TECHNICAL PROPOSAL
ATTACHMENT F
Instructions:  Please provide answers in the shaded areas to all questions.  Reference all attachments in the shaded area and Attachment F.   
Call Centers (Section 2.4.1)

1. The Respondent must provide a detailed description of all call center facilities that will be used by the Respondent in the collection of delinquent tax accounts.

All call centers are to be located at the vendor’s facilities and must be located within the United States.  No out-of-country call centers will be considered.  DOR may inspect all Respondent’s facilities during the evaluation process of this RFP. 

	


Debt Recovery Model (Section 2.4.2)

1. The Respondent is to provide a design and implementation plan for a debt recovery model that can effectively and efficiently analyze the DOR’s delinquent tax accounts. This model will be used to identify the probability of account collection.

The debt recovery model and warrant scores will be provided by the Vendor and approved by DOR thirty (30) days prior to DOR releasing any delinquent tax accounts.  Warrant scores should be reported utilizing the Vendor’s scoring system.  Additionally, Vendors should provide description of debt scoring range.
The debt recovery model will be utilized by DOR in the following manner:

2.4.2.1 
Creation of a business model plan report.

2.4.2.2 
Enhance and expedite the recovery cycle for delinquent tax accounts. This will involve delivery of tax delinquency accounts that are classified as AR80, AR40, Warrant-C, Warrant-S, and Warrant-A accounts

2.4.2.3 
Provide an analysis using the debt recovery model on all tax accounts periodically delivered. Results from this debt recovery model analysis will be delivered to DOR within ten (10) business days after the delinquent tax accounts have been delivered. 
2.4.2.4 
Upon receiving the results of the debt recovery analysis, DOR will assign warrants for collection pursuit.

	


Disaster Recovery Plan (Section 2.4.3)

1. Respondent is to provide a detailed description of their disaster recovery plan and the results of the most recent testing of the plan. 
	


English as a Second Language (Section 2.4.4)
1. The Respondent must be able to communicate with taxpayers that use English as their second language.  Provide a detailed summary of how the Respondent will effectively communicate complex tax terms and conditions to a taxpayer who does not fluently speak English as their primary language.
	


Reporting (Section 2.4.5)

1. The Respondent is to provide a detailed overview of electronic informational reports, including dashboards.  These reports will be provided to DOR on a monthly reporting period schedule, unless a different schedule is mutually agreed upon by both DOR and the Vendor. 

The Vendor will exercise equally diligent effort and utilize due diligence with all delinquent tax account categories.  The electronic information reports will give evidence of the due diligence on the collection processes and their effectiveness. 
These reports will provide the following information including specific dates activity occurred: 

2.4.5.1 
Detailed information on the number of contacts attempted and completed, including letters, notices, telephone and on-site contacts for each account;

2.4.5.2
Detailed information on activities performed by the Vendor with financial institutions for levying and/or executing employment wage garnishment activities to collect on delinquent tax accounts assigned to the Vendor;

2.4.5.3 
Detailed and summary information on the length of time an assigned delinquent tax account remains with the Vendor; this length of time will be aged on monthly time increments for all accounts assigned to the Vendor;

2.4.5.4
Amount of collections and number of taxpayers from which payments have been received;

2.4.5.5 
Amount of collections by tax liability type for delinquent tax accounts assigned; 

2.4.5.6 
Amount of collections received from responsible officers of business tax delinquent accounts assigned;

2.4.5.7 
Daily contact report by debt recovery model (collection) type;

2.4.5.8 
Report the status of all payment plans established on delinquent tax accounts;

2.4.5.9 
Performance analysis which will consist of a breakdown by age and date received by Vendor.  

2.4.5.10 
Acknowledgment of receipt of all delinquent tax accounts and an inventory of new delinquent tax accounts;
2.4.5.11 
Monthly address updates (new/bad/changed addresses and telephone numbers).  
	


Account Status (Section 2.4.6)

1. The Respondent is to provide a sample of the following delinquent tax account status report.  This report will be provided no later than the fifth business day following the end of each month, and will report all accounts on which collection activities or efforts has ceased. This report will contain each taxpayer's name, warrant number, notice number, the date collection activity ceased, and the reason the collection activity ceased. 

Any decision regarding cessation of collection activity for a specific account lies with DOR.  
	


Payments (Section 2.4.7)

1. The Respondent is to provide a sample of the following payment status report.  The report will provide the taxpayer name, warrant number, date of payment, and amount paid and must accompany each payment. Details for the report are identified in Collection Agent Electronic Warrant Exchange Implementation Guide.

	


Data Match System (Section 2.4.8)

1. The Vendor must comply with Indiana legislation in regards to the levy of property, garnishment of any/or all accounts of the delinquent taxpayers held by a financial institution.

The Vendor will use a data match system managed by DOR and limit its use exclusively to DOR accounts. The data match system is operated by DOR and a separately contracted vendor. The data match system provides information from each financial institution doing business in Indiana.

Vendor(s) will reimburse DOR for all data match fees paid for operation of a data match system. The Vendor(s) are responsible for all data match fees to the financial institutions for the Vendor’s use of data match and levying services.  If the Vendor does not timely reimburse DOR for the data match fees, DOR may suspend issuing new delinquent tax accounts to the Vendor for collection.  
Currently the data match fees are $66.86 for each Indiana financial institution match on a quarterly basis.  There are currently approximately 400 financial institutions participating in the data match program. The Vendor will make no additional assessment to the taxpayer for these data match fees.

The Respondent is to provide a detailed description of how the Respondent’s work flow, processes and collection efforts will interact with DOR’s data match system requirements.

Management Summary (Section 2.4.9)
Explain and define your management approach for each of the following:

1. Training Programs

Describe your company’s employee training programs. Explain how training will specifically address Indiana laws and DOR regulations and practices.

