RFP 10-55
Attachment D

TECHNICAL SPECIFICATIONS FOR THE

PROCUREMENT OF OFFENDER PAYPHONES AND CALL CONTROL EQUIPMENT, PUBLIC PAYPHONES, AND PUBLIC WI-FI INTERNET SERVICE.
1.0 TECHNICAL PROPOSAL FORMAT – MANDATORY

Technical Proposals submitted in response to this RFP must conform to the following outline.  The same outline numbers must be used in your response.  RFP language should not be repeated in your response.  Failure to comply with these specifications may result in rejection of the proposal.

Number each page of the proposal. 1 of 200, 2 of 200, etc.

In accordance with IC 5-22-23(b)(1), the security and fraud control services that are considered necessary are indicated as mandatory specifications in this document.  Mandatory specifications are indicated as such.  Each specification listed as MANDATORY requires that the Respondent provide both a written response and a statement that they can provide the service, feature or information requested.   Respondents should note that failure to provide mandatory requirements on the proposed services and for the proposed commission may be basis for rejection of the proposal.  Responses may be inserted immediately following each section in a type font or color that is distinguishable from the type font of this RFP. 

No changes are to be made to the original RFP language by the Respondent.  Such action could lead to the disqualification of the proposal.

Desirable specifications will be evaluated on a point system for Specifications.  Anything that does not specify MANDATORY will be evaluated on a point system for Quality of Proposal Approach.

Respondent’s must note that a response is required for each “Provide the Following” section.  

2.0 QUANTITY OF TELEPHONES TO BE SERVICED – MANDATORY (with the exception of 2.3.2 – Site Visits)
The quantities provided in this section include all known Offender & Public Telephones located on or within state facilities.  Locations include but are not limited to correctional facilities, DNR State Park & Reservoir Locations, and INDOT rest areas and information centers.
2.1 There are approximately 1,439 offender phones located in State correctional facilities.

2.2 Approximately 1,336 of these telephones are offender (collect only), 80 are zero contact phones, and 23 are other correctional telephones.  Additionally, approximately 530 coin telephones are located at DNR, INDOT rest areas, and other State Office Buildings.

2.3 All equipment, phones, enclosures, fiber optic cable, telecom cables, trenching, racks, conduit, access points, voice and data circuits, and any other items necessary to provide a completely operational service will be the responsibility of the Respondent.  Existing conduit, racks, and cables may be utilized when available.  The State will incur no costs as part of this RFP. 
2.3.1 All hardware and cabling installed under the RFP must conform to IOT, NEC, Bicsi, and all other national, state, and local regulations relating to fire stopping, electrical and telecommunications standards.  The IOT telecomm inspector will inspect all installations.  Any installation that does not meet the minimum standards will be remedied within 30 days after notification by the State.  Failure to remedy the issue will result in the State utilizing a contractor of their choice, and the Respondent will be responsible for all costs.  Standards can be found at:
http://www.in.gov/iot/2394.htm
2.3.2 Site Visits see Attachment K. (Not Mandatory but highly encouraged  -Respondent will be responsible for all phones, software, hardware, enclosures, cabling, conduit, and any other items or labor necessary to completely satisfy this requirement, with or without attending the site visits).

2.4 Please refer to Attachment E and F for a complete IDOC facility listing that includes station counts, public payphone counts, usage information for the last reported quarter, and other important IDOC statistics and information.

PROVIDE THE FOLLOWING:

2.5 Indicate if the proposed service can provide service to the quantity of Offender and Public Telephones utilized by the state.

2.6 Indicate if the proposed service can support additional telephones and lines of service as the States needs grow.

2.7 Confirm your agreement and understanding with complying to all applicable professional standards including but not limited to NEC, and Bicsi standards.
2.8 Indicate the ability to provide service to all types of Offender and Public Telephones utilized by the state.

2.9 Any other information deemed necessary or appropriate to this section.

3.0 AREA TO BE SERVICED – MANDATORY

3.1 Respondent must be capable and willing to provide service to all State controlled locations. This includes locations where the state currently has offender phones and public pay telephone service as well as any future State controlled locations. 

3.2 Services must be provided to all Offender and Public Telephones 24 hours a day, 7 days a week, 365 days a year.  


PROVIDE THE FOLLOWING:

3.3 Indicate and elaborate on the proposed service’s ability to meet this specification.

3.4 Any other information deemed necessary or appropriate to this section.

4.0 Integration with IDOC Offender Information System (OIS)/Juvenile Data System (JDS) – Mandatory

The proposed CCS must be able to integrate with the currently operating OIS/JDS.  Specifically, 
the proposed CCS must be able to integrate with the Offender Trust System (OTS), Offender 
Visit Lists, and Offender Personal Allowed Numbers information housed in the systems.  The 
current OIS/JDS operates on a mainframe COBOL database.  The proposed CCS must be able 
to accept data downloads or extract the necessary information from the system.

The IDOC will be developing a new OIS/JDS system that is Microsoft based.  The proposed 
CCS must have the ability to eventually integrate and share data with the new system upon 
completion.  Respondent must be willing to work and test with IDOC during the development 
process to aid in successful integration with the new OIS/JDS.

PROVIDE THE FOLLOWING:
4.1 Indicate your ability to integrate with the existing OIS to pull the required data.
4.2 How will you interface and receive data from the current OIS/JDS system?

4.3 Indicate your understanding and willingness to work with IDOC and the new OIS/JDS system.

4.4 Any other information deemed necessary or appropriate to this section.
5.0 INTEGRATION WITH OFFENDER KIOSK SYSTEM-MANDATORY
IDOC will be implementing a contract for offender kiosks and trust accounts on or after July 1. 2010.  Anticipated services will include trust account funding, offender email, video visitation, and other services.
5.1 Respondent must work in good faith with the selected vendor to integrate the proposed CCS to permit offenders and their family and friends to fund their Offender phone accounts should they chose to fund the accounts utilizing this method. 

5.2 Any and all costs for funding the accounts utilizing the selected vendor will be the responsibility of Respondent and the new vendor.  Family and friends funding accounts will bear no costs for utilizing this funding method.
5.3 Respondent is still permitted to handle their own account funding and billing utilizing their own customer service center, but families must be able to fund phone accounts using the new vendor should they chose to do so.
PROVIDE THE FOLLOWING:
5.4 Your understanding and willingness to work with the selected vendor and integrate with their system.

5.5 Your understanding that all costs are the responsibility of Respondent and the selected vendor.

5.6 Any other information deemed necessary or appropriate to this section.
6.0 OFFENDER COLLECT-ONLY TELEPHONE SYSTEM REQUIREMENTS– MANDATORY

6.1 The proposed CCS at each correctional facility is to have the latest state of the art technology, network connectivity, call recording, call control, and investigative capabilities.
6.2 IOT and IDOC have the final authority and approval for the type of offender telephone system and features installed at the IDOC locations.  
6.3 There shall be one line/channel/port per telephone. All phones must be able to draw dial tone and place a call simultaneously at each IDOC facility. No line concentration is allowed. 
6.4 Once a call is connected, the proposed CCS should ignore any additional numbers dialed accidentally or intentionally by either the offender or the called party.  The intent of this feature is to prevent disconnects and fraud attempts such as 3-way calls.
6.5 All offender call control platforms are to be common platforms that are Windows based utilizing Windows XP, Linux, or other industry proven operating system.  Respondent is required to maintain all systems, software, updates, and related software licensing throughout the life of the resulting contract. 

6.6 Respondent must supply one computer, monitor, computer mouse, speakers or headphones, and printer at each facility for investigator and site administrator use.  Computer must have the ability to burn CD’s or DVD’s or provide another method of digital output so investigators can easily transport call recordings.
6.6.1 Respondent will be responsible for maintaining this hardware and consumables such as ink refills, CD’s, DVD’s, portable media device, etc.
6.7 Proposed CCS must employ all of the latest investigate tools to help track criminal activity and unauthorized calling. Advanced reporting capabilities must include at a minimum the following capabilities.

6.7.1 Ability to search and compare CDR’s and recordings at one IDOC facility or between all IDOC facilities and any other cooperating correctional facility utilizing the same CCS you are proposing.
6.7.2 Proposed CCS should subscribe to reverse lookup or reverse 411 databases to permit IDOC staff to investigate and verify details and the validity of phone numbers and addresses being added to the offenders PAN list, and any phones numbers that are being called from the proposed CCS.
6.7.3 Ability to categorize offenders in the proposed CCS by facility and across facilities into specific known gang affiliations or groups.
6.7.4 Ability to compare allowed call lists and dialed numbers of gang members and offenders to the lists of other gang members and offenders to allow investigators to examine calling patterns to common numbers dialed by gang members and offenders.

6.7.5 Ability to cross reference offender PAN lists with IDOC employee, Respondent, and contractor phone numbers to ensure that offenders are not communicating with employees.
6.7.6 Ability to tag called numbers or offender PIN numbers as “hot” numbers and alert investigators in real time that a call is in progress, or flag the call for later review.
6.7.7 Investigators must have the ability to terminate a call in progress by clicking an icon on the system workstation.

6.7.8 CCS must permit authorized IDOC staff to interrupt or conference into an active call by clicking an icon on the workstation or by dialing a code on the phone to begin participating in the call.

6.7.9 Ability to search for calls by PIN number, dialed number, most common dialed number, etc.
6.7.10 Investigators must be able to add electronic notes or memos to the call records in the proposed CCS.
6.7.11 Investigators must be able to lock a call record and recording if desired to prevent deletion of the record from the CCS.
6.7.12 CCS must be able to call out to at least 2 designated investigator phone numbers per facility for designated hot numbers or any other number or offender PIN that IDOC wants to monitor live. 

6.7.12.1 IDOC staff must then be able to terminate, monitor, or conference into the call by entering a security code.
6.7.12.2 IDOC must be able to flag these calls for later review.
6.8 CCS must employ real time call monitoring at each facility.  Real time call monitoring must include the ability of remote live monitoring from an approved location anywhere in the IDOC or from any PC connection utilizing a secure connection into the call control system. 
6.9 CCS must allow an investigator to listen to multiple live calls simultaneously.

