 

One Year or Less

7,767

$1,900,266.82

9.82%

14.68%

1-2 Years 

8,148

$1,813,616.61

10.30%

14.01%

2-3 Years 

7,930

$1,762,116.51

10.03%

13.61%

> 3 Years 

55,238

$7,471,838.03

69.85%

57.71%

Source:  Law Firm Records 

HARRIS COUNTY JP COURTS (Houston, TX)   - Data as of August 31, 2012

Offense Age 

Accounts 

Dollars 

Account Percentage

Dollar Percentage 

One Year or Less

2,908

$900,617.80

6.28%

5.79%

1-2 Years 

9,083

$3,188,659.94

19.62%

20.50%

2-3 Years 

7,825

$2,905,372.46

16.90%

18.68%

> 3 Years 

26,476

$8,559,041.73

57.19%

55.03%

 

 

 

 

 

Placement Age 

Accounts 

Dollars 

Account Percentage

Dollar Percentage 

One Year or Less

13,279

$4,702,602.92

28.69%

30.23%

1-2 Years 

9,747

$3,595,937.99

21.06%

23.12%

2-3 Years 

6,657

$2,370,418.50

14.38%

15.24%

> 3 Years 

16,609

$4,884,732.52

35.88%

31.41%

Source:  Law Firm Records 

MIAMI-DADE, FL CLERK OF THE COURT - Data as of August 31, 2012

Offense Age 

Accounts 

Dollars 

Account Percentage

Dollar Percentage 

One Year or Less

18,955

$5,091,389.65

6.04%

7.20%

1-2 Years 

22,008

$6,662,847.62

7.01%

9.42%

2-3 Years 

22,240

$7,806,231.12

7.09%

11.04%

> 3 Years 

250,630

$51,166,523.30

79.86%

72.34%

 

 

 

 

 

Placement Age 

Accounts 

Dollars 

Account Percentage

Dollar Percentage 

One Year or Less

37,741

$11,506,359.71

12.03%

16.27%

1-2 Years 

19,006

$7,082,297.01

6.06%

10.01%

2-3 Years 

28,820

$10,018,513.41

9.18%

14.17%

> 3 Years 

228,266

$42,119,821.56

72.73%

59.55%

Source:  Law Firm Records 

CORPUS CHRISTI, TX  MUNICIPAL COURT - Data as of August 31, 2012

Offense Age 

Accounts 

Dollars 

Account Percentage

Dollar Percentage 

One Year or Less

16,946

$6,249,186.52

6.82%

7.47%

1-2 Years 

21,098

$8,013,988.23

8.49%

9.58%

2-3 Years 

24,226

$8,746,390.55

9.75%

10.45%

> 3 Years 

186,157

$60,669,189.03

74.93%

72.50%

 

 

 

 

 

Placement Age 

Accounts 

Dollars 

Account Percentage

Dollar Percentage 

One Year or Less

24,080

$9,389,101.59

9.69%

11.22%

1-2 Years 

33,401

$10,924,475.32

13.44%

13.06%

2-3 Years 

27,266

$9,337,042.38

10.98%

11.16%

> 3 Years 

163,680

$54,028,135.04

65.89%

64.57%

Source:  Law Firm Records 

HARRIS COUNTY TOLL ROAD AUTHORITY (Houston, TX)  - Data as of August 31, 2012

Offense Age 

Accounts 

Dollars 

Account Percentage

Dollar Percentage 

One Year or Less

357,775

$24,370,862.77

17.55%

14.45%

1-2 Years 

364,200

$29,980,551.04

17.86%

17.78%

2-3 Years 

231,547

$20,472,307.93

11.36%

12.14%

> 3 Years 

1,085,597

$93,788,275.52

53.24%

55.62%

 

 

 

 

 

Placement Age 

Accounts 

Dollars 

Account Percentage

Dollar Percentage 

One Year or Less

497,716

$35,467,142.78

24.41%

21.03%

1-2 Years 

307,417

$26,415,603.22

15.08%

15.67%

2-3 Years 

214,468

$18,864,950.88

10.52%

11.19%

> 3 Years 

1,019,518

$87,864,300.38

50.00%

52.11%

Source:  Law Firm Records 



	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) Linebarger Goggan currently represents over 2,200 separate entities in the collection of their delinquent receivables.  Many of these clients require legal services in addition to the full range of typical collection activities (skip tracing, mailings, phone calls, etc.) In our 36-year history we have never lost a client for cause or failure to perform.
Over 43 percent of our clients have retained our services for over 10 years or more, while 35 percent have retained our services for more than 20 years.
Ohio Office of the Attorney General Collection Performance

Partner Michael Scoliere currently serves as Special Counsel to the Ohio Attorney General, collecting delinquent taxes and other second-, third-, and fourth-placement debt owed to the State of Ohio. 

These accounts are worked by the state agency that the debt is owed to (tax, workers’ compensation, etc.) prior to being forwarded to the Ohio Attorney General’s Office for collection. After the Attorney General exhausts its collection attempts, these accounts are sent to our firm for collection. 

Our contract with the Ohio Attorney General, which began in 1993, has been renewed through seven different consecutive administrations.
Pennsylvania Office of the Attorney General / Commonwealth of Pennsylvania

In March 1998, our Harrisburg office was selected by the Pennsylvania Office of the Attorney General/Commonwealth of Pennsylvania to collect second- placement personal and corporate income taxes, sales and use taxes and other second-placement debts, including welfare overpayments owed to the Commonwealth of Pennsylvania. This contract has been renewed several times as a result of the consistently high level of performance since the original contract start date. Despite being the second placement collections provider, our firm has been ranked the top performer in a field of four vendors for the Pennsylvania Attorney General's Office since 1998.

b) We certify that we will handle each account equally, providing the full range of collection services, to assure that each EE receives the maximum possible revenue.  We will and do accept all types of debts and sizes of accounts for collection.  Our services for the Commonwealth will be no exception. 

We understand that some collection agencies in our industry focus on the easy accounts and “quick money” for collection and ignore others at the expense of their clients, and the law-abiding citizens served by their clients. We know that failure to work those difficult accounts only results in larger, aging backlogs of delinquent accounts that become even more difficult to collect. Failure to work those difficult accounts also sends the wrong message to those debtors that believe that if they can ignore their obligations long enough, they will go away. Everyone should pay their fair share and honor their financial obligations to our clients.
c) We analyze each debt portfolio in order to determine the most effective means for collecting the delinquency and then develop a client-specific work plan that helps us maintain the highest possible recovery rates.  Our collection managers will perform an initial risk assessment on all referred accounts.  Once collection activities begin, supervisory personnel perform additional risk assessments and constantly monitor the portfolio for changes.

Linebarger Goggan will actively pursue collection on all accounts both in and outside the Commonwealth that are referred by EEs.  The firm will work diligently to collect on all accounts as long as they remain with the law firm regardless of age, amount or type of debt.  The law firm can effect collections in all 50 states and U.S. territories.
We generally recommend that a collection vendor hold accounts for a minimum of 6 to 12 months, and if regular collection attempts are being made, advise that the accounts remain with that vendor.  If an account is returned too quickly, the EE runs the risk of sending a negative message to debtors, encouraging them to hold out for an extended period in the hopes of “running the clock down.”

If however, a particular debt collection agency is not performing well overall on the contract (often the result of bidding the contract too low and not providing full services), then redistribution is a logical step in order to create a competitive environment and reward those who are performing as expected.  
d) Linebarger Goggan is willing and able to collect at both the state and local government level. Our firm’s experience with all sizes and types of governments is discussed in detail throughout this response, as well as our experience with a variety of debt types. 
e) Linebarger Goggan’s experience in collecting a variety of governmental receivables is elaborated in section B-2 of this response.


	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.




Every Linebarger Goggan office is required to have a detailed disaster recovery plan that meets the firm’s standards. These plans establish regular data backup strategies, off-site storage, and notification and recovery procedures should a disaster occur.

