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PROFESSIONAL SERVICES CONTRACT 
EDS# 012-1-090 

This Contract, entered into by and between the .lndiana Department of Correction (The "State") and 
Public Communications Services-Indiana, LLC (the "Contractor" or "PCS"), is executed pursuant to the 
tenns and conditions set forth herein. In consideration of those mutual undertakings and covenants, the 
parties agree as follows: 

1. Duties of Contractor 
The Contractor shall provide the following services relative to this Contract: 

Contractor shall provide correctional facility communication services at Indiana Department of 
Correction facilities as set forth in "Exhibit B" (RFP 10-55) attached hereto and incorporated herein, and 
in "Exhibit C" (Contractor's Response to RFP 10-55) attached hereto and incorporated herein. These 
services shall be further modified by "Exhibit A" attached hereto and incorporated herein, and the terms 
of "Exhibit A" shall supersede and take precedence over any conflicting tenns set forth in "Exhibit B" 
and "Exhibit C. The services set forth in "Exhibit A", "Exhibit B", and "Exhibit C" shall be known in the 
collective as the "Services"). 

2. Consideration 
This is a no cost, revenue generating contract for the State. Contractor is to generate revenues through 
the provision of the services as set forth herein, and from those revenues pay certain commissions to the 
State as further described in "Exhibit A" which is attached hereto and incorporated herein. 

Total remuneration to be paid by the State under this Contract is $0.00. 

3. Term 
This Contract shall be effective for a period of 48 months. It shall commence on .or date of final State 
approval, and shall terminate 48 months after date of fmal State approval. 

At the State's option, the Contract may be renewed for up to two (2) additional tenns extending two years 
each. 

4. Access to Records 
The Contractor and its subcontractors, if any, shall maintain all books, documents, papers, accounting 
records, and other evidence pertaining to all costs incurred under this Contract. They shall make such 
materials available at their respective offices at all reasonable times during this Contract, and for three (3) 
years from the date of final payment under this Contract, for inspection by the State or its authorized 
designees. Copies shall be furnished at no cost to the State if requested. 

S. Assignment 
The Contractor binds its successors and assignees to all the tenns and conditions of this Contract. The 
Contractor shall not assign or subcontract the whole or any part of this Contract without the State's prior 
written consent, which shall not be unreasonably withheld or conditioned; except the Contractor has the 
right to assign this Contract to Global Tel*Link Corporation, a Delaware corporation, without the prior 
written consent of the State, provided that Contractor gives the State prior written notice of the 
assignment and so long as Global Tel*Link Corporation is then properly registered to conduct business in 
the State of Indiana and agrees to execute any and all documents required by the State to effectuate such 
assignment. The Contractor may assign its right to receive payments to such third parties as the 
Contractor may desire without the prior written consent of the State, provided that Contractor gives 



written notice (including evidence of such assignment) to the State thirty (30) days in advance of any 
payment so.assigned. The assignment shall cover all unpaid amounts under this Contract and shall not be 
made to more than one party. 

6. Audits 
Contractor acknowledges that it may be required to submit to an audit of funds paid through this Contract. 
Any such audit shall be conducted in accordance with IC 5-11-1 and audit guidelines specified by the 
State. 

Following the expiration of this Contract, the Contractor shall arrange for a financial and compliance 
audit of funds provided by State pursuant to this Contract. Such audit is to be conducted by an 
indepeudent public or Certified public accountant (or as applicable, the Indiana State Board of Accounts), 
and performed in accordance with Indiana State Board of Accounts publication entitled "Uniform 
Compliance Guidelines for Examination of Entities Receiving Financial Assistance from Governmental 
Sources," and applicable provisions of the Office of Management and Budget Circulars A-\33 (Audits of . 
States; Local Governments, and Non-Profit Organizations). The Contractor is responsible for ensuring 
that the audii and any management letters are completed and forwarded to the State in accordance with 
the terms of this Contract. Audits conducted pursuant to this paragraph must be submitted no later than 
nine (9) months following the close of the Contractor's fiscal year. Contractor agrees to provide the 
Indiana State Board of AcCounts and the State an original of all fmancial and compliance audits. The 
audit shall be an audit of the actual entity, or distinct portion thereof that is the Contractor, and not of a 
parent, member, or subsidiary corporation of the Contractor, except to the extent such an expanded audit 
may be determined by the Indiana State Board of Accounts or the State to be in the best interests of the 
State. The audit shall include a statement from the Auditor that the Auditor has reviewed this Contract 
and that the Contractor is not out of cOmpliance with the financial aspects of this Contract. 

7, Authority to Bind Coutraetor 
The signatory for the Contractor represents that he/she has been duly authorized to execute this Contract 
on behalf of the Contractor and has obtained all necessary or applicable approvals to make this Contract 
fully binding upon the Contractor when his/her signature is affixed, and certifies that this Contract is not 
subject to further acceptance by Contractor when accepted by the State of Indiana. 

8. Chauges in Work 
In the event the State requires a material change in the scope, character or complexity of the work after 
the work has begun, adjustments in compensation to the Contractor shall be determined by the State and 
the Contractor in the exercise of their honest and reasonable judgment. The Contractor shall not 
commence any additional work or change the scope of the work until authorized in writing by the State. 
No claim for additional compensation shall be made in the absence of a prior written approval executed 
by all signatories hereto. 

9. Compliauce with Laws. 
A. The Contractor shall comply with all applicable federal, state and local laws, rules, regulations and 
ordinances, and all provisions required thereby to be included herein are hereby incorporated by 
reference. The enactment of any state or federal statute or the promulgation of rules or regulations 
thereunder after execution of this Contract shall be reviewed by the State and the Contractor to determine 
whether the provisions of this Contract require formal modification. 

B. The Contractor and its agents shall abide by all ethical requirements that apply to persons who have a 
business relationship with the State, as set forth in Indiana Code § 4-2-6 l<! ~, the regulations 
promulgated there under, and Executive Order 04-08, dated April 27, 2004. If the contractor is not 
familiar with these ethical requirements, the contractor should refer any questions to the Indiana State 
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Ethics Commission, or visit the Indiana State Ethics Commission website at http://www.in.gov/ethicsl. If 
the Contractor or its agents violate any applicable ethical standards, the State may, in its sole discretion, 
terminate this Contract immediately upon notice to the contractor. In addition, the Contractor may be 
subject to penalties under Indiana Code § 4-2-6, 4-2-7, 35-44-1-3, and under any other applicable laws. 

C. The Contractor certifies by entering into this Contract, that neither it nor its principa1(s) is 
presently in arrears in payment of its taxes, permit fees or other statutory, regulatory or judicially required 
payments to the State of Indiana. Further, the Contractor agrees that any payments in arrears and 
currently due to the State of Indiana may be withheld from payments due to the Contractor. Additionally, 
further work or payments may be withheld, delayed, or denied and/or this Contract suspended until the 
Contractor is current in its payments and has submitted proof of such payment to the State. 

D. The Contractor warrants that it has no current or pending or outstanding criminal, civil, or 
enforcement actions initiated by the State of Indiana pending, and agrees that it will immediately notifY 
the State of any such actions. During the term of such actions, Contractor agrees that the State may delay, 
withhold, or deny work under any Supplement or contractual device issued pursuant to this Contract and 
any supplements or amendments. 

E. If a valid dispute exists as to the Contractor's liability or guilt in any action initiated by the State 
of Indiana or its agencies, and the State decides to delay, withhold, or deny work to the Contractor, the 
Contractor may request that it be allowed to continue, or receive work, without delay. The Contractor 
must submit, in writing, a request for review to the Indiana Department of Administration (IDOA) 
following the procedures for disputes outlined herein. A determination by IDOA shall be binding on the 
parties .. 

F. Any payments that the State may delay, withhold, deny, or apply under this section shall not be subject 
to penalty or interest under IC 5-17-5. 

G. The Contractor warrants that the Contractor and its subcontractors, if any, shall obtain and maintain all 
required permits, licenses, and approvals, as well as comply with all health, safety, and environmental 
statutes, rules, or regulations in the performance of work activities for the State. Failure to do so may be 
deemed is a material breach of this Contract and grounds for termination of the Agreement pursuant to its 
termination provisions and denial of further work with the State. 

H. The Contractor hereby aftirms that it is properly registered and owes no outstanding reports with the 
Indiana Secretary of State. 

L As required by IC 5-22-3-7: 

(I) the Contractor and any principals of the Contractor certifY that (A) the Contractor, except 
for de minimis and nonsystematic violations, has not violated the terms of (i) IC 24-4.7 
[Telephone Solicitation Of Consumers], (ii) IC 24-5-12 [Telephone Solicitations] , or (iii) 
IC 24-5-14 [Regulation of Automatic Dialing Machines] in the previous three hundred sixty
five (365) days, even if IC 24-4.7 is preempted by federa1law; and (B) the Contractor will not 
violate the terms of IC 24-4.7 for the duration of the Contract, even if IC 24-4.7 is preempted 
by federal law. 

(2) The Contractor and any principals of the Contractor certifY that an aftiliate or principal of 
the Contractor and any agent acting on behalf of the Contractor or on behalf of an aftiliate or 
principal of the Contractor: (A) except for de minimis and nonsystematic violations, has not 
violated the terms of IC 24-4.7 in the previous three hundred sixty-five (365) days, even if 
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IC 24-4.7 is preempted by federal law; and (B) will not violate the tenns of IC 24-4.7 for the 
duration of the Contract, even ifIC 24-4.7 is preempted by federal law . 

10. Condition of Payment 
All services provided by the Contractor under this Contract must be performed to the State's reasonable 
satisfaction, as determined at the discretion of the undersigned State representative and in accordance 
with all applicable federal, state, local laws, ordinances, rules, and regulations. The State shall not be 
required to pay for work found to be unsatisfactory, inconsistent with this Contract or performed in 
violation of and federal, state, or local statute, ordinance, rule or regulation. 

11. Confidentiality of State Information 
The Contractor understands and agrees that data, materials, and information disclosed to the Contractor 
may contain confidential and protected information. The Contractor covenants that except as otherwise 
provided in this Agreement (for data, material, and information other than Social Security Numbers) or as 
may be required by law or legal process, data, material and information gathered, based upon or disclosed 
to the Contractor for the purpose of this Contract, will not be disclosed to or discussed with third parties 
without the prior written consent of the State. 

The parties acknowledge that the services to be performed by Contractor for the State under this contract 
may require or allow access to data, materials, and information containing Social Security numbers or 
other personal information maintained by the State in its computer system or other records. In addition to 
the covenant made above in this section and pursuant to 10 lAC 5-3-1(4), the Contmetor and the State 
agree to comply with the provisions ofIC 4-1-10 and IC 4-1-1 I. If any Social Security number(s) or 
personal information (as defined in IC 4-1-11-3) is/are disclosed by Contractor, Contractor agrees to pay 
the cost of the notice of disclosure of a breach of the security of the system in addition to any other claims 
and expenses for which it is liable under the tenns of this contract. 

Contractor agrees to comply with Contractor's internal privacy/confidential information policy with 
regard to any data, materials, and information disclosed or otherwise provided to Contractor by the State 
under the tenns of this contract. In addition to the foregoing, contractor shall keep confidential any data, 
materiills, and information disclosed or otherwise provided to Contractor by the State under the tenns of 
this contract. Contractor may make disclosures to employees, shareholders, agents, attorneys and 
accountants (collectively, "Agents") as required to perform their obligations hereunder, provided, 
however, that the Contractor shall cause all Agents to honor the provisions of this Section. Contractor 
may also make disclosures as required by law or legal process. 
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12. Continuity of Services 
A. The Contractor recognizes that the services under this contract are vital to the State and must be 

. continued without interruption and that, upon contract expiration, a successor, either the State or 
another Contractor, may continue them. The Contractor agrees to: 
I. Furnish phase-in training, and 
2. Exercise its commercially reasonable efforts and cooperation to effect an orderly and efficient 

transition to a successor. 

B. The Contractor shall, upon the State's written notice: 
I. Furnish phase-in, phase-out services for up to sixty (60) days after this contract expires, and 
2. Negotiate in good faith a plan with a successor to determine the nature and extent of phase-in, 

phase-out services required. 

The plan shall specify a training program and a date for transferring responsibilities for each division 
of work described in the plan, and shall be subject to the State's approval. The Contractor shall 
provide sufficient experienced personnel· during the phase-in, phase-out period to ensure that the 
services called for by this contract are maintained at the required level of proficiency. 

The Contractor shall be reimbursed for all reasonable phase-in, phase-out costs (i.e., costs incurred within 
the agreed period after contract expiration that result from phase-in, phase-out operations). 

13. Debarment and Snspension 
A. The Contractor certifies that neither it nor its principals nor any of its subcontractors are presently 
debarred, suspended, proposed for debarment, declared ineligible, or voluntarily excluded from entering 
into this Contract by any federal agency or by any department, agency or political subdivision of the 
State .. The term "principal" for purposes of this Contract means an officer, director, owner, partner, key 
employee, or other person with primary management or supervisory responsibilities, or a person who has 
a critical influence on or substantive control over the operations of the Contractor. 

B The Contractor also further certifies that it has verified the suspension and debarment status for all 
sub-contractors receiving funds under this Contract and shall be solely is solely responsible for any 
recoupments, paybacks and or penalties that might arise from non-compliance. Contractor shall 
immediately notify the State if any sub-contractor becomes debarred or suspended, and shall, at the 
State's request, take all steps required by the State to terminate its contractual relationship with the sub
contractor for work to be performed under this Contract. 

14. Default by State 
If the State, sixty (60) days after receipt of written notice, fails to correct or cure any material breach of 
this Contract, then the Contractor may cancel and terminate this Contract and institute the appropriate 
measures to collect all monies due up to and including the date of termination. 

15. Disputes 
A. Should any disputes arise with respect to this Contract, the Contractor and the State agree to act 

immediately to resolve such disputes. Time is of the essence in the resolution of disputes. 

B. The Contractor agrees that, the existence of a dispute notwithstanding, it will continue without delay 
to carry out all its responsibilities under this Contract that are not affected by the dispute. Should the 
Contractor fail to continue to perform its responsibilities regarding all non-disputed work without 
delay, any additional costs incurred by the State or the Contractor as a result of such failure to 
proceed shall be borne by the Contractor, and the Contractor shall make no claim against the State for 
such costs. If the State and the Contractor cannot resolve a dispute within ten (10) working days 
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following notification in writing by either party of the existence of a dispute, then the following 
procedure shall apply: 

I. The parties agree to resolve such matters through submission of their dispute to the 
Commissioner of the Indiana Department of Administration. The Commissioner shall. reduce a 
decision to writing and mail or otherwise furnish a copy thereof to the Contractor and the State 
within ten (10) working days after presentation of such dispute for action. The Commissioner's 
decision shall be final and conclusive unless either party mails or otherwise furnishes to the 
Commissioner, within ten (10) working days after receipt of the Commissioner's decision, a 
written appeal. Within ten (10) working days of receipt by the Commissioner of a written request 
for appeal, the decision may be reconsidered. If no reconsideration is provided within ten (10) 
working days, the parties may mutually agree to submit the dispute to arbitration for a 
determination, or otherwise the dispute may be submitted to an Indiana court of competent 
jurisdiction. '. 

2. The State may withhold payments on disputed items pending resolution of the dispute. The 
unintentional nonpayment by the State to the Contractor of one or more invoices not in dispute in 
accordance .with the terms of this Contraci will not be cause for Contractor to terminate this 
Contract, and the Contractor may bring suit to collect these amounts without following the 
disputes proCedure contained herein. 

16. Drug-Free Workplace Certification 
The Contractor hereby covenants and agrees to make a good faith effort to provide and maintain a drug
free workplace. The, Contractor will give written notice to the State within ten (10) days after receiving 
actual notice that the Contractor or an employee of the Contractor in the State of Indiana has been 
convicted of a criminal drug violation occurring in the Contractor's workplace. False certification or 
violation of this certification may result in sanctions including, but not limited to, suspension of contract 
payments, termination of this Contract and/or debarment of contracting opportunities with the State for up 
to three (3) years. 

In addition to the provisions of the above paragraphs, if the total contract amount set forth in this Contract 
is in excess of $25,000.00, Contractor hereby further agrees that this contract is expressly subject to the 
terms, conditions, and representations of the following certification: 

This certification is required by Executive Order No. 90-5, April 12, 1990, issued by the Governor of 
Indiana. Pursuant to its delegated authority, the Indiana Department of Administration is requiring the 
inclusion of this certification in all contracts and grants from the State of Indiana in excess of $25,000.00. 
No award of a contract shall be made, and no contract, purchase order or agreement, the total amount of 
which exceeds $25,000.00, shall be valid, unless and until this certification has been fully executed by the 
Contractor and made a part of the contract or agreement as part of the contract documents. 

The Contractor certifies and agrees that it will provide a drug-free workplace by: 

A. Publishing and providing to all of its employees a statement notifying them that the unlawful 
manufacture, distribution, dispensing, possession or use of a controlled substance is prohibited in the 
Contractor's workplace, and specifying the actions that will be taken against employees for violations 
of such prohibition; 

B. Establishing a drug-free awareness program to inform it's employees of (I) the dangers of drug 
abuse in the workplace; (2) the Contractor's policy of maintaining a drug-free workplace; (3) any 
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available drug counseling, rehabilitation, and employee assistance programs; and (4) the penaltieS that 
may be imposed upon an employee for drug abuse violations occurring in the workplace; 

C. Notifying all employees in the statement required by subparagraph (A) above that as a condition of 
continued employment, the employee will (I) abide by the tenns of the statement; and (2) notify the 
Contractor of any criminal drug statute conviction for a violation occurring in the workplace no later 
than five (5) days after such conviction; 

D. Notifying in writing the State within ten (10) days after receiving notice from an employee under 
subdivision (C)(2) above, or otherwise receiving actual notice of such conviction; 

E. Within thirty (30) days after receiving notice under subdivision (C)(2) above of a conviction, 
imposing the following sanctions or remedial measures on any employee who is convicted of drug 
abuse violations occurring in the workplace: (I) taking appropriate personnel action against the 
employee, up to and including termination; or (2) requiring such employee to satisfactorily participate 
in a drug abuse assistance or rehabilitation program approved for such purposes by a federal, state or 

. local health, law enforcement, or other appropriate agency; and 

F. Making a good faith effort to maintain a drug-free workplace through the implementation of 
subparagraphs (A) through (E) above. 

17. Reserved 

18. Force Majeure 
In the event that either party is unable to perform any of its obligations under this contract or to enjoy any 
of its benefits because of natural disaster or decrees of governmental bodies not the fault of the affected 
party (hereinafter referred to as a "Force Majeure Event"), the party who has been so affected shall 
immediately give notice to the other party and shall do everything possible to resume performance. Upon 
receipt of such notice, all obligations under this contract shall be immediately suspended. If the period of 
nonperformance exceeds thirty (30) days from the receipt of notice of the Force Majeure Event, the party 
whose ability to perform has not been so affected may, by giving written notice, terminate this contract. 

19. Fuudiug CauceUation 
When the Director of the State Budget Agency makes a written determination that funds are not 
appropriated or otherwise available to support continuation of performance of this Contract, this Contract 
shall be canceled. A determination by the Director of the State Budget Agency that funds are not 
appropriated or otherwise available to support continuation of performance shall be final and conclusive. 

20. Governing Laws 
This Contract shall be construed in accordance with and governed by the laws of the State of Indiana and 
suit, if any, must be brought in the State of Indiana. 

21. Indemnification 
The Contractor agrees to indemnify, defend, and hold hannless the State, its agents, officers, and 
employees from all claims and suits including court costs, attorney's fees, and other expenses caused by 
any act or omission of the Contractor and/or its subcontractors, ifany, in the performance of this Contract. 
The State shall not provide such indemnification to the Contractor. 

22. Independent Contractor 
Both parties hereto, in the performance of this contract, shall act in an individual capacity and not as 
agents, employees, partners, joint ventures or associates of one another. The employees or agents of one 

7 



party shall not be deemed or construed to be the employees or agents of the other party for any purposes 
whatsoever. Neither party will assume liability for any injury (including death) to any persons, or damage 
to any property arising out of the acts or omissions of the agents, employees or subcontractors of the other 
party. 

The parties stipulate that Contractor has no responsibility to advise the State with respect to any 
applicable law, regulation, or guideline that may govern or control telephone call recordation or 
monitoring by the State, or compliance therewith. The Contractor provides the State with the capability 
to monitor and record telephone calls, but the State has its own legal counsel to advise it concerning any 
and all laws, regulations, or guidelines that apply to telephone call recordation and monitoring, and 
compliance therewith. Contractor disclaims any responsibility to provide, and in fact, has not provided 
the State any legal advice concerning such applicable laws, regulations, or guidelines, or compliance 
therewith. The State wilI be solely responsible for any liability arising out of the failure of the State (or 
the Contractor at the direction of the State) to comply with such applicable laws, regulations or 
guidelines.·· All call detail.records (CDRs) and call recordings contained in the inmate telephone system 
equipment made available by Contractor to the State are the exclusive property of the State for the term of 
this Agreement and any resulting extensions of this Agreement; provided, however, that Contractor shall 
have the right to use the CDRs and recordings to respond to legal requests, and to provide the services 
under the Contract and for other lawful business purposes. 

The Contractor shall be responsible for providing all necessary unemployment and workers' 
compensation insurance for the Contractor's employees 

23. Information Technology Enterprise Architecture Requirements. 
If Contractor provides any information technology related products or services to the State, Contractor . 
shall comply with all Indiana Office of Technology (lOT) standards, policies, and guidelines, which are 
online at http://iot.in.gov/architecturei. Contractor specifically agrees that all hardware, software, and 
services provided to or purchased by the State shall be compatible with the principles and goals contained 
in the electronic and information technology accessibility standards adopted under Section 508 of the 
Federal Rehabilitation Act of 1973 (29 V.S.c. 794d) and IC 4-13.1-3. Any deviation from these 
architecture reqUirements must be approved in writing by lOT in advance. The State may terminate this 
Contract for default if Contractor fails to cure a breach of this provision within a reasonable time. 

24. Insurance 
A. The Contractor shall secure and keep in force during the term of this Contract, the following insurance 
coverage, covering the Contractor for any and all claims of any nature which may in any manner arise out 
of or result from this Contract: 

1. Commercial general liability, including contractual coverage, and products or completed operations 
coverage (if applicable), with minimum liability limits of $5,000,000 per occurrence and $5,000,000 
in the aggregate annually, unless additional coverage is required by the State. The State is to be 
named as a additional insured on a primary, non-contributory basis for any liability arising directly or 
indirectly under or in connection with this Contract. The required limits for commercial general 
liability insurance maybe achieved using primary and/or umbrella liability policies. 

2. Automobile liability with minimum liability limits of $5,000,000 per occurrence and $5,000,000 
in the aggregate annually. The State is to be named as an additional insured on a primary, non
contributory basis. The required limits for automobile liability insurance may be achieved using 
primary and/or umbrella liability policies. 
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3. The Contractor shall provide proof of such insurance coverage by tendering to the undersigned 
State representative a certificate of insurance prior to the commencement of this Contract and proof of 
Workers compensation coverage meeting all statutory requirements of IC 22-3-2. In addition, proof 
of an "all states endorsement" covering claims occurring outside the State is required if any of the 
services provided under this Contract involve work outside of Indiana. 

B. .The Contractor's insurance coverage must meet the following additional requirements: 

1. The insurer must have a certificate of authority issued by the Indiana Department of Insurance. 

2. Any deductible or self-insured retention amount or other similar obligation under the insurance 
Policies shall be the sole obligation of the Contractor. 

3. The State will be defended, indemnified and held hannless to the full extent of any coverage 
. ·,·.actually secured by the Contractor in excess of the minimum requirements set forth above. The duty 

to indemnify the State under this Contract shall not be limited by the insurance required in this 
Contract. 

4. The insurance required in this Contract, through a policy or endorsement(s), shall include a 
provision that the policy and endorsements may not be canceled or materially modified without thirty 
(30) days' prior written notice to the undersigned State agency. 