6.10 CCS must include digital call recording and archiving at each IDOC facility.  Recordings may be made and stored at a networked location as long as IDOC has the immediate ability to download, listen live, burn CD’s, or download and email the recording to other IDOC staff.
6.11 CCS audio files must have the ability to be saved and stored on individual PC’s, portable recording and playback devices, as well as media, tapes and CD’s.  Verify the formats of these files will, or can, be saved (ex: WAV, MP3, etc).  This is required so they can be easily e-mailed as needed for investigations. 
6.12 Call recordings must be a high quality digital recording (WAV, MP3, or other industry accepted standard) that is at least voice grade quality and distortion free.  Recordings must be tamper proof and usable as evidence in a court of law. 
6.13 During a call, even periods of silence must be recorded.
6.14 Calls to attorneys and other telephone numbers designated as “privileged” are not to be recorded or monitored. Respondent will be required to verify validity of attorney or privileged phone numbers with the state’s judicial authority before adding them to the proposed CCS list of calls that are not to be recorded or monitored.
6.15  IDOC facilities are to be networked to allow remote real time access to the call control system.  This access must include the ability to allow real time call monitoring and system changes to occur at any remote IDOC location with the proper security access
6.16 CDR’s and System recordings must be available immediately online for a minimum period of 24 months.  After 24 months, all recorded calls may be archived onto a digital format acceptable to the State.  CD’s or DVD’s are the preferred format.  If selected Respondent prefers to keep all records online during the life of the contract this is also acceptable to the State.
6.17 CCS must include 3-Way Call Detection and Prevention.

6.18 Phone and Handset Requirements (Offender Phones):

6.18.1 All offender telephones are to be of the highest quality and include industry accepted armored handset cords, tamperproof enclosures, keypads, handsets, and adjustable volume controls.  All phones must be hearing aid compatible.

6.18.2 No external screws, bolts, metal or plastic fasteners are permitted on the exterior housing of the phones.  

6.18.3 Keypad must be an inmate industry standard chrome DTMF pad that is weather, graffiti, and vandal resistant.

6.18.4 Phone housing must be a minimum of 14 gauge stainless steel and be weather, graffiti, and vandal resistant.  Powder coated finishes are not acceptable.

6.18.5 Handset cord must be an armored cord with a steel lanyard and retainer bracket to prevent cord or handset removal.  Cord length will be no longer than 24” in length.

6.18.6 Noise Limiters or confidencers are required for all handsets in noisy areas of IDOC facilities. 

6.18.7 Ruggedized and secure cordless phones are also required for use in certain secure areas of facilities.  Phones must be designed so they may not be disassembled or modified by the offenders.

6.18.8 Each phone will be clearly identified with a station ID number to aid in trouble reporting and service.

PROVIDE THE FOLLOWING:

6.19 Describe in detail the call control system (CCS) that you are proposing for IDOC facilities.

6.20 Describe how you will maintain security to prevent unauthorized users from gaining access to the CCS and associated workstations and network.

6.21 How long has the proposed CCS been utilized by your company?

6.22 What operating system does your proposed CCS utilize?
6.23 Indicate the ability of the proposed CCS to ignore dialed digits as specified in 6.4.

6.24 Provide a listing of which IDOC facilities will have an onsite CCS, and which ones that will be connected to a networked location.
6.25 Provide a network diagram detailing how the proposed system will be networked.

6.26 Provide information regarding your network operations center location and your backup facilities.

6.27 Provide information regarding the storage of call recordings and call detail records.  Where will the data be stored and backed up, and how can you ensure the State that data will not be lost?
6.28 Indicate the ability for the proposed CSS to interface and utilize reverse lookup or reverse 411 databases for phone number and address verification, and investigative purposes.

6.29 Provide any other information about the investigative capabilities of your proposed CCS that will be of benefit to the State and IDOC investigators.
6.30 Provide a statement that recorded calls are usable as evidence in a court of law. Explain how your system maintains the integrity of the recorded call and the call detail record to ensure that it is admissible as evidence in a court of law.
6.31 Confirm and explain how your system handles call monitoring, recording and archiving.
6.32 A sample CD of an actual recorded call from the CCS (being proposed) with each proposal copy submitted in response to this RFP.
6.33 Describe how your proposed system copies archived and online data onto media for investigations, hearings, etc.
6.34 What is your systems current online storage length?  Include information for both archiving and recording.
6.35 Confirm and explain how your proposed system handles and verifies that phone numbers entered into the call control system as attorney or “privileged” calls are legitimate attorney phone numbers that are not to be recorded or monitored.
6.36 Describe how your proposed CCS provides an industry proven method of 3-Way call detection and prevention. 
6.37 Describe how your proposed system detects and handles 3-way call attempts.  Is it based on audio, voltage, etc?
6.38 What is the percentage of 3-way calls that your system accurately detects for calls to both analog lines as well as digital lines?
6.39 What precautions are taken to insure that legitimate calls are not accidentally disconnected due to false detection’s of a 3-way call attempt?
6.40 How long has this method of 3-way call detection been in use by your company?
6.41 Include specifications and illustrations of the type of telephone equipment you will provide as part of this RFP.

6.42 Indicate your ability to provide cordless phones.
6.43 Any other information deemed necessary or appropriate to this section.

6.44 Free Calls and Speed Dials
6.44.1 CCS must permit free calls to at least the following numbers and other numbers in the future as determined by the IOT and IDOC.
6.44.1.1 Public Defenders Office (Indiana Public Defenders office 
6.44.1.2 The following destinations must have the ability to be answered live at the discretion of IDOC and also provide the ability to leave a message and notify investigators when messages have been left.  This may require a voice mailbox on the proposed CCS or the ability to transfer to another number inside the facility or outside of the facility.
6.44.1.2.1 Crime Stoppers tip line.

6.44.1.2.2 T.I.P.S (Timely Information Promotes Safety) Hotline.
6.44.1.2.3 Sexual victimization hotline.
6.44.1.2.4 Gang Hotline.
6.44.1.2.5 Other lines as required by the State.

PROVIDE THE FOLLOWING:

6.44.2 Indicate and elaborate on the proposed CCS’s ability to meet the requirements specified in 6.44.0.

6.44.3 Any other information deemed necessary or appropriate to this section.
6.45 Zero Contact Visitation Phones
6.45.1 IDOC currently has approximately 80 zero contact phones at various correctional facilities.  Respondent will assume responsibility for the existing phones as part of this RFP and any additional zero contact phones required for the life of the resulting contract at no cost to the State.
6.45.2 All conversations excluding attorney & privileged conversations are to be recorded by the installed CCS.  Verification of such calls is discussed in 6.13
6.45.2.1 Periods of silence must be recorded.  

6.45.2.2 Recorded calls must be logged and searchable just as a regular    
offender calls and be reviewable by the same CCS.  
6.45.2.3 IDOC must be supplied with a simple method to disable 
recording of attorney & privileged conversations. Upon 
completion of conversation the CCS must automatically start 
recording the next conversation when the phone is lifted off 
hook. A Manual cutoff switch will NOT satisfy this 
requirement.

6.45.3 Offender will be required to enter their offender PIN to activate the zero contact phones. Upon entering the proper code, the conversation will be logged and recorded in the CCS by the offender PIN number and the conversation may begin.
6.45.4 Conversations will be of an unlimited or limited duration as determined by the superintendent at each facility.  For facilities with visitation sessions of a limited duration, the system must announce when one minute remains in conversations and the visitation session.
6.45.5 Respondent will be responsible for posting appropriate signage indicating that conversations are being recorded and monitored.  Verbiage of signage will be reviewed and approved by IDOC central office before any signs can be posted.
6.45.6 Respondent will be responsible for all phones, software, hardware, enclosures, cabling, conduit, and any other items or labor necessary to completely satisfy this requirement.
PROVIDE THE FOLLOWING:

6.45.7 Indicate and elaborate on the proposed equipment's ability to meet the above requirements in Section 6.45.
6.45.8 Describe how your proposed system will permit disabling the recording of attorney or privileged calls.

6.45.9 Provide a sample of the language to be used on the signage.

6.45.10 If your proposed CCS cannot meet these exact requirements, provide detailed alternative options to fulfill this requirement.

6.45.11 Any other information deemed necessary or appropriate to this section.
.


6.46 Conversion of Existing Data, CDR’s, Recordings, and Offender PINS and PANS
6.46.1 Current call detail records and existing recordings with the States current vendor must be preserved converted and maintained online by the selected Respondent.  At a minimum, the previous 6 months worth of data must be converted and accessible online via the new CCS.
6.46.2 The existing PIN and PAN (personal allowed numbers) list for IDOC offenders must be migrated from the existing CCS and converted to function with the proposed CCS.  Complete and thorough testing is required before system cutover.
6.46.3 The State will not be responsible for any costs associated with the data conversion and storage.

PROVIDE THE FOLLOWING:

6.46.4 Explain your plan for converting existing data on the existing system to be compatible with the new CCS you are proposing.
6.46.5 Acknowledge your understanding and ability to convert existing PIN & PAN lists.

6.46.6 Acknowledge the requirement for thorough testing before any system cutover.
6.46.7 Any other information deemed necessary or appropriate to this section.
6.47 Allowed Calling Lists/ Offender PIN Numbers/Call Times/Hot Lists/Hot Numbers.
6.47.1 All offender calls are restricted to allowed call lists.  The system proposed must be capable of restricting calls to only those numbers on an offender’s list.

6.47.2 Proposed CCS must have the ability to verify a requested phone number against the call recipient’s name, and address on an offenders PAN list.

6.47.3 Proposed CCS must have the ability to verify that offenders do not add numbers to their PAN list of any victim registered with the SAVIN system. IDOC will provide access to victim contact information contained within the SAVIN system.  Additional information on the SAVIN system can be found at http://www.in.gov/idoc/2313.htm#services 

6.47.4 Each offender’s allowed calling list must be able to be easily modified by IDOC staff and the system administrator both locally and remotely.

6.47.5 Modifications to the calling list made by IDOC staff or Respondent’s staff must take effect immediately to allow offenders to complete calls to newly added numbers, and to disallow calls to deleted numbers. 