	Our disaster recovery plan includes the following:

•
daily and weekly system file backup stored off-site;

•
annual audit of off-site storage facility;

•
disaster recovery agreement with Columbia Ultimate Business Systems;

•
semi-annual test of disaster recovery facilities;

•
disaster recovery team made up of personnel trained to carry out disaster procedures including

•
notifying clients, vendors, and insurance companies;

•
setting up temporary offices;

•
ensuring physical and data security in the aftermath and
•
implementing salvage operations
c) High Ethical Standards, Low Complaints and High Success Rates

Compliance with Applicable Regulations

After more than 36 years of providing professional collection services to our clients, Linebarger Goggan has never had a Fair Debt Collection Practices Act judgment or a Federal Trade Commission decree entered against it. This record is not accidental, but rather the result of a combination of managerial commitment, selective recruiting, intense training and zealous quality control.  

As a testament to the law firm's professionalism and performance, some of Linebarger Goggan's largest clients have renewed their contracts for more than 20 years.

Fair, Ethical, and Courteous Treatment of Delinquent Account Holders
As a law firm focused on the collection of government debt, we are committed without compromise to the high ethical standards of the legal profession as well as those of the collection field. Our collectors only use collection strategies and techniques that are both legal and ethical. Experienced managers work the collection floor on a daily basis, observing collectors as they deal with debtors to ensure all debtors are treated with courtesy and respect. 

Minimum Hiring Practices

Linebarger Goggan uses stringent recruiting and screening techniques to find and hire the best employees. Each applicant is required to complete the firm’s standard employment application and pass a criminal background check. If these two steps show no reason to prohibit the applicant from working at the law firm, the next step in the screening process is to verify the information provided. Linebarger Goggan uses an outside hiring firm, HireRight, to conduct pre-screening on all employees. The time frame of the background check is limited to the past seven years and includes screening for any criminal history. No employee is given access to the firm’s systems until they have successfully passed cleared all minimum background and security requirements. 

Termination Procedures

If an employee is terminated, the firm ensures that all access to the firm’s facilities is immediately revoked. The employee is escorted from the facility and required to return any access cards, keys and equipment. 

In addition, our Information Technology Group (ITG) immediately revokes system access and logons. Human Resources, ITG and Collection Operations use a checklist to ensure that all access permissions are revoked.

Confidentiality Policies

The law firm requires that all employees sign a confidentiality statement at the time of hire and periodically throughout their terms of employment to acknowledge their awareness of, and reaffirm their commitment to, the firm's policy protecting law firm and client information. 

The law firm also has strict policies regarding the shredding and destruction of confidential data, file sharing, and email procedures that every employee must adhere to when handling client or law firm information. 

Complaints about unauthorized disclosures of a delinquent account holder’s confidential information are investigated, reported to the client, and resolved within 24 hours. Any legitimate confidentiality complaint is grounds for immediate termination of the responsible employee. 

Staff Training

Protecting Delinquent Account Holder Rights 

All Linebarger Goggan employees receive rigorous initial and ongoing training in the rights of delinquent account holders. This training includes comprehensive coverage of the FDCPA and the Privacy Act of 1974, as well as the full range of our clients’ policies and procedures regarding collection activities. 

Our collectors undergo regular updates on collection laws and regulations, with a heavy emphasis on protecting the confidentiality and security of the data they work with, be it electronic or paper.  

One training module is dedicated to learning and applying the specific rules and regulations pertaining to the client’s debt collection requirements, from offering the appropriate payment options to ensuring that all information is safeguarded in a manner consistent with the client’s internal policies. 

Linebarger Goggan also requires every employee to participate in annual security training. The firm uses a multimedia training program provided by Digital Defense, Inc.  All employees must review all firm policies on confidentially, take an online security course, and pass the security exam with a score of 80 percent or higher in order to access the firm’s systems.

d) Training
Linebarger Goggan’s collector training program consists of two parts: new hire training for employees in their first two weeks with the firm and ongoing training for all employees, regardless of tenure.
New Hire Training

With assistance from senior managers and experienced collectors, Linebarger Goggan’s trainers lead newly hired collectors through a rigorous five-phase education and examination process:

Phase 1: Laws and Regulations and Company Policies

New collectors complete intensive instruction in the Privacy Act of 1974; the Fair Debt Collection Practices Act (FDCPA) and law firm security, confidentiality, and file management policies and procedures.

Phase 2: FDCPA, Telephone Techniques, and System Training

Trainees continue their study of the FDCPA using a computer-based training program developed by the American Collectors’ Association (ACA). Instructors review final exam results with trainees, fully explaining correct answers to any missed questions. 

Two ACA training tools are used to teach collectors appropriate telephone techniques: Professional Telephone Collection Techniques, an interactive software package, and Advanced Telephone Collecting, a DVD package that includes worksheets. 

Collectors receive thorough training on the firm’s customized computer system, which is based on Columbia Ultimate Business Systems (CUBS). Trainees first take CUBS Computer-Based Training (CBT) lessons with instructors and then complete on-the-job training (OJT) within their assigned units.  

Phase 3: Commonwealth-Specific Training

Training that focuses on the Commonwealth’s unique needs and circumstances ensures compliance with Commonwealth procedures and policies, as well as regulations governing the Commonwealth’s activities and the nature of the delinquencies owed. 

Phase 4: Hands-On Collection Training

Each trainee works with a trainer, a manager, and a senior non-management collector in rotation to ensure understanding and use of proper collection techniques. Each trainee is closely monitored to ensure compliance with Linebarger Goggan’s standards of operation and FDCPA requirements.

Phase 5: Mentoring

Linebarger Goggan’s new employee training concludes with an on-the-job mentoring program. In addition to an immediate supervisor, each new collector is assigned to a senior employee and taken “under his wing” to sharpen skip-tracing skills, telephone techniques, and overall knowledge of the Commonwealth’s receivables. Such mentoring enhances performance and minimizes complaints.

Ongoing Training

Designated Trainers

At each of Linebarger Goggan’s call centers an individual is designated to provide training activities. These include special, frequent sessions on systems upgrades, collection tools enhancements, and presentations on collection topics such as regulatory changes.

Educational Materials

Linebarger Goggan maintains membership in many of the industry’s professional organizations and uses their videos and other educational materials in its ongoing training programs.

External Training

Linebarger Goggan encourages employees to participate in external training opportunities. Employees bring information from such courses and seminars back to the firm for the benefit of managers and collectors alike.

Group Discussions

Periodic, interactive discussions inform collectors and other employees about changes in operating procedures, laws, and regulations.

Monitoring Interaction with Delinquent Account Holders

To ensure that fair treatment of delinquent account holders is part of the normal course of business for every Linebarger Goggan collector, we monitor phone calls for compliance and professionalism. We also monitor system actions to ensure collectors follow correct procedures for account documentation. Collectors are generally monitored a minimum of several hours each month.

Onscreen Displays

Onscreen displays reinforce collectors’ training while they work by highlighting restrictions, guidelines, and operating procedures specific to a particular client. Such reminders help the collector comply with the laws and regulations of the delinquent account holder’s state or territory, as well as applicable federal laws. 

Regulatory Updates
The firm’s attorneys and collection supervisors monitor changes in laws and regulations related to the accounts receivable management industry. They provide regular updates to employees to ensure continued compliance. 

Sources of information used to monitor changes in applicable collection laws and regulations include the following:

•
Linebarger Goggan’s Governmental Affairs Division,

•
American Collectors Association (ACA) — the collection industry’s leading professional trade organization,

•
Legal Bulletin — tracks legislation and regulation changes at the federal and state level,

•
ACA Advocate — provides information on court cases relating to the collection industry, including interpretation of decisions,

•
Currents — newsletter providing up-to-date legislative and regulatory information,

•
Cred-Alert — credit agency information as it relates to the collection industry,

•
Collection Agency Report — monthly newsletter for collection agency management,

•
Collections and Credit Risk — periodical for the credit and collections industry,

•
Continuing Legal Education Seminars,

•
Inside ARM.com — periodical for the credit and collections industry,

•
Collector Magazine — trade publication for consumer-based collection organizations and

•
Seminars, conferences and contacts with a network of industry professionals.