5. Failure to provide insurance as required in this Contract may be deemed a material breach of 
contract entitling the State to immediately terminate this Contract if the breach remains uncured after 
ten (10) business days following written notice by the State. 

The Contractor shall furnish a certificate of insurance and all endorsements to the undersigned State 
agency prior to the commencement of this Contract. 

25. Key Person(s) REMOVED BY AGREEMENT OF THE PARTIES 

26. Licensing Standards 
The Contractor and its employees and subcontractors shall comply with all applicable licensing standards, 
certification standards, accrediting standards and any other laws, rules or regulations governing services 
to be provided by the Contractor pursuant to this Contract. The State shall not be required to pay the 
Contractor for any services performed when the Contractor or its employees or subcontractors are not in 
compliance with such applicable standards, laws, rules or regulations. If licensure, certification or 
accreditation expires or is revoked, or if disciplinary action is taken against the applicable licensure, 
certification, or accreditation, the Contractor agrees to notify State immediately thereof and the State, at 
its option, may immediately terminate this Contract. 

27. Material Incorporated or Referred to in Contract 
The Contractor has supplied herewith all written materials, documents, or instruments mentioned or 
referred to in the contract except, where applicable, user manuals which will be included with the 
equipment upon delivery and which do not alter the terms of this agreement. 

28. Merger & Modification 
This Contract constitutes the entire agreement between the parties. No understandings, agreements, or 
representations, oral or written, not specified within this Contract will be valid provisions of this Contract. 
This Contract may not be modified, supplemented or amended, in any manner, except by written 
agreement signed by all necessary parties. 
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29. Minority and Women's Business Enterprises Compliance. The Contractor agrees to comply fully 
with the provisions of 25 lAC 5 and any participation plan that may have been submitted to the State. 

The following MBE's and WBE's listed on the Minority and Women's Business Enterprises 
Division directory of certified firms will be participating in this Contract. 

MBElWBE PHONE COMPANY NAME SCOPE OF PRODUcrs.ndlor SERVICES lITILlZATION DATE AMOUNT 

MBE, 317-493-2017, BC Forward, Information Technology Services, utilization expected upon 
contract award, $5,270,569.05 over four years 
WBE, 317-757-8764, CSC) Consulting. Information Technology Services, utilization expected upon 
contract award, $5,157,950.05 over four years 

The Contractor agrees to submit a copy of the agreement entered into between the Contractor and each 
MBEJWBE subcontractor where the State took the selection of the MBEJWBE by the Contractor into 
consideration when issuing the procurement award. The copy of the agreement must be submitted to the 
MWBE Division in IDOA within ninety (90) days of the execution of the contract between the Contractor 
and the State. The Contractor also agrees to send all amendments, changes, and terminations to these 
agreements to the MWBE Division in IDOA within ninety (90) days of their execution. Failure to 
provide a copy of the agreement or subsequent amendment, change, and termination may result in 
exclusion from future State procurements. If the Contractor is not excluded from future procurements, 
the actions or inactions of the Contractor with regard to the above will be taken into account in all phases 
and scoring in future procurements. In addition, the Contractor must obtain the approval of the Division 
before changing any MBEJWBE participation plan submitted in connection with this Contract. 

30. Nondiscrimination 
Pursuant to the Indiana Civil Rights Law, specifically including IC 22-9-1-10, and in keeping with the 
purposes of the federal Civil Rights Act of 1964, the Age Discrimination in Employment Act, and the 
Americans with Disabilities Act, the Contractor covenants that it shall not discriminate against any 
employee or applicant for employment relating to this Contract with respect to the hire, tenure, terms, 
conditions or privileges of employment or any matter directly or indirectly related to employment, 
because of the employee or applicant's: race, color, national origin, religion, sex, age, disability, 
ancestry, status as a veteran, or any other characteristic protected by federal, state, or local law 
("Protected Characteristics"). Furthermore, Contractor certifies compliance with applicable federal laws, 
regulations, and executive orders prohibiting discrimination based on the Protected Characteristics in the 
provision of services. 

31. Notices to Parties 
Whenever any notice, statement or other communication is to be sent to the State or to the Contractor, it 
shall be sent to the following addresses unless otherwise specifically advised: 

Notice to the Agency shaD be sent to: 

Bruce Lemmon, Commissioner 
Indiana Department of Correction 
302 W. Washington St., Room El34 
Indianapolis, Indiana 46204 
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Brian Arrowood, CbiefTechnology Officer 
Indiana Office of Technology 
100 N. Senate Avenue, Room N 551 
Indianapolis, Indiana 46204 

Notice to the Coutractor shall he seut to: 

Jeffrey B. Baidinger 
Public Communications Services-Iudiaua, LLC 
12021 Sunset Hills Road, Snite 100 
Reston, Virginia 20190 . 
EIN # - 27-2905378 

Paymeut to tbe Contractor shall be sent to: 
As required by IC 4-13-2-14.8, payments to the Contractor shall·be made via electronic funds transfer in 
accordance with instructions filed by Contractor with the Auditor of State. 

32. Order of Precedence 
Any inconsistency or ambiguity in this Contract shall be resolved by giving precedence in the following 
order: (I) lbis Contract, (2) attachments prepared by the State, (3) RFP 10-55, (4) Contractor's response 
to RFP 10-55, and (5) attachments prepared by the Contractor. In the event of any conflict between the 
terms and conditions of this Contract and the provisions of any of the other documents identified in items 
(2), (3), (4) or (5) of the inunediately preceding sentence, the terms and conditions of this Contract shall 
supersede and controL 

33. Ownersbip of Documents and Materials 
All documents, records, programs, data, film, tape, articles, memoranda, and other materials not 
developed or licensed by the Contractor prior to execution of this Contract, or that is not developed or 
licensed· pursuant to another contract or to Contractors ongoing efforts to add features and make 
improvements to its offerings, but specifically developed under this Contract shall be considered "work 
for hire" and the Contractor transfers any ownership claim to the State and all such materials will be the 
property of the State. Use of these materials, other than related to contract performance by the 
Contractor, without the prior written consent of the State, is prohibited. During the performance of this 
Contract, the Contractor shall be responsible for any loss of or damage to these materials developed for or 
supplied by the State and used to develop or assist in the services provided while the materials are in the 
possession of the Contractor. Any loss or damage thereto shall be restored at the Contractor's expense. 
The Contractor shall provide the State full, inunediate, and unrestricted access to the work product during 
the term of this Contract. 

34. Payments 
A. All payments shall be made in arrears in conformance with State fiscal policies and procedures 

and, as required by IC 4-13-2-14.8, by electronic funds transfer to the financial institution 
designated by the Contractor in writing unless a specific waiver has been obtained from the 
Auditor of State. No payments will be made in advance of receipt of the goods or services that are 
the subject of this Contract except as pennitted by IC 4-13-2-20. 

R If Contractor is being paid in advance for the maintenance of equipment and/or software, 
pursuant to IC 4-13-2-20(b)(l4), Contractor agrees that if it fails to perform the maintenance 
required under this Contract, upon receipt of written notice from the State, it shall promptly 
refund the consideration paid, pro-rated through the date of non-performance. 
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35. PenaitiesllnterestlAttomey's Fees 
The State will in good faith perfonn its required obligations hereunder and does not agree to pay any 
penalties, liquidated damages, interest, or attorney's fees, except as required by Indiana law, in part, IC 5-
17-5, IC 34-54-8, and IC 34-13-1. 

Notwithstanding the provisions contained in IC 5-17-5, the Parties stipulate and agree that any liability .. 
resulting from the State of Indiana's failure to make prompt payment shall be based solely on the amount 
of funding originating from the State of Indiana and shall not be based on funding from federal or other 
sources. 

36. Progress Reports 
The Contractor shall submit progress reports to the State upon request. The report shall be oral, unless the 
State, upon receipt of the oral report, should deem it necessary to have it in written fonn. The progress 
reports shall Serve the purpose of assuring the State that work is progressing in line with the schedule, and 
that completion can be reasonably assured on the scheduled date. 

37. Renewal Option 
This contract may be renewed under the same terms and conditions subject to the approval of the 
Commissioner of the Department of Administration and the State Budget Director in compliance with IC 
5-22-17-4. The term of the renewed contract may not be longer than the term of the original contract. 
Any provision for automatic renewal is void. 

38., Security and Privacy of Health Information 
The Contractor agrees to comply with all requirements of the Health Insurance Portability and 
Accountability Act of 1996 (HIP AA) in all activities related to this Contract, to maintain compliance 
throughout the life of this Contract, to operate any systems used to fulfill the requirements of this 
Contract in full compliance with HIPAA and to take no action which adversely affects the State's HIPAA 
compliance 

The parties acknowledge that the Department of Health and Human Services has issued the Final Rule, as 
amended from time to time, on the Standards for Privacy of Individually Identifiable Health Information, 
as required by HIPAA. To the extent required by the provisions ofHIPAA and regulations promulgated 
thereunder, the Contractor covenants that it will appropriately safeguard Protected Health information 
(PHI), as defined by the regulations, which is made available to or obtained by the Contractor in the 
course of its work under this Contract. The Contractor agrees to comply with applicable requirements of 
law relating to PHI with respect to any task or other activity it performs for the State as required by the 
final regulations. 

39. Severability 
The invalidity of any section, subsection, clause or provision of this Contract shall not affect the validity 
of the remaining sections, subsections, clauses or provision of this contract. 

40. Substantial Performance 
This contract shall be deemed to be substantially perfonned only when fully perfonned according to its 
terms and conditions and any modification thereof. 

41. Taxes 
The State of Indiana is exempt from state, many federal and local taxes. The State will not be responsible 
for any taxes levied on the Contractor as a result of this contract. 

12 



42. Termination for Convenience 
lbis contract may be tenninated, in whole or in part, by the State whenever, for any reason, the State 
determines that such tennination is in the best interest of the State. Termination of services shall be 
effected by delivery to the Contractor of a Tennination Notice at least thirty (30) days prior to the 
termination effective date, specifying the extent to which performance of services under such tennination 
becomes effective. The Contractor shall be compensated for services properly rendered prior to the 
effective date of tennination. The State will riot be liable for services perfonned after the effective date of 
tennination. The Contractor shall be compensated for services herein provided but in no case shall total 
payment made to Contractor exceed the original contract price or shall any price increase be allowed on 
individual line items if canceled only in part prior to the original tennination date. 

43. Termination for Default 
A. With the provision of thirty (30) days notice to the Contractor, the State may terminate this contract in 

whole or in part, provided Contractor lias not cured the deficiency during the notice period, if the 
'Contractor faDs to: 

I. Correct or cure any breach of this contract; 
2. Deliver the supplies or perfonn the services within the time specified in this contract or any 

extension; 
3. Make progress so as to endanger performance of this contract; or 
4. Perfonn any of the other provisions of this contract. 

B. If the State tenninates this contract in whole or in part, it may acquire, under the terms and in the 
rrianner the State considers appropriate, supplies or services similar to those tenninated, and the 
Contractor will be liable to the State for any excess costs for those supplies or services. However, the 
Contractor shall continue the work not terminated. 

C. The State shall pay the contract price for completed supplies delivered and services accepted. The 
Contractor and the State shall agree on the amount of payment for manufacturing materials delivered 
and accepted and for the protection and preservation of the property. Failure to agree will be a 
dispute 'under the Disputes clause. The State may withhold from these amounts any sum the State 
determines to be necessary to protect the State against loss because of outstanding liens or claims of 
fonner lien holders. 

D. The rights and remedies of the State in this clause are in addition to any other rights and remedies 
provided by law or under this contract. 

44. Travel. 
No expenses for travel will be reimbursed unless specifically permitted under the scope of the services or 
consideration provision. Expenditures made by the Contractor for travel will be reimbursed at the current 
rate paid by the State and in accordance with the State Travel Policies and Procedures as specified in the 
current Financial Management Circular. Out-of-State travel requests must be reviewed by the State for 
availability of funds and for appropriateness per Circular guidelines. (Financial management Circular 
(2003-1). 

45. Waiver of Rights 
No right conferred on either party under this contract shall be deemed waived and no breach of this 
contract excused, unless such waiver or excuse shall be in writing and signed by the party claimed to have 
waived such right. 
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46. Work Standards 
The Contractor agrees to execute its responsibilities by following and applying at all times the highest 
professional and technical guidelines and standards. If the State becomes dissatisfied with the work' 
product of or the working relationship with those individuals assigned to work' on this contract, the State 
may request in writing the replacement of any or all such individuals and Contractor shall grant such 
request to the extent pennitted by law. . 

47. State Boilerplate Affirmation Clause 

I swear or affirm under the penalties of petjury that I have not altered, modified or changed the State's 
Boilerplate contract clauses in any way except for the following clauses which are identified by name 
below: 

#5 Assignment 
#8 Changes in Work 
#9 Compliance with the Laws (Section G) 
# II Confidentiality of State information 
#12 Continuity of Services 
# 17 Employment Option 
#22 independent Contractor 
#24 Insurarice (AI., A2., B4., and 85.) 
#25 Key Persons . 
#33 Ownership of Documents and Materials 
#43 Termination for Default 
#46 Work Standards (last sentence) 

mE REMAINDER OF THIS PAGE INTENTIONALLY LEFT BLANK 
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NON-COLLUSION AND ACCEPTANCE 

The undersigned attests, subject to the penalties for petjury, that he/she is the Contractor, or that he/she is the 
properly authorized representative, agent, member or officer of the Contractor, that he/she has not, nor has 
any other member, employee, representative, agent or officer of the Contractor, directly or indirectly, to the 
best of hislher knowledge, entered into or offered to enter into any combination, collusion or agreement to 
receive or pay, and that he/she has not received or paid, any sum of money or other consideration for the 
execution of this Contract other !ban that which appears upon the face of this Contract. 

In Witness Whereof, Contractor and the State of Indiana have, through duly authorized representatives, 
entered into this agreement. The parties having read and understand the foregoing terms of the contract 
do by their respective signatures dated below hereby agree to the terms thereof. 

Public Communications Services-Indiana LLC 

By: Publi/7=~~~,ns !erviees, Inc. its sole member ~~ 

By: ~ y AttesJ,edBy:~_~ !1'l1fit.rr 
PrintedN~dH~r t¥1uJd;i .-
Title: ~\ 1i'ftyy? b ~ 
Date:--f~ 

Indiana Department of Correction: 

By:QL;D~ 
Bruce C. Lemmon, Commissioner 

Date: ,(a41 J-Ol \ 

Indiana Office ~f Teerology: 

By: L /I-JI 
Brian S. Arrowood, Chief Information Officer 

Date:, __ 5.-+I_2.-=(+-I--'.I_' ____ _ 

If an lOT signature is necessary but the 
signature block is left blank, a statement 
must be inserted that authority bas been 
delegated to this agency per a letter from 
lOT dated •••. 

Date:_~JJ..--'--'-_\-'----'\'--__ _ 

APPROVED as to Form and Legality: 
Office of the Attorney General 

~J.c, ~ (for) 
Gr~gory F. Zoeller, AmeyGeneral 

Date: L - 8 -\I 
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EXHIBIT A 

OF~ER.PUONERATES ANo·COJ\iJMlSSIONS 

Offender - Domestic Call $0.24 43.5% 
Offender - International Call $0.75 43.5% 
The above rates do not include any applicable federal, state or local surcharges, taxes or regulatory 
fees. 

• This Contract excludes all services other than those services that pertain to the provision of services 
in Indiana Department of Correction facilities, or the provision of offender phone services in Indiana 
Department of Correction facilities. Services excluded from this Contract include those for public 
payphoneS at all other State locations and services providlxl to other State agencies, unless such 
services are expressly required by local, state or federal law in connection with the services being 
provided to the Indiana Department of Correction. This Contract is not intended to create, nor 
should its terms be construed to create, an obligation of any other State agency other than the Indiana 
Department of Correction, the Indiana Department of Administration, or the Indiana Office of 
Technology. 

• This Contract excludes public payphones, and the optional Wi-Fi Services proposed by the 
Contractor. 

• This is a "no cOst" revenue generating contract for the State. The State will receive commissions on 
a monthly basis from the Contractor based on every completed inmate call for the previous month 
that is accepted by an end user and billed via a local exchange carrier or prepaid to the Contractor. 
These commissions shall reflect a percentage of revenue generated from every completed inmate call 
for the previous month (exclusive of taxes and tax related surcharges, credits, and any amounts the 
Contractor collects for, or pays to, third parties, including payments in support of statutory or 
regulatory programs mandated by governmental or quasi-governmental authorities, such as the 
Federal Universal Service Fee) that is accepted by an end user and billed via a local exchange carrier 
or prepaid to the Contractor. 

• To maximize the benefits of offender training for re-education and re-entry, the State has requested 
that offender labor will be used to maintain the offender telephones and any other equipment and 
infrastructure as specified by the State (except to the extent reasonably objected to by Contractor on 
the basis of concerns over system security and potential harm to Contactor property, including 
compromise of intellectual property). The State will remain solely responsible for any security 
matters relating to offender labor. The Contractor shall reimburse the State for the moc's cost in 
providing offender labor to maintain the telephone and any other equipment and infrastructure as 
specified by the State at a maximum rate of eighty five cents ($0.85) per labor hour. The Contractor 
wiIl train offenders in how to complete such repairs, and shall provide all necessary equipment and 
support. The training provided will be at a sufficient level to enable offenders to achieve 
professional telecommunications certifications such as SISI or RCDD. This provision of offender 
labor does not relieve Contractor of any obligation by Contractor to ensure that its systems and 
equipment are maintained, repaired, and upgraded as needed. 



EXHmITA 

• The number of site administrators to be provided by Contractor will be no less than ten (10). 

• The State agrees to allow the Contractor to reuse any currently installed hardware and infrastructure 
that is in good working condition, as long as the hardware and infrastructure to be re-used meets all 
the standards set forth in the RFP: Any hardware or infrastructure not meeting these standards shall 
be replaced or repaired. 

• The following individuals shall be the initial points of contact for their respective organizations with 
regard to the implementation of the Contractor's duties under the contract: 

• Andrew Merrill and Chris Moore for Contractor. 
• Amanda Copeland for the State. 

The individuals listed above are not key persons to the Contract and may be changed by at any time 
by agreement of the Parties. In the event any' individual listed in the preceding paragraph is no 
longer designated by his or her respective organization as a point of contact, this change in status 
shall be immediately communicated to the other party, and a new point of contact designated. 

• Contractor shall utilize at least one of its call centers located within the United States in providing 
the services under this Contract. 

• The cost, commissions, and rates set forth herein represents the result of the Contractor's original 
proposed cost, cOmmissions, and rates after being subjected to "Best and Final Offer" rounds of 
negotiation by the Indiana Department of Administration. The result of each round of negotiation is 
documented in the remaining pages of this Exhibit A. 

REMAINDER OF THIS PAGE INTENTIONALLY LEFT BLANK 
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EXHIBIT A 

Offender Calls 

Average 
Per 

Minute 
Rate~ 

Average 
Proposal 
Commlssl 

on - $ 

Target Price/Percentage Best and Final Offer 

PCS 

0.2917 $ 0.25 

0.35 43% 

BEST AND FINAL OFFER ROUND 1 
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EXHIBIT A 

OIfender Calls 

AveragePel' 
Minute Rate-

15 P1S 8aseJine 
.32.5 

~vetage ProposaJ 
Commission -

11 P1S Baserme 
H 

ClIrrent Pricel% PCS l§iet Pricel% PCS BAFO PiiCei% 

0.27 

40% 

BEST AND FINAL OFFER ROUND 2 
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DELEGATION OF SIGNATURE AUTHORITY 
BY COMMISSIONER OF 

INDIANA DEPARTMENT OF CORRECTION· 
FOR CONTRACTS NOT EXCEEDING 

ONE MILLION DOLLARS 

Pursuant to the authority conferred upon me by Indiana Code 11-8-2-5 to administer, according to law, 
the money or other property of the Department of Correction, and to delegate powers and duties conferred 
upon me as Commissioner of the Department of Correction to other employees of the department, Bruce 
C. Lemmon, hereby delegate signature authority to Amanda Copeland, Chief of Staff for the Indiana 
Department of Correction, to sign all contractual documents that obligate the Department of Correction 
up to a total amount of One Million Dollars ($1,000,000) for each contract. 

This authority shall apply irrespective of the title or designation of the document being signed and shall
apply to renewals and amendments of existing contracts. 

In conferring this authority, I request the Indiana Attorney General and all State agencies with reviewing 
authority over State contracts to honor this delegation of authority and to accordingly accept the signature 
of Amanda Copeland on Indiana Department of Correction contracts as having the same force and effect 
as my own. 

This delegation of authority shall remain in effect until revoked by me in writing, or until the time 
Amanda Copeland no longer is acting in capacity as Chief of Staff for the Indiana Department of 
Correction. 

If the amount of this delegation for each contract is, or becomes, in excess of any statutory limit, I 
delegate signature authority to Amanda Copeland to sign contracts up to that statutory limit as permitted 
bylaw. 

By my signature below, I hereby delegate to Amanda Copeland, the aforesaid signature authority on this 
16" Day of May, 2011. 

\) '" --'\~ ... --
Bruce C. Lemm~ Commissioner 
Indiana Department of Correction 



.. ~ .. 
. . 
. ; ... . " 

To: '. 
.;. , 

, 

Bill Pierce, IOT~ 
.. 

From: 

Nicholas Law, IDOC 

Date: 5/25/11 

Re: 

PCS Phone Contract 
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STATE OF INDIANA 

Request for Proposals 10-55 

INDIANA DEPARTMENT OF ADMINISTRATION 

On Behalf Of 

Indiana Department of Corrections 

Solicitation For: 

Offender Pay Telephone Service 

Response Due Date: July 14.2010 JURe JO, 2010 3:00 PM 
Eastern Time 

Teresa Deaton-Reese, Senior Account Manager 
Indiana Department of Administration 

Procurement Division 
402 W. Washington St., Room W478 
Indianapolis, Indiana 46204 



RFP 10-55 
SECTION ONE 

EXHIBIT _B~~ 
Page 2 of h/ 

GENERAL INFORMATION AND REQUESTED PRODUCTS/SERVICES 

1.1 INTRODUCTION 

In accordance with Indiana statute, including IC 5-22-9, the Indiana Department of 
Administration (IDOA), acting on behalf of the Indiana Office of Technology (lOT) and the 
Indiana Department of Correction (IOOC) requires Offender telephone services, with a state of 
the art call control system that includes call control and recording, full investigative capabilities, 
and billing. Public payphone services, public internet kiosks, and public pay per use Wi-Fi access 
are also required under this RFP. This includes all local and long distance calling, voice and data 
circuits, hardware, software, cabling, conduit, personnel, and other items and services necessary 
to provide a completely operational, fully functional, and reliable service. It is the intent of 
IOOA to solicit responses to this Request for Proposals (RFP) in accordance with the statement of 
work, proposal preparation section, and specifications contained in this document. This RFP is 
being posted to the IDOA website (http://www.in.gov/idoa/2465.htm) for downloading. A 
nominal fee will be charged for providing hard copies. Neither this RFP nor any response 
(proposal) submitted hereto are to be construed as a legal offer . 

. 1.2 DEFINITIONS AND ABBREVIATIONS 

Following are explanations of terms and abbreviations appearing throughout this RFP. Other 
special terms may be used in the RFP, but they are more localized and defined where they appear, 
rather than in the following list. 

Allowed Calls 

Call Control System 
(CCS) 

Call Detail Record 

Collect Call 

Collect only calls that an offender inside a correctional facility is allowed 
to place. These telephone numbers must have prior approval from the 
facility superintendent and must be keyed into the call control database 
prior to successful call connection. These calls may be 
monitored/recorded depending upon if they are to a confirmed attorney 
or elected official. 

A digital software based system that consists of, but is not limited to the 
following features: Programmable for system wide or individual 
telephone PIN allowing/disallowing. Offender telephone tum on/off by 
time/day, call timing, allowed/disallowed numbers, offender conference 
call detection, 3-way call detection, call forwarding detection and· 
preventions, on line call data information, clock synchronization with 
monitor/recording equipment, do not monitor or record block, designated 
scripting, voice overlays, etc. 