6.47.6 IDOC requires that offender PIN numbers contain at least 10 digits for security reasons. 

6.47.7 Allowed calling times and call duration will vary at the discretion of the Superintendent at each IDOC facility.  The proposed system must have selectable parameters that can be easily changed by IDOC staff and the system administrator for both allowed call times and call duration for each facility and specific offender PIN.

6.47.8 The system must be able to identify “hot list” and “hot numbers,” as necessary, and generate industry standard reports for such lists. Hot numbers are to be defined as any number that is being called from more than a single offender at one or more facilities, and/or any number that an investigator adds to the system to create a flag any time the number is called. 

6.47.9 Offender calls must only be made via collect call procedures through the call control system.  All calls must be placed through an automated operator.  At no time should an offender be able to talk to a live operator.

PROVIDE THE FOLLOWING:

6.47.10 Indicate and elaborate on the proposed systems' ability to meet the above requirements.

6.47.11 Indicate how your proposed CCS verifies the validity of phone numbers being added to an offenders PAN list.

6.47.12 Indicate you ability to ensure that registered victims in the SAVIN system are not added to an offenders PAN list.

6.47.13 Explain in detail the process for making changes to an offender allowed call list.

6.47.14 Confirm that your proposed system complies with 6.45 and explain your requirements or any additional security features included for PIN numbers.

6.47.15 Provide details on any advanced features available with your call control system to assure that offenders do not share PIN’s and allowed call lists (i.e., voice printing, etc.).

6.47.16 Confirm and explain in detail how your system handles hot numbers. Include an example of a standard “hotlist/number”report.

6.47.17 Explain how the call control system prevents offenders from talking to a live operator.  

6.47.18 Describe other report capabilities that your proposed system offers.

6.47.19 Any other information deemed necessary or appropriate to this section.
6.48 Multi-lingual Prompts.

6.48.1 The proposed CCS must be programmable with multi-lingual prompts.

6.48.2 English and Spanish are the current selectable prompts with the probability of other languages being added at a future date.

PROVIDE THE FOLLOWING:
6.48.3 Verify that your system can prompt in English and Spanish.

6.48.4 List other language prompts available on the proposed system.

6.48.5 What is the maximum number of language prompts that the proposed system can offer?

6.48.6 Any other information deemed necessary or appropriate to this section.
6.49 System Override

6.49.1 The CCS must allow for automatic on and off switches for all telephones in the facilities.  IDOC staff must be able to turn individual phones, banks of phones, or an entire facility on or off at any time through the system interface. 

6.49.2 A manual “kill switch” must also be installed at each facility that will immediately disable all, or a bank of offender telephones.

PROVIDE THE FOLLOWING:

6.49.3 Explain in detail the process for turning off an individual telephone, or a bank of telephones through the system interface, and through use of a manual “kill switch”.

6.49.4 Any other information deemed necessary or appropriate to this section.
6.50 Call Process/Branding/Rate Quoting/Acceptance/Rejection

The State desires that the current process an offender follows to make a call remains the same.  Please review Attachment I for the States current calling prompts and processes.

6.50.1 Describe the call process an offender uses to make a call on the proposed CCS and indicate if you can replicate the current process as described in Attachment I
6.50.2 All calls must be identified “Branded” as being from a State of Indiana correctional facility at the beginning of each call and at various intervals during the call. A prerecorded offender name should also be announced at the beginning of the call to the called party indicating the offender name. This recording can be recorded by IDOC staff or recorded by the offender when the account is first setup.

6.50.3 Calls should be connected to the called party in the shortest amount of elapsed time without sacrificing the call quality, security of the call control and call recording.  
6.50.4 First time recipients of calls on an offender PAN list should be given the first few minutes of their call for free and then be given the opportunity to be redirected to a customer service representative or automated system to setup an account with the Respondent should they chose to do so. At no time should the offender be permitted to talk or hear once the call recipient is connected to customer service.
6.50.5 Calls originating from offender telephones must automatically quote the rate that the call recipient will be charged before the call is accepted. All charges, including surcharges (if applicable), must be clearly identified before the call is accepted. 
6.50.6 Acceptance of all calls will be active.  Passive acceptance is not permitted. The call recipient must always depress a designated key on their phone to either accept or reject the call. 

6.50.7 Charges for calls are not to begin until all required announcements and rate quoting have been completed and the called party has accepted the call. If the called party rejects the call, no charges are to be assessed.
6.50.8 Recipients of offender calls must be able to press a designated key during the call acceptance procedure if they wish to no longer receive collect calls from a specific offender. After pressing the designated key, their number will be immediately removed from the offenders allowed call list and investigators and the site administrator will be notified.
6.50.9 Calls not answered, or answered by voicemail or customer owned answering machines must not be charged. 

6.50.10 Calls placed to the State Public Defenders Office are to be provided at no cost. Only offenders on a list at the Public Defenders office will be permitted to talk to staff at the Public Defenders Office. All others will be rejected. 

6.50.11 Offender calls must be a collect, debit, or prepay call only.  No other types of call (third party, directory assistance, credit card, 800#, etc.) may be placed from an offender telephone. At no time is the offender permitted to talk to a live operator.
PROVIDE THE FOLLOWING: 

6.50.12 Indicate and elaborate on the proposed systems' ability to meet the above requirements.

6.50.13 Indicate if your proposed CCS can replicate the current IDOC call process as detailed in Attachment I.

6.50.14 If you cannot replicate the current call process, please provide detailed directions describing what steps an offender will be required to perform to process a call on the CCS you are proposing.
6.50.15 Indicate your ability to permit first time recipients of calls on an offender PAN list to receive the first few minutes of their call for free and then be given the opportunity to be redirected to a customer service representative or automated system to setup an account with the Respondent should they chose to do so

6.50.16 What is the approximate amount of time it takes for the proposed CCS to connect a call after the offender depresses the last key on the telephone?

6.50.17 Which key is a call recipient required to depress to accept a call?

6.50.18 Which key is a call recipient required to depress to reject a call?

6.50.19 Describe in detail how a call recipient would remove their telephone number from the offenders allowed call list.

6.50.20 Any other information deemed necessary or appropriate to this section.
6.51 Backup Power/Power Outages

6.51.1 A backup power (UPS) system is required for all IDOC call control systems and any related recording, and network switching equipment.  Each UPS must provide the call control system and related switching equipment with a minimum of 10 minutes up time in case of a power outage. 

6.51.2 UPS must be rack mountable or fully contained within the proposed CCS.

6.51.3 Should a power outage last longer than 10 minutes, the system must run a controlled shutdown and must restrict all calling until power has been restored and the system is completely operational.
6.51.4 CCS should automatically reboot to a fully protected, operational status following a complete power loss or any other outage that shuts down the system.

PROVIDE THE FOLLOWING:

6.51.5 Specifications and rack space requirements for the proposed UPS for each CCS.

6.51.6 Describe how the CCS restricts calls during power outages in excess of 10 minutes.

6.51.7 Describe how the system recovers from a power outage, and the process involved ensuring that the system returns to a fully protected status.

6.51.8 Any other information deemed necessary or appropriate to this section.
6.52 System Maintenance, Site System Administrator, and Spare Parts
6.52.1 System downtime for maintenance purposes must be kept to a minimum.  Respondent should maintain a standard maintenance window for regularly scheduled upgrades and changes to the CCS. 
6.52.2 Respondent will provide an on site system administrator for each IDOC facility. The administrator may be assigned to several IDOC facilities, but must be able to manage the number of facilities assigned. 

6.52.2.1 If an agreement can be reached with the current provider, it is permissible for the respondent to retain the site administrators that currently provide service to the IDOC facilities.  The State has the final authority for approving all site administrators at the IDOC facilities.
6.52.3 The assigned system administrator must physically visit their assigned facilities at least once each week for maintenance requirements to assure that the system and all phones are completely operational. 

6.52.4 The assigned system administrator must have remote system access, and the ability to make real time changes to each facility they are responsible for, whether they are physically on site or remote. 

6.52.5 Respondent must ensure that the number of site administrators assigned to the IDOC facilities is sufficient to properly maintain and support the total number of stations at each facility.

6.52.6 Respondent must at all times have adequate spare parts and hardware available to maintain the CCS and keep all offender and public payphones completely operational. Phone or system downtime due to unavailability of parts outside of the prescribed outage requirements is unacceptable and the Respondent can be found in default. It is HIGHLY DESIRABLE that system critical parts be located at several IDOC facilities to ensure the quickest repair time.
6.52.7 Within 45 days of contract execution, Respondent will provide the State with a complete listing of all support personnel including contact numbers and email addresses.  Listing must be updated and provided to the State whenever personnel changes occur.
6.52.8 Respondent will provide an 800# for trouble reporting that is answered by a live operator and is available 24x7x365.  

6.52.9 The State has the final authority in determining if additional respondent personnel are necessary to support IDOC facilities.  Upon notification from IOT or IDOC the respondent will acquire additional personnel within 45 calendar days.
PROVIDE THE FOLLOWING:

6.52.10 List the job responsibilities that the site administrator will carry out while at each site.

6.52.11 Provide details of the spare parts inventory that will maintained for use on the States CCS’s.  What spare parts will be located at IDOC facilities to minimize broken phones and system outages?

6.52.12 What is your standard system maintenance window for performing system upgrades?

6.52.13 Confirm and explain how you will meet the requirements in section 6.52.

6.52.14 Any other information deemed necessary or appropriate to this section.
6.53 System Training

6.53.1 Specialized “hands on” training must be provided at no cost to the State on the installed call control systems.  Training will take place at each IDOC facility and central offices before and shortly after cutover to the new CCS, and as requested throughout the life of the resulting contract. 
6.53.2 Respondent staff conducting the CCS training must have a complete and thorough understanding of the CCS. 

PROVIDE THE FOLLOWING:

6.53.3 Confirm your understanding and compliance with 6.53.
6.53.4 What qualifications does your intended trainer possess?