	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) Data and System Security
Security is built into every aspect of Linebarger Goggan’s IT functions. From data transfer through data storage, the security experts of our Information Technology Group ensure the integrity and confidentiality of client information. 

Linebarger Goggan Holds National Institute of Standards and Technology Security Certification

As a result of a firm-wide effort to maximize the already excellent security of our IT systems, in July 2005 Linebarger Goggan received its National Institute of Standards and Technology (NIST) Compliant Certification and Accreditation, based upon the NIST 800 series special publications, which provide guidance on developing and implementing a comprehensive computer security program. These documents were developed to assist organizations that process “Sensitive but Unclassified (SBU) information.” 

The certification process involved an extensive review of every aspect of the firm’s information systems security, including disaster recovery, intrusion detection, physical plant security, and virus protection. The firm's NIST Compliant Certification and Accreditation was renewed in March 2012. 

Payment Card Industry Compliance

All information and personal data connected with the collection of Commonwealth accounts will be considered confidential and will be protected throughout its life cycle in our systems. Linebarger Goggan’s operations currently comply with Payment Card Industry (PCI) Data Security Standard version 1.2.  The law firm uses Digital Defense, Inc. (DDI), a PCI scanning vendor approved by the PCI Security Standards Council, to confirm that Linebarger Goggan meets PCI compliance requirements. The DDI letter on page 33 reflects the latest independent PCI compliance test and audit of our law firm’s PCI procedures.
To support Linebarger Goggan’s PCI compliance, we have a full library of Information and Physical Security policies.  These policies are based on guidance provided within the National Institute of Standards and Technology (NIST) Special Publication series.  Specifically, Linebarger Goggan meets the security controls defined for a Moderate risk information system.  Additionally, these security controls have been mapped to the controls identified by PCI.  The following is a listing of the policies maintained by the firm:

· Acceptable Use Policy

· Access Policy

· Audit Policy

· Certification and Accreditation and Security Assessment Policy

· Configuration Management Policy

· Disaster Recovery Plan

· Identification and Authentication Policy

· Incident Response Policy

· Information Security Planning Policy

· Media Protection Policy

· Personnel Security Policy

· Physical and Environmental Protection Policy

· Risk Assessment Policy

· Security Awareness and Training Policy

· System and Communications Protection Policy

· System and Information Integrity Policy

· System and Service Acquisition Policy

· System Maintenance Policy
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Network Security

Within our computer network, strict security protocols developed and maintained by ITG protect clients’ data from both external and internal threats:


· Powerful antivirus software. ITG technicians run antivirus programs on all computer systems each day to prevent contamination of data. 

· Continuous monitoring to prevent intrusion. A firewall offers protection at the firm’s connection to the Internet. ITG runs intrusion detection software on our firewall and can run it on any other router involved in a connection. 

· Close monitoring of Internet communications. Our system collects information on all inbound and outbound Internet traffic.

· 128-bit end node to end node data encryption. We maintain several virtual private network (VPN) connections, which provide the necessary speed and security. 

· Password protection. Access to the firm’s computer network requires a unique user ID and password created using “strong” criteria: at least eight characters, a mixture of upper- and lower-case letters, at least one number, and at least one special character. Passwords must be changed every 90 days, and users may not reuse passwords. 

· Security at each end node. Limited, secure end node access protects law firm communications. Each end node has a dedicated IP address, and our end node routers send audit logs to our centralized log server, creating a record of all transmissions.

· Access on a strict need-to-have basis. Once a client’s data resides within the Linebarger Goggan system, a secure login and password unique to that client prevent accidental or intentional intrusion. The login and password are provided only to those firm employees who need direct access to client data, effectively isolating the client’s account data from other system data.

· Centralized IT operations. Electronic data associated with the Commonwealth project will be maintained at Linebarger Goggan’s ITG facility, the primary technology location for the firm. Located in San Antonio, Texas, this facility’s extensive physical and network safeguards protect the information and hardware maintained at this location. All Commonwealth data transfers and data communications will be accomplished by a leased 10Mbs dedicated connection. 

Secure Data Transfers

The transmission of data from a client into the firm’s system is a potential weak spot in many security systems. Linebarger Goggan’s ITG takes extraordinary steps to guarantee security during client transmission of data:

· SFTP: Linebarger Goggan’s system supports SFTP (port 22) as a protocol for secure file transfers by using the OpenSSH client and server model. 

· Web SSL: We support HTTPS file transfers through a secure Web page. All data transfers and logons occur within a 128-bit encrypted SSL session.

· IP Sec Tunnel: Our system supports the use of a client-to-server or LAN-to-LAN IPSec encrypted tunnel through which a standard FTP session (port 21) can be established and encrypted up to 168 bits.

· PGP: We support the use of PGP for encrypting files that are e-mailed. Messages are encrypted with a user’s key, which works in conjunction with scrambling algorithms to produce data that can be decrypted only by its intended recipient.

Controlled Destruction of System Outputs

Linebarger Goggan follows established procedures for identifying confidential information and securely destroying it. Electronic media such as floppy disks, CDs, and magnetic tapes are burned, shredded, or degaussed to make recovery of data impracticable. In the event that a computer is no longer usable, the information contained on its hard drive is destroyed by either magnetically removing the information or physically destroying the hard drive.

Facilities Security

All collections operations are conducted in secure facilities using strict quality control methods that have protected our clients’ data for over 30 years. Our firm has never had a security breach or had to terminate an employee as a result of releasing confidential client information.  

ITG Controlled Access 

Access to the ITG Center facility is controlled by a security system operated by Linebarger Goggan. This system employs two access-control subsystems: the badge system and the door system.

The badge system creates individual photo badges for all personnel who are authorized to access the Linebarger Goggan facility. An access badge is required to enter the facility. The system allows Linebarger Goggan security personnel to create groups based on employees’ job assignments and work needs and to limit the access of these groups. The badge system also creates and maintains a log of all entries into the facility.

All facility doors are locked 24 hours a day, seven days a week. The system controls when doors may be opened and at what times members of different groups may enter the facility. 

ITG Alarm System 

The San Antonio Information Technology Group (ITG) facility’s alarm system, monitored by ADT, is activated after normal working hours. Control of this system is limited to key management personnel. The facility has a complete fire suppression system and 24-hour video surveillance of all entrances and exits. 

Quarterly inspections ensure the smooth functioning of all physical security mechanisms, including: 

· all locks and access systems

· employee identification systems

· the facility access log 

· after hours security procedures

· access to the City project area

· vaults and storage 

· electronic security alarms 

ITG Video System 

The ITG facility’s video system provides coverage of all stairways and doors that provide access to Linebarger Goggan offices. The video system server is maintained within the firm’s primary computer center, in San Antonio. 

The video system permits searches of recorded images based on which camera recorded the image, the date and time the image was recorded, and a user-defined area within the image. A search based on the user-defined area permits operators to highlight an object in the image and search for movement of the object or movement through the area occupied by the object.

The recorded images are maintained within the Intellex server as well as on magnetic tape in long-term storage (60 days). As a part of our backup storage policy, a copy of the recorded images is transferred to off-site storage each week. 

Personnel Security

Our firm has never had a security breach or had to terminate an employee as a result of releasing confidential information. Linebarger Goggan uses stringent recruiting and screening techniques to find and hire the best employees for our clients. Each applicant is required to complete the firm’s standard employment application and pass a criminal background check. If these two steps show no reason to prohibit the applicant from working on the Commonwealth contract, the next step in the screening process is to verify the information provided. Linebarger Goggan uses an outside hiring firm, HireRight, to conduct background checks on all employees. The time frame of the background check is limited to the past seven years and includes screening for any criminal history.

Termination Procedures

If an employee is terminated, the firm ensures that all access to the firm’s facilities is immediately revoked. The employee is escorted from the facility and required to return any access cards, keys and equipment. All system access and logons are revoked. Human Resources, ITG, and Operations use a checklist to ensure that all access permissions are revoked.

b) Linebarger Goggan’s security procedures are described in detail in the previous section of this response.
c) Linebarger Goggan’s collection plan is detailed in Part C of this response. 
d) For every contract, we tailor our proven processes to our client’s regulatory environment and delinquent receivables portfolio. From letters and phone calls through bankruptcy and litigation, we offer the Commonwealth a powerful collection program coupled with value-added legal services not offered by typical collection agencies. 

