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Request for Qualifications 

for Delinquent and Distressed Debt Collection Vendors

______________________________________________________

Date Issued: Monday, March 21, 2011
Deadline for Questions: 5:00 PM, Friday, April 1, 2011
Responses Due: 5:00 PM, Friday, April 8, 2011
Submit Responses to:

TPVregistration@ohioattorneygeneral.gov 

Direct Questions Regarding this RFQ to:

TPVregistration@ohioattorneygeneral.gov 

Ohio Attorney General’s Office

Collections Enforcement Section


150 East Gay Street, 21st Floor

Columbus, Ohio  43215
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Thank you for your interest in serving the Ohio Attorney General (the “Attorney General”) and the State of Ohio as a third party collection vendor.   The Attorney General serves as legal counsel and the collector of past due debt for Ohio’s various state agencies, boards, departments, commissions, colleges, universities, retirement systems, and political subdivisions (collectively, the “State Clients”).


The Attorney General accomplishes these tasks and responsibilities through attorneys who have been appointed as assistant attorneys general, through special counsel, and with the assistance of third party collection vendors (“TPV”).  To be considered as a TPV for a term commencing on or about May 1, 2011 and continuing throughout fiscal year 2012, commencing July 1, 2011 (collectively, “FY12”), vendors must submit a response to this Request for Qualifications (this “RFQ”).


If you are selected as a TPV, your relationship to the Attorney General will be defined by contract, and neither you nor your firm’s staff will be considered to be employees of the Attorney General or any State Client.  You will be considered to be an independent contractor subject to the rules, regulations and laws of the State of Ohio, including those governing fair debt collection.


If you are selected as a TPV, you must carefully screen matters assigned to you for potential conflicts of interest, and promptly report any potential problems to the Attorney General’s Deputy Director for Third Party Vendors at traci.saliba@ohioattorneygeneral.gov   You must segregate state accounts and develop and maintain a system to assure the confidentiality of state accounts and client information, using such information only for the purpose of collecting state debt.


You must have a document tracking system in place to ensure that information entrusted to you is not misused, and that confidential information is safeguarded.  It is the expectation of the Attorney General that you will work all accounts assigned to you promptly, and respond to requests for verification of debt or other documentation in a prompt and accurate manner.  You are also expected to treat debtors with professionalism, courtesy, fairness and dignity, fully complying with the both the Fair Debt 
Collection Practices Act, 15 USC 1692 et seq., and similar Ohio laws.

Occasionally, you may receive accounts that are especially sensitive, either because of the type of debt, particular debtor, and/or media interest.  When you receive such accounts, the Attorney General’s third party vendor staff and assigned assistant attorneys general will be happy to assist you.   

TPV collection work is compensated on a percentage basis, according to schedules that will become part of your contract with the Attorney General.

You and your staff must familiarize yourself with the ethics statutes governing state employees and appointees, including those concerning employment of former government employees, gifts and lobbying.  You must make sure that all financial obligations you have to the State of Ohio are promptly paid and resolved.  You must maintain workers’ compensation coverage on yourself and your employees.

As a TPV, you must relinquish accounts when requested to do so by the Attorney General. 

The Attorney General is currently accepting responses to this RFQ (each, an “RFQ Response”) from all vendors who wish to be considered for a TPV contract for FY12. 

 To be eligible for an appointment as TPV for FY12, you must complete a response to this RFQ, even if you are presently serving as a third party vendor under a fiscal year 2011 contract.  Completion of an RFQ Response does not automatically ensure that you will receive a FY12 TPV contract.  

Your RFQ Response must be sent via email to: TPVregistration@ohioattorneygeneral.gov no later than 5:00 PM on Friday, April 8, 2011.  Responses received in hard copy or by facsimile will be rejected as non-responsive. 

Please direct any specific questions regarding this RFQ to: TPVregistration@ohioattorneygeneral.gov.  Questions must be submitted by Friday, April 1, 2011 at 5:00 PM.  Responses to questions received will be posted on the Attorney General’s website (www.ohioattorneygeneral.gov).  

The Attorney General expects all vendors seeking a FY12 TPV appointment to have in-depth knowledge, experience and expertise in the collection of debt, and to be committed to ethical collection practices.  