6.53.5 Describe the training contents, method of instruction, training time required, and documentation distributed.

6.53.6 Any other information deemed necessary or appropriate to this section.
7.0 RE-USE OF EXISTING OFFENDER AND PUBLIC TELEPHONES, ENCLOSURES, AND WIRING-HIGHLY DESIRABLE

7.1
Due to the difficulty and time requirements involved in replacing the large number of 
public and offender payphones throughout the state it is highly desirable that all 
currently installed telephones remain in place.  Existing telephones and enclosures may be 
re-used if the selected respondent can reach an agreement with the current vendors for 
such re-use and/or purchase.  If the current providers are awarded the contract 
resulting from the RFP, all of these provisions still apply. Any costs for re-use, 
refurbishing, or 
replacement of 
existing telephones, enclosures and wiring will be the 
sole responsibility of the selected Respondent.
7.1.1 Telephones that are to be re-used must be clean and in good working condition. Outer casings with worn finishes, worn handsets, tattered or damaged cords must be refurbished to a “like new” condition. Any equipment that does not meet these requirements must be replaced.

7.1.2 Enclosures that are to be re-used must be clean and in good condition.  Enclosures with worn or excessively scratched, faded paint/finishes, laminates, or veneers, etc must be refurbished to a “like new” condition. Any equipment that does not meet these requirements must be replaced.

7.1.3 Existing wiring may be re-used as long as it is in good condition, free of static, crosstalk, and other interference.  Any wiring that does not meet these requirements must be replaced.

7.1.4 Any equipment that is to be re-used must meet the technical specifications outlined in this RFP.  Non compliant equipment must be replaced.

PROVIDE THE FOLLOWING:

7.1.5 Indicate if you will re-use existing telephones and enclosures or install new equipment. 
7.1.6 If reusing existing equipment, how will you verify the suitability of reusing the equipment?
7.1.7 If reusing existing wiring how will you verify its condition? 
7.1.8 If you require installing new equipment, include a detailed work plan that includes your timeframe for installation. Offender telephone downtime must be minimal.
7.1.9 Include specification sheets on all equipment you propose for installation.
7.1.10 Any other information deemed necessary or appropriate to this section.

8.0 PUBLIC PAYPHONES-MANDATORY

Public Payphones are currently located in State Parks, Campgrounds & Inns, Bureau of Motor Vehicle locations, and other State Office Buildings. 

8.1 The Respondent and the State both recognize that many payphones do not generate sufficient revenues to cover the costs of operating and maintaining the payphones.  However, these payphones are necessary for the convenience and safety of the public and must remain in service at all times.  No payphones will be removed from service without prior written permission of the payphone specialist at IOT.

8.2 Respondent may propose alternative options such as emergency call boxes for locations where a payphone is only needed for public safety. The State will review such requests and determine if the proposed solution is acceptable to the State.  If the solution is not acceptable to the State a payphone will be installed at the States request.  Respondent is responsible for all costs associated with any alternative solutions agreed upon by the State and Respondent.
PROVIDE THE FOLLOWING:
8.2.1 Your understanding and agreement with the above requirements.

8.2.2 Any alternatives to a payphone in areas where public safety necessitates a payphone.

8.2.3 Any other information deemed necessary or appropriate to this section.
8.3 Public Payphone Equipment

All Public Payphones, enclosures, pedestals, handsets, handset cords, etc must be industry-accepted models that are of the highest quality and reliability.


8.3.1 Handsets must be of high quality and impact & vandal resistant.

8.3.2 Handset cords are to be an armored cord, reinforced with a steel cable/lanyard that resists vandalism and abuse.

8.3.3 Data ports will be supplied on payphones as requested by the State. Locations likely to require data ports would include State Park Inns, State owned rest areas and other areas as demand requires.

8.3.4 The payphone must be made with a metal housing that is corrosion resistant, weather proof and vandal resistant.

8.3.5 Public Payphones (except card-operated payphones) must be capable of accepting quarters, dimes, and nickels.

8.3.6 The coin mechanism should contain an anti-jam coin acceptor/validator to minimize jams and unnecessary service calls.

8.3.7 Respondent is responsible for providing a directory at each payphone and replacing directories as necessary.
8.3.7.1 No directories will be required if calls to directory assistance are provided free of cost to the caller.  

8.3.8 All payphones must be hearing aid compatible and contain an industry standard volume control.
8.3.9 Each Public Payphone must display a sign/placard that explains at least the following:
8.3.9.1 Local call cost.
8.3.9.2 General operation instructions.
8.3.9.3 Procedures to be followed when requesting refunds or reporting repair problems.
8.3.9.4 The payphone provider's name, address, toll free customer service number, and instructions for receiving a refund and/or reporting service problems.
8.3.9.5 The current long distance carrier and their toll free customer service number.
PROVIDE THE FOLLOWING:
8.3.10 An illustrated and detailed product listing that includes all of the payphone equipment that you are proposing for the State.

8.3.11 Indicate and elaborate on the proposed equipments ability to meet these specifications.

8.3.12 Indicate the process for requesting a refund.

8.3.13 Any other information deemed necessary or appropriate to this section.


8.4 Public Payphone Enclosures/Pedestals

8.4.1 All payphones are to be installed with an enclosure, or housing that is suitable for the environment in which they will be located.

8.4.2 Outdoor payphones will be attached to a building and enclosure.

8.4.3 Indoor or outdoor payphones that are freestanding will be installed with a pedestal and enclosure.

PROVIDE THE FOLLOWING:
8.4.4 A detailed product listing that includes all of the enclosures, pedestals, etc that you are proposing for the State.

8.4.5 Indicate and elaborate on the proposed equipment's ability to meet these specifications.

8.4.6 Any other information deemed necessary or appropriate to this section.


8.5 Respondent will be responsible for all aspects and costs of the public payphones including the acquisition of equipment and enclosures, installation, cabling, trenching, conduit, operation, service, phone lines/circuits, coin collection and maintenance.

8.5.1 The State will provide concrete pads where required.  Respondent must provide detailed specifications to aid the State in construction of the pads.

8.5.2 At public payphone locations, the State will provide one grounded duplex 120 volt, 60 Hz receptacle up to 15 amps at no cost to the Respondent as requested.  Additional power requirements will be the responsibility of the Respondent.
8.6 All payphones must be installed in a professional manner and all cabling and conduit used to install the phone and secure cabling must be properly secured to the structure, and match the surrounding environment as close as possible.  Any installation not meeting this requirement will be remedied within 7 days after notification from the State.
8.7 All phones, enclosures, cabling, conduit and any other hardware and cabling will be maintained and repaired or replaced as necessary by the Respondent during the life of the resulting contract.  All cabling and conduit must remain properly secured to its surrounding structure at all times.  
8.8 Public payphones must provide dial tone first.

8.9 Public payphones must provide direct free access to dial tone.

8.10 Public payphone users must be able to enter unlimited digits for the duration of their call.
8.11 Public payphones must refund any money deposited in the event of a busy signal or no answer.
8.12 Users must be able to place “911” and “800” number calls at no charge and without inserting any money into the payphone.
8.13 Phones must allow users to access any long distance carrier by dialing codes provided by their carrier.
8.14 Local calls are to be of an unlimited duration.
8.15 Public payphones must be able to receive incoming calls at no charge.
8.15.1 Incoming call restriction must be available on all Public payphones as requested by the State.
8.16 Selected payphones at Department of Natural Resources locations will be designated as seasonal and may be disconnected or suspended at the end of each season to help defray costs of operating the payphone.  Seasonal phones must be reconnected the following season upon Vendor notification by the State.
8.16.1 Any phones that are disconnected or suspended that will be left on state property must be clearly secured, tagged, and bagged to indicate that the phone is not in service.  Simple tags attached to the phone indicating that it is out of service are not acceptable.
8.17 Respondent will be required to provide additional Public payphones as new buildings and properties open.
8.18 Payphones will be lighted during evening hours when light from other sources is not sufficient to read instructions and use the payphone.

8.19 All requests for new installations, removals, or relocations will be completed within 45 calendar days.

8.20 When Respondent installs or removes a payphone or enclosure, care should be taken to minimize any damage to drywall and the surrounding area.  Mounting holes left from the phone and any enclosures, and back plates will be filled with spackle or appropriate wood filler as needed.  Electrical/wiring boxes will be covered with a solid faceplate that matches the surrounding environment as close as possible.  Any excess damage either accidental or intentional caused during the installation or removal of a payphone is the responsibility of the Respondent.  If the Respondent fails to repair damage, the State will have the damage repaired and all costs will be billed to the Respondent.
8.21 If Respondents public payphone equipment requires space in a MDF or IDF, respondent must provide detailed requirements in their response to this RFP.

8.22 Describe in detail your method for determining when a coin box is near or at capacity and the frequency at which the coin boxes are emptied to insure continued service for coin calls. 

8.23 Regular coin collection and payphone maintenance shall also include checking the cleanliness of each payphone station, cleaning the phone and enclosure, and maintaining directories at each payphone station.

8.24 Describe any capabilities that your payphones or related equipment employ to notify you of payphones that are jammed, full, out of service, etc.

8.25 All installed payphones must comply with both State and Federal requirements including the Americans with Disabilities Act.

8.26 Public payphone Providers must be registered with the Federal Communications Commission.
8.27 No advertising or sales solicitations not directly related to the payphone service or other services under this RFP are to be displayed on the payphones, placards, or the immediate areas surrounding the payphones.

PROVIDE THE FOLLOWING:
8.28 Indicate and elaborate on your ability to meet these requirements.

8.29 Any other information deemed necessary or appropriate to this section.


9.0 OPERATOR SERVICES FOR PUBLIC PAYPHONES – MANDATORY

9.1 Recognition of Automatic Number Identification (ANI) and screen codes designating type of originating Public phones enabling efficient processing of operator assisted calls.

9.2 General assistance must be provided at no charge. 

9.3 Users must have access to a directory assistance operator at no charge and without inserting any money into the payphone.