Linebarger Goggan’s approach produces exceptional results and few delinquent account holder complaints. Many of our clients have retained our services for more than a quarter-century — an unusual level of customer loyalty in the highly competitive collection industry.

e) Linebarger Goggan’s mode of secure data transfer and other security details are discussed earlier in this section. With more than 2,200 government clients – including such large cities as Philadelphia, Chicago, Houston, as well as a number of state clients – our staff has implemented collection programs with an overwhelming variety of computer systems and software to work in harmony with our own collection technology. Linebarger Goggan sees this as a vital step in the collection process and employs more than 140 highly-trained IT professionals to ensure that this process is as swift, accurate and dependable as possible and requires a minimum of Commonwealth staff involvement. 

f) IT Professionals
We are able to continually expand our IT capabilities because of the talent and expertise of our Information Technology Group (ITG). ITG employs more than 140 system architects, programmers, analysts, security experts, network engineers, and other specialists. Together, they design, build, and maintain all aspects of the firm’s information technology and communication enterprise, allowing Linebarger Goggan to manage in-house all of the IT functions that typical collection agencies and law firms must outsource. By keeping information technology and communication services within the firm, we can maintain strict quality control over all aspects of data processing, storage, security, and transfer.

ITG Staff Continually Expand Their Skills

Like Linebarger Goggan’s collectors and managers, the firm’s ITG personnel continuously update and expand their knowledge by completing continuing education courses and earning certifications, including the following:

· 3M Certification for Fiber Connectors and Splicing

· Certified CompTIA Network+

· Certified CompTIA Security+

· Certified CompTIA A+ (Hardware and Software)

· Certified Information Systems Auditor

· Certified Information Systems Security Professional

· Certified Internet Webmaster Master Designer

· Certified Internet Webmaster Professional

· Certified Internet Webmaster Associate

· Certified Network System Technician 

· Certified Project Management Professional 

· Certified UNIX Security Administrator (GCUX)

· Cisco Certified Security Professional

· Cisco VPN Specialist

· Cisco Firewall Specialist

· Cisco IPS Specialist

· Cisco Information Security Specialist

· Cisco Certified Network Associate

· Global Information Assurance Certification (GIAC)

· IBM AIX V4.3 Administrator Certified 

· ICCP Certified Computer Professional

· JAVA Sun Certified Programmer

· Microsoft Certified Professional (MCP) 

· Microsoft Certified Solution Developer

· Microsoft Certified Systems Administrator (MCSA)

· Microsoft Certified Systems Engineer

· Oracle Certified Application Developer

· Oracle Certified Forms Developer

· Oracle Certified Professional

· Oracle Certified Internet Application Developer

· QAI Certified Quality Analyst 

· Registered Tax Collector 

· Security Leadership Certification (GSLC)

g) Our firm is familiar 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) Details of our ability to reconcile and transfer funds daily are included in Part C of this response. Linebarger Goggan guarantees that we will remit the full amount of any debt collected and associated contingency fees.  
 b) Linebarger Goggan agrees to the Commonwealth and each individual EE’s methods of remittance, payment and depositing of funds. 
 c) An overview of how our firm proposes to handle depositing remitting and transferring of payments is discussed in Part C of this response. Linebarger Goggan will work with the Commonwealth and each individual EE to ensure that funds are handled accordingly.
 d) Linebarger Goggan’s proposed method of handling bounced checks (NSF) is discussed in Part C of this response. At implementation, our project team can discuss with the Commonwealth methods to further ensure the appropriate handling of NSF checks.  
 e) Linebarger Goggan accepts these terms.
 f) Linebarger Goggan will seek payment of the total amount referred by the EE (base amount owed plus any interest and late fees, as well as our contingency fee). Our firm understands that we are only eligible to collect our contingency fee when the amount owed is collected and remitted to the appropriate EE. 
 g) Linebarger Goggan accepts these terms. 
 h) Linebarger Goggan accepts these terms. 

 i) Linebarger Goggan accepts these terms.
 j) Linebarger Goggan accepts these terms.
 k) Linebarger Goggan accepts these terms.
 l) Linebarger Goggan accepts these terms.
 m) Linebarger Goggan accepts these terms. 


	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) If a debtor requests an installment plan to pay the outstanding amount owed, we will establish installment plans for him/her in accordance with each Eligible Entity’s guidelines for minimum amounts or maximum length of plan.  The debtor will receive a form confirming the payment arrangements agreed to, along with a payment coupon for making the first installment payment.  

Requests for installment plans that do not meet the minimum criteria set by the Eligible Entity will be forwarded to the Contract Manager for review and approval.  If approved, we will implement an installment plan and follow the same procedures as described above.

b) Tracking Installment Payments
Linebarger Goggan recognizes the necessity of aggressively following up on late payments. If a delinquent account holder sends an improper amount or falls more than 10 days late in making a payment, the collector follows up with the delinquent account holder via phone. During the phone call, the collector reviews the installment plan with the delinquent account holder, outlines the importance of following its terms, and encourages the delinquent account holder to recommit to the agreement. 



	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:  

As a law firm, we are well poised to handle accounts that require litigation in order to effect collection. Linebarger Goggan files thousands of lawsuits each year associated with its collection activities.  It has proven to be extremely complementary to the call and letter campaigns, as well as being an effective stand-alone collection tool.

A litigation campaign also lends vital credibility to the collection process and makes the demand letter and telephone contact programs more effective.  Consequently, we developed a highly effective litigation program to support our collection efforts.  Accounts that meet the appropriate criteria and have the approval of the client will be targeted for litigation and handled by one of our attorneys licensed in Massachusetts (or the appropriate state). 

The most important distinction between our collection services and those of a standard collection agency is that time and information, and more importantly control, are not lost due to outsourcing accounts to a law firm.  As licensed attorneys, we are able to begin litigation immediately upon receiving the necessary approval from the client.  

Our collection program is more effective when we educate debtors on the consequences of disregarding their financial obligations, such as the imposition of any applicable penalties, interest, court costs, and attorneys’ fees.  

When approved in writing by the Commonwealth, we will do the following:

•
prosecute lawsuits in a timely fashion;

•
prepare citations, wage and bank garnishment summons, turnover orders, etc., in accordance with applicable laws and local court rules;

•
file liens on property and institute foreclosures/seizures where applicable; and

•
negotiate settlements and deferred payment plans with debtors in accordance with the Commonwealth’s guidelines.

While we vigorously pursue all lawsuits we file, we will also try to make every possible opportunity available to the debtors to pay their obligations and avoid any additional inconveniences and fees.  

Complete Bankruptcy Services
The number of bankruptcies filed nationwide has reached a new record high.  When an individual or business files for bankruptcy, ordinary procedures utilized to collect delinquent receivables may no longer be used.  Federal law expressly prohibits any continued attempt by creditors to collect from a bankrupt debtor by any means other than the procedures specifically set forth in the United States Bankruptcy Code.

Our bankruptcy team actively pursues cases to ensure that claims are paid fully and that bankruptcies are not discharged without the input of governmental entities.  The department has gained the reputation for tenacious and professional representation, preventing our client's claims from being subordinated to other claimants in these cases.

To protect the rights of our clients as creditors, our bankruptcy department features the following features:

•
professional team focused exclusively on a comprehensive bankruptcy collection program,

•
aggressive strategies for seeking payment of claims in all bankruptcy cases,

•
established procedures to protect our clients’ interests,

•
proprietary bankruptcy software to maintain and monitor all firm bankruptcy cases and

•
extensive use of technology applications to monitor any external bankruptcy developments that may affect our clients’ interests.

Nationwide Bankruptcy Experience
Our bankruptcy department has gained a national reputation for its tenacious and professional representation because we do not believe our clients’ claims should be subordinate to other claimants.  The firm has experience in over 50,000 active and resolved bankruptcy cases, protecting governmental clients’ interests in amounts in excess of $250 million.  Indeed, a significant portion of our bankruptcy collection activities take place outside the State of Texas.