The record of the call indicating the originating telephone number, PIN, 
offender ID number associated to PIN, disconnect type/reason, number 
called, date, time, length of call, and any other "flags" (i.e. 3-way, 
confidential, hot number) pertaining to that call. 

A call in which the called party pays all the charges. 
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DNR 

IOOC 

Equivalent 

lAC 

IC 

IOOA 

Full Time Equivalent 
(FTE) 

Implementation 

IN DOT 

Installation 

lOT 

JDS 

Major System Failure 

Minor System Failure 

. EXHIBIT 13 
PagelofM 

Department of Natural Resources. Properties include state parks, and 
inns, reservoirs, fish and wildlife areas, and nature centers. 

The Indiana Department of Correction. 

Shall be taken in its general sense and shall not mean identical. These 
specifications are for the sole purpose of establishing the minimum 
requirements or level of quality, standards of performance and design 
required and are in no way intended to prohibit the bidding of any 
manufacture's item of equal material properties and performance. The 
State of Indiana shall be the sole judge of equivalence in its best interest, 
and the decision of the State as to the equivalence shall be final. 

The Indiana Administrative Code. 

The Indiana Code. 

The Indiana Department of Administration 

The State defines FTE as a measurement of an employee's 
productivity on a specific project or contract. An FTE of I would mean 
that there is one worker fully engaged on a project. If there are two 
employees each spending 112 of their working time on a project that 
would also equal I FTE. 

The successful implementation of the services specified within the scope 
of this RFP at the IOOC facilities and other locations specified in this 
RFP and the contract resulting from this RFP. 

Indiana Department of Transportation. Properties include rest areas, toll 
plazas, and weigh stations. 

The delivery and physical setup of products or services requested in this 
RFP. 

The Indiana Office of Technology. 

Juvenile Data System 

A major outage is any outage that causes a degradation of service to 
20% or more of the phones at any facility/location or within any 
individual bank of phones. This shall also include all hardware, 
software, and features of the call control system and automated operator 
scripting. Respondent will provide a response time offour(4) hours, 24 
hours a day, 7 days a week, 365 days a year for all major outages. 

A minor outage is any outage that affects less than 20% of the pay 
phones at any facility/location or within any individual bank of phones. 
This shall also include all hardware, software, and features of the call 
control system and automated operator scripting. Respondent will 
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MOS 

Offender telephone 

OIS 

Other Governmental 
Body 

OTS 

Products 

Proposal 

Public Telephones 

QOS 

Respondent 

SAVIN 

Services 

E;~~BV of ~r 
provide a response time of eight (8) hours, 24 hours a day, 7 days a 
week, 365 days a year for all minor outages. 

Mean Option Score. Provides a numerical indication of the perceived 
quality of received media after compression and/or transmission. 

Collect/prepay/debit only phones that are located in correctional facilities 
for offender use. These phones are equipped with a call control and 
recording system that allows moc to administer and monitor all calls 
made from the payPhones. 

Offender Information System. moc's computerized portion of the 
management information system designed to collect, store, process and 
disseminate data on offenders committed to the jurisdiction of the moc. 

An agency, a board, a branch, a bureau, a commission, a council, a 
department, an institution, an office, or another establishment of any of 
the following: 
(I) The judicial branch. 
(2) The legislative branch. 
(3) A political subdivision (includes towns, cities, local governments, 
etc.) 
(4) A state educational institution 

Offender Trust System. 

Tangible goods or manufactured items as specified in this RFP. 

An offer as defined in IC 5-22-2-17. 

Any public payphone located at any State of Indiana facility or property 
that is selected by the State for participation under this Contract. 

Quality of Service 

An offeror as defined in IC 5-22-2-18. The State will not consider a 
proposal responsive if two or more offerors submit ajoint or combined 
proposal. One entity or individual must be clearly identified as the 
Respondent who will be ultimately responsible for performance of the 
contract. 

Statewide automated victim information and notification, allows Indiana 
residents to receive real-time information and notification about the 
custody status of offenders in all 92 counties. Users can register to be 
notified about an offender's placement, release, transfer, or other change. 
There is no cost to use the service and users can access offender 
information by telephone or the Internet. 

Work to be performed as specified in this RFP. 
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State 

State Agency 

TTY 

Vendor/Contactor 

VOIP 

The State of indiana 

EXH I BIT ---=[3-r-T-' _ 
Page """,,-2_ of G I 

As defined in IC 4-13- I, "state agency" means an authority, board, 
branch, commission, committee, department, division, or other 
instrumentality of the executive, including the administrative, department 
of state government. 

Teletypewriter device. Also referred to as TOO Telephone Device for 
the Deaf. 

Any successful Respondent selected as a result of the procurement 
process to deliver the products or services requested by this RFP. 

Voice over internet protocol. 

1.3 PURPOSE OF THE RFP 

The purpose of this RFP is to select a vendor that can satisfy the State's need for offender phones, 
with call controls, investigative tools, cellular detection, and recording capabilities; public 
payphones, public internet kiosks, and public pay per use Wi-Fi access at designated facilities. 
This includes all hardware, software, cabling, conduit and other items necessary to provide a 
completely operationid and fully functional service. It is the intent ofIOT & lDOC to contract 
with a vendor that provides the highest quality of services specified within this RFP for lOT & 
lDOC. 

1.4 SUMMARY SCOPE OF WORK 

The State currently has contracts in place with Global Tel Link (GTL) and Securus. GTL 
provides the local and intraLA T A calling, and the call control and recording equipment. 
Securus provides the interstate and interLA T A calling. The State desires to retain the same 
offender calling features currently provided by these vendors, as well as making several 
enhancements to provide enhanced security and improved investigative capabilities along 
with high quality digital recordings of the recorded calls. 100C currently allows 
outbound, 0+ collect calls, prepaid, advanced connect, and prepaid debit calls. Offenders 
are allowed to call 20 established (personal) numbers. These numbers are reviewed and 
approved by lDOC before they are pennitted on the offender's allowed calling list. The 
call duration is typically limited to 15-30 minutes, and is detennined by the Superintendent 
at each facility. Legal (attorney) calls are separate from the list and are not limited in 
duration. The State also has several free numbers that may be called such as Crime 
Stoppers, The State Public Defenders Office, sexual victimization hotline, gang hotlines, 
and TIPS lines. 

The Current systems are a mixture oflegacy analog T-Netix (Combridge) equipment, 
which varies by facility. Smaller facilities are presently connected to larger facilities 
utilizing ring down or other data circuits. As a result of this RFP, all DOC facilities are 
required to have a call control & digital recording system either onsite or at an 
acceptable networked location that is accessible by the administrators, investigators, 
or authorized State staff from any workstation on the system or via a secure 
connection from any PC via the internet. All locations must he provided with 
contractor provided workstations that are capable of downloading call recordings 
and records for investigative purposes and for legal proceedings. This includes the 

5 



EXHIBIT f3 
Pag e CtJ -o-f ..:...:. ~~/.--

ability to print reports, access and listen to recordings and view and compare caD 
detail records, email CDR's and recordings, and burn CD's or OVO's of caD records 
aud recordings. 

The contract resulting from this RFP will also include any future IDOC facilities and/or 
facility expansions, other state properties such as INDOT rest areas, DNR locations, and 
other state locations as deemed necessary by the State and or Contractor during the term of 
the resulting contract and any subsequent renewals. 

Respondents should take notice tbat it is essential that the curreut quality and level of 
service tbat the State receives not decrease, and that the cost of services to the public aud 
offenders, and their frieuds and family members decrease. Said service should be made 
available at a fair and competitive cost .to aD users that make and or receive and pay for 
caDs from offender and public payphones located on State property. 

, 'is:RE'P!il! slibj~,to)IC'~ib23;.wIiidilisattacIied.as~riacfu:Dei!tiG •. ~,ttiiSRFP:· 
.warilt.a.m~,,!;O~uty/anill~tcorrectii:lDalirac.iJ~Il$'WiII'~~roh16i(eC1\fiu!D..sOJicf·' "ifo 
.. ' es.o,,;6tfi;s;thatexct!elisitlietermS:ofi e:eootrad'awarded; under tiiilfRFP 

1.5 RFP OUTLINE 

The outline of this RFP document is described below: 

~9D( 
, ' . . Dliseliptio~' 

, 
.. -. .-< - . '. . , .. 

Section I - General Information This section provides an overview of the RFP, 
and Requested Products or general time lines for the process, and a summary 
Services of the products/services being solicited by the 

Statel Agency via this RFP 

Section 2 - Proposal Preparation This section provides instructions on the format 
Instruction and content of the RFP including a Letter of 

Transmittal, Business Proposal, Technical 
Proposal, and a Cost Proposal 

Section 3 - Proposal Evaluation This section discusses the evaluation criteria to be 
Criteria used to evaluate respodents' proposals 

Attachment A MIWBE Participation Plan Form 

Attachment B Sample Contract 

Attachment C Indiana Economic Impact Form 

Attachment 0 Technical Specifications 

Attachment E Offender Population Statistical Report 

Attachment F IDOC Site listing, calling information, set counts, 
historical data by facility and public payphone 
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Indiana Code 5-22-23 

Call Cost Proposal & Commissions Worksheet 

moc Current Call Process Detail 

Question & Answer Submission Fonn 

Site Visit Schedule 

1.6 QUESTIONIINQUIRY PROCESS 

All questions/inquiries regarding this RFP must be submitted in writing by the deadline 
of 3:00 p_m_ Eastern Time on June II, 2010. Questionsllnquiries may be submitted via 
fax (317-232-7312) or email rfp@idoa.IN.gov and must be received by Procurement 
Division by the time and date indicated above. All Question must be submitted on 
AttacIunent J. 

Following the question/inquiry due date, Procurement Division personnel will compile a 
Jist of the questions/inquiries submitted by all Respondents. The responses will be posted 
to the IDOA website according to the RFP timetable established in Section 1.23. The 
question/inquiry and answer link will become active after responses to all questions have 
been compiled. Only answers posted on the IDOA website will be considered official 
and valid by the State. No Respondent shall rely upon, take any action, or make any 
decision based upon any verbal communication with any State employee. 

Inquiries are not to be directed to any staff member of lOT or IDOC. Such action may 
disqualifY Respondent from further consideration for a contract resulting from this RFP. 

If it becomes necessary to revise any part of this RFP, or if additional information is 
necessary for a clearer interpretation of provisions of this RFP prior to the due date for 
proposals, an addendum will be posted on the IDOA website. If such addenda issuance is 
necessary, the Procurement Division may extend the due date and time of proposals to 
accommodate such additional information requirements, if required. 

I. 7 DUE DATE FOR PROPOSALS 

All proposals must be received at the address below by the Procurement Division no later 
than 3:00 p.m. Eastern Time on July 14.2010 JIIHe 3Q, 2QIQ. Each Respondent must 
submit one original hard-copy (marked "Original") and one original CD-ROM 
(marked "Original") and seven (7) complete copies on CD-ROM of the proposal, 
including the Transmittal Letter and other related documentation as required in this RFP. 
The original CD-ROM will be considered the official response in evaluating responses 
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for scoring and protest resolution. The respondent's proposal response on this CD 
may be posted on the IDOA website, <http://www.in.gov/idoaJ2462.htm) if 
recommended for seleetion. Each copy of the proposal must follow the format indicated 
in Seetion Two of this document. Unnecessarily elaborate brochures or other 
presentations, beyond those necessary to present a complete and effective proposal, are 
not desired. All proposals must be addressed to: 

Teresa Deaton-Reese, CPPO, CPPB 
Indiana Department of Administration 

Procurement Division 
402 West Washington Street, Room W478 

Indianapolis, IN 46204 

If you hand-deliver solicitation responses: 
To facilitate weapons restrictions at Indiana Government Center North and Indiana 
Government Center South, as of July 21, 2008, the public must enter IGC buildings 
through a designated public entrance. The public entrance to Indiana Government 
Center South is located at 302 W. Washington St. (the eastern-most Washington St. 
entrance). This entrance will be equipped with metal detectors and screening devices 
monitored by Indiana State Police Capitol Police. 

Passing through the public entrance may take some time. Please be sure to take this 
information into consideration if your company plans to submit a solicitation response in 
person. 

If you ship or mail solicitation responses: United States Postal Express and Certified 
Mail are both delivered to the Government Center Central Mailroom, and not directly to 
the Procurement Division. It is the responsibility of the Respondent to make sure that 
solicitation responses are received by the Procurement Division at the Department of 
Administration's reception desk on or before the designated time and date. Late 
submissions will not be accepted. The Department of Administration, Procurement 
Division clock is the official time for all solicitation submissions. 

All proposal packages must be clearly marked with the RFP number, due date, and time 
due. Any proposal received by the Department of Administration, Procurement Division 
after the due date and time will not be considered. Any late proposals will be returned, 
unopened, to the Respondent upon request. All rejected proposals not claimed within 30 
days of the proposal due date will be destroyed. 

No more than one proposal per Respondent may be submitted. 

The State accepts no obligations for costs incurred by Respondents in anticipation of 
being awarded a contract. 

All proposals submitted to the State should be double-sided and printed on 30% 
post-consumer recycled content paper or tree-free paper. When possible, soy ink 
should be used. 

8 



1.8 PRE-PROPOSAL CONFERENCE 

EXHIBIT E 
Page q of iLL 

A pre-proposal conference will be held on Tuesday, June 8, 2010 at the Indiana 
Government Center, Conference Room 14 at 1 :30 PM Eastern Time. At this conference, 
potential respondents may ask questions about the RFP and the RFP process. 
Respondents are reminded that no answers issued verbally at the conference are binding 
on the State and any information provided at the conference, unless it is later issued in 
writing, also is not binding on the State. 

1.9 MODIFICA nON OR WITHDRAWAL OF OFFERS 

Modifications to responses to this RFP may only be made in the manner and format 
described in Section 1.6 and clearly identified as a modification. 

The Respondent's authorized representative may withdraw the proposal, in person, prior 
to the due date. Proper'documentation and identification will be required before the 
Procurement Division will release the withdrawn proposal. The authorized representative 
will be required to sign a receipt for the withdrawn proposal. 

Modification to, or withdrawal of, a proposal received by the Procurement Division after 
the exact hour and date specified for receipt of proposals will not be considered. 

1.10 PRICING 

Pricing on this RFP must be firm and remain open for a period of not less than 180 days 
from the proposal due date. 

Please refer to the Cost Proposal sub-section under Section 2 for a detailed discussion of 
the proposal pricing format and requirements. 

1.11 PROPOSAL CLARIFICATIONS AND DISCUSSIONS, AND CONTRACT 
DISCUSSIONS 

The State reserves the right to request clarifications on proposals submitted to the State. 
The State also reserves the right to conduct proposal discussions, either oral or written, 
with Respondents. These discussions could include request for additional information, 
request for cost or technical proposal revision, etc. Additionally, in conducting 
discussions, the State may use information derived from proposals submitted by 
competing respondents only if the identity of the respondent providing the information is 
not disclosed to others. The State will provide equivalent information to all respondents 
which have been chosen for discussions. Discussions, along with negotiations with 
responsible respondents may be conducted for any appropriate purpose. 
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The Procurement Division will schedule all discussions. Any infonnation gathered 
through oral discussions must be confinned in writing. 

A sample contract is provided in Attachment B.Any requested changes to the sample 
contract must be submitted with your response (See Section 2.3.5 for details). The State 
reserves the right to reject any of these requested changes. It is the State's expectation 
that any material elements of the contract will be substantially finalized prior to contract 
award. 

1.12 BEST AND FINAL OFFER 

The State may request best and final offers from those Respondents detennined by the 
State to be reasonably viable for contract award. However, the State reserves the right to 
award a contract on the basis of initial proposals received. Therefore, each proposal 
should contain the Respondent's best terms from a price and technical standpoint. 

Following evaluation of the best and final offers, the State may select for final contract 
negotiations/execution the offers that are most advantageous to the State, considering cost 
and the evaluation criteria in this RFP. 

1.13 REFERENCE SITE VISITS 

The State may request a site visit to a Respondent's working support center to aid in the 
evaluation of the Respondent's proposal. Site visits, if required will be discussed in the 
technical proposal. 

1.14 TYPE AND TERM OF CONTRACT 

The State intends to sign a contract with one or more Respondent(s) to fulfill the requirements in 
this RFP. 

The initial term of the contract shall be for a period of (4) four years from the date of contract 
execution. There may be two (2) two (2) year renewals for a total of up to four (4) years at the 
State's option. Total possible contract term including all extensions is eight (8) years. 

1.15 CONFIDENTIAL INFORMATION 

Respondents are advised that materials contained in proposals are subject to the Access to 
Public Records Act (APRA), IC 5-14-3 el seq., and, after the contract award, the entire 
RFP file may be viewed and copied by any member of the public, including news 
agencies and competitors. Respondents claiming a statutory exception to the APRA must 
place all confidential documents (including the requisite number of copies) in a sealed 
envelope clearly marked "Confidential" and must indicate in the Transmittal Letter and 
on the outside of that envelope that confidential materials are included. The Respondent 
must also specify which statutory exception of APRA that applies. The State reserves the 
right to make detenninations of confidentiality. If the Respondent does not identify the 
statutory exception, the Procurement Division will not consider the submission 
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confidential. If the State does not agree that the information designated is confidential 
under one of the disclosure exceptions to APRA, it may seek the opinion of the Public 
Access Counselor. Prices are not confidential information. 
1.16 TAXES 

Proposals should not include any tax from which the State is exempt. 

1.17 PROCUREMENT DIVISION REGISTRATION 

In order to receive an award, you must be registered as a bidder with the Department of 
Administration, Procurement Division. Therefore, to ensure there is no delay in the 
award all Respondents are strongly encouraged to register prior to submission of their 
response. Respondents should go to www.in.gov/idoal2464.htrn . 

I .18 SECRETARY OF STATE REGISTRATION 

If awarded the contract, the Respondent will be required to register, and be in good 
standing, with the Secretary of State. The registration requirement is applicable to all 
limited liability partnerships, limited partnerships, corporations, S-corporations, nonprofit 

. corporations and limited liability companies. Information concerning registration with 
the Secretary of State may be obtained by contacting: 

Secretary of State of Indiana 
Corporation Division 

402 West Washington Street, EOl8 
Indianapolis, IN 46204 

(317) 232-6576 
www.in.gov/sos 

1.19 COMPLIANCE CERTIFICATION 

Responses to this RFP serve as a representation that it has no current or outstanding 
criminal, civil, or enforcement actions initiated by the State, and it agrees that it will 
immediately notify the State of any such actions. The Respondent also certifies that 
neither it nor its principals are presently in arrears in payment of its taxes, permit fees or 
other statutory, regulatory or judicially required payments to the State. The Respondent 
agrees that the State may confirm, at any time, that no such liabilities exist, and, if such 
liabilities are discovered, that State may bar the Respondent from contracting with the 
State, cancel existing contracts, withhold payments to setoff such obligations, and 
withhold further payments or purchases until the entity is current in its payments on its 
liability to the State and has submitted proof of such payment to the State. 

1.20 EQUAL OPPORTUNITY COMMITMENT 

Pursuant to IC 4-13-16.5 and in accordance with 25 lAC 5, it has been determined that 
there is a reasonable expectation of minority and woman business enterprises 
subcontracting opportunities on a contract awarded under this RFP. Therefore a contract 
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goal of 8% for Minority Business Enterprises and 8% for Woman Business Enterprises 
have been established and all respondents will be expected to comply with the regulation 
set forth in 25 lAC 5. 

Failure to meet these requirements will affect the evaluation of your proposal. 

1.21 MINORITY & WOMEN'S BUSINESS ENTERPRISES RFP 
SUBCONTRACTOR COMMITTMENT 

In accordance with 25 lAC 5-5, the respondent is expected to submit with its proposal a 
MWBE Subcontractor Commitment Form. The Form must show that there are, 
participating in the proposed contract, Minority Business Enterprises (MBE) and Women 
Business Enterprises (WBE) listed in the Minority and Women's Business Enterprises 
Division (MWBED) directory of certified firms located at 
http://www.in.gov/idoaJ2352.htm. lfparticipation is met through use of vendors who 
supply products and/or services directly to the Respondent, the Respondent must provide 
a description of products and/or services provided that are directly related to this proposal 
and the cost of direct supplies for this proposal. Respondents must complete the 
Subcontractor Commitment Form in its entirety. 

Failure to meet these goals will affect the evaluation of your Proposal. The Department 
reserves the right to verifY all information included on the MWBE Subcontractor 
Commitment Form. 

Respondents are encouraged to contact and work with MWBED at 317-232-3061 to 
design a subcontractor commitment to meet established goals as referenced in this 
solicitation. 

Prime Contractors must ensure tbat tbe proposed subcontractors meet tbe 
following criteria: 

• Must be listed on the IDOA Directory of Certified Firms 
• Each firm may only serve as once classification - MBE or WBE 
• A Prime Contractor who is an MBE or WBE must meet subcontractor goals 

by using other listed certified firms. Certified Prime Contractors cannot count 
their own workforce or companies to meet this requirement. 

• Must serve a commercially useful function. The firm must serve a value
added purpose on the engagement. 

• Must provide goods or service only in the industry area for which it is 
certified as listed in the directory at http://www.in.gov/idoaJ2352.htm 

• Must be used to provide the goods or services specific to the contract 
• National Corporate Diversity Plans are generally not acceptable 

MINORITY & WOMEN'S BUSINESS ENTERPRISES RFP SUBCONTRACTOR 
LETTER OF COMMITMENT 
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A signed letter(s), on company letterhead, from the MBE and/or WBE must accompany 
the MWBE Subcontractor Commitment Form. Each letter shall state and will serve as 
aCknowledgement from the MBE and/or WBE of its subcontract amount, a description of 
products and/or services to be provided on this project and approximate date the 
subcontractor will perform work on this contract. The State will deny evaluation points if 
the letter(s) is not attached, not on company letterhead, not signed and/or does not 
reference and match the subcontract amount and the anticipated period that the 
Subcontractor will perform work for this solicitation. 

By submission of the Proposal, the Respondent acknowledges and agrees to be bound by 
the regulatory processes involving the State's MlWBE Program. Questions involving the 
regulations governing the MWBE Subcontractor Commitment Form should be directed 
to: Minority and Women's Business Enterprises Division at (317) 232-3061 or 
mwbe@idoa.in.gov. 

1.22 AMERICANS WITH DISABILITIES ACT 

The Respondent specifically agrees to comply with the provisions of the Americans with 
Disabilities Act of 1990 (42 U.S.C. 12101 el seq. and 47 U.S.c. 225). 

1:23 SUMMARY OF MILESTONES 

The following timeline is only an illustration of the RFP process. The dates associated 
with each step are not to be considered binding. Due to the unpredictable nature of the 
evaluation period, these dates are commonly subject to change. At the conclusion of the 
evaluation process, all Respondents will be informed of the evaluation team's findings. 

Key RFP Dates: 
, , - , -- - -~-.. ~ - -, Actiyiiyi C 

, " D8te:, , . 
, ,- - , 

IssueofRFP 4128/2010 

Deadline to Submit Written Questions 611112010 

Pre-Proposal Conference 
6/812020 

Response to Written QuestionslRFP 
Amendments 611712010 

Submission of Proposals 
7114/2010 6!;9h!9Hl 
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The dDtes for the foUowing adivities are target dDtes only. These activities may be 
completed earlier or later than the date shown. 

Proposal Evaluation 7·1·2010 

Proposal Discussions/Clarifications (if 
necessary) TBD 

Oral Presentations (if necessary) TBD 

Best and Final Offers (if necessary) TBD 

Contract A ward 9-1-2010 

SECTION TWO 
PROPOSAL PREPARATION INSTRUCTIONS 

2.1 GENERAL 

To facilitate the timely evaluation of proposals, a standard fonnat for proposal 
submission has been developed and is described in this section. All Respondents are 
required to fonnat their proposals in a manner consistent with the guidelines described 
below: 
• Each item must be addressed in the Respondent's proposal. 
• The Transmittal Letter must be in the fonn of a letter. The business and technical 

proposals must be organized under the specific section titles as listed below. 