9.4 Operators must be able to pass or refer users to other carriers when necessary. 

9.5 Respondents must have the capability of handling the following types of calls:

9.5.1 Station Collect

9.5.2 Person Collect

9.5.3 Third Number Billed (Operator must verify billing number)

9.5.4 1+ Sent Paid

9.5.5 International Direct Dial Calls

9.5.6 Bell Operating Company (BOC) Calling Cards

9.5.7 Your Company’s Calling Cards

9.6 Operators must be willing and able to assist users having difficulty dialing a number. 

9.7 Operators must be willing and able to assist users with emergency calls. 

9.8 Operator services must be provided 24 hours a day, 7 days a week.

9.9 When answering calls from users, the operator must identify the Respondent’s company. 

9.10 If calling party desires to use a credit card (Qwest, AT&T, etc) other than Respondents’, then the operator must provide them with instructions. 

9.11 Operators must be able to provide an instant credit, or a simple means to receive credit, for a poor quality call (i.e., static, crosstalk, garbled talk, disconnect, etc.).

9.12 Operators must at all times be courteous to callers.

9.13 The Respondent should employ their own operators and maintain their own operator centers.

9.14 Calls to operators must be answered in a maximum of 2.5 seconds.

PROVIDE THE FOLLOWING:

9.15 Indicate and elaborate the proposed services’ ability to meet these specifications.

9.16 An outline of your plan for providing the above specifications.

9.17 An explanation of calling procedures when using credit cards other than your own.

9.18 An explanation of how the use of credit cards (or other dial around methods), other than your own, would affect commissions paid to the State.

9.19 An explanation of how operators would assist with emergency calls.

9.20 Your method of verifying third number billed calls.

9.21 Your method of determining the validity of BOC calling cards.

9.22 Outline your method for providing users credit for poor quality calls.

9.23 The location (s) of your company’s operation center(s).

9.24 The total number of operators that the company employs.

9.25 A detailed description of the training program that your operators must complete before working with customers.

9.26 Any other information deemed necessary or appropriate to this section.

10.0 IC-5-22-23 – MANDATORY
Previous legislation has placed new requirements on offender calling rates and commissions.   Please refer to Attachment G for a copy of IC-5-22-23 Chapter 23 “Telephone Calling Systems for Confined Offenders” 

PROVIDE THE FOLLOWING:

10.1 A certified complete copy of ALL contracts and contract renewals you have with all other Indiana, local and county jails in the State of Indiana.  This must show all terms and conditions, per minute rates, call setup fees, and commissions.  Failure to provide this data WILL result in elimination from consideration of award.  These documents should be submitted with your proposal in a separate sealed envelope marked “CONFIDENTIAL”.   Please review section 1 paragraph 1.15 of the RFP packet that details how the State handles confidential information.
10.2 Any other information you deem necessary or appropriate to this section.

11.0 RATES – MANDATORY (Evaluated as a separate Category Attachment H)
11.1 For Offender phone calls, the State is seeking a flat per minute rate.  No surcharges, long distance fees, call connect fees, or other charges other than the flat per minute rate are permitted under this RFP.  Pricing must be based on a flat per minute rate.
11.2 The per minute cost for an offender phone call must be the same per minute cost for the entire duration of the call.  For example, the first minute may not be billed at $1.00 with subsequent minutes being billed at $0.20 per minute.

11.3 The per minute cost for an offender phone call must remain the same and not be based on distance, length of call, the time of day, or the day of the week that the call is placed.

11.4 Offender calls will be of a limited or an unlimited length.   The amount of time an offender is permitted per call is determined on a facility by facility basis.  Most facilities currently permit 15-20 minute calls.  Offenders are currently permitted to immediately make another call after they complete their first call at most IDOC facilities.
11.5 International calls may have a reasonable call connect fee and a per minute rate.  No other fees are permitted.

11.6 Offender calls will not be rated as local, long distance, etc.  All calls will be a flat per minute rate. RFP responses that show any surcharges or fees (excludes international calls) will be eliminated from the RFP selection process.
11.7 Total call cost must be the same or less than the current dominant carriers rates for the same type/length of call placed the same time of day. (The State considers the dominant carrier to be GTL and Securus due to the number of payphones they provide for the State).

11.8 Per minute rates must be the same or less than those of the dominant carrier on calls placed from the State offender telephones. Respondent is to compare their public payphone and offender calling rates to the published rates of up to three (3) of their local competitors and show how their rates compare to those of their competitors.

11.9 Public payphone rates may not exceed $0.50 for a local coin call of unlimited duration.

11.10 During the contract period and all subsequent renewals, the rates charged for offender calls, and all State payphone calls will be changed only with written approval from IOT and IDOC.  Requests for rate changes must provide specific details as to why the increase or decrease is requested. Failure to secure permission for a rate change will be cause for contract termination. If such termination occurs, the Respondent will be responsible for all commissions remaining through the end of the contract term.  The commission owed to the State will be calculated by using the average of the previous twelve (12) months revenues.

11.11 Proposals submitted with what the evaluation committee determines to be excessive or unnecessarily justified service fees, costs, or other fees which fail to comply with the requirements set forth in this Document, and cause undo financial hardship on the families and friends of offenders receiving collect only calls will be eliminated from consideration of award.  

11.12 Complete the provided pricing worksheet attached in Attachment H.  Provide the State with several per minute rate options, and the commission percentage you will pay the State. No responses should be submitted that propose a zero percent commission.
PROVIDE THE FOLLOWING:

11.13 Indicate how the proposed service can meet these specifications.
11.14 Provide detailed rate tables describing call rates for different call lengths.  (Tables must be easily understood).  
11.15 Provide pricing for international calls in Attachment H.
11.16 A table/chart listing your current rates in comparison to up to three (3) of your competitors current rates being charged in other states.
11.17 A copy of your Company’s most recent IURC Tariff filings regarding offender/collect only payphones and public payphone charges, surcharges and fees. 
11.18 Any other information you deem necessary or appropriate to this section.

12.0 SERVICE QUALITY – MANDATORY
The State requires that the selected Respondents’ service provide satisfactory speech quality.

12.1 The noise floor must be –40 dB (decibel, dB=10 log P1/P2, where P1 and P2 are the power level in watts) or better.

12.2 The signal to noise ratio must be below 40 dB if the proposed service utilizes an analog network or between 15 and 25 dB if a digital network is utilized.

12.3 For VOIP networks and the proposed CCS the minimum acceptable MOS score is 4.0 or better.  

12.4 If a VOIP system is being proposed it is essential that the Respondents’ network employ QOS to ensure that all calls receive priority treatment over other traffic with low jitter, low delay and little or no packet loss across the network.

12.5 The level of unwanted frequencies produced by the pair shall be not more than 33 dBm (1milliwatt of power dissipated in a 600 ohm impedance) in the band from 300 to 3400 Hz (hertz).

12.6 Lines must be free from crosstalk.

12.7 Lines must be free from static.

12.8 Audio on the lines must not sound digitized or have any echo.

12.9 Service Outages

12.9.1 A major outage is any outage that causes a degradation of service to 20% or more of the pay telephones at any facility/location.  This shall also include all network, hardware, software, investigative and recording capabilities, and features of the call control system and automated operator scripting.  Respondent will provide an onsite response time of no more than four (4) hours, 24 hours a day, 7 days a week, 365 days a year for all major outages.

12.9.1.1 Any trouble ticket related to the ability of IDOC investigations staff to access any CCS, live calls, recordings or call records must be treated as a priority 1 level incident and is considered a major outage.  
12.9.2 A minor outage is any outage that affects less than 20% of the pay telephones at any facility/location. This shall also include all network, hardware, software, investigative and recording capabilities, and features of the call control system and automated operator scripting.  Respondent will provide an onsite response time of no more than eight (8) hours, 24 hours a day, 7 days a week, and 365 days a year for all minor outages.

12.9.3 Use of Offender labor does not constitute an onsite response by the Respondent.

12.10 Respondent will repair any and all service degradations 7 days a week, 24 hours a day, and 365 days a year.

12.11 Respondent will maintain a proactive approach in the monitoring and maintenance of their network and equipment to ensure the greatest amount of reliability.

12.12 Respondent will pay the State a credit when service fails to meet any of the above-mentioned levels of service quality, or fails to meet the above response times for outages.  The amount of the credit will be based on the average daily revenue of each phone.  

PROVIDE THE FOLLOWING:

12.13 Indicate and elaborate on your services’ ability to meet the above specifications.

12.14 Indicate your network’s average noise floor.

12.15 If proposing a VOIP solution what is your average MOS score?

12.16 If proposing a VOIP solution what type of CODEC do you utilize (i.e. G.722, G.729)?

12.17 Indicate your network’s average signal to noise ratio.

12.18 Indicate your method and frequency of testing the quality of your network.

12.19 Provide the address, city and state of the dispatch center(s) for the State of Indiana service calls.

12.20 Describe the trouble reporting procedures.
12.21 Describe your trouble escalation process.
12.22 Indicate your understanding and agreement to the required response times for all major and minor service outages.

12.23 Any other information deemed necessary or appropriate to this section.

13.0 BILLING, DEBIT, PREPAID ACCOUNTS, ACCOUNT LIMITS & CALL BLOCKING LEVEL– MANDATORY

13.1 It shall be the Respondents’ sole responsibility to bill and collect for all calls either by establishing prepaid accounts, direct billing or thru LEC billing.
13.2 Called parties may not be forced to open a prepaid or debit account in order to receive calls from Offenders.

13.3 No billing statement fees are permitted for direct billed or LEC billed accounts.
13.4 The maximum fees permitted to setup a prepaid, debit, advance connect account, or any type of other account either online or over the phone may not exceed $3.00.  

13.4.1 No fee is permitted to add funding to any account once the initial account is setup.

13.4.2 No fee is permitted if payment is mailed in to setup the account and for future funding of the account.
13.4.3 No fee is permitted to make any other changes to the account.

13.4.4 Any funding remaining in a customer account will be refunded in full upon request.  No refund fee is permitted to issue a refund when a customer requests a refund, or closes an account.