Bankruptcy Collection Procedures
Our bankruptcy experience has helped us develop a comprehensive collection strategy allowing us to recover claim amounts that may otherwise go uncollected.

There are no simple bankruptcy cases.  We invest significant attorney and staff resources in order to successfully collect on our clients’ bankruptcy cases.  Our bankruptcy services include the following:

•
proactively identifying bankruptcy filers,

•
researching accounts and filing proofs of claim,

•
representing our clients at creditors' meetings,

•
preparing and filing all necessary legal documents,

•
representing our clients at hearings in bankruptcy court and

•
actively collecting post-petition obligations.

Identify the Debtor

Frequently debtors fail to include local governmental entities in their list of creditors.  Communication and the gathering of independent information are crucial to the identification of a debtor and the subsequent collection of claims through the bankruptcy system.  

We proactively identify bankruptcy-related accounts through several different means:

•
notices received from the debtor,

•
telephone contacts by our collection staff,

•
newspaper articles,

•
pending lawsuits in the State courts,

•
subscriptions to bankruptcy reports,

•
responses from our massive mailings,

•
information available through the legal community and

•
routine review of the Federal Bankruptcy Courts’ computer system for recent filings.

Once a debtor is clearly identified, a “notice of appearance” and a “proof of claim” on behalf of the client is prepared and filed with the court.  The proof of claim is essential to protecting the client’s interest, since this document puts the debtor on notice that amounts are owed according to clerk records.  Once the notice of appearance and proof of claim are filed, several varying events can occur in the bankruptcy proceeding such as objections to claims.  Each event impacts whether, and how much, payment will be received by the client in the bankruptcy case. Our lawyers are skilled in handling this area, as well as other aspects of the bankruptcy proceeding.

Claim Objections and Other Litigation

Common to all bankruptcy chapters is the claim objection process.  We respond to all objections that are filed by debtors and trustees against our clients and work hard to maximize recovery.  These actions are not just fought at the trial court level: one of our firm’s bankruptcy departments recently successfully defended on appeal an action to recover over a million dollars already paid from clients. 

Moreover, depending on the chapter of bankruptcy and the circumstances of the case, our firm initiates actions on our own, such as motions to dismiss for failure to file plans of reorganization, motions for payment of post-petition obligations, and motions to lift stay.  

Regular Reports
Preeminent throughout this entire process is the need to keep our clients informed and aware of the significance of various events in a case.  We communicate regularly with our client in person, by letter, or by telephone and send regular computer generated reports.



	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:

In addition to our collection services, Linebarger Goggan attorneys routinely provide our clients with counsel on collection matters and keep them apprised of changes in the law that may affect their collection processes.  Because of their extensive legal training, continuing education, and experience, they can evaluate and interpret the vast and complex maze of federal and state statutes, regulations, court decisions, and administrative rulings that govern the collection of delinquent receivables.  These services are provided at no additional cost to the Commonwealth.


	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:

Linebarger Goggan will work with the Commonwealth (and each Eligible Entity) to obtain the necessary data to pursue collection of their delinquent accounts.  Beyond that, the firm will not require any additional resources from the Commonwealth.



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


	ANSWER:  Bidder must submit the Attachment with SDP commitments. 

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

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

	CONTRACT MANAGER:

Individual Name: Michael T. Vallandingham
Title: Management Committee Member, Partner and Chief Marketing Officer
Phone: # 800-262-7229 ext. 3751
Fax: 512-634-3789
Email address: mikev@lgbs.com
Number of Years with Firm:19
Number of Years at this Title:14
Qualifications, professional certifications and business experience (narrative): 

Michael T. Vallandingham, Capital Partner, Management Committee Member, and Chief Marketing Officer for Linebarger Goggan Blair & Sampson, LLP, graduated from Angelo State University in 1989 with a Bachelor of Business Administration in Marketing, and went on to graduate Cum Laude from Thomas M. Cooley Law School in 1993 with a Juris Doctor.  He is licensed to practice law in the State of Texas.

Mr. Vallandingham joined Linebarger Goggan in 1993.  He began in the firm’s Tyler, Texas office and managed the representation of several of its East Texas clients.  He quickly made his mark by successfully servicing the firm’s existing clientele and consistently demonstrating his ability to develop new business, which ultimately led to his being transferred to the firm’s Austin, Texas offices to assist with management responsibilities for the firm.

In 1998, Mr. Vallandingham was assigned the responsibility for implementing and overseeing the firm’s national marketing effort, as well as its fees and fines collection services division.  The firm has enjoyed steady growth and expansion as a result of the overwhelming success on each front. 

His consistent performance in the areas of marketing and management earned him a place on the firm’s Management Committee in 2004.

Mr. Vallandingham’s current organizational memberships include ACA International and the State Bar of Texas.  CollectionIndustry.com named Mike Vallandingham as one of the collection industry’s Young Guns for 2005.  This program highlights the careers of leaders who will help guide industry thinking in the new millennium.  Nominations for the awards were received from around the world.

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.

Partner and Management Committee Member Mike Vallandingham will assure that adequate resources (IT, management, and personnel) are available to support the Commonwealth’s program. He will be responsible for making sure that the firm delivers on promises made during the proposal process. A table outlining key project services and staff time is included at the end of this section and encompasses the entire project management team.



	Individual Name: Michael Scoliere
Title: Partner, Management Committee Member and Managing Partner for Dublin, Ohio; Denver, Colo.; and Harrisburg, Penn. offices
Phone: # 614-210-8102
Fax: 614-889-5015
Email address: michael.scoliere@lgbs.com
Number of Years with Firm: 8
Number of Years at this Title: 8
Qualifications, professional certifications and business experience (narrative): 

Michael E. Scoliere, Capital Partner and Management Committee Member, joined Linebarger Goggan in 2003.  He founded Scoliere & Associates and is an attorney with over two decades of collection experience.  Mr. Scoliere is a 1983 graduate of Temple University in Philadelphia, Pennsylvania, and a 1986 graduate of the University of Pittsburgh School of Law.  He is admitted to the Ohio and Pennsylvania State Bars, and is also admitted to practice before U.S. District Court, Southern District and Northern District of Ohio.  Mr. Scoliere previously worked as an associate at Kegler, Brown, Hill and Ritter, a Columbus, Ohio, law firm with over seventy attorneys.  During Mr. Scoliere’s employment at the firm from 1986 to February 1993, his practice included government revenue collections, commercial collections, international reinsurance collections, and commercial litigation.

In February 1993, Mr. Scoliere was named Vice President and General Counsel of Chase and Bradley, Inc., an accounts receivable management company with over 25 collectors.  Within six months, Mr. Scoliere was given responsibility for the day-to-day operations of the company.

In August 1995, Mr. Scoliere formed his own firm, Scoliere & Associates.  With over 26 years of experience collecting government debt, Mr. Scoliere has extensive experience collecting accounts similar to those of DOR.  

Mr. Scoliere is a member of the American, Ohio, Pennsylvania, and Columbus Bar Associations, the American and Ohio Collectors Associations (currently serving as Board Member and Past President of the Ohio Collectors Association), and the Government Services Division of the American Collectors Association (where he served as Chairman on the Board of Directors).  

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.

As the firm’s foremost expert in state-level collections, Mr. Scoliere will work closely with Mr. Vallandingham and Ms. Gonzalez to make sure the firm is performing at its best.  He currently manages the firm’s state contracts with Ohio, Vermont, Pennsylvania, California and Nevada, and oversees the firm’s offices in Denver, Dublin and Harrisburg. A table outlining key project services and staff time is included at the end of this section and encompasses the entire project management team.