By submitting your RFQ Response, you agree that the Attorney General may copy any documents and information that you may provide for purposes of facilitating its evaluation or to respond to requests for public records.  Further, you consent to such copying and warrant and represent that such copying will not violate the rights of any third party.  

The Attorney General will have the right to use any ideas or adaptations of ideas that are represented in your RFQ Response.  All responses become the property of the Attorney General and will not be returned.  All information and materials that you submit may be treated as a public record pursuant to Ohio Revised Code Section 149.43.  

The Attorney General reserves the right to amend this RFQ at any time.  Notice of amendments will be posted on the Attorney General’s website.  The Attorney General reserves the right to waive or permit cure of nonmaterial variances in any RFQ Response; however, any such waiver will be based on the Attorney General’s or any State Client’s best interest as determined by the Attorney General.  

The Attorney General reserves the right to reject any or all RFQ Responses in its discretion, in whole or in part, to advertise for new responses, to abandon the need for such services, and to cancel the RFQ if it is deemed to be in the best interest of the Attorney General or any State Client.

Nothing in this RFQ or any communication between the Attorney General and any respondent shall be deemed to grant any respondent a right to selection as a TPV.  Appointment as a TPV and compensation therefor shall only become effective upon execution of a written contract (an “Agreement”) and appointment in accordance with Ohio Revised Code Section 109.07 and the established procedures of the Attorney General.   

Any Agreement awarded pursuant to this RFQ shall be subject to Ohio Revised Code Section 126.07.  Accordingly, no rights, duties, or obligations under such an Agreement shall be binding on the Attorney General until such time as all necessary funds are available or encumbered and, when required, such expenditure of funds is approved by the Controlling Board of the State of Ohio.

This RFQ is to be construed in light of pertinent legal requirements of the State of Ohio.  Changes in applicable laws and rules may affect the selection process or the resulting contract.  It is your responsibility to ascertain pertinent legal requirements and restrictions.  

By submitting an RFQ Response, you agree that you will not bring any claim or have any cause of action against the State of Ohio based on any misunderstanding concerning the information provided in this RFQ or any response, or lack thereof, to an inquiry relating to this RFQ.  

The Attorney General may hire third party vendors outside of this RFQ process if deemed appropriate, in his sole discretion, for the benefit of the State and the State Clients.
1.1
Purpose

The Attorney General, through its Collections Enforcement Section, is currently seeking third party vendors interested in collecting delinquent and distressed debts owed to the State of Ohio.  TPV responsibilities may include contacting debtors in all eighty-eight (88) Ohio counties and throughout the United States with respect to debts due and owing State Clients.

The Attorney General expects accounts to be effectively collected, in a way that preserves and enhances goodwill between the debtor, the public and the State of Ohio.  All TPV doing work for the Attorney General must respect a debtor’s rights, including but not limited to the right to legitimately dispute the amount owed, and to receive verification of debt.   A TPV’s conduct must be professional, courteous and respectful toward debtors and the public generally at all times.
1.2
Background and Scope of Services

The Attorney General represents the State Clients in the recovery of their delinquent debts.  The State Clients’ delinquent accounts are comprised of all types of debts.  The scope of the collection work pursuant to this RFQ may include any type of delinquent account.  

The bulk of the collection work available is collection of various taxes and fees.  This may include but is not limited to personal income tax, commercial activity tax, franchise fees, past due unemployment contributions, sales tax, overpayments of workers’ compensation and unemployment compensation, workers’ compensation premiums, medical bills, university and college tuition, and grants or loans.  In addition, there are a limited number of accounts involving collection of amounts due from offenders (for parole supervision fees or to repay the Crime Victims Fund).  The latter involves occasional contact with parole officers of the State of Ohio.

TPV candidates must be aware that in order to collect such accounts, sensitive and confidential information will be shared with the TPV.  Such information must be safeguarded and kept confidential under both state and federal law.  Individuals and TPV’s may be civilly and criminally liable for disclosure of such information to non-debtors. Therefore, account work flow systems must be designed to ensure confidentiality, and carefully monitored, with a high level of security.  Collectors must be monitored and supervised to avoid breaches of confidentiality, by intention or otherwise.   

TPVs are permitted to use other systems for part of the collections process as deemed appropriate by the Attorney General.    However, each TPV will be required to sync its systems and transfer its data daily to the computer system(s) used by the Attorney General, which currently includes the Columbia Ultimate Business Systems (“CUBS”) software to process debt collections.  