13.5 The call blocking limit may not be less than $80.00 in any given rolling 90 day period for offender calls unless approved in writing by IOT and IDOC.
13.6 Any account that remains dormant will not forfeit any remaining balance,or be charged an inactivity fee.  Any balance remaining in a dormant account must be refunded to the party that opened the account.  No fees are permitted for refunds.  If the account is dormant for more than 180 days and the party originating the account cannot be contacted, any funding remaining in the account will be refunded to IDOC in its entirety.
PROVIDE THE FOLLOWING:

13.7 Indicate and elaborate on the proposed service’s ability to meet these specifications.

13.8 Indicate the length of your billing cycle and on which days of the month it begins and ends.

13.9 How is billing processed for recipients of calls originating from IDOC facilities?

13.10 Does your company have billing agreements with all LEC’s and CLEC’s to handle the billing for calls originating from IDOC facilities?

13.11 Explain in detail and list any and all charges that your company charges for setting up a billing account.

13.12 If billing agreements do not exist with specific LEC’s and CLEC’s, how does your company enable calls to be processed and billed?

13.13 If call blocking limits are imposed beyond those defined by the State, explain the procedures required to have the dollar limit increased.

13.14 Any other information you deem necessary and appropriate to this section.

14.0 CERTIFICATE OF AUTHORITY – MANDATORY

14.1 Respondent must provide a copy of their Certificate of Authority, or certified proof of it, from the Indiana Utility Regulatory Commission.

PROVIDE THE FOLLOWING:

14.2 A Copy of your Certificate of Authority or certified proof thereof.

14.3 Any other information deemed necessary or appropriate to this section.

15.0 SYSTEM DOCUMENTATION & MONTHLY REPORTS – MANDATORY

15.1 Respondent must provide each IDOC facility, IDOC investigators, and IOT a complete paper set operation manuals and CD ROMS of operation manuals for the specific system installed at each IDOC facility. 

15.2 Respondent shall furnish monthly trouble reports to IOT and IDOC on all system software, data circuit, and hardware malfunctions and defects for all State & IDOC facilities. This report shall be in an electronic format that is acceptable to the State.

15.3 A paper report detailing the Public Telephone’s usage information must accompany each commission check sent to IOT & IDOC. The IDOC report will include only IDOC phones.  The IOT report must contain all phones.  An electronic report in MS Excel format, or other format agreed on by IOT, is also to be provided monthly on CD-ROM or via email in the same format provided on the paper report.

15.4 Report must include an itemized listing by location for each Public Telephone number or offender telephone.  The information provided for each telephone must be: the agency identifier, specific location, address, telephone number, collection period, minutes of usage, number of messages (calls), Respondent’s revenue, commission percentage, and commission amount.

15.5 Although the State is requesting a flat per minute rate, call reports will be broken down to indicate if the call was local, intraLata, interLata, interstate, etc.

15.6 Report must include summaries by location containing total revenue, total minutes of usage, total number of messages, total minutes of usage and total commissions paid to the State for the particular billing cycle.

15.7 Report must include a summary page containing the total number of stations (phones), the Respondent’s total monthly revenue (from all State phones), total monthly commissions paid to the State, accumulative number of messages, accumulative minutes of usage, and accumulative commissions paid to the State for the particular billing cycle, as well as year to date.

15.8 Report must include a separate detail page for all newly added and deleted phones during the current reporting cycle.

15.9 Reports must be accessible online via the Internet for authorized IOT & IDOC personnel.

15.10 These reports are to be sent to:

Indiana Office of Technology

Attn:  Payphone Specialist

Indiana Government Center North

Room N551

100 N. Senate Ave.

Indianapolis, IN  46204

Indiana Department of Correction

Technology Services

302 W Washington Street

Room W 341

Indianapolis, IN 46204

PROVIDE THE FOLLOWING:

15.11 Six complete sets of operation manuals with your response for the call control and recording system you are proposing.

15.12 A sample trouble report and detailed explanation of the system trouble report.
15.13 A sample of a monthly usage and call detail and commission report.
15.14 A sample of any additional information that your report can include.
15.15 Your capability to provide online commission reports?
15.16 Any other information deemed necessary or appropriate to this section.
16.0 RESPONDENT REQUIREMENTS OF THE STATE– MANDATORY

16.1 Proposals must include a detailed list of all duties required of the State by the Respondent before, during, and after cutover to Respondents services.

PROVIDE THE FOLLOWING:

16.2 A detailed list of all duties required of the State by the Respondent before, during and after cutover.

16.3 Any other information deemed necessary or appropriate to this section.

17.0 END USER BILLING, and CALLING OPTIONS –HIGHLY DESIRABLE

17.1 Respondent is encouraged to offer discounted calling plans for recipients of offender collect calls.

17.2 Respondent is encouraged to provide alternative calling options for collect only calls from offender payphones. (i.e., prepaid, debit, etc)

17.3 Calls may be placed to cellular phone numbers as long as the number is on the offenders allowed call (PAN) list.

17.4 Alternative calling plans must not place any additional requirements on State Correctional Facilities or their staff.

17.5 Any required administration of alternative calling plans will be the responsibility of the Respondent.

17.6 Family and friends receiving calls from offender phones should be provided with a toll free telephone number to call with billing questions and concerns.  This number should be clearly displayed on the customer's bill.  Respondent personnel assisting customers with such calls should be familiar with all options available to customers to help reduce their collect call costs.  
17.7 Respondent will provide information to IDOC and call recipients regarding all options available to help reduce the costs of offender collect only phone calls for offenders, their family and friends.

PROVIDE THE FOLLOWING:
17.8 List any discount calling plans that your company currently offers that are being proposed under this RFP.

17.9 List any alternative calling options for collect only calls from offender payphones that your company currently offers.

17.10 Any other information deemed necessary or appropriate to this section.

18.0 CUSTOMER SERVICE-MANDATORY
18.1 Customer Service Center MUST BE located within the continental United States.
18.2 Customer Service Center will have a published toll-free 800 number and will provide easy customer access to a live operator for assistance.  Callers must be able to reach a live operator at anytime by pressing zero (0) or another designated number specified in the initial prompts/options they receive when the system first answers.
18.3 An automated attendant or an interactive voice response system is permissible as long as callers must select no more than 5 total options before they access the service/s they are calling about.  Callers must still be able to reach a live operator at anytime by pressing zero (0) or other designated number.
18.4 Customer Service Representatives (CSR’s) should be available at a minimum, 7 a.m. EST to Midnight EST seven days a week 365 days a year.

18.5 The maximum allowable hold time to speak to a CSR must be kept to a minimum at all times.  The system may not disconnect or instruct callers to call back later if the CSR’s are busy. Respondent will be responsible for maintaining adequate staffing levels at all times to minimize hold times.  Hold times in excess of two minutes to talk to a CSR are unacceptable.
18.6 CSR’s must at all times be courteous, knowledgeable, friendly, and should be fluent in English and Spanish.  

18.7 CSR’s must be trained on a regular basis and remain familiar with the specifics of the services provided under this RFP to adequately assist friends and family members who will be calling for assistance.
18.8 Respondent must provide customers simplified methods to request credits or refunds for erroneous disconnects and calls of poor quality.  Customers must be able to submit a request online, over the phone by providing the specific details to a CSR, by US mail, or by fax.  
18.9 Respondent should provide customers with a one-time “no questions asked” courtesy credit when receiving a complaint about an improperly disconnected or poor quality call.  Future complaints may be investigated utilizing the standard procedures described by the Respondent and agreed upon by the State in their RFP response before any credits are issued.
18.10 Any valid credits due must be applied and received within 2 weeks of the original request/complaint date.  

18.11 Respondent will develop and maintain a customer service website specific to the State of Indiana IDOC facilities.  The site will be Respondent and State “branded” and customized specifically to provide information, rates, guidelines, complaint reporting procedures, pricing, account options, etc related to any contract resulting from this RFP.  Respondent will review website details with the State upon contract execution and develop an agreed upon design.
PROVIDE THE FOLLOWING:
18.12 Your understanding and ability to adhere to the requirements specified in section 18.0.
18.13 What are the proposed hours of operation that your Customer Service Center be operational?

18.14 What is the current address of your Customer Service Center?

18.15 What is your current staffing level and do you intend to add additional staff if you are awarded a contract from this RFP?

18.16 Describe your current CSR training program.

18.17 How many hours of training per year does each CSR receive?

18.18 Describe in detail the specific processes that you will implement to resolve customer complaints and issue refunds/credits.

18.19 Indicate your understanding, ability, and agreement to comply with the one-time courtesy credit requirement.

18.20 Describe in detail the processes involved in investigating a customer complaint and issuing a credit/refund for a disconnected or poor quality call.

18.21 Indicate your understating and ability to develop and provide a website as specified in 18.11.

18.22 Any other information deemed necessary or appropriate to this section.

19.0 COMMISSION PERCENTAGE – MANDATORY (evaluated as a separate category)

19.1 The commission percentage bid is the total commission percentage the Respondent agrees to pay the State for offender and public payphone, and Wi-Fi revenue.  Respondent must specify Commissions are to be paid on all gross revenues. 

19.2 Offender and public payphone commissions are to be quoted as separate commission percentage rates.  The commission rate for use of the requested public Wi-Fi (Section 30.0) may be proposed separately from the phone commissions.  
19.3 No responses should be submitted that propose a zero percent commission.
19.4 Respondents should note that it is essential that the current level of service not decrease and the cost of services to public and offender users, their friends and family members decrease. Said service should be made available at a fair and competitive price to all users that make and or receive calls from offender phones and public payphones located on State property.  
PROVIDE THE FOLLOWING:

19.5 Complete Attachment H and indicate the commission percentage you will pay to the State on gross revenue for offender and public payphone calls.
19.6 Specify that all commissions are paid on all gross revenues.

19.7 Complete Attachment H and indicate the commission percentage you will pay to the State on gross revenue for public Wi-Fi use
19.8 Specify that all offender and public payphone commissions and WI-FI commissions will be paid on gross revenues.