	Individual Name: Cristina Gonzalez 
Title: Managing Partner
Phone: # 212.518.0412
Fax: 212.518.0420
Email: Cristina.gonzalez@lgbs.com
Number of Years with Firm: 8
Number of Years at this Title: 1
Qualifications, professional certifications and business experience (narrative): Cristina Gonzalez, Managing Partner, received her B.B. A. in Finance from the University of Notre Dame in 1989 and her J.D. from St. Mary’s University School of Law in 1992. She was admitted to the State Bar of Texas in 1992 and also is admitted to practice before the U.S. District Court for the Western District of Texas and is currently seeking her licenses in New York, Connecticut and Massachusetts. Prior to joining Linebarger Goggan in 2004, Ms. Gonzalez was an associate with the law firm of Person, Whitworth, Ramos, Borchers and Morales in Laredo, Texas, from 1992-2000 and then worked for two regular and three special sessions with Texas State Senator Judith Zaffirini from 2000-2003 where she served as General Counsel and Chief of Staff. Ms. Gonzalez is a graduate of the Greater San Antonio Chamber of Commerce Leadership San Antonio Class 30 and served on the Legislative Affairs and the Public Affairs Committee for the Chamber. She has served on the Southwest School of Art Board of Directors; Communities in Schools of San Antonio Board of Directors; Northside Education Foundation Board of Directors; Big Brothers/Big Sisters of South Texas Board member; and the San Antonio Hispanic Chamber of Commerce Board of Directors. Ms. Gonzalez additionally served as the Vice-President for the Fiesta San Antonio Commission and was a member of Lo Bello de San Antonio Women’s Club. She is a member of the State Bar of Texas, the San Antonio Bar Association, the Notre Dame Alumni Association, and the Notre Dame Club of San Antonio.
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.

Partner Cristina Gonzalez manages our New York City office and will oversee our collection efforts on behalf of the Commonwealth and will coordinate the law firm’s resources and collection strategies. Ms. Gonzalez will be the primary point of contact for the Commonwealth with regard to all issues, technical or otherwise, throughout the term of this contract.  Communications will be coordinated between the Commonwealth and the appropriate Linebarger Goggan team member so that any issue may be discussed and resolved. A table outlining key project services and staff time is included at the end of this section and encompasses the entire project management team. 

Identify other specialists and the functions they will perform during the procurement bid upon;
Trevor Balderrama, IT Contract Manager, will implement and manage all day-to-day technical aspects of this contract.  He will monitor performance and use analytics to develop appropriate work plan strategies to ensure that the Commonwealth’s goals and expectations are met.  

Larry Gelber and John Wilson, Call Center Managers, will oversee the day-to-day call center operations for both our Harrisburg Call Center and our San Antonio Call Center. Mr. Gelber and Mr. Wilson will direct collection center staff and all incoming and outgoing call campaigns.
Rich Pachecano, CISA and Director of Fees & Fines, will impose quality controls for the collection processes used by our Information Technology Group. He will have direct contact with the local office operations personnel to implement and maintain a top-tier collection program for the Department. He will provide the management and technical guidance necessary to ensure a smooth implementation period as well as successful operations throughout the term of the contract.

Proposed hours for each project team member 

All collection programs implemented by Linebarger Goggan are heavily customized by client specific parameters and objectives.  We will provide detailed implementation and work plans upon contract award and further defining collection avenues permitted by the Commonwealth.  

It is very difficult, if not impossible, to estimate the number of hours which will be dedicated to a contract such as this—an approved vendor contract.  However in an attempt to be responsive and  affirming a reasonable amount of work is referenced to our law firm by eligible entities, consider the following:
Name

Position

Job Duties

Hours Per Month
Timeframe/Duration

Michael Vallandingham
Partner, Management Committee Member and CMO
Project Manager, Head Marketing Representative for Massachusetts Project
16hours
Throughout life of contract

Michael Scoliere 
Partner
Managing Partner for Harrisburg Office
4 hours
Throughout life of contract

Cristina Gonzalez
Partner
Managing Partner for New York Office

32 hour 

Throughout life of contract

Larry Gelber and John Wilson
Call Center Directors
Collection Mangers, day-to-day collections

8-16 hours
From implementation throughout the contract

Trevor Balderrama 

IT Contract Manager

IT Project Support

8-16 hours
From implementation throughout the contract

Richard Pachecano

Director of Fees and Fines

IT project implementation

8 hours
During the implementation phase



	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:

Use of Subcontractors

Linebarger Goggan is able to deliver all of the services required to launch and maintain an exceptional collection program for the Commonwealth. If awarded this contract, our firm will be the primary contractor for this project; all core functions and duties will be performed by Linebarger Goggan personnel. We do not foresee the need for subcontractors for this particular project other than perhaps the use of local counsel during the time Ms. Gonzalez is getting licensed.
If it is determined a subcontractor is required at any point during the project’s duration, we will seek approval from the Commonwealth before any duties are assigned outside of the firm.

With that being said, Linebarger Goggan is committed to supporting Minority and Women Business Enterprises.  Each year, our law firm spends millions of dollars with minorities and women-owned businesses.  Fifty-three percent of our capital partners are minorities and/or females. 



	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: Ms. Traci Saliba, Director of Special Counsel 

Firm: State of Ohio Attorney General
Phone: # 614-752-9934
Fax: Unavailable
Email address: Unavailable
Description and date(s) of services provided: All associated collections services, including, but not limited to the following: portfolio review, collection letters, incoming and outgoing calls, and reporting since February 1993. 


	Reference name: Ms. Judy Lambert, Compliance Division 

Firm: State of Vermont, Department of Taxes
Phone: # 802-828-2518
Fax: 802-828-5282
Email address: jlambert@tax.state.vt.us 

Description and date(s) of services provided: All associated collections services, including, but not limited to the following: portfolio review, collection letters, incoming and outgoing calls, and reporting since March 2004.


	Reference name: Kay Aune, Asst. Dir., Customer Service
Firm: Harris County Toll Road Authority
Phone: # 713-587-7832
Fax: Unavailable
Email address: Kay.Aune@HCTRA.org
Description and date(s) of services provided: All associated collections services, including, but not limited to the following: portfolio review, collection letters, incoming and outgoing calls, and reporting since May 2002. 


	Reference name: The Honorable Ken Burke, Clerk of the Circuit Court
Firm: Pinellas County Clerk of the Circuit Court
Phone: # 727-464-3341
Fax: 727-464-4162
Email address: Unavailable
Description and date(s) of services provided: All associated collections services, including, but not limited to the following: portfolio review, collection letters, incoming and outgoing calls, and reporting since December 2004. 

	Reference name: Mr. Jay Reining, Interim Director
Firm: City of Corpus Christi
Phone: # 361-886-2515
Fax: Unavailable
Email address: jayr@cctexas.com
Description and date(s) of services provided: All associated collections services, including, but not limited to the following: portfolio review, collection letters, incoming and outgoing calls, and reporting since April 2001. 

	Reference name: Ms. Janet Marton, Assistant County Attorney
Firm: Harris County
Phone: # 713-755-7325
Fax: 713-755-8931
Email address: janet_marton@co.harris.tx.us
Description and date(s) of services provided: All associated collections services, including, but not limited to the following: portfolio review, collection letters, incoming and outgoing calls, and reporting since May 2002. 



	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:

Collection Process
The following is a description of our proven process for recovery of delinquent receivables. Upon receipt of Commonwealth data and further analysis of its delinquent receivables portfolio, we will adapt the process to address specific Commonwealth needs and desires.

We have included a general flowchart of our collection process. This process will be evaluated following the initial collection phase and adjusted to maximize collections based upon the portfolio's specific characteristics throughout the collection life cycle
Linebarger Goggan Collection Process 
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	Bidder’s Debt Collection Process Continued
Account Preparation

Account Transfers from the Commonwealth’s System

Linebarger Goggan’s collection process begins with the electronic transfer by the Commonwealth of delinquent accounts. Transferred accounts are loaded into a fully secure Commonwealth segment of Linebarger Goggan’s data processing system located in San Antonio, Texas. 

We begin the electronic case history of each account by establishing a record and unique identification code. This code prevents database and skip-tracing vendors from associating accounts with the Commonwealth.

All accounts are sent to the National Change of Address (NCOA) database for address verification and then CASS-certified to meet U. S. Postal Service mailing requirements for address standardization.  We also perform a delivery point verification (DPV) process at this time to insure that the address is an actual deliverable address and not a vacant lot or non-existent address.