2.2 TRANSMITTAL LETTER 

The Transmittal Letter must address the following topics except those specifically 
identified as "optional." 

2.2.1 Agreement with Requirement in listed in Section I 

The Respondent must explicitly acknowledge understanding of the general 
infonnation presented in Section I and agreement with any 
requirements/conditions listed in Section I. 

2.2.2 Summary of Ability and Desire to Supply the Required Products or 
Services 

The Transmittal Letter must briefly summarize the Respondent's ability to 
supply the requested products and/or services that meet the requirements 
defined in Section 2.4 of this RFP. The letter must also contain a statement 
indicating the Respondent's willingness to provide the requested products 
and/or services subject to the tenns and conditions set forth in the RFP 
including, but not limited to, the State's mandatory contract clauses. 
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2.2.3 Signature of Authorized Representative 

A person authorized to commit the Respondent to its representations and 
who can certify that the information offered in the proposal meets all 
general conditions including the information requested in Section 2.3.4, 
must sign the Transmittal Letter. In the Transmittal Letter, please 
indieate the principal contact for the proposal along with an address, 
telephone and fax number as well as an e-mail address, if that contact 
is different than the individual authorized for signature. 

2.2.4 Respondent Notifieation 

Unless otherwise indicated in the Transmittal Letter, Respondents will be 
notified via e-mail. 

It is the Respondent's obligation to notify the Procurement Division of any 
changes in any address that may have occurred since the origination of this 
solicitation. The Procurement Division will not be held responsible for 
incorrect vendor/contractor addresses. 

2.3 BUSINESS PROPOSAL 

The Business Proposal must address the following topics except those specifically 
identified as "optional." 

2.3.1 General (optional) 

This section of the business proposal may be used to introduce or 
summarize any information the Respondent deems relevant or important 
to the State's successful acquisition of the products and/or services 
requested in this RFP. 

2.3.2 Respondent's Company Structure 

The legal form of the Respondent's business organization, the state in 
which formed (accompanied by a certificate of authority), the types of 
business ventures in which the organization is involved, and a chart of the 
organization are to be included in this section. If the organization includes 
more than one product division, the division responsible for the 
development and marketing of the requested products and/or services in 
the United States must be described in more detail than other components 
of the organization. 

2.3.3 Company Financial Information 
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This section must include the Respondent's financial statement, including 
an income statement and balance sheet, for each of the two most recently 
completed fiscal years. The financial statements must demonstrate the . 
Respondent's financial stability. If the financial statements being 
provided by the Respondent are those of a parent or holding company, 
additional financial information should be provided for the 
entity/organization directly responding to this RFP. 

2.3.4 Integrity of Company Structure and Financial Reporting 

This section must include a statement indicating that the CEO and/or CFO 
has taken personal responsibility for the thoroughness and correctness of 
any/all financial information supplied with this proposal. The particular 
areas of interest to the State in considering corporate responsibility include 
the following itemS: separation of audit functions from corporate boards 
and board members, if any, the manner in which the organization assures 
board integrity, and the separation of audit functions and consulting 
services. The State will consider the information offered in this section to 
determine the responsibility of the Respondent under IC 5-22-16-I(d). 

The Sarbanes Oxley Act of 2002, H.R. 3763, is NOT directly applicable to 
this procurement; however, its goals and objectives may be used as a 
guide in the determination of corporate responsibility for financial reports. 

2.3.5 Contract Terms/Clauses 

A sample contract that the state expects to execute with the successful 
Respondent(s) is provided in Attachment B. This contract contains both 
mandatory and non-mandatory clauses. Mandatory clauses are listed 
below and are non-negotiable. Other clauses are highly desirable. It is the 
State's expectation that the final contract will be substantially similar to 
the sample contract provided in Attachment B. 

In your Transmittal Letter please indicate acceptance of these mandatory 
contract terms (see section 2.2.2). In this section please review the rest of 
the contract and indicate your acceptance of the non-mandatory contract 
clauses. If a non-mandatory clause is not acceptable as worded, suggest 
specific alternative wording to address issues raised by the specific clause. 
If you require additional contract terms please include them in this section. 
To reiterate it's the State's strong desire to not deviate from the contract 
provided in the attachment and as such the State reserves the right to reject 
any and all of these requested changes. 

The mandatory contract terms are as follows: 
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• Duties of Contractor, Rate of Pay, and Term of Contract 
• Compliance with Laws 
• Drug-free Workplace Provision and Certification 
• Funding Cancellation 
• Indemnification 
• Governing Laws 
• Non-discrimination clause 
• Payments 
• PenaltieslInterestlAttomey's Fees 
• Non-collusion and Acceptance 
• Information Technology *Only mandatory when contract 

is for IT products or services 

Any or all portions of this RFP and any or all portions of the Respondents 
response may be incorporated as part of the final contract 

2.3.6 References 

of~ / 

The Respondent must include a list of at least four (4) clients for whom 
the Respondent has provided products and/or services that are the same or 
similar to those products and/or services requested in this RFP. Any state 
government for whom the respondent has provided these products 
and services must be included; also to be included are customers with 
locations in or near Indianapolis, as site visits may be requested 
Information provided should include the name, address, email address, and 
telephone number of the client facility and the name, title, and phone/fax . 
numbers of a person who may be contacted for further information. 

2.3.7 Registration to do Business 

Secretary of State 

If awarded the contract, the Respondent will be required to be registered, 
and be in good standing, with the Secretary of State. The registration 
requirement is applicable to all limited liability partnerships, limited 
partnerships, corporations, S-corporations, nonprofit corporations and 
limited liability companies. The Respondent must indicate the status of 
registration, if applicable, in this section of the proposal. 

Department of Administration, Procurement Division 

Additionally, respondents must be registered with the IDOA. This can be 
accomplished on-line at http://www.in.gov/idoa/2464.htm . 
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The IDOA Procurement Division maintains two databases of vendor 
information. The Bidder registration database is set up for vendors to 
register if you are interested in selling a product or service to the State of 
Indiana. Respondents may register on-line at no cost to become a Bidder 
with the State of Indiana. To complete the on-line Bidder registration, go 
to http://www.in.gov/idoal2464.htm. The Bidder registration offers email 
notification of upcoming solicitation opportunities, corresponding to the 
Bidder's area(s) of interest, selected during the registration process. 
Respondents do need to be registered to bid on and receive email 
notifications. Completion of the Bidder registration will result in your 
name being added to the Bidder's Database, for email notification. The 
Bidder registration requires some general business information, an 
indication of the types of goods and services you can offer the State of 
Indiana, and locations(s) within the state that you can supply or service. 
There is no fee to be placed in Procurement Division's Bidder Database. 
To receive an award, you must be registered as a bidder. 

Problems or questions concerning the registration process or the 
registration form can be e-mailed to Arney Redding, Vendor Registration 
Coordinator, aredding@idoa.in.gov, or you may reach her by phone 
at (317) 234-3542. 

2.3.8 Authorizing Document 

Respondent personnel signing the Transmittal Letter of the proposal must 
be legally authorized by the organization to commit the organization 
contractually. This section shall contain proof of such authority. A copy of 
corporate bylaws or a corporate resolution adopted by the board of 
directors indicating this authority will fulfill this requirement. 

2.3.9 Subcontractors 

The Respondent is responsible for the performance of any obligations that 
may result from this RFP, and shall not be relieved by the non
performance of any subcontractor. Any Respondent's proposal must 
identifY all subcontractors and describe the contractual relationship 
between the Respondent and each subcontractor. Either a copy of the 
executed subcontract or a letter of agreement over the official signature of 
the firms involved must accompany each proposal. 

Any subcontracts entered into by the Respondent must be in compliance 
with all State statutes, and will be subject to the provisions thereof. For 
each portion of the proposed products or services to be provided by a 
subcontractor, the technical proposal must include the identification of the 
functions to be provided by the subcontractor and the subcontractor's 
related qualifications and experience. 
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The combined qualifications and experience of the Respondent and any or 
all subcontractors will be considered in the State's evaluation. The 
Respondent must furnish information to the State as to the amount of the 
subcontract, the qualifications of the subcontractor for guaranteeing 
performance, and any other data that may be required by the State. All 
subcontracts held by the Respondent must be made available upon request 
for inspection and examination by appropriate State officials, and such 
relationships must meet with the approval of the State. 

The Respondent must list any subcontractor's name, address and the state 
in which formed that are proposed to be used in providing the required 
products or services. The subcontractor's responsibilities under the 
proposal, anticipated dollar amount for subcontract, the subcontractor's 
form of organization, and an indication from the subcontractor of a 
willingness to carry out these responsibilities are to be included for each 
subcontractor. This assurance in no way relieves the Respondent of any 
responsibilities in responding to this RFP or in completing the 
commitments documented in the proposal. The Respondent must indicate 
which, if any, subcontractors qualitY as a Minority or Women Owned 
Business under IC 4-13-16.5-1. See Section 1.21 and Attachment A for 
Minority and Women Business information. 

2.3.10 Extension of Pricing to Other Governmental Bodies 

Please indicate your willingness to extend the pricing provided to the State 
in your RFP response, to Other Governmental Bodies (Note: this is a 
requirement). Each Respondent is also asked to address this in your 
Business Proposal. 

2.4 TECHNICAL PROPOSAL 

The Technical Proposal must be divided into the sections as described in Attachment D. 
Every point made in each section must be addressed in the order given. The same outline 
numbers must be used in the response. RFP language should not be repeated within the 
response. Where appropriate, supporting documentation may be referenced by a page and 
paragraph number. However, when this is done, the body of the technical proposal must 
contain a meaningful summary of the referenced material. The referenced document must 
be included as an appendix to the technical proposal with referenced sections clearly 
marked. If there are multiple references or multiple documents, these must be listed and 
organized for ease of use by the State 

2.5 COST PROPOSAL 

CALL RATES & COMMISSION PROPOSAL 

The State requires the call rates and commissions associated with this RFP be a firm 
commission that must remain open and in effect for a period of not less than 180 days 
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from the proposal due date as well as any extensions agreed to in the course of contract 
negotiations. 

Commissions associated with this RFP are to be paid on gross revenue. 

It is essential that the current levels of service remain the same or improve, and the 
costs of services to public and offender users and their friends and family members 
decrease. Said service should be made available at a fair and competitive rate to aU 
users, including the general public, offenders, their family members, and friends 
who make and or receive calls from offender phones, and payphones located on 
State property. 

For purposes of evaluation, a baseline will be used based on previous contract history. 
The baseline that will be used here is based on an approximation of the historical average 
rate. 

The baseline figures that should be used are 32.5 cents per minute rate for Offender Calls . . 
with the Commission Rate of35%. 

Public Payphone Local Coin Call rate cannot be greater than .50 cents per call. 

Public Payphone Commission is 18%. 

Pricing to be submitted on Attachment H. 

See Addendum 4 for additional detail. 

2.6 INDIANA ECONOMIC IMPACT 

All companies desiring to do business with state agencies must complete an "Indiana 
Economic Impact" form (Attachment C). The collection and recognition of the 
information collected with the Indiana Economic Impact form places a strong emphasis 
on the economic impact a project will have on Indiana and its residents regardless of 
where a business is located. The collection of this information does not restrict any 
company or firm from doing business with the state. 

2.7 BUY INDIANA INITIATIVEIINDIANA COMPANY 

It is the Respondent's responsibility to confirm its Buy Indiana status for this portion of 
the process. If a Respondent has previously registered its business with IDOA, go to 
http://www.in.gov/idoal2464.htrnandclickonthelinktoupdatethisregistration.Click 
the tab titled Buy Indiana. Select the appropriate category for your business. 
Respondents may only select one category. Certify this selection by clicking the check 
box next to the certification paragraph. Once this is complete, save your selection and 
exit your account. 
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Respondents that have not previously registered with IDOA must go to 
http://www.in.gov/idoa/2464.htm and click on the link to register. During the registration 
process, follow the steps outlined in the paragraph above to certifY your business' status. 
The registration process should be complete at the time of proposal submission. 

Derming an Indiana Business: 

"Indiana business" refers to any of the following: 
(I) A business whose principal place of business is located in Indiana. 
(2) A business that pays a majority of its payroll (in dollar volume) to 

residents ofIndiana. 
(3) A business that employs Indiana residents as a majority of its 

employees. 

Respondents claiming this status must indicate which of the provisions above qualifies 
them as an Indiana business. They must also fully complete the Indiana Economic 
Impact Form (Attachment C) and include it with their response. 

The following is the policy concerning items 4 & 5 described below. Appropriate 
documentation must be provided with your proposal response supporting either claim 
made below: 

(4) A business that makes significant capital investments in Indiana. 
(5) A business that has a substantial positive economic impact on 

Indiana. 

Substantial Capital Investment: 
Any company that can demonstrate a minimum capital investment of$5 million or more 
in plant and/or equipment or annual lease payments of $2.5 million or more shall qualifY 
as an Indiana business under category #4. If an out of state company does not meet one 
of these criteria, it can submit documentation/justification to the State for review for 
inclusion under this category. 

Substantial Indiana Economic Impact: 
Any company that is in the top 500 companies (adjusted) for one of the following 
categories: number of employees (DWD), unemployment taxes (DWD), payroll 
withholding taxes (DOR), or Corporate Income Taxes (DOR); it shall qualifY as an 
Indiana business under category #5. If a Respondent needs assistance in determining if 
its business qualifies under this criterion, please send an email inquiry to 
buyindianainvest@idoa.in.gov and you will receive a response within forty-eight (48) 
hours. If an out of state company does not meet one of these criteria, it can submit 
documentation/justification to the State for review for inclusion under this category. 
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The State has selected a group of personnel to act as a proposal evaluation team. 
Subgroups of this team, consisting of one or more team members, will be responsible for 
evaluating proposals with regard to compliance with RFP requirements. All evaluation 
personnel will use the evaluation criteria stated in Section 3.2. The Commissioner of 
!DOA or his designee will, in the exercise of his sole discretion, determine which 
proposals offer the best means of servicing the interests of the State. The exercise of this 
discretion will be final. 

The procedure for evaluating the proposals against the evaluation criteria will be lis 
follows: 

3.1.1 Each proposal will be evaluated for adherence to requirements on a 
pass/fail basis. Proposals that are incomplete or otherwise do not conform 
to proposal submission requirements may be eliminated from 
consideration. 

3.1.2 Each proposal will be evaluated on the basis of the categories included in 
Section 3.2. A point score has been established for each category. 

3.1.3 If technical proposals are close to equal, greater weight may be given to 
price. 

3.1.4 Based on the results of this evaluation, the qualifYing proposal determined 
to be the most advantageous to the State, taking into account all of the 
evaluation factors, may be selected by 100A, lOT & 100C for further 
action, such as contract negotiations. If, however, 100A, lOT & 100C 
decide that no proposal is sufficiently advantageous to the State, the State 
may take whatever further action is deemed necessary to fulfill its needs. 
If, for any reason, a proposal is selected and it is not possible to 
consummate a contract with the Respondent, 100A may begin contract 
negotiations with the next qualified Respondent or determine that no such 
alternate proposal exists. 

3.2 EV ALUA nON CRITERIA 

Proposals will be evaluated based upon the proven ability of the Respondent to satisfy the 
requirements of the RFP in a cost-effective manner. Each of the evaluation criteria 
categories is described below with a brief explanation of the basis for evaluation in that 
category. The points associated with each category are indicated following the category 
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name (total maximum points = lOS). Negative points may be assigned in the cost score. 
Additionally, there is an opportunity for a bonus of five points if certain criteria are met. 
For further information, please reference Section 3.2.3 below. If anyone or more of the 
listed criteria on which the responses to this RFP will be evaluated are found to be 
inconsistent or incompatible with applicable federal laws, regulations or policies, the 
specific criterion or criteria will be disregarded and the responses will be evaluated and 
scored without taking into account such criterion or criteria. 

Summary of Evaluation Criteria: 

Criteria Points 

I. Adherence to Mandatory Requirements PassIFail 

2. Management Assessment/Quality (Business and 
Technical Proposal) 25 points 

-30 to +30 available points 
Offender Calls 
15 Pts for Cost Per 
Minute/Offender Calls 
11 Pts for Commission 
Public Pambone Rates 
3 Pts for Local Coin CaD 
1 pt for Commission 
(5 bonus I!oints are available 

3. Cost (Cost Proposal) This will be divided into if certain criteria is met on 
two parts. Cost and Commission with the points tbe cost I!ortion of tbe 
added together for a final score. Offender Calls} 

4. Indiana Economic Impact 15 

5. Buy Indiana 10 

6. Minority (10) and Women Business (10) 
Subcontractor Commitment 20 

Total 100 (105 if bonus awarded) 

Different per minute rate options can be proposed, however for evaluation purposes all 
per minute and commission rates will be added together and the average used for the 
purpose of scoring. For Example: 

Rate Worksheet for Offender Calls 
Per Minute Rate Proposed Commission 
.25 40% 
.15 25% 
.\0 15% 
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Your average cost per minute would be .17 cents per minute and your average 
Commission would be 26%. 

The State is requesting pricing for International Offender Rates although this will be 
taken into consideration it will not be used in the cost scoring evaluation. 

The Offender Pay Phones and the Public Payphone rate will be evaluated on the point 
score listed above and for final evaluation review and cost score, all points will be added 
together as follows: 

Offender Calls per minute rate (15 pts) 
+ 
Commission on Offender Calls (II pts) 
+ 
Public Payphone Local Coin Call rate (3 pts) (Respondents cannot propose more than a 
.50 cents call rate) 
+ 
Public Payphone Commission (I pt) 
= 

TOTAL COST SCORE 

All pricing to be submitted on Attachment H. 

All proposals will be evaluated using the following approach. 

In this step proposals will be evaluated only against Criteria I to ensure that they adhere 
to Mandatory Requirements. Any proposals not meeting the Mandatory Requirements 
will be disqualified. 

The proposals that meet the Mandatory Requirements will then be scored based on 
Criteria 2 and 3 ONLY. This scoring will have a maximum possible score of 55 points 
with a potential of 5 bonus points if certain criteria are met. All proposals will be ranked 
on the basis of their combined scores for Criteria 2 and 3 ONLY. This ranking will be 
used to create a "short list". Any proposal not making the "short list" will not be 
considered for any further evaluation. 

Step 2 may include one or more rounds of proposal discussions focused on cost and other 
proposal elements. 
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The short-listed proposals will then be evaluated based on all the entire evaluation criteria 
outlined in the table above. 

If the State conducts additional rounds of discussions and a BAFO round which lead to 
changes in either the technical or cost proposal for the short listed Respondents, their 
scores will be recomputed. 

The section below describes the different evaluation criteria. 

3.2.1 Adherence to Requirements - Pass/Fail 
Respondents passing this category move to Phase 2 and proposal is 
evaluated for Management Assessment/Quality and Price. 

The following 2 categories caD Dot exceed 55 points. 

3.2.2 Management Assessment/Quality - 25 points 

3.2.3 Price - 30 points available 

Price will be measured against the State's baseline cost for this scope of 
work. The cost that the State is currently paying or its best estimate will 
constitute the baseline cost. Cost scoring points will be assigned as 
follows: 

• Respondents who meet the State's current baseline cost will 
receive zero (0) cost points. 

• Respondents who propose a decrease to the State's current costs 
will receive positive points at the same rate as bid increasing cost. 

• Respondents who propose an increase to the State's current cost 
will receive negative points at the same rate as bid lowering cost. 

• Respondents who propose a 10% decrease to the State's current 
baseline cost will receive all of the available cost points. 

• If multiple Respondents decrease costs below 10% of the current 
baseline, an additional 5 points will be added to the Respondent 
proposing the lowest cost to the State. 

3.2.4 Indiana Economic Impact (15 points) 

See Section 2.6 for additional information. 

The total number of full time equivalent (FTE - please see Section 1.2 for 
a definition ofFTE's) Indiana resident employees for the Respondent's 
proposal (prime contractor and subcontractors) will be used to evaluate the 
Respondent's Indiana Economic Impact. Points will be awarded based on 
a graduated scale. The Respondent with the most Indiana FTEs will be 
awarded IS points. Points will then be awarded to the remaining 
Respondents proportionately. 
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3.2.5 Buy Indiana Initiative - 10 points 

Respondents qualifying as an Indiana Company as defined in Section 2.7 
will receive 10 points in this category. 

3.2.6 Minority (10 points) & Women's Business (10 points) Subcontractor 
Commitment - (20 points). 

The following formula will be used to determine points to be awarded: 

The commitment factor for each proposal will be calculated by 
multiplying the commitment percentage by one hundred. The RFP score 
ration will be determined by dividing the maximum allowable points by 
the highest commitment factor. The proposal with the highest 
commitment factor will be given the maximum allowable points. The 
points awarded to the other proposals will be calculated by multiplying the 
score ratio by the proposed commitment factor. 

Commitment percentage • 100 = commitment factor 
Maximum allowable pointslhigbest commitment factor = score ratio 
Commitment factor • score ratio = points awarded . 

The Commissioner ofiDOA or his designee will, in the exercise of his sole discretion, 
determine which proposal(s) offer the best means of servicing the interests of the State. 
The exercise of this discretion will be final. 

26 



\-. 

EXHIBIT B 
P age 2;L-o""':-{ -rCJ""7('--· -

RFP 10-55 
Attachment D 

TECHNICAL SPECmCATIONS FOR THE 
PROCUREMENT OF OFFENDER PA VPHONES AND CALL CONTROL 
EQUIPMENT, PUBLIC PAVPHONES, AND PUBLIC WI-FI INTERNET SERVICE. 

1.0 TECHNICAL PROPOSAL FORMAT - MANDATORY 

Technical Proposals submitted in response to this RFP must confonn 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. I of200, 2 of 200, etc. 

In accordance with IC 5-22-23(b)( I), 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 MANDA TORY requires that the Respondent 
provide both a written response and a statement that they can provide the service, feature or 
infomiation 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 infonnation 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 confonn to lOT, NEC, 
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Bicsi, and all other national, state, and local regulations relating to fire stopping, 
electrical and telecommunications standards. The lOT telecomm inspector will 
inspect all installations. Any installation that does not meet the minimum 
~dards will be remedied ":ithin 30 days after notification by the stab:. 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.goyliotl2394.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 necessmy to completely satisfy this 
requirement, with or without attending the site visits). 

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

.. and other important !DOC statistics and information. 

PROVIDE TBEFOLWWING: 

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 Confmn 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 necessmy or appropriate to this section. 

3.0 AREA TO BE SERVICED - MANDATORY 

3. I 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 moc Offender Information System (OIS)/Juvenile Data System (JOS) -
Mandatory 

The proposed CCS must be able to integrate with the currently operating O[S/JOS. 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. 
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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 !DOC 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 I. 
20 I o. 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 mends 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 mends 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 lOT and IDOC have the final authority and approval for the type of offender telephone 
system and features installed at the !DOC locations. 

6.3 There shall be one Iine/channeVport per telephone. All phones must be able to draw dial 
tone and place a call simultaneously at each IDOC facility. No line concentration is 
aUowed. 
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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 bum CD's'or DVD's or provide another method of 
digital output so investigators can easily transport call recordings. 

6.6. I 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 8!'d compare CDR's and recordings at one lDOC facility or 
between alllDOC 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 lDOC 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 categonze 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 lOOC 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 lOOC 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 
lDOC wants to monitor live. 
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6.7.12.1 !DOC staff must then be able to tenninate, monitor, or conference into the 
call by entering a security code. 

6.7.12.2IDOC 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 !DOC has the 
immediate ability to download, listen live, bum CD's, or download and email the 
recording to other !DOC 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. VerilY the 
fonnats of these files will, or can, be saved (ex: W A V, 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 oflaw. 