1.3
Objective

For consideration for a FY12 Agreement, a respondent must have extensive knowledge, experience, and expertise in collections. 

TPVs will provide collection services in a way that encourages prompt resolution of state debts with dignity and respect, while preserving and enhancing goodwill between debtors and the State of Ohio.  TPV conduct should encourage debtors to meet their obligations to the state, consistent with fundamental fairness.

1.4
Communication Restrictions

The sole Attorney General point of contact with regard to this RFQ and the selection process is Marcia Macon-Bruce, Section Chief, Collections Enforcement Section, who may be contacted via e-mail at TPVregistration@ohioattroneygeneral.gov. 

From the date of release of this RFQ until Agreements are executed, responding parties shall not communicate with any Attorney General staff concerning this RFQ, except through the email address listed above.  

The Attorney General may, in its sole discretion, reject the RFQ Response of a respondent who attempts unauthorized communications with any member of the Attorney General staff.  

Questions must be submitted electronically to: TPVregistration@ohioattorneygeneral.gov 

by 5:00 p.m. on April 1, 2011.  

Answers will be posted on the Attorney General’s website by promptly after receipt.  

The Attorney General is the only office authorized to modify or clarify the specifications, terms and conditions of this RFQ, and any and all modifications will be posted on the Attorney General’s website.  

1.5 
Reproduction of Documents, Public Record

By submitting an RFQ Response, you agree that the Attorney General may copy any documents and information provided for purposes of facilitating its evaluation or to respond to requests for public records. Further, you consent to such copying and warrant and represent that such copying will not violate the rights of any third party. The Attorney General will have the right to use any ideas or adaptations of ideas that are represented in the responses. All information and materials submitted may be treated as a public record pursuant to Ohio Revised Code Chapter 149 and Ohio law.

1.6
RFQ Response

Respondents must prepare an RFQ Response setting forth the respondent’s qualifications and ability to do the work.  Your RFQ Response must:  

a. Be submitted in pdf format, with consecutive page numbers. 

b. Be limited to 50 pages, using a font that is at least 12pt or larger.

c. Be in the same order as stated in a particular section of this RFQ.  

d. Restate the section numbers and the text of the requirement, and address all questions contained within it, in order.

e. Be accompanied by a transmittal letter from an officer of the respondent who is authorized to bind the respondent to the terms of the RFQ Response.  The letter must affirm that all statements in the RFQ Response are true and accurate, and must include the signer’s title, mailing address, telephone number, fax number and e-mail address. 

f. Include a signed statement that the respondent and its managers have met all required State of Ohio filings and have no outstanding overdue financial obligations to the State of Ohio. 

The Attorney General will not reimburse any expenses incurred by a respondent in responding to this RFQ.

1.7
Submission of Responses and Deadlines

RFQ Responses must be sent by e-mail to TPVapplication@ohioattorneygeneral.gov.  The subject line should read:  Delinquent Debt Collection Response to RFQ FY12, followed by the name of the respondent.   RFQ Responses must be received by no later than 5:00 p.m. EST, April 8, 2011 in order to be considered for selection.  RFQ Responses received by any other method may be rejected at the discretion of the Attorney General.

1.8
Constraints

Nothing in this RFQ should be construed as limiting, constraining or interfering with the authority, duties, prerogatives, or powers of the Attorney General established or recognized in the Constitution, statutes, Executive Orders, regulations, case law, common law, or contract.  

1.9
Rejection of Responses

If your RFQ Response does not fully and completely respond to the questions asked, or the specifications outlined, it may be rejected and/or not receive consideration without further notice.  The Attorney General may reject any and all RFQ Responses for any reason.  

Please carefully review your RFQ Response to ensure that it is complete and accurate.  Common problems which may result in rejection include:  

a.   Failure to sign the response.

b.   Failure to submit the response by the established deadline.

c.  Taking exception to any of the terms, conditions, and requirements set forth in the RFQ.

d.   Providing misleading, confusing or inaccurate answers in the response or during a visit to a vendor’s premises, or a visit to the office of the Attorney General.  

e.   Omissions, inaccuracies, or misstatements in the response.

f.  Where there has been present or past misfeasance, malfeasance or nonfeasance, by a respondent or its representatives, including the company, partnership or sole proprietorship, or through the managers, supervisors, officers, owners, directors or controlling shareholders.

g. Where the respondent or its representatives, managers, supervisors, officers, owners, directors or controlling shareholders currently owe past due debts to the State.