Recall, Inactivation, and Reactivation of Accounts 

The Commonwealth may recall any transferred account at any time, including accounts that require administrative resolution. All collection activity ceases immediately when an account is recalled, and the account is returned to the Commonwealth along with a returned account report.

The Commonwealth may also inactivate or reactivate an account for collection, depending upon the status of payments from the delinquent account holder or of judicial actions affecting the account. Inactive accounts are not transferred to dialer campaigns or sent to the mailing queue. 

Contacting Delinquent Account Holders by Mail

Initial Demand Letters

After account preparation, the Linebarger Goggan system automatically transfers Commonwealth accounts with verified addresses to the law firm’s demand letter inventory. Prior to any mailing, all letters and a proposed distribution schedule are submitted to the Commonwealth for approval.

Within five days of an account placement by the Commonwealth, the system generates an initial letter. Printing the demand letter on the law firm’s letterhead impresses upon the delinquent account holders the gravity of his or her obligation to pay the delinquent amount owed. Typical letters:

· advise the delinquent account holder that the account has been placed with our law firm, which is under contract with the Commonwealth
· provide contact information, including a toll-free telephone number for the delinquent account holder to communicate with Linebarger Goggan regarding payment 

· include a detachable, scannable payment coupon 

Follow-up Letters

Linebarger Goggan typically uses a series of demand letters, one sent every 30 days, all printed on law firm letterhead. The series continues automatically if the delinquent account holder fails to respond.

Returned Mail

All mail has a 2Dbar code on it containing the Client Number, the CUBS logon and the account number assigned to it when first transferred to our system. Undeliverable mail (attempted not known, outside of delivery limits, insufficient address) is date-stamped and scanned into the CUBS collection system on the day that it is returned to our ITG mail processing unit. 




	Bidder’s Debt Collection Process Continued
Once the letters are scanned, they are updated in CUBS as returned mail, and our automated skip-tracing processes take over if there is no forwarding address information. Accounts with forwarding addresses are updated in CUBS, and new letters are sent to the forwarded address. 

Incoming Correspondence

Collection attempts often produce written responses from delinquent account holders with questions and concerns about their delinquent accounts. All correspondence from a delinquent account holder (or the delinquent account holder’s attorney) is forwarded to the collector assigned to that account, who responds in writing, in a direct and friendly manner. Linebarger Goggan attorneys respond when the situation warrants a response from an attorney.

Telephone Contacts with Delinquent Account Holders

Account Distribution to Collectors

Concurrent with the mailing process, the Linebarger Goggan system transfers accounts with telephone numbers into the collector inventory. Accounts from this inventory are handled in a two-step process:

Step One

Accounts are automatically and continuously distributed to collectors who verify the delinquent account holder’s identity, confirm basic account information, and attempt collection. Accounts are also placed in the collector inventory as a result of inbound phone inquiries, correspondence or partial payments by delinquent account holders.

Step Two

The collectors work to resolve accounts through payment-in-full, or any other Commonwealth-approved form of account resolution.

Collector Account Assignments
The number of accounts assigned to each collector/skip tracer may vary significantly, depending upon a variety of factors, including

 

· type and volume of delinquency by referring agency

· ratio of commercial to consumer delinquency placed

· age of the delinquency

· percentage of accounts that can be contacted

· content and accuracy of delinquent account holder information

· number of accounts

· average account balance

 

Generally, there is no direct collector ownership of accounts unless they are either large balance or complex accounts (medical with insurance claims, tax liabilities with judgments taken, etc).  In those situations, accounts will be assigned directly to the appropriate collector based on various factors such as the type of delinquency, balance, and collector queue size.

 

Most client accounts are pooled and handled by the entire call center staff to assure more efficient handling and quick response times for all accounts.  All collectors participate in outbound call campaigns to assure maximum coverage.  Every member on the collection floor team will be available during their shift to work inbound CLIENT calls to assure that they are handled promptly.



	Bidder’s Debt Collection Process Continued
Dialer Campaign Process
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	Bidder’s Debt Collection Process Continued
Compliance When Making Contact

Linebarger Goggan’s predictive dialer places calls to delinquent account holders according to a schedule that conforms to any applicable laws and regulations and Commonwealth policies. All calls will be made in strict compliance with FDCPA regulation with regards to timing of calls.

Again, after establishing telephone contact, collectors clearly identify themselves as employees of a law firm under contract with the Commonwealth. Collectors then confirm the delinquent account holder’s identity, and verify current address, telephone numbers, and place of employment. 

Collection Outcomes 

Payment in Full 

As its first priority, Linebarger Goggan always seeks payment in full. To accomplish this, collectors assist delinquent account holders in evaluating their financial resources, review the advantages of payment in full, and help delinquent account holders develop strategies that enable a single, in-full payment.

Installment Agreements

Linebarger Goggan recognizes that a significant number of delinquent account holders are not able to make payments in full and instead require installment agreements. If a review of the delinquent account holder’s finances indicates that full payment is not immediately possible, the collector negotiates an installment plan that follows Commonwealth guidelines.

Skip Tracing

When an account does not include a phone number or when a collector finds that the listed number is incorrect, the account is skip traced using a fully automated search.

To quickly locate and contact delinquent account holders, we maintain relationships with selected electronic skip-tracing vendors and work closely with them to create stringent, uniform search requirements. We will submit files containing Commonwealth accounts to these vendors through secure Web and FTP sites.

Automated Tiered Series of Databases

Our automated skip-tracing system ranks database vendors according to performance and sends accounts to the highest-performing vendor first.

All accounts Linebarger Goggan sends to national skip-tracing databases are identified by the unique numbers assigned to them during account preparation. When a telephone number is found, the account is placed in the collector inventory. 

Our collectors can obtain phone numbers for known delinquent account holder addresses online, and access national skip-tracing databases for every state, city and zip code, from last known address to new geographic locations. When a delinquent account holder is located, the collector verifies his or her account information via phone and initiates the collection process. 

Processing and Tracking Payments

The firm segregates important control functions throughout its internal control processes to safeguard client funds. The firm also utilizes an internal audit team and an Audit Committee to maintain an effective control system.




	Bidder’s Debt Collection Process Continued
Financial Controls

Because we are a law firm, Linebarger Goggan’s handling of clients’ payments and management of bank accounts is tightly regulated. The firm is prohibited from earning interest on clients’ funds.  Linebarger Goggan maintains a wide variety of professional and general comprehensive insurance policies; all employees are covered for liability in amounts not less than $1,000,000 per occurrence. The law firm segregates important control functions throughout its internal processes to safeguard client funds.  

Payment by Mail

All payments can be directed to a designated lockbox for this contract.  A detachable payment coupon and return envelope are standard with all collection notices.  All delinquent account holders will be instructed to send their cash, checks, and money order payments directly to the lockbox.  Once payments are deposited in the lockbox, a payment file containing the previous day’s deposits is forwarded to the law firm electronically.  An Automated Clearing House (ACH) transfer is made to the Commonwealth-specified account at a frequency mutually agreed upon by Linebarger Goggan and the Commonwealth.  

If delinquent account holders wish to pay in person, we assume they will be able to tender payment directly to the Commonwealth’s existing payment processing center.  

Our professional collectors will explain the terms for payment, as well as other case resolution options approved by each Eligible Entity.  Language translation is available for all communications with delinquent account holders, including written and voice services. 

Overpayments

If an overpayment has been made, we will adhere to the instructions provided by the Commonwealth for handling overpayments.

Underpayments

We generally treat underpayments as partial payments and apply the amount to the account, while collection efforts continue to collect the remaining balance through ongoing partial payment arrangements.

Non-Sufficient Funds

Upon notice of a check returned for non-sufficient funds, the delinquent account holders are informed in writing that the check will not clear the bank.  This includes stop payments, closed accounts, credit card charge-backs, etc.  The client will be notified of the reversal of the transaction, and the reversed funds will be deducted from the receipts for the current reporting period and the net amount remitted as described above. 

Unidentified Payments
In the unlikely event of an unidentified payment, the payment will be researched and handled as per the Commonwealth’s instructions.