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 verilY 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 IDOCfacilities 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 of24 months. After 24 months, all recorded calls may be archived onto a digital 
fonnat acceptable to the State. CD's or DVD's are the preferred fonnat. 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 annored 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 pennitted 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 annored 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 
!DOC facilities. 
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6.18.7 Ruggedized and secure cordless phones are also required for use in certain secure 
areas of facilities. Phones must be desigited so they may not be disassembled or 
modified by the offenders. 

6.18.8 Each phone will be clearly identified with a station !D 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 !DOC 
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 igitore dialed digits as specified in 6.4. 
6.24 Provide a listing of which !DOC 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 100C 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 of3-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 
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disconnected due to false detection's ofa 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 necessmy 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 lOT and lDOC. 
6.44.1.1 Public Defenders Office (Indiana Public Defenders office 
6.44.1.2The following destinations must have the ability to be answered live at the 

discretion of 100C 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 
resu Iting 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. 
6.45.2.2Recorded calls must be logged and searchable just as a regular 

offender calls and be reviewable by the same CCS. 
6.45.2.3IDOC 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 
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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 !DOC 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 FOLWWING: 

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 pennit 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 I£'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; I 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 tborougb 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 TimesIHot ListsIHot 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. 
6.4 7.3 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. lDOC will 
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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 !DOC 
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 indusUy 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. 

6.4 7 .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. 
6.4 7 .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.). 

6.4 7 .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 necessaI)' 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 
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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. moc staff must be able to tum 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 ProcesslBrandinglRate Quoting! AcceptancelRejection 
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 ofIndiana 

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 moc staff or recorded by the offender when the account is first 
sellJp· 

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 
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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 ihe 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 necesS8l)' or appropriate to this section. 

6.51 Backup PowerlPower Outages 
6.51.1 A backup power (UPS) system is required for alllDOC 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 
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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 FOLWWING: 

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 !DOC facility. 
The administrator may be assigned to severallDOC facilities, but must be able to 
manage the number of facilities assigned. 
6.52.2.llf 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 lOT or IDOC 
the respondent will acquire additional personnel within 45 calendar days. 
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PROVIDE THE FOLLOWING: 

6.52.10 List the job responsibilitieS that the site admmistrator will carry out while at each 
site. 

6.52.11 Provide details of the spare parts inventOlY that will maintained for use on the 
States CCS's. What spare parts will be located at 100C 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 IOOC 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-WGHLY 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 tbe current providers are awarded tbe contract 
resulting from tbe RFP, all oftbese 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 
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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 veritY the suitability of reusing the 

equipment? 
7.1.7 
7.1.8 

If reusing existing wiring how will you veritY its condition? 
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 PA VPHONES-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 lOT. 

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 paypbone 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 
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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 Allpayphones 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 cumint long distance carrier and their toll free customer service 
number. 

PROVIDE THE FOLWWING: 

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 EnclosureslPedestals 
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. 
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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 inust 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 
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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. ElectricaVwiring 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 OPERA TOR SERVICES FOR PUBLIC PA YPHONES - 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 
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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 Ifcalling 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 of2.5 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: 

I 0.1 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 iu elimination from consideration of award. These 
documents should be submitted with your proposal in a separate sealed envelope 
marked "CONFIDENTIAL". Please review section Iparagraph 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. 

Page 180f35 



E X HI BIT -=13.,.-' .,.----
Page M of hi 

11.0 RATES - MANDATORY (Evaluated as a separate Category Attacbment H) 

IU 

11.2 

11.3 

1l.4 

1l.5 

1l.6 

1l.7 

II.S 

1l.9 
ll.lO 

lUI 

IU2 

For Offender pbone 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. 
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. 
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. 
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 ftrst Call at most lDOC facilities. 
International Calls may have a reasonable Call connect fee and a per minute rate. No 
other fees are permitted. 
Offender calls will not be rated as local, long distance, etc. All Calls will be a flat per 
minute rate. RFP respo~ tbat sbow any surcbarges or feeS (excludes 
iuternational calls) wiD be eliminated from tbe RFP selection process. 
Total Call cost must be the same or less than the current dominant earners rates for the 
same typeIIength of Call placed the same time of day. (The State considers the dominant 
earner to be GTL and Securus due to the number of payphones they provide for the 
State). 
Per minute rates must be the same odess than those of the dominant earner 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. 
Public payphone rates may not exceed $0.50 for a local coin Call of unlimited duration. 
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 lOT 
and IOOC. 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. 
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 fmancial hardship on the 
families and friends of offenders receiving collect only calls will be eliminated from 
consideration of award. 
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. 
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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 comPanis most recent IURC Tariff filings regarding offender/collect 

only payphones and public payphone charges, surcharges and fees. 
II.IS 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 :40dB (decibel, dB=1O log P11P2, where PI and P2 are the 

power level in watts) or better. 
12.2 The signal to noise.'ratio muSt tie 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 
(I milliwatt 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.S 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 facilitylJocation. 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 I 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 
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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 VOW solution what is your average MOS score? 
12.16 If proposing a VOW solution what type of CO DEC do you utilize (i.e. G.722, G.729)? 
12.17 Indicate your network'saverage 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 necesS8/)' 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 lOT 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. 
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13.7 Indicate and elaborate on'tIJe proposed service's ability to meet these specifications. 
13.8' Indicate the length ofyow: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 !DOC 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? 
13.1 I 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. I 3 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. CERTmCATE OF AUTHORITY - MANDATORY 

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

PROVIDE up; 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 & MONTlll. Y REPORTS - MANDATORY 

15. I Respondent must provide each !DOC facility, lDOC investigators, and lOT 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 lOT and IDOC on all system 
software, data circuit, and hardware malfunctions and defects for all State & lDOC 
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 lOT & lDOC. The lDOC report will include only lDOC 
phones. The lOT report must contain all phones. An electronic report in MS Excel 
format, or other format agreed on by lOT, 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 
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15.7 Report must include a summlll)' 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 lOT & IOOC 
personnel. 

15.10 These reports are to be sent to: 

Indiana Office of Technology 
Attn: Payphone Specialist 
Indiana Government Center North 
RoomN55[ 
[00 N. Senate Ave. 
[ndianapolis, IN ·46204 

Indiana Department of Correction 
Technology Services 
302 W Washington Street 
Room W 341 
[ndianapolis, IN 46204 

PROVIDE THE FOLWWING: 

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 ofa 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 -WGHLY DESIRABLE 
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17.1 Respondent is encouraged to offer discounted calling plans for recipients 'of offender 
collect calls. 

I 7.2 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 provideinforniation to !DOC 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 FOLWWING: 

17.8 List any discount calling plans that your company currently offers that are being 
proposed underthisRFP. 

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 
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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 hi:: 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 ~ebsite' 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 paxohone. 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. 
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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 FOLWWlNG: 

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 SpecilY 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 ~ revenue for public Wi-Fi use 
19.8 SpecilY 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. 
19.1 0 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 Loca1 and local long distance and IntraLA T A, interLA TA, 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 FOLWWlNG: 

20.3 Indicate and elaborate on your abiliiy to meet these specifications. 
20.4 Indicate any other iypeS 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 COMMISSIONCHECKS~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 thiriy 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 authoriiy 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 
lOT. 
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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 In!TaLA T A, 
InterLA T A, and interstate calls including the following: 

22.1. I 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 FOLWWlNG: 

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. I Timeline for all lDOC 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 lDOC 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. I .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. 
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23.3 Any other infonnation deemed necessary or appropriate to this section. 

24.0 EXPERIENCE AND RELIABILITY -MANDA TORY (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 infonnation 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 infonnation you believe best documents your organization's experience and 
reliability regarding the services requested in this RFP. 

24.3 Any other infonnation 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 infonnation 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 
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responsibility that you intend on using to fulfill the tenns of this RFP and resulting 
contract. 

PROVIDE THE FOLWWING: 

26.2 A list of all intended subcontractors. 
26.3 Detailed description of what each contractor will be responsible for perfonning under' 

this RFP. 
26.4 A copy of any subcontracts with intended subcontractors. 
26.5 A list of all subcontractor employees and pertinent contact infonnation for those 

employees that will be working for the State under the resulting contract. 
26.6 Any other infonnation 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 ofIDOC'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 perfonned under the resulting contract. 

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

PROVIDE THE FOLWWING: 

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 infonnation 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 fonn within the proposed CCS. 

PROVIDE THE FOLLOWING: 
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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 
lDOC 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/SMSIMMS 
message, or by some other use of data across the carrier's network. Reduction of unauthorized 
cellular use will benefit both lDOC 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 lDOC facilities. 

29.3 Permanent installation of cellular detection equipment is not required every lDOC 
facility. !DOC requires a minimum of nine systems be made available for lDOC 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 lDOC locations: New Castle, Putnamville, 
Plainfield, Indiana State PrisonlWestville, 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 ofIDOC. 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 ofiDOC. 
29.8 Cellular tower replication technology is the most desired solution to meet lDOC 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, MElD, 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. 
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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 !DOC 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 !DOC staff. 

29.12 The proposed solution must comply with all applicable State and Federal laws, and all 
FCC regulations. 

PROVIDE THE FOLWWlNG: 

29.\3 
29.14 

29.15 
29.16 

29.17 

29.18 

Describe in detail what technology you can offer the State at this time. 
Describe what technology you may be able to provide in the future as guidelines are 
established to permit jamming. 
Indicate you ability to meet the equipment requirements of mac. 
Describe in detail any installation requirements at mac facilities related to antennas, 
repeaters, etc. 
Describe any other emerging technologies that the State may wish to consider related to 
cellular detection, interception, and jamming. 
Any other information deemed necessary or appropriate to this section. 

30.0 PUBLIC WI-F1 SERVICE-mGHLY DESIRABLE 

The state desires that public Wi-Fi service be provided at state locations such as INooT rest areas, 
DNR properties and campgrounds, and other public locations as requested at no cost to the State. 
Respondent wi II 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 thm 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, INooT 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 networklbroadband 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. 
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30.12 
30.13 

30.14 

30.15 
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DNR properties will include the campgrounds, camp stores, and other areas as 
requested. 
INDOT locations will include rest areas and the surrounding parking lots. •. 
The State will NOT provide technical assistance to users but will re-distribute printed 
service infonnation to users as long as the infonnation is provided to the State in paper 
fonn 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. 
The State will work with Respondent and pennit limited signage advertising the service 
at most locations. For historical preservation reasons, signage will not be pennitted at 
all· locations. 
8eforecharging users for use of the service, Respondent must clearly advise users of the 
costs for the service and warn users that the infonnation 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 infonnation. 
Respondent should make all reasonable efforts to maintain security of the data 
transmitted across the proposed service. 
Respondent must provide a toll free customer service number for reporting trouble. 
Service must be available 24x7x365 day a year. Seasonal sites such as DNR 
campgrounds may be disconnected on a seasonal basis. 
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 fonns. Refunds should be issued over the phone when a user calls customer 
service to request a refund. The State will not issue refunds. 
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. 
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 infonnation will be finalized 
between the State and Respondent after contract execution. 
Respondent will supply the State a monthly trouble report indicating any problems 
experienced at the Wi-Fi sites. 

PROVIDE THE FOLLOWING: 

30.18 

30.19 

30.20 
30.21 

3022 

30.23 
30.24 

What is the minimum bandwidth available per user that you are proposing under this 
service? 
Provide a sample of the proposed signage for advertising the service as well as any 
customer handouts with instructions on using the service. 
Provide your proposed user rates in Attachment H. 
Provide the commission percentage you will pay the State for users utilizing the service 
in Attachment H. 
What Wi-Fi equipment are you proposing to utilize in order to provide the requested 
services and what Wi-Fi technologies will it support? 
Provide the telephone number for your customer service center. 
Describe the process for issuing refunds to customers during service outages, or when 
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the service does not meet the minimum perfonnance requirements. 
30.25 Provide infonnation on any WI-FI implementations you have done with other 

customers. 
30.26 Any other infonnation deemed necessary or appropriate to this section. 

31.0 NEW TECHNOLOGIES AND SERVICES-WGHL Y 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 ofIndiana 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 infonnation deemed necessary or appropriate to this section. 

32.0 CORRECTIONAL FACILITY SECURITY CONDITIONS-MANDATORY 

The majority of the work encompassing this project will be perfonned 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, IOACS, BMV, or any other law enforcement source. The Superintendent and 
IOOC 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 detennined 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 perfonned on State Holidays, Saturdays, or Sundays 
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(Excluding service outage responses as defined in this RFP) without the Superintendents 
pennission. 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 
lOoe 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 exchangelloaning/borrowing oftools, equipment or manpower 
between the facility personnel, offenders, and the Respondent. Offenders working with 
Respondent under the tenns of this RFP may utilize lOoe or Respondent tools as 
necessary to perfonn 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 pennitted inside lOoe facilities or on any 
grounds that are controlled by the lOoe. 

32.18 No knives, weapons, drugs (illegal or prescription), cameras etc. are pennitted 
inside IOOC facilities. 
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32.19 Cellular phones, Blackheny's, pagers, recording devices, and other electronic devices 
(excludes electronic testing tools) are not pennitted at !DOC facilities without prior 
approval from the Superintendent. . 

PROVIDE THE FOLLOWING 

32.20 A statement that confinns your agreement and understanding with the requirements 
above. 

3221 Any other infonnation deemed necessmy or appropriate to this section. 

The remainder ofthis page is intentionally blank. 
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Attn: Teresa Deaton-Reese, CPPO, CPPB 
IndianciDepartment of Administration 
Procurement Division 
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India,napolls, IN 46204 

From: 

STATE of INDIANA 
Indiana Department of Administration 

On behalf of 
Indiana Department of Corrections 

RFP 10-55 
Offender Pay Telephone Service 

Release Date: Aprl128, 2010 .,' 
Due Date: July 14; 2010 3:00 PM EST 
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Public Communications Services 
Public Communications Services, Inc. 
11859 Wilshire Boulevard, Suite #600 
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Atm: Teresa Deaton-Reese,CPPO, CPPB 
Indiana Departmem of Administration 
Procuremenr Division 
402'W~sr Washingron Street, Roori1\V478, 

,Indianapolis, IN 46204 

Dear ~fs, Deaton Reese: 
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July .13,2010 

Public Communications Sen'ices, Inc. (PCS) is pleased to present rhisproposal for complerely 
minkel', .Il-inc!u.';,'e solutions to fulfillthe,State's Deed fO.r offender phones, \\~rh call controls, 

'investigati,'erools, cellular detection, and recording capabilities; public payphones, public 
intemerkiasks, and public pay per use Wi-Fi .ccessta the State of Indian. Departments of 
Administration .nd Corrections, This proposal IS in response to the Request for Proposal far 
10-55, Offender P.y Telephone Sen·ice, 

PCS's Team has closely reviewed all of the Recjuirements liSted in Section 1 of the St.te's RFP 
al1d underStilnfls and agrees with the.infonnationandR.~quirements as ,presented. PCS will 
provide the' requested products and/or services according to the terms, and conditions set forth 

'in the RFP including the State's mandatory coimact clauses~ By,sigrtingl certify that i have re.d 
Attachment B of the State'sRFP and agree to ,lhemandatory contract terms exactly as 
,proposed,theiein,~ proposal contaifls COr-.rIDE..NTIAL illforIDation underIC 5·14·3-4 
,,-xceptionnumber 4, ~' 

-: ; 

The PCS·INDL-\NA Team ~ pleased to, present. Proposal that best satisfies the , 
requirements/conditions listed in the State oHndian.'s RFP No, 10-55 for an Offender Pay 
Telephone . System, 

• Anew Offender Phone System that is far easier for your staff to use than the 
'antiquated legacy, system that you must dealwith today. The CCS features secure 
remote access from any computer or,h.ndhelddence with Internet access; the same' 
simple poinr-and-click control that you enjoy on your: favorite websitesand office 
applications; and instant access to • reporting system that is 100% custornizable. 

• PCS m\"cstment of over $5,000,000 in capital in Indiana o,·er the life of this contract 
by working ",;th Indiana-based companies and establishing PCS,Indiana, LLC, 
including.the opportuniiy of opening a company.wide call center enlploying Indiari. 
workers under this contract. ' 

• Integration and .the sharing of information 'nth the state's two largest 'counties, (Lake 
and Allen County), as,outlined in rhe State Of Indian.'s strategic information sharing 
plan. This provides:rhe ability to.Ioginto one system and pull call records, recordings, 
and offender or gang-related data from Anen County, Lake County, and any other entity 
for which PCS,lNDL\NA provides offender phone sen-icc 

11859 Wilshire ~., SUite 600 • Los Angeles. <::A 90025 • (800) ~1000 • Fax (310) 473-4714 ~ \VV\'W PCS!eJcorn,com 

1 
,;~, Prhed DO Recyclad Paper .. "]' '. 
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Highly. experienced Opeotions and Technical Sen'ices staff, a 
fastest growing minorit)~- and '\'o~en7owned busmesses, B~fi _, _____ .. ___ ~-,- .............. ....... VU::'>u.1l.Ul,g 

and the State's currem offender and payphone service prodder, Publicall 

A physical transition of hardware and service with Iitlle to no system dov.·ntime for all 
facilities in less than 4 weeks ied by a project team ".jth the combined experience 
of 143 years. 

--\. program to train and pay offenders so that they Ill!l)" learn new skills, recen-e 
certificates of completion for the training, and itnprol-e their post-incarceration 
opportunities to reduce the likelihood of recidivism. 

PCS has proposed the best equipment, technology, semce and support available in today's 
marketplace. pes is confident that our proposal provides the best \"alue proposition to meet and 
exceed the State of Indiana's goals and ohjccti,·es. pes is uniquely capable of providing the 
right people and the right technOlogy to serve your State's inmate communications 
needs. 

The following indi,·iduals are authOlized to represent PCS and with the St.te of lildiana. They 
will also be pes's principal cuntacts to receive any notifications or requests for additional 
information the State neetls. PCS has included a cop)' of a Proof of Authority indicating Paul 
Jennings is authorized to enter into .• binding agreement for pes. 

Paul Jennings 
Co-Owner & Chief Exccuti,e Officer 
11859 Wilshire Blvd., Suite 600 
Los A agelcs, C\ .90025 
p.ul.jennings@teampcs:colll 

Joseph Pekarodc 
Vice Pre!'ident 
11859 Wilshire Bh-d., Suite 600 
Los A ngelcs, CA 90025 
joe.pekarm-ic@teampcs.com 

Contact Number: 800-350-1000, ext. 3101 
Fax Number: 310-954-2103 

Contact Number: 800-350-1000 eXL 3015 
Fax Number: 310-954-2119 

We look fom'artl (0 responding to any questions resulting from your review of the enclosed 
proposal. For additional infonnation, please feel free to contact me at 800·350-1000 ext. 3101 
(office) or by email atpaul.jennings@tcampcs.com. 

Paul Jennings 
Co-Owner & Chief E~ecuti,-e Officer 
Public CODllllunications Sen;ces, Inc. 

11859 Wilshire Blvd .. Suite SOC· Los Angeles, CA 90025' (800) 350-1000' Fax (310) 473-4714' Wow. p:;~Ie:!CCl:-n CC)m 

1-2 
-;.~ -";. Printed on Recycled Paper 
w 
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CERTIFICATE OF APPROVAL OF AGREEMENT OF MERGER 

Paul Jennings and Joseph Fryzer certify that: 

1.· . They are the President and Secretary, 

respectively, of Public. Communications Services, a 

Nevada Corporation. 

2. The Agreement of Merger in the form attached 

hereto was duly approved by the board of directors and 

alL shareholders of the Corporation. The undersigned 

individual~ ar~ th~ ~nlA rlirectori and shareholders of 

the Corporation. 

3. The shareholder approval was by the holders of 

one hundred percent (100%) of the ·outstanding shares of 

the Corporation. 

4. There is only one (1) class of shares· and the 

number of shares outstanding is two thousand five hulrlred (2,500) • 

. We further declare under penalty of perjury under 

the laws of the State of California that the ·matters 

set forth in this Certificate are true and correct of 

our own knowledge. 

DATED: V&-c 15' , 2000 

~<.. I:) , 2000 

C:lMy lJocumcnlSlPCSlApprovatNV.doeII2-II.oo 

ngs, President 

, Secretary 

", . 
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The PCS-INDIANA Team is pleased to present a Proposal that best satisfies the requirements/conditions 

listed in the State of Indiana's RFP No. 10-5S for an Offender Pay Telephone System. In this Executive 

Summary, we highlight the key benefits of our Proposal for the State: 

Technology, Service, and Investment in Indiana. We designed these 

benefits, and the others outlined throughout our Proposal, to deliver 

on our commitment to provide the State of Indiana with the greatest 

overall value in your next Offender Pay Telephone System. 

On the following pages, PCS-INDIANA will demonstrate its commitment 

to delivering exceP,lional value and will demonstrate why we believe 

that the solution being offered will meet the full requirements of each 

evaluation criteria. 

1. Adherence to Mandatory Requirements - The PCS-INDIANA Team can and will adhere to all 

mandatory requirements as described in this RFP. 

2. Management Assessment/Quality (Business and Technical Approach) - The PCS-INDIANA Team 

will deliver an integrated DOC-hardened offender communication system that exceeds the 

requirements set forth in this RFP. This solution includes both the mandatory and desirable 

requirements for the offender phones, public pay phones! and Wo-Fi. In addition to what has . 

been requested in this proposal, PCS-INDIANA continues to d~elop new features that will be 

offered to the State as they become available, at no additional cost, throughout the life of the 

contract. In partnership with the State, The PCS-INDIANA Team will create a technology 

roadmap that will follow lOT, IDOC, and IDOA guidelines and will ensure that the technology 

offered in the proposed solution stays relevant and up-to-date. This roadmap will include the 

integration discussions that have already been conducted with individuals, such as Nick Vespa at 

Microsoft and i2 Solutions, to ensure that the roadmap encompasses all touch points to the 

Offender Phone System Solution. 

3. Cost - The PCS-INDIANA Team has come up with a combination of rates and commissions that 

will deliver the greatest value to the State. The rate structure proposed provides for a 10'l/i 

decrease in the current offender and public payphone calling rates while also accounting for 

ongoing updates, product development, customization, and fulfillment of the technology 

roadmap. With the implementation of debit calling, P~INDIANA is offering more than $3.5 

million In yearly commissions on an estimated $10 million in revenue. This commission rate 

represents more than a 3O'l/i inaeases over the estimated $2.4 mUlion that the State receives 

today. The PCS-INDIANA Team encourages the State to pay special attention to "Iowbalr rate 

'~PCS 
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· quotes and/or artificially high commission offerings that may come with hidden fees or may nOt 

· include ongoing system upgrades, product development, integrations, and customization. Very . 

lo,,,i rates and/or high commissions may also indicate that the bidder does not fully understand 

the scope of the cell detect/control, payphone, and Wi-Fi projects or that the bidder's available 

staffing resources are not adequate for the size and scope of the projects. 

4. Indiana Economic Impact - The PCS-INDIANA Team has gone to great lengths to create new, 

long term high paying jobs in Indiana. To handle the service for the majority of the local support 

functions, we have engaged local subcontractors and even PEN Products, the DOCs correctional 

induStries company, to do work on this contract in Indiana with Indiana employees. The PCS

INDiANA Team has also developed a program to train and pay offenders so that they may learn 

new skills, receive certificates of completion for the training. and improve their post

incarceration opportunities to reduce the likelihood of recidivism. 

5. Buy Indiana -In support of the Governor's initiative to increase the percentage of State 

procurement from Indiana businesses to over 90% of all state contracts, PCS-INDIANA, Public 

Communications Services -Indiana, LLC is an Indiana company, employing Indiana residents, 

and headquartered in downtown Indianapolis. The company has also signed letters of 

commitment to invest over $5,000,000 in capital in Indiana over the·life ofthis contract, 

including the opportunity of opening a company-wide call center employing Indiana workers 

· under this contract. 