The Attorney General reserves the right, in its sole discretion, to reject a respondent for any other reason suggesting that entering into an Agreement with a particular respondent would not be in the best interest of the State.

1.10
Evaluation Process

A selection committee will evaluate the RFQ Responses.  The selection committee reserves the right to reject, in whole or in part, one or more or all of the RFQ Responses received, at any time during the process. 

The award of a contract, if any, will be made to the respondent(s) whose response is complete, direct and accurate, and which demonstrates that the respondent has the experience, ability and history to meet the evaluation criteria set forth in this RFQ.

Each respondent will be evaluated on its ability to deliver the services set forth in this RFQ.  Respondents should review their response content before submission, to ensure that the RFQ Response:  

1. Completely addresses all of the RFQ issues.

2. Is readable and clear. 

3. Shows experience in related fields and experience of its staff in carrying out the services as set forth in this RFQ.  

4. Demonstrates the capacity of the organization to complete the work as set forth in this RFQ.  

1.11
Method of Award

The Attorney General may award and sign an Agreement with one or more TPV for an initial term on or about May 1, 2011 and expiring no later than June 30, 2012.  The Agreement will incorporate this RFQ and the TPV’s response to the RFQ.  The Agreement may also include optional renewal term(s).  The Agreement’s beginning and expiration dates and the option(s) to renew shall be in the Attorney General’s sole discretion.  No award hereunder is effective until an Agreement is approved and fully executed by the Attorney General.

Any respondent awarded a contract pursuant to this RFQ must sign and return the Agreement provided by the Attorney General within seven (7) days after receipt of the Agreement by the respondent. The respondent is required to verify receipt of the Agreement by contacting the Deputy Director of Third Party Vendors at traci.saliba@ohioattorneygeneral.gov.
SECTION 2.0:
REQUIRED COMPONENTS FOR THE RFQ RESPONSE 

2.1
Organization Description

2.1.1 The Full Business Name and Address(es) 

Include the full legal name of your business, and indicate whether it is a sole proprietorship, partnership, corporation or other business entity.   

Provide the address for the business headquarters, including full contact information, with its address, telephone number(s), fax numbers and email address.

Provide any other locations and addresses to be utilized within the State of Ohio to perform the duties described in this RFQ.  Include the physical address of the location(s), even if a postal or lock box is used.

2.1.2  Description of Business and Capacity 

Describe your business history and its mission and purpose.   Also provide the total number of employees and collection staff, and detail the total number of women and the total number of minorities employed.

Describe your capacity to expand and limitations in capacity.  Please specify the volume of accounts on a monthly basis that can be handled in a timely and efficient manner.

2.1.3  Designated Agent for Service of Process

Provide the name of your designated agent and their mailing address for service of process.  Where applicable, this should be consistent with the agent provided to the Ohio Secretary of State.  This is the person designated by you to receive a summons should you be sued.

2.1.4 List Authorized Officers

Provide a list of officers with authority to bind the respondent, including the President, Vice President and Treasurer, and their office and residential contact information.

You must provide the name and residential mailing address for all owners, general or limited partners, officers and each member of the board of directors. 

2.1.5  Financial statement of financial condition

Provide audited financial statements, with a statement of assets and liabilities for the last three (3) fiscal years.

2.1.6  Organizational chart and contact information for key personnel

Provide an organizational chart that includes the names and contact information for all those in key positions, along with a description of their duties, and a brief summary of their qualifications.  You may include a curriculum vitae or resume for each key person.  

2.1.7  Principal Contact for communications with the Attorney General

Designate who will be your principal contact person(s) for the Attorney General.

2.2
Collections Qualifications

2.2.1  Key Personnel Training and Experience

List the names of your key personnel, and describe their experience and training in doing collection work, particularly for government entities.  For each person listed indicate the number of years they have handled collections of any kind.

2.2.2  Attorney General Specific Collection Experience

If your firm already has done collection work for the Attorney General, detail the number of years your firm has maintained such a collection portfolio, and the types of accounts collected.   