	Bidder’s Debt Collection Process Continued

Electronic Payment Options 

To encourage delinquent account holders to make full and prompt payments, Linebarger Goggan relies on a variety of convenient, secure electronic payment methods — such as checks by phone, credit card payments by phone, and credit card payments via Internet.

Checks by Phone

Linebarger Goggan has the capability of taking a delinquent account holder’s bank account information over the phone to process a payment immediately.  Check by phone payments will be forwarded to the Commonwealth-designated payment center within 5 to 7 business days of receipt. A daily report of both the cleared funds and the records tying those funds to the delinquent accounts will be forwarded to the Commonwealth. No charge is made to the delinquent account holder or the Commonwealth for processing a check by phone.

Credit Cards

Credit card payments will be directed to our credit card merchant.  Credit card information can be captured either by phone call with one of our Agents, or via our Web Site.  The credit card merchant will process all funds daily.  Funds are remitted to the Commonwealth within 48 hours of the time the transactions are verified by the credit card processor.  A daily report of both the funds deposited and the records tying the funds to the delinquent cases will be forwarded to the Commonwealth. 

Documenting and Reporting Collection Activity

All collection activities, whether completed by collection staff or the automated system, are thoroughly documented as they occur. Managers’ feedback and instructions are also recorded in the account history for collectors’ review and action. 

Linebarger Goggan establishes and executes a reporting schedule in the format and with the frequency desired by the client. A typical suite of reports may include the following:

Account Activity Reports

A report is generated each time a client transfers new and/or updated account files to Linebarger Goggan. This report includes total number and value of accounts newly-referred accounts inactivated, accounts recalled, accounts adjusted,  and, if applicable, warrant and adjudication status.

If desired by the Commonwealth, our firm can also send an acknowledgement report detailing all accounts received by our ITG center. A recall/cancel report can also be generated when an account is removed from our inventory and returned to the Commonwealth. 

Collection Reports

Standard reports delivered during the first week of each month include the following information:
· details on collections by different placement variables (offense  year, placement month, etc.)

· total number of accounts assigned, recalled, collection percentages, number and value of accounts still in our inventory and undergoing active collection activities

· comparisons of the law firm’s performance on original and subsequent account placements

· total accounts collected




	Bidder’s Debt Collection Process Continued
Linebarger Goggan’s Call Centers 

Linebarger Goggan operates six professional call centers around the country to serve our client base with more than professional collectors.
LINEBARGER GOGGAN CALL CENTERS
Denver (CO) Call Center

Dublin (OH) Call Center

Chicago (IL) Call Center

Harrisburg (PA) Call Center

Houston (TX) Call Center

San Antonio (TX) Call Center
Our call centers rely on state-of-the-art technology for managing all inbound and outbound call campaigns. We use an Avaya phone system integrated with a TouchStar dialer and CUBS software to maximize our telephone collection programs. The TouchStar dialer offers the following features:

· Outbound & Inbound Telephony

· Predictive Dialing

· Automated Call Distribution

· Interactive Voice Response

· Reporting

· VoIP Options

· Remote Collectors

· FDCPA Compliance Management

· Automated Messaging

· Integrated Call Recording

· Monitoring & Coaching

Working Accounts and Relevant Statute of Limitations 
Our collection process is customized in that each and every client we represent receives a custom installation and work product.  We pride ourselves on giving 100% effort on collection of all receivables for our clients, no matter the age, amount or type of receivable.

Each element of the client’s data from the market conditions, legal rules and statutes, delinquent account types, file placement information and, most importantly, client expectations are collected and analyzed to formulate decisions on how best to maximize revenue for the portfolio.  These decisions shape a custom, proprietary and constantly evolving work model.  This work model directs collection actions that will maximize revenue for the Commonwealth.

As attorneys we will reference all applicable statutes for debt types and insure these limitations are built into our collection model.  Please reference the chart below for partial limitation dates for debt which may be restarted.



	Bidder’s Debt Collection Process Continued
MASSACHUSETTS STATUTE OF LIMITATIONS

Claims on mortgage notes following foreclosure or on claims junior to a foreclosed mortgage
2 years
Consumer protection actions
4 years

Contracts
6 years
Debt instruments issued by banks contracted under a seal
20 years
Defamation
3 years
Domestic judgment
20 years (presumed satisfied after 20 years)
Foreign judgment
20 years
Fraud
3 years
Injury to personal property
3 years
Judgments
20 years
Libel
3 years
Medical Malpractice
3 years from date of discovery
Minors
Begins on minor’s 18th birthday
Most intentional torts
3 years
Open accounts for debt collections 
6 years
Oral agreements
6 years
Personal injury actions
3 years from date of injury
Probate claims
1 year from date of death
Products liability
3 years from date of discovery
Promissory notes
6 years
Recovery of property
3 years
Sales contract (UCC)
4 years
Slander
3 years
Specialty contract under seal
20 years
Written contracts
6 years
Wrongful death
3 years from date of death
Credit Reporting

Unlike collection agencies, Linebarger Goggan does not report to credit bureaus on behalf of any of its more than 2,200 clients. Collection agencies have no alternative but to report to credit bureaus because they cannot take legal action to enforce collection. After they have reported, collection often ends. In addition, if the threat of reporting has not resulted in payment, reporting virtually eliminates any incentive to pay and often prevents a delinquent account holder from having access to the credit they may need to pay even if they wanted to do so. As a law firm, Linebarger Goggan can enforce collection by filing suit, obtaining judgment and enforcing that judgment through a number of pre- and  post-judgment enforcement methods – wage garnishment, bank account levy, asset seizure, etc. Delinquent account holders know this. Thus, Linebarger Goggan has always encouraged its clients to avail themselves of the benefits of hiring a law firm and actually enforce collection versus merely threatening enforcement through credit bureau reporting. Reporting carries a significant economic liability and exposure for the client, regardless of any contractual indemnity provisions. 




	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.  



Linebarger Goggan will hire, retain and/or one of our attorneys will become licensed to practice law within the Commonwealth of Massachusetts.  Linebarger Goggan shall thereafter rely upon Section 24 of Chapter 93, Subsection (g) which affords an exemption for attorneys at law to collect debt from Massachusetts debtors.”

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:
	Linebarger Goggan Blair & Sampson, LLP

	Name of Proposed SAAG: 
	TBD

	Name of Firm: 
	

	Address: 
	

	Telephone/Fax: 
	

	E-Mail: 
	

	Qualifications for Appointment:
	

	Financial Terms of the Bidder's agreement relative to legal services with the proposed (SAAG).
	


[image: image6.jpg]Dialer Campaign

un upplied an
Acquired Numbers on
Dialer,
Morning/Afternoon
Campaign

Queue and Work
Until Paid in Full

Made? Yes

Exhausted?

Acquired Numbers on

Dialer, Evening
Campaign

Made? Yes —————————————————— Collected?

Yes

No
!
Resolved
Exhausted? Yes > Database Skip-trace
Efforts
No

Number Obtained?

pp
Numbers on Dialer
Weekend Campaign

Made? Yes





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
	20%
	20%
	25%
	25%

	Fiscal Year 2014
	20%
	20%
	25%
	25%

	Fiscal Year 2015
	20%
	20%
	25%
	25%

	SECONDARY REFERRALS
	
	
	
	

	Fiscal Year 12-2013
	30%
	30%
	37.5%
	37.5%

	Fiscal Year 2014
	30%
	30%
	37.5%
	37.5%

	Fiscal Year 2015
	30%
	30%
	37.5%
	37.5%


	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
	25%
	25%
	33%
	33%

	Fiscal Year 2014
	25%
	25%
	33%
	33%

	Fiscal Year 2015
	25%
	25%
	33%
	33%

	SECONDARY REFERRALS
	
	
	
	

	Fiscal Year 12-2013
	37.5%
	37.5%
	50%
	50%

	Fiscal Year 2014
	37.5%
	37.5%
	50%
	50%

	Fiscal Year 2015
	37.5%
	37.5%
	50%
	50%


	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: N/A



Linebarger Goggan Blair & Sampson, LLP  
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