2. Customer Service

Describe your company’s customer service record and plan for assuring good customer service. Providing outstanding customer service to taxpayers and the public is of utmost importance to DOR.

3. Complaints/Executive Authority

Provide a summary of formal complaints regarding the Respondent’s collection activities or actions, filed with the Respondent or any court, governmental regulatory agency, or governmental or private consumer advocacy entity, that are either pending or were resolved within the past two (2) years.  

Include a description of the actual or expected resolution of any such complaints, and a summary of any such complaints resolved through monetary compensation outside of the above formal processes.  Include similar information regarding corporate officers, owners and/or partners.  Provide complete disclosure of any such complaint, violation or irregularity. 

4. Project Personnel

Respondent must provide a team that possesses talent and expertise in the fields of collection activities.  Provide resumes for the key executive personnel by skill and qualification that will be assigned to this contract.  Identify these individuals by name, title, and length of collection experience.

5.
Employee Background Checks
The Vendor will complete a criminal background check on all current and new employees who will have access to any DOR account information and report any offenses to DOR.  The vendor will provide DOR with the sources and types of background data collected.  Additionally, the vendor will provide DOR with an understanding of how this information is reviewed and assessed.
DOR may review, within ten (10) business days, the background checks of any employee assigned to access DOR account information.  No employee who has failed the background check is to have any access to any DOR information until DOR has provided approval.  

The Vendor will require all current or new employees, who will have access to any DOR information, to understand and sign a confidentiality agreement.  Attachment E, Confidentiality Agreement, is to be completed by these employees and retained by the Vendor at their central offices.  These Confidentiality Agreements are subject to audit and/or review at any time during the contract period.

6.  Recorded Telephone Conversations

The Vendor will record and store all conversations between the Vendor and taxpayers for a period of twelve (12) months.  The Vendor must produce detailed procedures for how these recorded conversations will be identified and delivered to the DOR when requested.  Please include the number of days necessary to deliver the requested recording and the file formats available to be transferred.  
7. Segregated Bank Account   
The Vendor will establish a segregated bank account for funds collected on behalf of DOR.  State funds must be kept segregated and not commingled with other collection activities of the Vendor.  Vendor must provide procedures for how DOR funds will be segregated, deposited and remitted to DOR.  Please include the frequency of all fund transfers to DOR. 
8. Telephone Scripts

Copies of all telephone scripts are to be provided to DOR for review.  DOR will review and request revisions to customize the scripts to meet DOR’s unique requirements.  
Miscellaneous Requirements (Section 2.5.9)

The Respondent will provide a detailed description of the following procedures:

1. Ability to accept credit card payments from Taxpayers for all major credit card companies (American Express, Discover, Master Card and Visa)

2. Ability to accept internet payment options from taxpayers

3. Ability to electronically submit only ACH payments daily, of all taxpayer payments received

4. Ability to collect debt from taxpayers in all 50 states
5. Describe the quality control mechanisms for the collection process
6. 
Ability to perform skip tracing functions and provide identified updates on debtor on a monthly basis
7. Ability to read and process files that have fixed length records and files which are defined in Collection Agent Electronic Warrant Exchange Implementation Guide
8. Ability to create files that have fixed length records and files that are defined in Collection Agent Electronic Warrant Exchange Implementation Guide
9. Ability to use DOR SFTP server for processing the exchange of files between DOR and vendor

10. Ability to balance files in vendor's system to verify that the number of records read in file equals the number of records processed;

11. Ability to read and process and make corrections based on the Error file generated DOR as described in Collection Agent Electronic Warrant Exchange Implementation Guide;

12. Ability to calculate the correct amount of money to be retained prior to submitting payment to DOR (See 2.5)
13. Ability to create a report which lists amounts collected per warrant and is mailed with payments to DOR

14. Ability to send vendor payment plan hold requests with the effective start dates in files submitted to DOR 

15. Ability to send business closures and their effective date in files submitted to DOR
16. Ability to remove warrant from vendor activity, at the request of DOR, and to acknowledge warrant's "return" to DOR within one (1) business days
17. Ability to make future system changes within 30 days notification from DOR
18. Ability to meet the testing schedule outlined in Collection Agent Electronic Warrant Exchange Implementation Guide 

19. Provide detailed description of system test processes and system quality assurance processes
20. Ability to meet all other technical and design requirements outlined in Collection Agent Electronic Exchange Implementation Guide
21. Ability to scrub all accounts, as received
22. Ability to scrub account for bankruptcy within one (1) business day prior to levy/garnishment 
23. Ability to identify accounts that were levied or garnished and found to be in violation of bankruptcy stay.  These accounts must have full refunds returned to taxpayer account within one (1) business day by vendor
24. Ability to, upon request from DOR, to return levied/garnished bankruptcy accounts within one (1) business day
25. Ability to confer and receive approval from DOR prior to initiating legal proceedings on collection accounts using state approved counsel
26. Ability to provide online secure access to all account information.  Information will include, but not necessarily be limited to, account name and number, transactions on each account (including date and amount), account balances, and notes made by collector.  

27. The Respondent will provide a description of its policy and processes for addressing complaints against collectors and/or collection actions.

28. The Respondent will be provided a Monthly Reconciliation File produced by DOR that will reconcile the Respondent’s inventory with the DOR inventory records.   
29. Ability to reimburse Bank Fees to Taxpayer resulting from the warrant not being timely returned to DOR as required or requested.    

30. Ability to simultaneously cancel all levy/garnishment activity upon recall of warrants.
Secondary Collections (Section 2.5.10)

1. Please describe your companies plan to successfully collect delinquent tax payments where other companies have been unsuccessful.