What State Clients has your firm represented?  What type of matters have been handled? Please give the total number of accounts previously assigned to you and approximate dates such accounts were handled.

2.2.3  Other Collection Experience

If your firm has previously collected for any other government agencies, boards, commissions or political subdivisions, please provide a list of your clients during the previous five (5) year period.  This may include but is not limited to collections for other states, the federal government, colleges and universities, taxing entities, student loans (both federal and non-federal), hospital receivables, and local political subdivisions.

Describe the types of collection accounts worked for non-governmental entities in the past five (5) years and currently.   

2.2.4  Distressed Collection Experience

Explain your willingness, ability and experience to handle collections that are more than two (2) years old. Please indicate if you are ONLY seeking a contract to exclusively handled distressed debt.    

2.3
Workflow Proposed

Please describe the work flow of the collection system you propose to use to collect debt on behalf of the Attorney General.  Briefly describe your standard collections process, including the number of collection attempts and what steps or actions are taken.  How many letters are typically sent, and what efforts are made to contact the debtor via telephone?  What timelines do you use for collection services?  Explain in detail all the procedures, tools and resources you would use to collect state debts.

What systems and strategies do you use in the collection of debt?  How would you use such systems to collect debt for the Attorney General and the State Clients? 

Describe how you document all collection efforts.  Include a brief summary of how collection notes (including dates, times, actions and diaries) and activities are documented and how you will share this documentation with the Attorney General.

2.3.1  Written Communications

Describe your automated letter printing, inserting and mailing capabilities.   Describe each letter, and process, along with anything that makes your process unique.  

Explain how letters are generated, and how requests for verification are tracked.

How are letters printed and on what equipment?   Do you generate a stored imaged copy for future reference?

Describe your ability to image documents and share these electronically with the Attorney General.

2.3.2  Sample collection letters

Please provide a representative sample of current collection letters.  

2.3.3   Phone communications

Describe your phone system, including auto dialers, voice mail, and phone monitoring capabilities.  Explain what systems and safeguards are in place to fully comply with the Fair Debt Collection Practices Act.   Will you provide dedicated, toll-free telephone lines to handle all incoming telephone calls to your site?

If you use a script to ensure compliance with the Fair Debt Collection Practices Act and related requirements, please provide a copy of sample scripts that are used.

2.3.4   Computer tracking and Record Systems

2.3.4.1 Hardware and Software Systems Used

Identify and describe the computer(s) and software systems that you use. 

Identify all other third party or proprietary software programs that will run within the workstation environment, including operating systems.

2.3.4.2  Supplier 

Who supplies your computer equipment and support?

2.3.4.3 Computer and Data Security 

Describe your computer firewalls and security. Identify the firewalls and virus protection used to access external networks and the internet, along with any additional security to prevent unauthorized collection, use, and retention of information.  

What firewalls and password protection do you use to control access to debtor information?

Describe how you, as a potential TPV, safeguard and secure confidential information.  How do you ensure that employees are using the information only for collection purposes?

List and describe your procedures limiting employees to specific assigned accounts, and how you prevent unauthorized collection, use and retention of information.

Provide the names of the staff responsible for security and their assignments.

Describe the physical environment and security measures that are established to secure the physical equipment and data storage.

What physical security measures do you have in place to protect employees, and limit access to areas where accounts assigned to you will be worked?   Please include descriptions of workstations, guards, key access, alarms and other physical barriers designed to prevent unauthorized entry.

2.3.4.4  Use of Systems

Explain how you monitor and cycle accounts and assure that each account is worked in a timely and effective fashion.   

Explain how the information technology and computer systems you use documents collection activities and increases collections.

How is information input entered, maintained and controlled?  

2.3.4.5   Capabilities and Sync with the Attorney General’s systems

Describe your software’s capabilities, including how it will sync with the Attorney General’s information management systems, and the Columbia Ultimate Bookkeeping System (CUBS).  

Do you have the ability to update the Attorney General’s system on a daily basis with current reports concerning collections efforts?  If so how?

Describe your reporting capabilities and software systems utilized.  Provide a sample of your reporting package to clients.

2.4 Finding Debtors and their Assets

What tools do you use to locate debtors whose address has changed?  

Describe, by name, the skip tracing, and the locator services that you use.  

Do your techniques and tools used differ based upon the varying dollar value of account?  If so, how?  