6. Minority and Women Business Subcontractor Commitment - As part of our support of the local 

Indiana economy and the State's goal for minority and women owned business participation, 

PCS-INDIANA has letters of support from BCjorward and csa Consulting. which are certified by 

the State as an MBE and a WBE respectively. Our proposal commits to spending more than $36 

million over the life of the contract with these two companies. This level of partiCipation is 

three times greater than the target participation rate of 8% each and reflects PCS-INDIANA's 

commitment to furthering the g~als of the State and supporting minority- and women-owned 

businesses. Through these two firms, the PCS-INDIANA Team is willing to work with the State to 

incorporate any other local M/WBE businesses that the State may wish to utilize, such as 

Publicall, ShawnTech, D&M Communications, and Matrix Technologies, etc. 

: peS-INDIANA Value: 

We wo"'t leave you in. the Stone Age 

At the end of the day, most of our clients want the same thing: A reliable up-to-date offender phone 

system that maXimizes your resources rather than wastes them. 

PCS-INDIANA's Call Control System ("CCS") - both its standard features and the optional features we 

propose for the State of Indiana - include the newest and latest CCS features as well as an open 

architecture that allows us to easily modify everything from the user interface to PIN/PAN management 

peS-INDiAN A-EXecutive Su-mmary ~ Page2 ~-
State of Indiana 
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to call controls and voice prompts. At the helm of PCS-INDIANA's CCS development and engineering are 

George McNitt, Chris McNitt, and Brian Dietert. 

These individuals have been designing and engineering offe,nder phone systems for over 15 years and 

are the leading system architects in the industry. It is their passion for telecom, coupled with the 

feedback from our customer focus groups that drive our relentless and ongoing product development. 

PC5-INDIANA is not satisfied with being a leader in the CCS market today, but strives to keep delivering 

value to existing customers by adding new features via our quarterly product updates. As one of our 

newest and largest customers, Indiana will be invited to join our product development customer focus 

group, which is the source for the majority of our product development initiatives. PC5-INDIANA, more 

than anyone else in the industry, collaborates with our customers and offers feature and system 

updates as they are developed and does not hold new technology hostage only to be offered in 

exchange for a contract renewal. 

In addition to cutting edge technology that exceeds many ofthe requirements ofthis RFP, The PCS

INDIANA Team can further maximize the value of our technology solution by offering the following: 

A Powerful and Practical SYstem 

PCS-INDIANA understands that State Departments of Correction nationwide are under more pressure 

today to increase productivity by better managing their staff and ,their offenders. PC5-INDIANA's CCS is 

designed to help you do just that. Simply put, after, 23 years of designing and implementing offender 

phone systems PCS-INDIANA's CCS is the most powerful and yet easy-to-use system available today. 

We included all of the features that our clients appreciated, new features our clients were asking for, 

and none of the problems that plague other systems. 

As a result, Pcs:.INDiANA's CCS is a best~in-class system that features secure remote access from any 

'computer or handheld device with Internet access; the same simple point-and-click control that you 

enjoy on your favorite websites and office applications; and instant access to a reporting system that is 

l00'J6 customizable. PC5-INDIANA's intuitive system is so easy to use, that most new users are 

comfortable navigating'th'e system after as little as half an hour of training. 

The power and simplicity of the CCS are guaranteed to save IDOC staff countless hours in resource'time 

by making your investigations and phone system administration easier than ever before. Additionally, 

this centralized calling system will benefit the State by requiring less equipment onsite; vastly reduced 

energy consumption at your facilities; a quick and easy ·plug-and-play" installation of onsite 

equipment; and less onsite maintenance. 

Integration with Indiana County Data 

PC5-INDIANA currently holds the contracts for two of the largest Counties in Indiana, Allen and Lake, and 

hopes to have Marion County under contract before the end of the year. With its database-driven 

design and centralized architecture, PC5-INDIANA's CCS is ideally suited for integration and the sharing 

of information outlined in the State of Indiana's strategic inforination'shaiing plan. With approval from 

the respective governing bodies, PCS-INDIANA can offer what others cannot: the ability to log into one 

systern and pull call records, recordings, and offender data froin Allen County, Lake County, and any 

--------------~~--------;;:PCr:S·-"'IN"D"IA:';N:.A~Ex:::ecutive SummOry:'- Page :3 
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other entity for which PC5-INDIANA provides offender phone service. This means that if an offender, 

leaves the DOC and is later locked up in one of these County facilities, DOC staff can utilize their single 

user interface to pull that offender's call records, recordings, and png-related data. Similarly, if an 

offender was transferred from a County facility to the DOC, investigators would have access to pull call 

records, recordings, and reports from the County incarceration. This sharing of data has shown to be an 

invaluable investigative tool and one that can improve the quality Of investigations and save both time 

and money for the State. 

pts-INDIANA Service: 

. Deli"MnriEici:ellence; EveryDay" 
Dedication to Offender Communi~tions Throughout Our 23-Year History 

PC5-INDIANA's parent company is proud to be the only Offender Telephone Services Company in the 

United States'to have existed under the same ownership for more than two decades, with an 

unswerving'focus on offender telephone service. Pes has remained proudly debt-free throughout our 

23-year history. Our strict financial discipline ensures that we can reinvest in our existing dients 

through new tfichno/ogy and outstanding service. Our long-time focus on delivering offender 

communications solutions to the corrections industry means that we have a long-term track record of 

reliability that allows us to build strong partnerships with our clients, and to keep the commitments we 

make. 

PC5-INDIANA is also proud to be a 'one-stop shop· for all of your offender telecommunications needs. 

While other vendors rely on outsourcing for their core offender phone system and billing services, we 

maintain control of our core functions by keeping them in-house. We designed, support, maintain, 

upgrade; and continue to develop our proprietary calling system, and we perform all of our own billing 

and back office support. By eliminating our reliance on other vendors for core technology, we put more 

control and influence over system development and maintenance directly into the hands of our clients. 

Unmatched Service through BCforwtlrd, escl Consulting. and Publicall 

At the heart of our Service Plan is a partnership among PC5-INDIANA's highly experienced Operations 

and Technical Services staff, and the State's largest and fastest growing minority- and women-owned 

busi,nesses, BC/orward and esCI Consulting. As part of this relationship, Pes·INDIANA and BC/orward 

have also partnered with the State's current offender and payphone service provider, Publicall, to 

ensure that the current quality and level of service that the State receives today will only improve. With 

Publicall's historical knowledge, BCforward's superior information technology skills, and Pes-INDIANA's 

technology, operations, and account management skills, we guarantee that the level of service in 

Indiana will drastically increase. Leading the account management initiative will be PC5-INDlANA's Key 

Account Team, led by the Key Personnel for this proposal, Chris Moore, Andrew Merrill, and Joe 

Pe/carovic. 

PC5-INDIANA is proud to be able to partner with BC/orward and Publicall so that the transition of 

maintenance service will be easy for the State. Nevertheless, if for any reason the State does not 
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approve of these subcontractors, PCS-INDIANA is willing to work with the State to choose the providers 

that best meet its needs. As another option, PCS-INDIANA has the experience and staff to handle the 

maintenance and support of the account internally if that is what the State would prefer. 

peS-INDIANA Transition Plan: 

With PCS-INDIANA, Brealcing up ;5 Easy to Do 

When you've had a long relationship with a vendor, or in your case multiple vendors, ending that 

relationship can seem like a massive undertaking. 

We also know, however, that when a legacy system is burdening your staff, offenders, and constituents 
with inefficiencies, dated investigative capabilities, and outmoded calling with rates that are higher than 
necessary, a change is worth the effort; and ultimately requires less effort than staying with the current 
vendor. Fortunately, PCS-INDIANA and its parent company have 23 years of experience as an offender 
telephone services Prime Contractor in seamlessiy implementing our solutions for large correctional 
agencies across the country - including one out of every five state DOCs and many large county 
agencies. The PCS-INDIANA Team takes pride in our relationships as a trusted solutions partner for 
hundreds of correctional facilities nationwide. 

/. 
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PCS-INDlANA's proposed solution will ensure 
that the IODC is continuously in the forefront 
oftechnology, efficiency, rates, and 
investigative possibilities. We will replace 
your legacy calling system with state-of-the
art technology that will increase your 
investigative power, save staff time and 
effort, broaden your call control capabilities, 
and increase secure contact between 
offenders and their loved ones. 

Best of all, the PCS-INDIANA Team will 
complete the physical transition of 
hardware and service for all facilities in less 
than 4 week Over the years, PCS-INDIANA 
has demonstrated our ability to transition 
service quickly and with quality by employing 
project management best practices, veteran 
staff, and a centralized offender phone 
solution that requires minimal onsite 
hardware. With this solution, the onsite 
portion of the transition has been reduced to 
installing just a handful of advanced plug

and-play devices and connecting them to the PCS-INDIANA network. All of the intelligence and 
investigative horsepower is located at our redundant aass 4 Carrier Grade Data Centers. 

Our plan was designed by - and will be led by - Mr. Chris Moore, a PCS-INDIANA implementations 
veteran, Program Manager, MBA, and PMp· certified Project Manager. Mr. Moore combines the 
PMBOKe (Project Management Body of Knowledge) best practices with more than a decade of 

Public Coo... • ...... 'io:n'icn 
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experience designing, installing, and supporting offender phone systems -leading the industry in 
planning and managing smooth offender phone system implementations. 

Mr. Moore is a trusted expert in leading fast and seamless implementations for Pes-INDIANA's largest 
clients. He will ensure that the State of Indiana is transitioned to its new phone system as quickly as 
possible, with minimal disruption to offender phone service and ongoing I_DOC operations. 

Additionally, as our Proposal shows, the PCS-INDIANA Team is full of team memlMirs like Chris Moore
implementations, project management, network engineering, IT, and technical services leaders who 
combined have more than 143 years of experience configuring, installing, and maintaining our offender 
Phone Systems for large clients like the lODe. In fact, the architects who created our ecs still work on 
new system deVelopment, customization, and maintenance to this day. 

Pes-INDIANA-guarantees that the transition to our system will exceed your expectations. And, when it's 
complete, you will be left with a new Offender Phone-System that is far easi-er for your staff to-use 
than the one antiquated legacy system that you must deal with today. The Pes-INDIANA Team has 
proven success in large implementations, along with excellent technology and client service, and we 
invite you to call our references to learn more about our dedication to smooth transitions and quality 
client care. 

The ~CS:INDIANATeamand the·/OOe:-'" - ---, .. _. 
. ..' : .. ,-~;" ··:~l····.·-·· -'- -'.- -.j.-_', " .. ' I... . . ..• 

_- Creating the Solution That Delivers the Greatest Value for You· 
. , 

Thank you for taking the time to review this Executive Summary and the attached Proposal. Our 

-Proposal offers the best products and services based on our research and understanding ofthe State's

specialized needs. We invite you to compare our Proposal with those of our competitors and to choose 

the solution that truly delivers the greatest overall value. If you need more information from PCS· 

INDIANA throughout this process, please contact us for a live demonstration. We will be happy to bring 

a. test system to an loDe facility, or, at the State's option, we can arrange to meet at Allen County, lake 

County, or the Missouri DOC to demonstrate a live, fully operational Pes-INDIANA system as it is actually 

used in a secure corrections environment. 

-PCS-iN6IANA-EXecuffve Summary - Page 6 
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1. BUSINESS PROPOSAL 
The Business Proposal must address the following topics except those specifically 
identified as "optional." 

2.3.1 General (optional) 

This section of the business proposal may be used to introduce or 
summarize any information the Respondent deems relevant 'or important to 
the State's successful acquisition of the products andlor services requested 
in this RFP. 

PCS Response: PCS has read, agrees'and will comply. Please see our Executive Summary 
of this proposal. 

2.3.2 Respondent's Company Structure 

The legal form of the Respondent's business organization, the state in which 
, formed (accompanii:d by a certificate of authority), the types of business 
,ventures in which the organization is involved, and a chart of the 
organization are to be included in this section; If the organization includes 
more than one product division, the division responsible for·the 
development and marketing ofthci requested products andlor services in the 
United'States must be described in more detail than other components of the 
organization .. 

PCS Response: PCS has read, agrees and will comply. PeS is a 
privately held S 'chapter' corporation headquartered and 
incorporated in California that provides innovative turnkey 
inmate telephone services and technology solutions to federal, 
state, and local and private correctional facilities throughout the 
United States. A technology leader and innovator in Inmate 
Telecommunications Services for over two d~ades, we are 
proud to say that we are one of very few companies dedicated 
to serving the correctional communications industry for 
over 20 yea_ince 1987~d we are still run by the same 
telecom professionals who founded the company. As the ITS 
industry has evolved, and large, multi-faceted 
telecommunications companies have entered and exited the 
business, PCS has continued to maintain an unswe,,';ng focus 
on, and innovation within, the corrections industry. PCS is an 
inmate telecommunications provider--that is what we do, and 
that is aU we do. Please see Appendix A for PCS's Certificate 
of Authority to provide Telecommunications Services and 
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conduct business in the State of Indiana. 

PCS is the third largest provider of inmate communications sen.jces in the country. 

• 

• 

• 
• 
• 
• 
• 

• 
• 

PCSis dedicated to supporting the goals and initiatives of our customers (e.g., re-entry 
programs) 

Hundreds of correctional agencies in 30 states have chosen PCS because of: 
pes's dedication to completing more calls per inmate 

Lower call rates that increase call yolume (and therefore revenue generation) 

Billing arrangements with hundreds of CLECs and ILECS 

More calling options, like Debit, to reach nonbiIIable phones (e.g., cell phones) 

Balarlcing low rates while maintaining cOlnmissions 

Sen,;ce Level Agreements (SLAs) that are met as promised 

Quality field sen.jce and account management 

l\. dedicated customer service and technical scn.;ce team 

PCS-Indiana, LLC 
pcs has established an LLC in the State of Indiana to create new, high pa}mg jobs in Indiana. 

-To handle the semce for the majority of the local support functions, PCS-INDIANA has 
engaged local subcontractors and even PEN Products, DOC's correctional industries 
company, to do work on this contract in Indiana with Indiana employees. The PCS
INDL\NA Team has also developed a program to train and pay offenders so that they may 
learn new skills, receive certificates of completion for the training, and improve their post
incarceration opportunities to reduce the likelihood of recidivism. 

]0 support of the Governor's initiative to increase the percentage of State procurement from 
Indiana businesses to over 90~/o of all state contracts, Public Communications ServIces -
Indiana. LLC is an Indiana company, emplo)~ng Indiana residents, and headquartered in 
downtown Indianapolis. 'The company has also signed letters of commitment to invest m'er 
$5.000,000 in capital in Indiana ovcr the life of this contract. including thc opportunity of 
opening a company-wide call center etnplo)mg Indiana workers under this contract. 

Organizational Structure 
PCS's organizational structure reflects our commitment to providing exemplary sen·ice. PCS is 
headquartered in Los Angeles. California, and has an Engineering and Technical Scmces 
Center in Dallas, Texas, and remote offices in California, Pennsylvania, Nebraska, North 
Carolina, and Texas. PCS has more than 30 full-rime Field Se,,~ces technicians across the 
country-including technicians in Fort Wayne and Crown Point, Indiana-and more than 60 
factory-ccrtified tcchnicians available through regional subcontractors who have worked with 
us on installations and repairs before and are familiar and qualified to prO\;de repairs. PCS 
regularly responds to repair requests by multiple facilities simultaneously. 

2 of 20 I . Business Proposol 
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PCS is organized into the follo'Wmg functional units: 

• Executive Team 

• Sales & Marketing 

o Client Services 

o J\farketing & Inmate Outreach 

o Key Accounts Team 

o Target Accounts Team 

o Docwnentation 

D I-Iuman Resources 

o Legal 

o Personnel 

o Training 

• Operations 

o Implementation 

o Field Services 

o Network & Billing Operations 

o Customer Service 

o Product/Software Development 

o Engineeri~g &. Technical ~~ces 

o Information Technology (IT) J\fanagemenr 

• Finance & Revenue Assurance 

o Accounts Payable 

o Accounts Receivable 

o Revenue Assurance 

1. Business Proposal 3 of 20 
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2.3.3 Company Financial Infonnation 

This section must include the Respondent's financial statement, including an 
income statement and balance sheet, for each of the two most recently 
completed fiscal years. The financial statements must demonstrate the 
Respondent's financial stability. If the fmancial statements being provided 
by the Respondent are those of a parent or holding company, additional 
financial infonnation should be provided for the entity/organization directly 
responding to this RFP. 

PCS Response: PCS has read, agrees and will comply. Please see Appendix] in the separate, 
sealed envelope labeled "CONFIDENTL-\L" for PCS's Audited Financial Statements. As 
evidenced by these financial statements, PCS is the strongest and most stable company
financially and otherwise-in the Inmate Telephone Sen~ces industry. pes is still owned 
and operated by our founders wbo remain directly available and accountable to our 
clients. 

pes has never sought creditor protection and has an excellent commercial credit and 
bank rating; this is supported by our Dun and Bradstreet'" ratings, which are availablc for 
public review at www.dnb.com and are the highest among our competitors. Dun & Bradstreet 
ratings are the standard rating tool for vendors bidding on government contracts, because all 
companies are subject to Dun & Bradstreet analysis, regardless of their lewl of debt. Other 
credit-rating vendors like l\loody's and S&P rate only those companies that carr)' debt; pes, 
however, is proud to have remained debt-free throughout our 23-year history in the 
inmate telephones industry. 

-------.------- -- - . 
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2.3.4 Integrity of Company Structure and Financial Reporting 

This section must include a statement indicating that the CEO and/or CFO 
has taken personal responsibility for the thoroughness and correctness of 
any/all financial infonnation supplied with this proposaL" The particular 
areas of interest to the State in considering corporate responsibility include 
the following items: separation of audit functions from corporate boards and 
board members, if any, the manner in which the organization assures board 
integrity, and the separation of audit functions and consulting services. The 
State will consider the infonnation offered in this section to detennine the 
responsibilit)' of the Respondent under lC 5-22-l6-l(d). 

The Sarbanes Oxley Act of 2002, H.R. 3763, is NOT directly applicable to 
this procurement; however, its goals and objectives may be used as a guide 
in the detennination of corporate responsibility for financial reports. 

pes Response: PCS has read, agrees and will comply. PCS's Chief Executive Officer (and co
founder and owner) Paul Jennings and our Chief Financial Officer Dennis Komai have read 
and take responsibility for the financial information and representations included in this 
proposal. Please"don't hesitate to contact eitherof them with requests for more information or 
to hear direcdy about PCS's Corporate Responsibility and Financial Controls. 

Paul Jennings - Co-owner & Chief Executive Officer 

11859 Wilshire Blvd., Suite 600 
Los Angeles, CA 90025 ' 
'paul.jennings@teampcs.com 
Contact Number: 800-350-1000 ext. 3101 
Fox Number. 310:954-2103 

, Paul Jennings is the founding partner and chief executive officer of Public Communications 
Services, Inc., (PCS), which is the third largest provider of inmate telephone systems in the 
country. Mr. Jennings has been in the telecommunications industry since 1983. He is regarded 
as one of the pioneers in the long distance operator service business that began with AT&Ts 
break-up in January 1984. 

PCS has developed core values, which deliver value to" the end-user and consistent reliable 
service to its clients. The company has achieved industry profit margins year after year by its 
customer/marketing centric focus. PCS's extensive client list includes numerous State DOCs 
for many of whom PCS provides unique premium services and technology solutions similat: to 
those requested by the Indiana DOC. 

Mr. Jennings is a member of Young Presidents Organization (YPO) serving in five chair 
positions, as well as a board member on several school boards. 
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Dennis Komai - Chief Financial Officer 

11859 Wilshire Blvd. Suite 600 
Los Angeles. CA 90025 
dennis.komai@teampcs.com 
Phone: (BOO) 350-1000. ext. 5411 
Fax: (31O) 954-5465 

Dennis Y. Kom'; joined PCS in 2006 bringing more than thirty years of finance and 
accounting experience in Electronics, Aerospace, and T elecommurucations. He has been the 
CFO/Controller oflarge and medium-sized companies for more than twenty years and has 
extensiv,e knowledge of manufacturing and engineering based firms. 

Some ·of the companies Mr. Kornai has worked for include Hughes Aircraft (now Raytheon), 
Carrwright Electronics, and Meggitt, PLC (a British-owned company). Mr. Kornai has also 
been involved in start-up companies and consulting work. 

Corporate Responsibility 

PCS has an annual financial audit conducted by a Certified Public Accountant in accordance 
with Generally Accepted Accounting Principles. This ensures that our records are accurate and 
complete. PCS also conducts our own quarterly rate audit to verify that every call is being 
billed at the rate agreed upon with that client. In addition, in 2005 PCS hired an independent 
telecom industry consultant to perform a revenue assurance audit of our validation, billing. 
commissioning and reporting processes. TI,e auditor's report verified that commission 
payments were being made accurately and within contractual re'luirements. 

In recent years PCS has engaged Windes & McClaughry of Long Beach, CA as our auditors. 
PCS.also employs Windes & McClaughry to do our taxes .. Neither PCS, nor any of our 
corporate officers, has any other relationship with Windes & McClaughry. PCS has never used 
consulting or other services from our auditors, PCS's Audited Financial Statements are already 
signed and certified by the auditors (see Appendix J in the separate; sealed envelope labeled 
"CONFIDENTIAL"). PCS would be happy to also have our Chief Financial Officer sign and 
certify our financial statements and/or to have our manager of Billing & Revenue Assurance 
sign our Monthly Commission Statements to the State. 

Board Integrity 
PCS Indiana is a pri\-ately-owned company and not subject to the reporting or audit 
requirements of the Sarbanes-Oxley Act or other state and federal laws applying to publicly 
traded companies. Nonetheless, PCS Indiana and its parent company. PCS, are subject to 
annual, outside, independent audits. All financial information provided in response to this 
Request for Proposal has been subject to those audits and is accurate and complete. Our 
company has further implemented a rigorous corporate compliance program and corporate 
code of conduct to ensure there are not any inappropriate conflicts of interest and that our 
company and its employees are held to the highest standards of conduct We believe those 
policies ensure that our employees have the integrity, character, and reputation to conduct 
business in Indiana as required by I.e. 5-22-16-1(d). 
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2.3.5 ContraCt TennslClauses 

A sample contract that the state expects to execute with the successful 
Respondent( s) is provided in Attachment B. This contract contains both 
mandatory and non-mandatory clauses. Mandatory clauses are listed below 
and are non-negotiable .. Other clauses are highly desirable. It is the State's 
expectation that the final contract will be substantially similar to the sample 
contract provided in Attachment B. 

In your Transmittal Letter please indicate acceptance of these mandatory 
contract terms (see section 2.2.2). In this section please review the rest of 
the contract and indicate your acceptance of the non-mandatory contract 
clauses. If a non-mandirtory clause is not acceptable as worded, suggest 
specific alternative wording to address issueS raised by the specific clause. 
If you require additional contract terms please include them in this section. 
To reiterate it's the State's strong desire to not deviate from the contract 
provided in the attachment and as such the State reserves the right to reject 
any and all of these requested changes. ' 

The mandatory contract tenns are as follows: 

• AUthority to Bind Contractor 
•. Duties of Contractor, Rate of Pay, and Term of Contract 
• ComplianCe with Laws ' 
• Drug-free Workplace Provision and Certification 
• Funding Cancellation 
• Indemnification 
• Governing Laws 
• Non-'discrimination clause 

• Payments 
• Penalties/lnterestl Attorney's, Fees 
• Non-i:Ollusion and Acceptance 
• Information Technology "Only mandatory when contract is 

for IT products or services 

Any or all portions of this RFP and any or all portions of the Respondents 
response may be incorporated as part of the final contract 

pes Response: PeS has read, agrees and will comply, PCS accepts the mandatory and non· 
mandatory contract clauses. Please see our Transmittal Letter on page 3 on which PCS's co
owner and Chief Executive Officer Paul Jennings has accepted each of the mandatory contract 
terms exactly as proposed in Attachment B of the State's RFP. 