19.9 A narrative explaining the components that makes up the commission percentage.

19.10 Any other information deemed necessary or appropriate to this section.

20.0 COMMISSIONS – MANDATORY

20.1 Commissions must be paid on gross revenue.

20.2 Commissions must be paid on all calls. Including but not limited to the following:

20.2.1 Local and local long distance and IntraLATA, interLATA, and interstate calls from public payphones.

20.2.2 Operator assisted calls (i.e., collect, third party billing, and person to person).

20.2.3 Calls placed utilizing Bell Operating Company (BOC) calling cards.

20.2.4 All calls placed from IDOC Correctional Facilities utilizing the proposed CCS.

PROVIDE THE FOLLOWING:

20.3 Indicate and elaborate on your ability to meet these specifications.

20.4 Indicate any other types of calls, not listed above, that you are able to pay the state a commission on.

20.5 Any other information deemed necessary or appropriate to this section.

21.0 COMMISSION CHECKS – MANDATORY

21.1 Commissions must be paid on a monthly basis.

21.2 Commission checks for the total commissions due to the State must be delivered to the designated locations within thirty days following the end of a billing cycle. 

21.3  Locations that are to receive commission checks will be identified after contract execution. Checks must be received by the State (and various State Agencies) within 30 days after the close of a billing cycle.

21.4 The Indiana Office of Technology has the sole authority to determine what agencies receive commission checks.  Respondent must not deliver a commission check to any agency other than The Indiana Office of Technology without prior written approval of IOT.

21.5 The Respondent must have the ability to separate various agencies’ revenue from the total State revenue and issue multiple checks as required.  The State anticipates a maximum of thirty (30) checks would be needed.

PROVIDE THE FOLLOWING:

21.6 A statement of your compliance with the above requirements.

21.7 Any other information deemed important or appropriate to this section.

22.0 COMMISSIONS – DESIRABLE (evaluated as a separate category)
22.1 Commissions should be paid on all local, local long distance, and IntraLATA, InterLATA, and interstate calls including the following:

22.1.1 Calls placed from public payphones utilizing commercial credit cards (i.e., American Express, Visa, MasterCard, etc.).

22.1.2 Calls placed utilizing your company’s calling cards.

PROVIDE THE FOLLOWING:

22.2 Indicate and elaborate on your ability to meet this specification.

22.3 A list of the types of calls on which you will pay commission.  Please list any types, which are in addition to those listed in Section 22.0.  If you are unable to pay commissions on any call type listed in Section 22.0, it should be noted here.

22.4 Any other information deemed necessary or appropriate to this section.

23.0 CUTOVER – MANDATORY

Cutover must take place within 4 months after contract execution.  The State prefers that cutover take place as quickly as possible with the least amount of service interruptions.

23.1 Respondents must provide a detailed transition and implementation plan which must include at least a minimum, the following components:

23.1.1 Timeline for all IDOC facilities

23.1.2 Timeline for all public payphones

23.1.3 Timeline for public Wi-Fi.


23.1.4 Processes and procedures for transitioning from the existing call control systems to the new system (if applicable)

23.1.5 Any staffing requirements for IDOC facilities.

23.1.6 Detailed project management plan that specifies how the Respondent will assist the State in managing the technology and services implementation and ongoing management during the contract term.  
23.1.7 Anticipated downtime at each facility.

23.1.8 System testing methods.

23.1.9 Any other items Respondent deems necessary for this section.

PROVIDE THE FOLLOWING:

23.2 A detailed transition, project management, and implementation plan which must include at least a minimum, the components listed in 23.0.

23.3 Any other information deemed necessary or appropriate to this section.

24.0 EXPERIENCE AND RELIABILITY –MANDATORY (Evaluated Under Overall Management Judgment)

24.1 Experience and reliability of the Respondent’s organization and service will be considered in the evaluation process.  Therefore, the Respondent is advised to submit any information which documents successful experience and reliability in providing and implementing the services requested herein.  Specifically the Respondent should fully describe any prior experience in providing offender, Public Telephone, long distance, internet, Wi-Fi, and operator services.  

PROVIDE THE FOLLOWING:

24.2 Any information you believe best documents your organization’s experience and reliability regarding the services requested in this RFP.

24.3 Any other information deemed necessary or appropriate to this section.

25.0 ACCOUNT MANAGEMENT/CUSTOMER SERVICE-MANDATORY

25.1 The State requires that the respondent provide the State with two Account Managers.  One will be the primary contact; the second will be a backup.
25.1.1 The primary account manager must have at least 5 years of experience directly related to the public and offender payphone industry.

25.1.2 The assistant account manager must have at least 2 years of experience directly related to the public and offender payphone industry.

25.1.3 The selected Respondent must provide an 800# or local telephone number for the State to use for all business calls to the account managers.

25.2 All telephone calls or emails from the State will be answered no later than the end of the next business day.

25.3 Respondents Primary Account Manager will be responsible for scheduling a quarterly meeting with the State to review the State account.

25.4 The State has the final approval of all account manager(s) and site administrators associated with this RFP and may at any time during the contract; require the removal/replacement of the account manager(s).

PROVIDE THE FOLLOWING:

25.5 Provide the name, address, phone number, and email address of the Primary Account Manager, and Assistant Account Manager that will be responsible for the State account.

25.6 Provide a current resume listing each Primary and Assistant Account Managers' experience, previous employment, and their qualifications for working with the State account.

25.7 Any other information deemed necessary or appropriate to this section.

26.0 SUBCONTRACTING-MANDATORY

26.1 Respondent must provide the State with a list of all subcontractors and their areas of responsibility that you intend on using to fulfill the terms of this RFP and resulting contract.

PROVIDE THE FOLLOWING:

26.2 A list of all intended subcontractors.

26.3 Detailed description of what each contractor will be responsible for performing under this RFP.

26.4 A copy of any subcontracts with intended subcontractors.

26.5 A list of all subcontractor employees and pertinent contact information for those employees that will be working for the State under the resulting contract.

26.6 Any other information deemed necessary or appropriate to this section.

27.0 OFFENDER LABOR & TRAINING-MANDATORY
27.1 Offender labor will be utilized throughout the lifetime of the resulting contract from this RFP as part of IDOC’s ongoing training and education program to provide offenders with job skills and training that they can utilize upon their re-entry into everyday society. 

27.2 It is anticipated that offenders can assist with the physical installation of cabling, the installation, maintenance, and removal of telephones at a minimum.

27.3 CCS system security and staff and public safety must not be compromised in any way from the resulting offender labor performed under the resulting contract.

27.3.1 IDOC will be responsible for providing supervision as needed when offender labor is utilized.

PROVIDE THE FOLLOWING:
27.4 Describe in detail what work you anticipate having offenders participate in under the resulting contract from this RFP.

27.5 Describe how you will work to ensure that the system security is not compromised from utilizing offender labor.

27.6 Any other information deemed necessary or appropriate to this section.

28.0 ADDITIONAL EQUIPMENT- MANDATORY

28.1 Respondent is to provide, install (as necessary), and maintain TTYs at correctional facilities, and other State payphone locations at no cost to the State as requested.

28.1.1 TTY equipment shall be portable or of a fixed mount.  Requirements will vary depending on the need of each site.
28.1.2 TTY equipment shall contain a display.
28.1.3 TTY equipment must have the ability to print a paper copy (offender phones only).
28.1.4 TTY equipment must have the capability of being remotely monitored and recorded at IDOC facilities. The CCS must be able to convert TTY tones into a readable printout or log the call in a text form within the proposed CCS.

PROVIDE THE FOLLOWING:

28.2 Indicate your ability and compliance to supply the requested items above.

28.3 Provide a listing and catalog of the specific equipment that is currently available to meet the requirements listed above.

28.4 Describe how the proposed CCS logs, converts, and records calls placed utilizing a TTY.

28.5 Any other information deemed necessary or appropriate to this section.

29.0 CELLULAR PHONE DETECTION & JAMMING-MANDATORY
The State desires the ability to detect, deter, and intercept unauthorized cellular telephone use at all IDOC facilities.  For the purpose of this section, cellular relates to any communication device utilized to access any wireless carrier’s network to communicate verbally, via text/SMS/MMS message, or by some other use of data across the carrier’s network.  Reduction of unauthorized cellular use will benefit both IDOC from a security and investigations standpoint and the Respondent in reducing lost revenue from illegal cellular use.
29.1 The State is aware that cellular jamming is not legal at this time.  Jamming will be reviewed further upon FCC approval for use in correctional facilities. 
29.2 Should the FCC not permit jamming, Respondent will work with the State to implement alternative technologies to deter and detect cellular use in IDOC facilities.

29.3 Permanent installation of cellular detection equipment is not required every IDOC facility. IDOC requires a minimum of nine systems be made available for IDOC use. Systems should be robust multi functional systems that go above and beyond the typical small handheld units that can be carried around the housing units to detect active cellular phones.  
29.4 Fixed systems are required at the following IDOC locations: New Castle, Putnamville, Plainfield, Indiana State Prison/Westville, Pendleton/CIF, Miami Correctional, Wabash Valley, and Rockville.  The remaining IDOC sites will require systems that can easily be transported between sites.  
29.5 Antenna installations and any cabling required as part of any proposed fixed solution must be permanently mounted and conform with accepted industry standards for the correctional industry, NEC, Bicsi, and all other national, state, and local regulations relating to fire stopping, electrical and telecommunications standards.  
29.6 All equipment, software, antennas, cables, and other items related to the system will become the property of IDOC.  During the life of the contract Respondent will be responsible for all maintenance, updates, upgrades, and support of the equipment.
29.7 Additional systems will be installed as required at the request of IDOC. 

29.8 Cellular tower replication technology is the most desired solution to meet IDOC needs.  The following features are desired.
29.8.1 Ability to intercept and allow or disallow call to proceed.

29.8.2 Ability to record audio from calls in progress.

29.8.3 Ability to log all calls placed and received and the digits being dialed.

29.8.4 Ability to intercept and log or send text messages to and from phones located within the correctional facility.

29.8.5 Ability to capture ESN, MEID, or cellular numbers communicating thru the system.

29.8.6 Ability to triangulate or detect phones within a specific location.

29.8.7 Allowed device list to permit authorized devices to make and receive calls without being recorded, blocked, etc.

29.9 Non linear junction detectors may be utilized in addition to other possible solutions proposed by Respondent.  However, it should be noted that use of non linear junction detectors alone will not satisfy this requirement.
29.10 Proposed system MUST NOT cause inference with IDOC communications radios or other approved electronic devices.