How do you obtain and record employment, asset information, financial resources, and other related information for debtors?  

2.5  Disaster Recovery Plan

Explain your data disaster recovery plan, naming any vendors that you use for this purpose.  

Explain how you maintain the security and integrity of the back up system to ensure that data and information are not lost.

Describe your procedures and plans to provide for business continuity and disaster recovery.  How often are such systems tested?  

Does your disaster recovery plan include use of outside vendors?  If so, please explain how you ensure continued confidentiality of any information transferred as a part of an emergency backup.

Identify the physical location where your back up information and systems are kept and who has access to them.

2.6 Unique Capabilities

Describe any features of your debt collection process that are unique to your organization, and explain how they increase overall collections.

2.7   Fair Debt Collection Practices

Explain how your firm assures the requirements of the Fair Debt Collection Practices Act are met with respect to the letter series.

2.8
Management Safeguards

Please describe how you screen applicants for dishonesty and security risks.  Describe your hiring practices, including background checks and polygraphs.  

2.8.1   Training Programs and Continuing Education

Describe your employee training programs including any training and refreshers on fair debt collection practices, prohibited practices, and effective debt collection.  Describe your description of employee incentive programs, and other ways that you maximize employee efforts and success.  

How do you ensure professionalism and courtesy in the debt collection process?  Explain your past record of collection, and how you assure quality customer service.

How do management and supervisors assure that debtors are treated fairly and equitability without harassment or verbal abuse of the debtor, or compromising the debtor’s rights?

2.8.2  Internal Audits

Describe your internal audit program and financial controls.  What systems and procedures do you use to track payments, including checks and money orders, and any other method of payment?  

How are such systems and procedures monitored?   Do you conduct any SAS70 audits?  If so, please provide your most current audit report.

2.8.3
Strategies for Dealing with Complaints

In the collection process, occasionally debtors complain about the tools and techniques used.   Explain your process for resolving any concerns or complaints of debtors, and for providing documentation and verification of the amounts that are owed.

2.8.4  Complaints 

Provide complete information about any complaint or concern alleging violations of the Consumer Credit Protection Acts, Truth in Lending, the Fair Credit Practices Act, the Fair Debt Collections Act, the Ohio Tax Payer’s Bill of Rights, government and trade organization codes of ethics, and government ethics laws and regulations.   You must also include any complaint made to the Consumer Protection Section of the Attorney General or the Fair Trade Commission.

2.8.4.1  Against the Respondent

List and describe all complaints regarding your collection activities that you are aware of that were made in the last five (5) years, and how such complaints were resolved.  

Include any complaints or concerns pending or resolved within the past five (5) years brought to your attention, or made to any governmental regulatory agency or governmental or private consumer advocacy entity, including but not limited to any that resulted in a lawsuit.

If you have resolved these complaints by a settlement, describe the terms of the settlement.  If remedial actions have been taken to resolve any of these complaints, describe the steps that were taken to prevent a re-occurrence.  

2.8.4.2  Against officers, managers, supervisors, owners or partners

In addition to complaints against the respondent itself, list and describe all complaints or concerns involving any owners, partners, officers, managers or supervisors individually, of which you are aware, and how the complaint or concern was resolved.  

2.8.4.3 Corrective Action

What steps have been taken to ensure that the problem does not recur?

SECTION 3.0:
DOCUMENTS TO BE FILED

A. Please include in your RFQ Response a response to each component of Section 2, and be sure to include these attachments (forms for items c, d, f and i are available on the Attorney General’s website):

a. Sample Collection Letters

b. Sample Phone Scripts

c. Declaration of Material Assistance (“DMA”) (Attachment 1)

d. Vender ID/W-9 Forms (Attachment 2)

e. A copy of your current liability insurance and bonding demonstrating coverage by a company authorized to do business in Ohio with a best rating of at least “A”

f. Vendor ID/W-9 Forms (Attachment 3)

g. Affirmative Action Program Verification (“AAPV”) form with the Ohio Department of Administrative Services (“DAS”).  To complete, please see: http://www.das.ohio.gov/Divisions/EqualOpportunity/AffirmativeActionProgramVerification/tabid/133/Default.aspx (Attachment 4)

h. A copy of your current Ohio Workers’ Compensation Certificate
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