2.3.6 References 
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The Respondent must include a list of at least four (4) clients for whom the 
Respondent has provided products and/or services that are the same or 
similar to those products and/or services requested in this RFP, Any state 
government for wbom tbe respondent bas provided tbese products and 
services must be included; also to be included are customers with locations 
in or near Indianapolis, as site visits may be requested Information provided 
should include the name, address, email address, and telephone number of 
the client facility and the name, title, and phone/fax numbers of a person 
who may be contacted for further information. 

PCSResponse: PCS has read, agre~s and will comply. Please see the four references provided 
in the tables below that demonstrate PCS's ability to manage successfully the contract resulting 
from this RFP, 

In addition, PCS has also provided Letters of Reference about services provided in the State of 
Missouri Department of Corrections, Wayne Count)' Sheriffs Office in lI!ichigan, Douglas 
County DOC in Nebraska, Lubbock County Jail in Texas, Manatee Count)' Jail in Florida, 
Rappahannock Regional Jail in Virginia, and San Diego Sheriffs Department in Appendix B. 

References 

The references below all included liJJ-scale data integrations to provide for agency
wide electronic Debit calling (not debit cards) as part ofPCS's full suite of calling 
options. \~re believe this is a significant factor in evaluating vendor. references, as many other 
Inmate Telephone Systems (ITS) vendors today still do not provide their clients with 'ad"anced 
integration services and electronic Debit calling. In fact, of the states in your area-including 
\\7isconsin, Illinois, Ohio, Pennsylv:ania, and Kentucky do not have t,his essential service. Even 
our nation's largest correctional systems, the states of CaJifVmis and New Yonl-, still 
do not have advanced systems integrations with electronic Debit calling. As the State 
contacts and evaluates vendor references, pes encourages you to ask each reference 
specifically whether they are receiving truly similar services to those requested in the State's 
RFP, like full-scale systems integration, kiosk solurions~ visitation monitoring and recording 
and Cell Phone Detection. For the sake of the evaluation points to be awarded for Prior 
Experience, PCS respectfully recommends that the State should consider giving full credit only 
to those vendors that have prO\'ided references that can vouch for a vendor's ability to meet 
the same needs and requirements as those of the Indiana DOC. 

Further, all of the references listed below are accounts that PCS won through a 
competitive bid process, where the agency evaluated several vendors and selected PCS as the 
most qualified ITS provider. In today's ITS environment, where company names and 
ownership frequendy change and large vendors enter and exit the marketplace every couple of 
years, PCS has been a pillar of strength and stability-we have remained under the same 
ownership, providing the same inmate phone and CCS services, for more than 22 years. 
\Ve have remained proudly debt-free throughout our 22-ycar tenure, allowing us to reinvest in 
emerging technologies and the clients i.ve serve, And all of our key state DOC and large county 
clients selected PCS through a competitive bid process, from which PCS emerged time and 
time again as the vendor that would bring the most value to these clients. 
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Experience 
Our extensive experience with large federal, state, county, city, and private correctional facility 
accounts includes providing services to: the States of Missouri (our largest multiple facility 
client with 31,000 inmates in 23 facilities); Nebraska; Iowa; Idaho; Vennont; Maine, Montana 
and New Mexico and for agencies across the country from San Diego, California to Riker's 
Island, New York and from Manatee County, Rorida to King County, Washington. 

PCS understands that large correctional facilities have different needs. A correctional system 
with multiple locations has different service requirements than a facility with only one location, 
as multiple software vendors may be involved. 

To be successful, it takes experience and an understanding of how departments communicate 
between facilities, as well as to the outside world; and it takes an understanding of how to 
identify and overcome unique challenges that are present at each site. For example, at the state 
of Iowa, PCS currently interfaces \\~th five separate databases to provide information sharing 
throughout the DOC. As a direct result of this and many other integration experiences, PCS is 
confident in our ability to interface with Indiana's current applications. 

PCS welcomes the opportunity to put our 20+ years of industry knowledge, innovation, and 
experience to work for the State of Indiana. PCS encourages the State to contact the following 
references to hear about PCS's ability to provide the premium services requested by the 
Indiana DOC. State Departments of Corrections are highlighted in orange. 

Services Similar to 

Client Agency Contact Person those requested by 

INDOC 

Missouri Department of ICM CCS. Integration. 
Corrections Theresa Roedel 
301 West High Street (573) 522-2783 

Kiosks. Over-the-phone 

Suite 580 Fax: (573)526-5885 
debit and commissary 

Jefferson City, MO 65102-<l809 theresa.roedel@doc.mo.gav 
ordering. Debit. Collect 
and Prepaid colfing options 

San Diego Sheriff's Captain Frank Clamser 
ICM CCS. Integration. 

Department (619) 659-5502 
Debit. Collect and Prepaid 

P.O. Box 939062 Fax: (619)-615-2588 calling options 
San Diego. CA 92123 frank.ciamser@sdsheriff.org 

Cornell Group 
George Killinger. Director of ICM CCS. Integration. Over-

1700 West Loop South. Suite 
Operations the-phone debit and 

1500 
(713) 235-9332 commissary ordering. Debit. 

Houston. TX 77027 
Fax: (713) 623-2853 Collect and Prepaid calling 
gkillinger@cornellcompanies.com options 

CECGroup 
Michael L. Pelletier. Senior Vice 

35 Fairfield Place 
President ICM CCS. Integration. 

West Coldwell, NJ 07006 
(973) 575-3925 Debit. Collect and Prepaid 
Fox: None available 
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Services Similar to 

Client Agency Contact Person those requested by 

INDOC 

calling options 

tdaho Department of Natalie Womer 

Correction (208) 658-2127 ICM CCS, Integration, 
1299 N. Orchard Fax: (208) 412-4886 Debit, Collect and Prepaid 
Suite 110 nwamer@idoc.idaho.gov calling oplions 
Boise, ID 83706 

King County Department of Pat Presson, Finance Manager 
ICM CCS, Integration, 

Adult & Juvenile Detention (206) 296-3410 
500 5th Avenue Fax: (206) 296-0570 

Debit. Collect and Prepaid 

Seattle, W A 98104 pat .presson@kingcounty.gov calling options 

Bemalillo County Metropolitan Chief Ron Torres 
ICM CCS, Integration, 

Detention Center (505) 839-8709 
100 John Dantis Drive SW Fax: (505)244-6650 

Debit, Collect and Prepaid 

Albuquerque, NM 87151 rtorres@bemco.gov calling options 

Nortolk City Jail Sheriff Bob McCabe ICM CCS, Integration, 
125 SI. Paul Avenue (757) 664-4951 Debit, Collect and Prepaid 
Nortolk, V A 23510 Fax: (757)664-4700 calling options 

Joe McAllister. Telecom Manager 
(614) 462-3985 

Franklin County Corrections Fax: (614)462-3144 ICM CCS, Integration, 
2460 Jackson Pike Debit. Collect and Prepaid 
Columbus, OH 43223 Chief Deputy Mark Barrett calling options 

(614) 462-5785 
Fax: '16141462-3144 

Manatee County Central Jail 
Tom Salisbury, Comptroller ICM CCS, Integration, Over-

14470 Harllee Road 
(941) 747-3011. ext. 2033 the-phone debit and 

Palmetto, FL 34221 Fax: (941) 744-3776 commissary ordering, Debit. 
tom.salisbury@manateesheriff.com Collect and Prepaid calling 

options 

Allen County Community ICM CCS, Integration, Over-

Corrections Chief Deputy David Gladieux the-phone debit and 

417 S. Calhoun Street 1260) 449-7611 commissary ordering, Debit, 

Room 101, Courthouse david.gladieux@co.allen.in.us Collect and Prepaid calling 

Fort Wayne, IN 46802 options 

Wayne County Sheriff's Office Chief of Jails Jeriel Heard 
3501 Hamtramack Drive, (313) 875-7010 ICM CCS, Integration, Over-
Division 3 Fax: (313) 224-8051 the-phone debit and 
Hamtramack, MI 48211 jheord@co.wayne.mi.us commissary ordering, Debit. 

Collect and Prepaid calling 
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INDOC 
. -

Sue Hall. Director of Administration options. site administrator 
(313) 967-6926 
Fax: None available 
shall@co.wayne.mi.us 
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~CS welComes an opportunity to host a \;sit from' the State at one of our nearby client 
facilities. Please contact any of the follo",mg indi,;duals to arrange a visit at one of the 
following locations: 

• 
• 

Tommie Joe at (800) .350-1000, ext. 3037, or by email at tommie.joe@teampcs.com or 

Andrew Merrill at (916) 698-8343, or by email atandrew.merrill@teaI11Pcs.com 

• Chris Moore at (310) 954-5418, or by email atchris.moore@telmpcs.com 

Allen County Community Corrections 
417 S. Callioun Sr. 
Fort Wayne, IN 46802 
'ChiefDeputy David Gladieux 
Phone: (260) 449-7611 
david.gladieux@co.allen.in.us 

PCS is under contract ",ith Allen County 
Community Corrections in Indiana to pro\;de a 
full turnkey inmate telephone system. The Allen 
County accoUnt consists of 2 correctional 
facilities with a total of 950 beds. PCS installed 
198 inmate phones and all cabling required for 
the inmate telephone system, including the 
visitation phones. 

The hardware installed includes the ICM CCS and peripherals, Navitel inmate telephones, 
Navitel \;sitation phones, Ulrratec 'DY phones, Dell workstations, and Lexmark Printers. 
PCS pro\ides a full time Site Administrator to ensure that the system is running smoothly and 
to provide administrative support. PCS has implemented collect and prepaid calling options 
and is currencly installing debit. 

Lake County Jail 
2293 N. Main Street 
Crown Point, IN 46307 
Deputy Chief Joe Kumstar 
(219)313-1635 
jkumstar@lakecountysheriff.com 

\'\'hen Lake County, Indiana wanted to find 
new ways to increase their commission 
revenues, PCS suggested curring Debit rates 
to a flat 25¢ per minute, ",ith no connect fee. 
1ms low, flat price was a striking reduction 
from calling rates that were previously as high 
as $3.95 to connect plus 89¢ per minute. 

1bis dramatic rale "miction tn'iiy sound like a counterintuitive method to stimulate ret'fnllC growlb. 
However, PCS's careful study of changes in calling rates and revenue patterns at other facilities 
told us it was the right strategy. \Ve also proposed additional software integration with the 
County's inmate banking system to allow inmates to make Debit phone time purchases using 
the inmate phones. \;. an automated operator system. PCS has found at other clients' facilities 
that startlingly low rates combined ",ith quick, easy Debit time purchasing encourage inmates 
to immediately open Debit accounts which-because they have orders of magnitude fewer 
blocked calls than collect calling- lead to increased call volumes that more than compensate 
for the lower rates. 
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$35.000.00 

$30.000.00 

$25.000.00 

$20.000.00 

$15.000.00 

In August PeS 
lowered and "aliened 

.Debit calling rlll8S~_J.~:====3l~::::-

County Revenue Increased 
38% from July-llov. 

B Debit Revenues 

D COllect COmmission Revenues 

$10.000.00 +---ti,.l~,t---i' .. <t---K 
II Prepaid revenues 

$5.000.00 

July Auaust september Ocotober November 

Lake County commissions grow 38% with PCS'S lower rates and over-the-phone.Debit 
ordering 

In August 2009 pes cut Lake County's Debit calling rates. In just two months, the County's 
total commission revenues went from $21,OOl'(July) to $23,814 (september). Just by sillsJiing' 
rates, pes immediately increllsed the County's commission zr:vr:nue"by more than 14%. 

Then, in late October 2009, pes completed the new software integration to enable inmates to 
purchase Debit time instantly using any inmate telephone. The County's commission reven.ues 
soared .gam, from $23,460 in Octob~r to $28,992 in November. The speed and convenience 
of PCS's unique over-the-phone Debit ordering service produced an immediate 24% increase 
in County revenues. Taken together, the combination oflow, flat Debit rates and pes's . 
software integration services produced a J8"A increase in County zr:vr:nues in just tbzr:e 
months: as well as less paperwork for staff and improved inmate morale. These results 
demonstrate the importance of working with an inmate telephone vendor that understands the 
delicate balance among low calling rates, appropriate technology applications, and increased 
facility revenue. 

2.3.7 Registration to do Business 

Secretary of State 

If awarded the contract, the Respondent will be required to be registered, 
and be in gOod standing, with the Secret3ry of State. The registration 
requirement is applicable to all limited liability partnerships, limited 
partnerships, corporations, S-corporations, nonprofit corporations and 
limited liability companies. The Respondent must indicate the status of 
registration, ifapplicable, in this section of the proposal. 
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Department of Administration, Procurement Division 

Additionally. respondents must be registered with the IDOA. This can be 
accomplished on-line at http://www.in.govlidoa/2464.htm . 

The IDOA Procurement Division maintains two databases of vendor 
information. The Bidder registration database is set up for' vendors to 
register if you are interested in selling a product or service to the State of 
Indiana Respondents may register on-line at no cost to become a Bidder 
with the State ofindiana. To complete the on-line Bidder registration, go 
to http://www.in.gov/idoa/2464.htm. The Bidder registration offers email 
notification of upcoming solicitation opportunities, corresponding to the 
Bidder's area(s) of interest, selected during the registration process. 
Respondents do need to be registered to bid on and receive email 
notifications. Completion of the Bidder registration will result in your 
name being added to the Bidder's Database, for email notification. The 
Bidder registration requires some general business information, an 
indication of the types of goods and services you can offer the State of 
Indiana, and locations(s) within the state that you can supply or service. 
There is no fee to be placed in Procurement Division's Bidder Database. 
To receive an award, you must be registered as a bidder. 

Problems or questions concerning the registration process or the 
registration form can be e-mailed to Arney Redding, Vendor Registration 
Coordinator, aredding@idoa.in.gov, or you may reach her by phone 
at (317) 234-3542. 

PCS Response: PCS has read, agrees and will comply. PCS is a registered vendor with the 
IDOA (Vendor ID# EA'TOOOO027629), is licensed to do business in the State and is in good 
standing with the Indiana Secretary of State. Please see Appendix A for our Certificate of 
Good Standing in the State of Indiana. 

2.3.8 Authorizing Document 

Respondent personnel signing the Transmittal Letter of the proposal must be 
legally authorized by the organization to commit the organization 
contractually. This section shall contain proof of such authority. A copy of 
corporate bylaws or a corporate resolution adopted by the board of directors 
indicating this authority will fulfill this requirement. 

PCS Response: PCS has read, agrees and ",~ll comply. pes has included a Certificate of 
Approval of Agreement of Merger behind our Letter of Transmittal attesting to Mr . 
.lenning's authority to contracnlally commit PCS, as he is Co-Owner and CEO. 

2.3.9 Subcontractors 
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The Respondent is responsible for the perfonnance of any obligations that 
may result from this RFP, and shall not be relieved by the non-perfonnance 
of any subContractor. Any Respondent's proposal must identity all 
subContractors and describe the contractual relationship between the 
Respondent and each subcontractor. Either a copy of the executed 
subContract or a letter of agreement over the official signature of the finns 
involved must accompany each proposal. 

Any subContracts entered into by the Respondent must be in compliance 
with all State statutes, and will be subject to the provisions thereoE For each 
portion of the proposed products or services to be provided by a 
subContractor, the technical proposal must include the identification of the 
functions to be provided by the subContractor and the subContractor's related 
qualifications and experience. 

The combined qualifications and experience of the Respondent and any or 
all subContractors will be considered in the State's evaluation. The 
Respondent must furnish infonnation to the State as to the amount of the 
subContract, the qualifications of the subContractor for guaranteeing 
perfonnance, and any other data that may be required by the State. All 

.. subContracts held by the Respondent must be made available upon request 
for inspection and examination by appropriate State officials, and such 
relationships must meet with the approval of the State. 

The Respondent must list any subContractor's name, address and the state in 
which fonned that are proposed to be used in providing the required 
products or services. The subContractor's responsibilities under the proposal, 
anticipated dollar amount for subContract, the subcontractor's fonn of 
organization, and an indication from the subContractor of a willingness to 
carry out these responsibilities are to bC included for each subContractor. 
This assurance in no way relieves the Respondent of any responsibilities in 
responding to this RFP or in completing the commitments documented in 
the proposal. The Respondent must indicate which, if any, subContractors 
quality as a Minority or Women Owned Business under Ie 4-13-16.5-1. See 
Section .1.21 and Attachment A for Minority and Women Business 
infonnation. 

pes Response: PCS has read, agrees and Will comply. PCS has partnered with local 
M/WBEs, BC Forward and CSC! Consulting, to assist PCS with handling service and support 
for this contract. If the State chooses to remain with the incumbent service vendor, Publicall, 
BC Forward can work "ith Publicall to continue local support of the account and local 
technicians can be dispatched from Publicall's Local Dispatch Center. Should the State ",ish 
to work with another service provider in the future, such as ShawnTech, CSCI Consulting, 
l\1atrix, or D&M Communications, PCS is willing to work with the State to utilize the provider 
that best meets the State's needs. 
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rapes 
PCS has proVided the Subcontractor Committnent Form and Letters of Agreement' 
from BCforward and CSCI Consulting at the end of this section_ 

BCforward - MBE Subcontractor 

10 W Market Street, Suite 1300 
Indianapolis, IN 46204 

;~~ 
(317) 493-2017 BC!orword Sub-Contract Amount: $18,735,746,00 

Functions for this Contract 
BCforward will pro~;de the following staff as a subcontractor for PCS at Indiana DOC: 

• 

• 

• 

• 

• 

Ten (10) Site Administrators (SA) Site Administrators handle the day-ta-day 
administrative duties related to the offender phone system. They may perform manual 
data entry, respond to inmate complaint forms, enter blocked or allowed numbers, and 
may even-replace parts in broken offender phones. 

Four (4)' Phone Technicians (PI) - Phone Technicians are the "field techs" who 
install and maintain both the offender and public payphones. They ",ill perform 
physical repairs as well as new installs. They ",ill also be responsible for collecting the 
coin phones and servicing the Wi-Fi. 

2 - 4 Cen Detect/Control Technicians Cell Detect/Control Technicians ",;1I be 
responsible for running the cell detect/control hardware including physical insL,Il, 
management of the mobile units, troubleshooting/repair/maintenance, report 
generation, and other related duties. These technicians would also be cross-trained to 
handle the duties of the Site Administrators and the Phone Techs, 

State Service Manager - The State Sen,;ce Manager will be the supervisor for all in
state subcontractor employees. This person would report to the PCS 
Program/Account Manager. 

Implementation/Project Manager - This position ",;11 lead the subcontractor's 
teams during the implementation of PCS's solution (phones, hardware, etc.). The 
implementation ",';)1 be completed within 120 days, 

BCforward will also assist with prm;ding: 

• 
• 
• 
• 

24/7 Payphone Operator Service CalI Center 

Installation of 540 public payphones 

InsL,llation of inmate phones 

Cell Detect Yearly Maintc",ance SL\ 

----------------,--,-----,--
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• Payphones, Enclosures and Pedestals 

• Inmate Phones and Backboards 

Quardications & Experience 
BCforward is a business solutions and staffing firm that leverages our resources and processes 
to assist in.the solution. of business problems and staffing needs. Founded in 1998, 
BCforw .. rd currently maintains a tL'aIIl 0"[ nearly 600 resources. BCforward operates delivery 
centers in Indianapolis, Cincinnati, Cleveland and St. Petersburg, Russia. They currently 
provide outsourcing and staffing solutions to over 70 clients globally. These teams deliver 
solutions tor multiple industries from both public and private sectors .. 

Below are a few highlights and key points regarding BCforward: 

• 
• 
• 
• 
• 

BCforward is the largest Enterprise Systems Integrator in Indiana 

BCforward is the largest IT solutions firm headquartered in Indiana 

BCforward is the largest Computer Solutions Firm in Indiana 

BCforward is the largest Business Solution Firm in Indiana 

BCforward is the largest l\Iinonty Business Enterprise (MBE) in Indiana 

The team of consultants work with e1ients to understand their business needs then map out 
the goals and objecti,oes necessary to achieve the desired outcome. BCforward corisultants 
bring a wide range of skill sets' to these types of engagements including: 

• SiX Sigma eXperience 

• 
• 
• 
• 

Critical Path and Critical Chain Project Management Methodologies 

Pre-defined templates that accelerate implementation 

Industry best practices 

Multiple .certifications including PMP's, Six Sigma Green dnd Black Belts and CMMI 
experts 

Below are a few projects BCforward conducted for the State of Indiana: 

• 
• 
• 
• 

• 

Indiana Criminal Justice Institute: Business Process Review 

Indiana State Police: Computer-Aided Dispatch Implementation 

Indiana Secretary of State: Dealer license System Custom Application Development 

Indiana Family and Social Services Administration: Medicaid Information Technology 
Architecture Assessment 

Indiana Department of Workforce Development: CalI Center Support 

I . Business Proposal 170120 
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Publicall 
6330 E. 75th St. Suite 164 
Indianapolis, IN 46250 

. " 

As a subcontractor ofBCforward, PCS has teamed with the DOC's current on-call 
maintenance and repair provider, Publicall, to ensure that the State continues to receive top
flight technical service throughout the State with no disruptions or unnecessary leanling 
curves. 

Publicall Telecommunications has been providing 
world-class serv:ice for over 20 years. Publicall has 
relationships with several Inmate Telephone 
Providers as well as prevIous relationships u-ith 
AT&T, Verizon and many Fortune 500 cUstomers. 
Publicall also provides service to public payphones 
for"'jails, ci~es, county agencies and airports. 
PCS can teamed with Publicall to continue to provide the exceptional service the State enjoys 
today. Some of these services include support for the public pa1'phones, inmate phones, . 
inmate telephone systems, workstations, site administrators, and PCS approved new projects. 

Qualifications & Experience 
Publicall has extensive e"'perience working with large correctional facilities since 1997. 
Publicall currently provides service to the State of Indiana Department of Corrections' 26 
facilities, and is already farniliar with the DOC's particular sen~ce needs and procedures. 

Publicall also prm~des support and maintenance to numerous other large clients including: 

• 

• 
• 
• 

• 

• 

• 

• 

18 of 20 

Massachusetts DOC • New Jersey DOC 

City of Philadelphia • York County, Pennsylvania 

Philadelphia International Airport • Dattlphin County, Pennsylvania 

Rhode Island DOC • Schukyll County, Pennsylvania 

Publicall maintains all aspects of the inmate telephone system, including performing all 
necessary repairs and pl'C'\"cntive maintenance 

Publicall is the single point of accountability. The Publicall Manager is the State's 
primary contact on a daily basis for all maners related to the operations of the Inmate 
Telephone system. 

Install new telephone station equipment. Publicall schedttles all implementation and 
cutovers to minimize downtime and perfonn all work at hours as directed by the 
County or State. 

Publicall is accessible \~ atoll-free number, for problem reporting and maintenance 
requests. The Inmate Sen,ices Support Desk is staffed 24 hours a day, 365 days a year 

1 . Business Proposal 
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to receive and respond to trouble reports and begin the actual diagnostic process of 
resolving the problem within 30 minutes of notification. 

• Publicall installs, services, collects, and maintains all public payphones at contracted 
locations 

CSCI ConsuHing - WBE Subcontractor 

8225 E. 56th Street, Suite B 
. Indianapolis, IN 46216 
(317) 757-8764 
Sub-Contract Amount: $18,328,822.00 

Functions for this Contract 
CSCI Consulting will provide the iollov.~ng services and hardware as a subconttactor for PCS 
at Indiana DOC: 

• VOIP Services (MRC) 

• VOIPServices (LD Tertnination) 

• Cell Detect Cabling 

• Cell Detect Hardware 

• Network Artached Storage Devices 

• SIP Port Licens~s 

• . Network Hardware 

• Workstations and UPSs 

• SeNer Chassis 

Qualifications & Experience 
eSCI Consulting is an Indiana-based leading woman-owned busmess that pro,~des 
professional full service consulting support for Information Technology solutions. CSCI is 
certified as a WomaD~Owned Business Enterpnse(WBE) with the State, with over 90 
resources working locally with government customers in Indianapolis. Doubling in size 
annually since its inception in 2002, CSC! was named the Fastest Growing Privately Held 
Business in Indianapolis by the Indianapolis Business Joumal in June 2010.· CSC!'s strong 
emphasis on providing high qualitY resources combined with government industry experience 
allows us to provide maximum value to our customers. 