29.11 Training must be provided to IDOC in the proper operation and setup of the proposed solution.  Training will take place upon initial installation and throughout the life of the contract as requested by IDOC staff.
29.12 The proposed solution must comply with all applicable State and Federal laws, and all FCC regulations.
PROVIDE THE FOLLOWING:
29.13 Describe in detail what technology you can offer the State at this time.
29.14 Describe what technology you may be able to provide in the future as guidelines are established to permit jamming.

29.15 Indicate you ability to meet the equipment requirements of IDOC.

29.16 Describe in detail any installation requirements at IDOC facilities related to antennas, repeaters, etc.

29.17 Describe any other emerging technologies that the State may wish to consider related to cellular detection, interception, and jamming.

29.18 Any other information deemed necessary or appropriate to this section.

30.0 PUBLIC WI-FI SERVICE-HIGHLY DESIRABLE
The state desires that public Wi-Fi service be provided at state locations such as INDOT rest areas, DNR properties and campgrounds, and other public locations as requested at no cost to the State.   Respondent will be responsible for all costs associated to install, operate, and support the service.  Service will be a pay-for-use service that can be billed by pay per use, pay-per-day, or pay-per-week with the users of said service paying for using the service.  Service may be provided thru the use of internet kiosks, internet enabled payphones with Wi-Fi, or by Wi-Fi access points.
30.1 The proposed system should provide a walled garden/splash page upon access that provides cost and payment options for using the service.  This site may contain advertising as long as it is not deemed by the state to be offensive in nature.  Any material deemed to be offensive by the state must be removed immediately.  
30.2 The proposed service should also provide free access to a few limited sites such as the DNR website, INDOT road and traffic conditions and closures, local weather information, watches, and warnings.  These sites will be determined by the location being served by the proposed service. No advertising or pop-ups are permitted when linking to these sites.
30.3 DNR locations, INDOT rest areas, and the surrounding parking lots should provide adequate coverage and bandwidth to support multiple users at the same time.  Respondent will monitor bandwidth utilization and add additional capacity as required.
30.4 The State will not provide any network or broadband connectivity.  Respondent will be required to provide their own network/broadband connectivity for the service

30.5 The State will provide access to existing power outlets as need by the Respondent.  Any additional power installation requirements not already in place will be the responsibility of the Respondent. 

30.6 DNR properties will include the campgrounds, camp stores, and other areas as requested.

30.7 INDOT locations will include rest areas and the surrounding parking lots.

30.8 The State will NOT provide technical assistance to users but will re-distribute printed service information to users as long as the information is provided to the State in paper form that can be given to users.  Respondent will be responsible for ensuring that adequate materials are available at all locations for distribution to users and will replenish printed materials on a regular basis or upon request of the State.

30.9 The State will work with Respondent and permit limited signage advertising the service at most locations.  For historical preservation reasons, signage will not be permitted at all locations.  

30.10 Before charging users for use of the service, Respondent must clearly advise users of the costs for the service and warn users that the information is being transferred over the wireless connection and internet is not secure and that they should exercise caution when using the service to safeguard their information.
30.11 Respondent should make all reasonable efforts to maintain security of the data transmitted across the proposed service.

30.12 Respondent must provide a toll free customer service number for reporting trouble.
30.13 Service must be available 24x7x365 day a year.  Seasonal sites such as DNR campgrounds may be disconnected on a seasonal basis.

30.14 Respondent must provide a simple process of issuing customer refunds when the service fails to work properly.   The refund process must not require users to mail or fax in refund forms.  Refunds should be issued over the phone when a user calls customer service to request a refund.  The State will not issue refunds.
30.15 Respondent will pay the State a commission percentage based on the gross revenue generated from this service.  Commission percentage details should be provided in Attachment H.
30.16 Respondent will supply the State with monthly commission reports for the Wi-Fi service.  The report should include at a minimum the gross revenue per location, the commission being paid to the State, number of users of the service, and the amount of data in megabytes used at each site per month.  Reporting information will be finalized between the State and Respondent after contract execution.

30.17 Respondent will supply the State a monthly trouble report indicating any problems experienced at the Wi-Fi sites.
PROVIDE THE FOLLOWING:
30.18 What is the minimum bandwidth available per user that you are proposing under this service?

30.19 Provide a sample of the proposed signage for advertising the service as well as any customer handouts with instructions on using the service.
30.20 Provide your proposed user rates in Attachment H.

30.21 Provide the commission percentage you will pay the State for users utilizing the service in Attachment H.
30.22 What Wi-Fi equipment are you proposing to utilize in order to provide the requested services and what Wi-Fi technologies will it support?

30.23 Provide the telephone number for your customer service center.

30.24 Describe the process for issuing refunds to customers during service outages, or when the service does not meet the minimum performance requirements.
30.25 Provide information on any WI-FI implementations you have done with other customers.  

30.26 Any other information deemed necessary or appropriate to this section.
31.0 NEW TECHNOLOGIES AND SERVICES-HIGHLY DESIRABLE

The State and the Respondent understand that the offender phone technology and the related 
services requested under this RFP are constantly changing.  In an effort to provide the best level 
and quality of service to the State, the Respondent is encouraged to present new technologies and 
services to the State for consideration and implementation during any resulting contract from 
the RFP.  This may include new, innovative offender CCS technology, video conferencing, and 
other beneficial 
services.  In addition to offender CCS innovations, the public payphone and Wi-
Fi industry is changing dramatically as well.  Any new technologies that would benefit the 
State may be presented to the State for consideration and implementation during any resulting 
contract from this RFP.  


Technology is important to the State of Indiana and to this CCS procurement.  To that end, the 
State is looking for the combination of technology, rates, commissions, project management, and 
optional services that deliver the greatest value to the State.    The details of the awarded 
contract may be negotiated with the winning bidder.
PROVIDE THE FOLLOWING:
31.1 Indicate your willingness to present new technologies and innovations to the State.

31.2 Indicate any additional value add options you are presenting.

31.3 Demonstrate to what extent you have integrated with various providers and technologies to deliver exceptional value in other contracts.
31.4 Any other information deemed necessary or appropriate to this section.
32.0 CORRECTIONAL FACILITY SECURITY CONDITIONS-MANDATORY
The majority of the work encompassing this project will be performed at State 

Correctional Facilities and the Respondent must comply with the following special

working conditions:

32.1 Respondent will be required to submit a list of names, social security numbers, 

date of birth, and photo identification upon contract execution, of all persons expected to be employed on the project inside a correctional facility.  These lists shall be submitted to the Superintendent at each facility for approval prior to any person's arrival at the site for work assignments.  All employees are subject to background investigations to include NCIC, III, IDACS, BMV, or any other law enforcement source.  The Superintendent and IDOC will have the final decision on allowing access into the facility.  
32.2  The access times that the Respondent will be allowed to work inside the  

correctional facilities will be determined by the facility Superintendent on a case-by-case basis.  It is expected that the average hours will be from 8:00 am to 5:00 pm Monday through Friday. No work shall be performed on State Holidays, Saturdays, or Sundays (Excluding service outage responses as defined in this RFP) without the Superintendents permission.  Other time schedules and restrictions may be set by each Facility.

32.3  All installation or scheduled maintenance work visits must be pre-scheduled with the


facility a minimum of 48 hours in advance and Respondent shall check in and 


out with the facility.


32.4  Any site visit that is required due to a system outage must be arranged with the 



facility as soon as the Respondent knows a visit is necessary.
32.5 All employees of the Respondent and subcontractors will be subject to an individual body search (pat down) and will pass thru a metal detector each time they enter a Facility.  Tool cases or containers of any kind will be opened for inspection.  All employees of the Respondent will be required to have identification cards or badges furnished by the Respondent and the Indiana Department of Correction.

32.6  All vehicles  and other equipment will be inspected on both arrival and departure  



from the facility. Unattended vehicles must be locked and have the keys removed.


32.7  Absolutely no fraternization between offenders and the Respondent's employees

will be tolerated.  Any attempts at same by offenders are to be reported immediately to IDOC Facility personnel.  The selected vendor and its employees must adhere to Prison Rape Elimination Act (2003) guidelines and Departmental policy regarding sexual misconduct and reporting of such behavior. 
32.8  No requests for visits with offenders will be granted to Respondent's employees 



except where such visiting originated prior to award of the Contract.

32.9 Respondent shall follow rules pertaining to foot and vehicle traffic as established 

by the Facility.  Respondent shall observe all off-limit restricted areas beyond which no unauthorized personnel may trespass.

32.10 All heavy power tools and machinery such as air hammers, acetylene tanks, etc., 

must be removed from the inside of the security perimeter, through the assigned gate nightly, unless approved by the facility.  Such heavy equipment as power shovels, compressors, welding machines, etc., can remain inside but must be immobilized in an acceptable manner outside of the security perimeter.

32.11 Cutting torches and cutting tools, in general, shall be securely locked where and as 

directed by the Facility, and checked out as needed.  No tools, small pipe, copper or wire shall remain on the site overnight unless acceptably secured.

32.12 There will be no exchange/loaning/borrowing of tools, equipment or manpower

between the facility personnel, offenders,  and the Respondent.  Offenders working with Respondent under the terms of this RFP may utilize IDOC or Respondent tools as necessary to perform assigned duties.
32.13 The assigned gate through which materials and vehicles must be transported will 



be opened upon request and as approved by the facility. 

32.14 Facility personnel may inspect and search areas under construction at any time, 



including the Respondents equipment or person.

32.15 Respondent personnel are not allowed in secured areas unless accompanied by 



facility security personnel.

32.16 Parking of Respondent's and any subcontractor’s employee automobiles shall be


limited to designated areas.  

32.17 No tobacco products of any kind are permitted inside IDOC facilities or on any 



grounds that are controlled by the IDOC.

32.18 No knives, weapons, drugs (illegal or prescription), cameras etc. are permitted 



inside IDOC facilities.

32.19 Cellular phones, Blackberry’s, pagers, recording devices, and other electronic devices (excludes electronic testing tools) are not permitted at IDOC facilities without prior approval from the Superintendent.

PROVIDE THE FOLLOWING
32.20 A statement that confirms your agreement and understanding with the requirements above.
32.21 Any other information deemed necessary or appropriate to this section.
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