I. Business Proposal 19 of 20 
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'CSC! has earned a reputation for delivering creative, robust information technology solutions 
for Federal, State and Local government customers to enabJe them to best serve their citizens. 
Our services include applications design, development, deployment, and systems and 
infrastrucrurc support. Our teams have worked on some of the largest dat.1 warehousing 
initiatives in the world while using proven approaches to meet project milestones and stay on 
budget. CSCI associates work hand in hand ... ith our public sector customers including the 
U.S. Department of Defense and the State of Indiana to deliver streamlined, efficient 
technology solutions that caprure attention from national media for their effectiveness and 
innovation. \Xl e have a pro,'en track record of improving efficiency !lot only for a project, but 
for an entire organization. 

2.3.10 Extension of Pricing to Other Governmental Bodies 

Please indicate your willingness to extend the pricing provided to the State 
in your RFP response, to Other Governmental Bodies (Note: this is a 
requirement), Each Respondent is also asked to address this in your 
Business Proposal. . 

pes Response: PCS has read, agrees and will comply. PCS has read and is 'Willing to extend 
an offer for services similar to those described in this RFP to other Governmental Bodies: 

20 of 20 1 . Business Proposal 
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MINORITY & WOMEN'SBUSINESSENTERPRlSES RFP SUBCONTRACTOR 

COMMITMENT FORM 

.In accordance with 25 lAC 5-5, the respondent is expected to submit with its proposal a MWBE Subcontractor 
Committnent Form. The Form must show thatthere are, participating in the propOsed contraCt, Minority 
BUSiness Enterprises (MBE) arid Women Business EnterpriSes (WBE)'listed in the Mmority and \Vomen;s 
Business EnterpriseS Division (MWBED)directory of certified firms located'at 
hnp://\\·ww.in.uo\'iido312352,hull, 
If participation is met through use of vendors who supply products andlor sen-ices directly to the Respondent, 
the Respondent must provide a description of products andlorservices pro.ided that are directWrelated to this 
proposal and the cost of direct supplies for this proposal. RespOndents inust complete the Subcontractor 
Commitment Form in its entirety. ' 

Failure tomeet these goals will affect the evaluation ofyouT Proposal. The Department reserves the right to 
veritrall information included on the MWBE Subcontractor Commitment Form. 

Respondents are encouraged to'contact and work with MWBEDat 317-232-3061 to design a subcontractor 
commitment to meet established goals as referenced in this solicitation. 

Prime Contractors must ensure that the proposed subcontractors meet ihe following criteria: 

• Must be listed on the IDOA Directory of Certified Firms 
• Each firm may only selVe as once classification -MBE or WBE 
• A Prime.Contractor who is anMBE or WBEmust meet subcontractorgoal.s by using other listed certified firms. 

Certified Prime Contractors cannot count their"own Workforce or cOmpanies to meet this requirement 
• Must seive a commercially useful function: The firm must serve ,j"value-added purpoSe on the engagement 
• Must"provide goods or service only in the industry area for wh'ich ~is certified as listed in ,the directory at 

http://www.in.Qovlidoal23S2.htrn, 
• Must be.used to provide the goods or services specific to the contract 
• National Diversity Plans are generally not acceptable 

MINORITY & WOMEN'S BUSINESS ENTERPRISES RFP ~UBCONTRAcrOR LEITER OF 
COMMITMENT 

A signed letter(s), on company letterhead, from the MBE andloLWBE must accompany the MWBE' 
Subcoritractor Commitment Form. Each letter shall state and will serve as acknowledgement from the MBE 
andlor WBEof its subcontract amount, a description of products andlor services to be provided onthis project, 
and approximate date 'the subcontractor win perform work on this contract. The State reserVes the right to deny 
evaluation points if the letter(s) is not attached. TheState will deny evaluation points if the letter(s)is attached, 
not on company letterhead, not signed andlor does not reference and match the subcontract amountand the 
anticipated period that the Subcontractor win perform work for this solicitation. 

By submission of the Proposal, the Resporidentacknowledges and ilgfeesto be bound by the regulatory 
processes involving the State's MlWBE Program, Questions involving the regulations governing the MWBE 
Subcontractor Commitment Forn) should be directed to: Minority and Women's Business Enterprises Division 
at (3 I 7}232-3061 or hilp:!i\\'w\\'.in.~o\·iidoal? 352,hlm, 
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RFP# 10-55 

DUE DATE: Juh' 14, 2010 

TOTAL BID AMOUNT: Total anticipated re,'cnue fortlie ~ year initial cormact tenll plus 4 renewal yrs is 
580,093,528.00 

X MBEFirm [] WBE Finn 

Company Name: BC Forward Contart Person: Todd Tolson 

Address:' 10 W Market Street, Suite BOO [-mail: todd.lOls(tn(~,:hcfon\·ard.l.·oln 
Indianapolis. IN 46204 

Telephone Number: I Fax Number: 
(317) 493.2017 ( 866) 881.7769 

Sub-ContrartAmount: SI8,735,7.46.00 Describe sen'iceiproduct to be 'prO\;ided: 
Infonnation Technology Service 

Sub-Cootract Percenlage of Tolal Bid: 23.4% 

Pro\'ide approximate dates when Sub-Contractor'wm-perform on_this project: Inunediatel\' after contract award . . 

[] MBE Firm X WBEFirm 
Company Name: CSCI Consulting Contact Person: Toilya Hanshew 

Address: 8225 E. 56th Street, Suite B E-mail: tonyahanshew@:;csciconsuhillg.com 
Indianapolis, IN 46216 

Telephone Number: I Fa. Number: 
( 317) 757.8764 ( 317) 757.8769 

Sub-Contract Amount: SI8,328,822.00 Describe service/product to be prm'ided: 
Infonnation Technology Service 

Sub-Contrart Percentage of Total Bid: 22.9'/'" 

Provide approximate dates when Sub-Contractor will perform OD this project: Itnlnediately after contract award 

Respondent Finn 
201 5,-,uth '(~:1pit,--'l _ \ \"(: 

Address 

City/State/Zip Code 
1\n11 I('nnin~s 
Representative;: 
J u h- 1.\ 2{1](1 

Date 

Telephone Numher 
(.1I0) r.Q71" 
Fax Number 
p:lUl. i enni Ijgs~: Il::tmpcs. c(lm 
Email Address ,,-'- "--

~··/·2-=---·-· 

Printed Name and Title 
o Please check if additional forms are attached. 

Page of 
FORM MUST BE COMPLETED IN ITSENTIR=E=T::C:Y""'WJ=TH COMPLETED LETTERS OF 

COMMITMENT. 
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July 8, 2010 

Mr. Chris Moore 
Public Communications Services-Indiana, LLC 
200 S. Capitol Avenue, Suite 600 
Indianapolis, IN 46225 

Dear Mr. Moore, 

This letter is confirmation that it is the intent of Bucher + Christian Consulting, Inc., DIBI A 
BCforward (BCforwarti) to participate with Public Communications Services-Indiana, LLC. 
(PCS-Indiana)oil the State of Indiana, Request for Proposals C'RFP") I 0-55. This RFP is for 
Offender Pay Tclcphone Services released by the Indiana Department of Administration and 
Indiana Department of Correction. 

BCforward is pleased to have this opportunity to participate with PCS-Indiana on this RFP. 
This letter is also our commitment to abide by all State procurement regulations which 
include: 

• Drug free. workplace 
• Non-collusion 
• Equal Opportuiuty Employer 
• Confidentiality 

BCforward understands there is no commitment for work by PCS-Indiana, unless the RFP 
results in a contract/award with the State of Indiana. If PCS-Indiana signs a contract with the 
State of Indiana, BC,forward will participate in the contract by providing information 
technology services as part of the telecommunications systems being deployed and operated 
by PCS-Indiana. on behalf of the Department" of Correction and others. BCforward will be 
paid an estimated amount of $18,735,746 for its services, which represents approximately 
23.4% of the entire estimated amount of the contract, for the duration of the term of the 
contract. 

BCforward is a Buy Itldiana buSiDesS;-Conned in Iruliana~th-lis corporate headquarter.; on 
Monument Circle in downtown Indiana. We have a sizeable presence in the State with more 
than 600 employees. This opportunity will expand that presence and result in the hiring of 
additional Indiana residents to provide the requested subcontract services. We have pi-eviously 
provided service to agencies and elected officials with the State of Indiana. 

BCforward is also a certified Minority Business Enterprise ("MBE") with the State of Indiana, 
and is registered and qualified to' provide the type of information technology services 
requested by PCS-Indiana. 



c ::; . 
. CS CI CONS U L 11 N t;~~ Bll-=of::;:::~::::"'-~5-
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July 8, 2010 

Mr. Chris Moore 

Public Communications Services- Indiana, LLC. 

200 South Capitol Avenue, Suite 600 

Indianapolis, IN 46225 

Dear Mr. Moore: 

This letter is confirmation of the intent of Creative Solutions Consulting, Inc. (esCI) to participate with Public 

Communication Services-Indiana, liC (pes-Indiana) on the State of Indiana Request for Proposals ("RFP") 10-S5. 

This RFP was issued by the Indiana Department of Administration on behalf of the Indiana Department of 

Correction for the Offender Pay Telephone Service. 

esCI is pleased to have this opportunity to participate with PCS-Indiana on this RFP. This letter is also our 

commitment to abide by all State procurement regulations which include: 

• Drug free workplace 

• Non-collusion 
• Equal Opportunity Employer 

• Confidentiality 

esCI understands there is no commitment for work by pes-Indiana, unless the RFP results in a contract/award 

with the State of Indiana. If pes signs a contract with the State of Indiana, esCi will participate in the contract by 

providing information technology support services, including services to deploy, operate, and support the 

provision of telecommunications services by Pes-Indiana to the Indiana Department of Correction and other 

state customers. esCI will be paid an estimated amount of $18,328,822.00, which accounts for approximately 

22.9% of the estimated amount of the contract, throughout the entire projected term of the contract. 

esCI is a Buy Indiana business, formed and headquartered in Indiana. Our principal place of business is in 

lawrence, Indiana, where we have regularly provided service to state and federal customers and other private 

sectors businesses throughout Indiana. We have a sizeable employee base in the .State and if successful, our 

role on this contract will allow us to maintain that presence and grow our small business operations. 

CSCI Consulting, Inc. 18225 E. 56"' street, Su~e B 1 Indianapolis, IN 462161317-757-8764 
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BCforward further certifies that Justin Christian, as signatory to this lettec, is authorized to 
make such commibnents on behalf of Bucher + Christian Consulting, Inc. 

Sincerely, 

Justin Christian 
President and CEO 
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2. TECHNICAL SPECIFICATIONS 
1.0 TECHNICAL PROPOSAL FORMAT - MANDATORY 

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

Number each page of the proposal. I of200, 2 of200, etc. 

In accordance with Ie 5·22-23(b)( I), the secwity 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 
MANDA TORY 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. 

pes Response: pes has read and complied. 

2.0 QUANTITY OF TELEPHONES TO BE SERVICED - MANDATORY (with the 
esceptioD 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 infonnation 
centers. 

pes Response: pes has read, agrees and \ViU comply. pes's proposal is for a complete 
solution to all the rL-quirements of the State's RFP including Offender phones and Public 
Payphones. 

2.1 There are approximately 1,439 offender phones located in State correctional 
facilities. 

pes Response: pes has read, agrees and will comply. 

---.-~ ... --- .. --~----~--~--------
2. Technical Specificotions 1 of 224 
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esCI is also certified by the State of Indiana as a Women 8usiness Enterprise ("WBE"). We are qualified and 

registered with the Department of Administration to provide the type of information technology services 

requested here. In fact, we have provided similar services to other state and federal government customers. 

esCI further certifies that Michele Meyer, as signatory to this letter, is authorized to make such commitments on 

behalf of Creative Solutions Consulting, Inc. 

Sincerely, 

~~~< 
Michele Meyer 
President 

CSCI Consulting, Inc. I 8225 E. 56'" Street, Suite B I Indianapolis, IN 462161317-757-8764 
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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. 

pes Response: PCS has read, agrees and will comply. 

2.3 All equipment, phones, enclosures, fiber optic cable, te\ecom 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. 

pes Response:PCS has read, agrees and ",ill comply. The PCS Team's proposal is for an alI
inclusive solution to the State's requirements including all installation, circuits, hardware. . 
software, training, support, maintenance and repairs for the full tenn of the proposed contract 
at no cost to the State. 

The PCS Team proposes to utilize all existing cabling at INDOC and INDOT locations that is 
determined to be in good operating condition. All installations of new cabling will be pre
approved by the managers of each facility and will comply with industty standards 'and/ or 
regulatory agency guidelines. Cabling will traverse pre-existing conduit runs where available or 
routes determined during the site survey. All cabling will be labeled appropriately, and hidden 
and secured per industty standards. Any internal line quality issues identified by 'Ine PCS 
Team will be reported to the State at the end of each site survey for. scheduling of appropriate 
repair or upgrades. This may include replacing telephone and/ or cabling. All repairs and 
upgrades necessary to fuDy meet the requirements of the State's RFP wiII be done at 
no cost to the State. 

2.3.1 All hardware and cabling installed under the RFP must conform to lOT, 
NEC, Bicsi, and all other national, state, and local regulations relating to 
fire stopping, electrical and telecommunications standards. The lOT 
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: 
htto:llwww.in.gov/iotl2394.htm 

pes Response: pes has read, agrees and will comply. 

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). 

pes Response: pes has read, agrees and will comply. 

2.4 

2 of 224 

Please refer to Attachment E and F for a complete !DOC facility listing that 
includes station counts, public payphone counts, usage information for the last 
reported quarter, and other important !DOC statistics and information. 
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PCS Response: PCS has read and complied 

PROVIDE THE FOLLOWING: 

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

PCS Response: PCS has read, agrees and will comply. The proposed offender telephone 
service currently supports over 15,000 Offender telephones in 8 DOCs and a number of 
large County Facilities across the country, including close to 1,600 Offender phones in the 
State of Missouri. PCS has also been a Public Telephone provider for more than 20 years 
and has managed over 5,000 Public Telephones in,multiple States. The PCS Team's 
proposed solution will have the capacity to service the quantity of offender and public 
payphones utilized today as ";eIl as spare capacity to accommodate future growth. 

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

PCS Response: PCS has read, agrees and will comply. The PCS Team's CCS is modular and 
scalable and will be engineered to accommodate future growth. When future expansion is 
required, additional capacity will be added to the system to accommodate more telephones, 
new locations, provide more network capacity, and offsite database capacity without 
interfering with the function of existing systems: 

,2.7. Confinn your agreement and understanding with complying to all applicable 
professional siandards including but not limited to NEC, and Bicsi standards. 

,PCSResponse: PCS ~as read;agrees and will comply. PCS does and will continue to'comply 
with all professional standards including those of the NEC, ANSI, BICSI applicablet;, the 
installation, service, hardware and wiring proposed. , 

2.8 Indicate the ability to provide service to all types of Offender and Public 
Telephones utilized bY the state. 

PCS Response: PCS has read, agrees and will comply. PCS's call-processing and Call Control 
systems are compatible with any FCC-registered phone type and PCS can provide service and 
support to all types of Offender and Public Payphones utilized by the State. 

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

PCS Response: PCS has read, agrees and will comply. The PCS Team has no additional 
information to add 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. 

PCS Response: PCS has read, agrees and will comply. 

3.2 Services must be provided to all Offender and Public Telephones 24liours a day, 7 
days a ":eek, 365 days a year. 
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PCS Response: pes has read, agrees and will comply. pes will monitor both the Offender 
and Public Tdephoncs and dispatch repair technicians as necessary. In addition, pes 
maintains a toll-free number (SOO-6-INMA TE) staffed 24 hours per day, 365 days per year 
that State personnel may call for repairs as well as technical support. Once a problem has been 
reported to pes, Technical Services staff ",ill create a trouble ticket and begin remote 
diagnostics. If the problem cannot be fixed remotely, Technical Sen~ces ",ill dispatch a 
Technician to make the repair. 

PROVIDE THE FOLLOWING: 

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

PCS RespOnse: pes has read, agrees and will comply. pes provides best-in-class service for 
a number of State, eounty, and Federal customers throughout the U.S. pes provides a U.S.
based Technical Sen'ices call center to assist Doe staff ,,~th everything from technical 
concerns to blocked number requests. Tbis service includes proactive monit"ocing of the 
hardware and circuits, trouble ticket reporting, and real-time complaint resolution. 

Once a problem has been reported to or identified by pes, Technical Services staff will create 
a trouble ticket and begin remote diagnostics. I f the problem cannot be fixed remotely, 
Technical Sen'ices "ill dispatch a technician to go to the correctional facility or other State 
location to make the repair. 

pes will adhere to the follomng protocol: 

1. \Vben the facility contacts pes via the SOO-6-INMA TE line, a ticket will be opened 
and a phone call put through to a backup technician. 

2. The backup technician will report their status and provide an ETA. 

3. A pes Technical Sen~ces representative will contact the DOe representative that 
reported the issue to let them know the ticket number and pro,~de an ETA for the 
technician en rOll teo 

4. The technician will notify the pes Technical Sen'ices representative when they have 
arrived onsite; will sign the facility check-in fonn on arrival, and mc~t with the escort 
provided by the facility (if available/ required). 

5. The technician will report the status of the issue to pes if they are unable to resolve 
the problem immediately. 

6. pes's representative will contact the DOe representati,'e who reported the problem, 
and prO\~de them mth a status report of the situation <'very hour until resolution. 

7. The Technician ",ill notify the pes representative of ticket completion if they are able 
to resolve the issue. 

S. pes's representative "ill contact the DOe representative who reported the problem 
to let them know that the problem has been resolved. If they are satisfied mth the 
resolution, the ticket will be closed. 
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PCS also provides a 24/7-Customer Service department dedicated to end user support. 
Customer Service handles issues such as setting up prepaid accounts, customer billing, call rate 
inquiries, disputes, credits, refunds, complaints, and questions. 

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

pes Response: PCS has read, agrees and will comply. PCS will work ,,~th the IDOC to 
create customized Service Level Agreements (SLAs). These SLAs will be used to measure 
PCS's performance in regards to the service and maintenance on the account. 

4.0 Integration with moe Offender Information System (OIS)/Jovenile 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 Nwnbers information housed in the systems. 
The current OISI IDS 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 !DOC 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 !DOC during the development 
process to aid in successful integration with the new OIS/JDS. 

pes Response: PCS has read, agrees and will comply. 
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PROVIDE THE FOLWWlNG: 

4.1 Indicate your ability to integrate with the existing OIS to pull the requiTed data 

pes Response: PCS has read, agrees and will comply. PCS guarantees our ability to integrate 
with both the State's current OIS database and your future Microsoft-based application to pull 
the required data. 

One of PCS's core strengths is the ability to integrate our systems with other vendors' 
software, such as OIS, Commissary, Offender Trust Systems, in-house IT departments, and 
kiosks. More than 80% of PCS's clients have some form of integration. 

Integration benefits both your staff and your offenders. For Indiana, integration means: 

• 

• 

• 
• 

Increased revenues due to integrated debit calling, increased call 
volumes and faster account set-up . 

Debit time ordering automation - faster for offenders, and no order 
processing for your staff 

Data consistency across many integral systems at your facilities 

Reduced paperwork and data management for your staff 

Better yet, not only can your offenders buy phone time more quickly and easily, but with 
Debit and Prepaid they can complete more calls (such as to cell phones and businesses). More 
calling keeps offenders connected with their family and support network and results in fewer 
complaints. easier re-entry into society, and lower rates of recidivism. 

Recent Integrations 
Here arc some of our recent integrations, demonstrating the many services pes can provide to 
free up your staff to focus on more important matters: 

. Recent pes Integrations .' . 

---.-.--
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4.2 How will you interface and receive data from the current OISlJDS system? 

pes Response: pes has read, agrees and will comply. pes currently designs custom 
intetfaces that best fit the configurations and capabilities of each client's existing and furure 
vendors and will perform this service for IDOC. The pes Team will work with the State to 
detennine if the data exchange will still occur via nightly batch downloads or if there is an 
opportunity to upgrade the interface. PCS has a solid track record as a systems integrator and 
has designed and implemented solutions including: XML format file sharing, web setvices
based exchanges, Network Node Interfaces (NNI), and more. PCS uses web setvices and a 
variety of other file transfer protocols to integrate with other vendors. 

2. Technical Specifications 9 of 224 



PCS is also involwd "ith national 
assooatlons related to infonnarion 
sharing in the public safety/criminal 
justice domains and has practical 
implementation expenence working 
"ith NIEIII, JIEM, JRA and GFIPM 
standards. This flexible approach, 
combined with our extensive experience 
in software de\~elopment, ensures a fast, 
smooth transition to the new phone 
system. With the cooperation of other 
vendors and our e"l'ertise as a planner 
and implementer of statewide and 
regional information sharing 
systems, PCS is confident in our ability 
to integrate \lJith the State's current 
OIS/OMS and Offender Trust systems 
and/or any OIS or 
Trust/Banking/Commissary systems 
IDOC may implement in the future. 

eXHIBIT C 
Indiana Departments cPt ~i~t.2:,Qft '-I I 5 

RFP No. 10-55 
_ Offencjer .paOelePJJ.Q!l~JQ1 

What your Peers Say about the Benefits 
of Integration with pes ... 

Real· nme Debit: 
"ThIs has nol only Improved their service to our 
offenders. II has almost tripled the amount 01 
revenue we receive from debit calls. PCS 
developed this capability for us in less than six 
weeks." 

Integrating phone. accounting. and food services 
systems: 
"This wID save our stall countless hours 01 manual 
data entry and provide a link to our case 
management and dietary restriction as well." 

OveraD: 
"I would highly recommend PCS to any agency 
laoking for a high-quality offender calling service 
with dedicated professionals working throughout 
the company providing excepfional service." 

-Roland K. Hamann. Administrative Service 
Manager. Douglas County Corrections. 3/15/2010 

PCS's integration plan to meet IDOC's needs includes, but is not limited to, the folloMng: 

Offender Data 
PCS will integrate Mth the State's current COBOL database and future Microsoft-based 
application to receive offender data, such as the name and housing location, and to 
automatically generate Personal Identification Numbers (PINs) for the offender telephone 
accounts. This integration will be coordinated Mth the current OIS/JDS prO\ider and will be 
installed and operational prior to implementation of the new CCS. With the automatic 
generation of PINs, offenders will be able to select their own PIN lIpon first usc of the 
offender phone system, so no manual intervention will be necessary. 

Offender Debit System Activation 
PCS "ill integrate "ith the State's Offender Trust System and/or Commissary System in order 
to provide card-free debit to offenders. 111is integration will be coordinated "ith the State, 
and be installed and operational prior to cutover of the new CCS. Upon system turn up, 
offenders "ill be able to purchase debit time automatically through the offender telephones. 

System Data Downloads 
Relevant data will be required to ensure that any security and/or administrative information is 
available for immediate use. PCS will work Mth the State to receive sample data files from the 
current COBOL database. This data "ill be downloaded into our system for test conversions. 
Once these conversions are approved, then PCS ",ill request that a full data file transfer be 
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arranged as close to the cutover date as possible. This will ensure that the infonnation is 
current prior to rurning up the system. The.data requested from the current database will 
include, but not be limited to: 

I. Offender Oata (Name, Housing Location, etc.) 

2. Offender Personahlliowed Numbers 

3. Offender Visitation Usts 

4. Alert Usts 

5. Attorney Usts 

6. Blocked Number Usts 

4.3 Indicate your understanding and willingness to work with !DOC and the new 
OISlJDS system. 

PCS Response: pes has read, agrees and will comply. The pes Team has executed a non
disclosure agreement with the Microsoft Team who is working on the new OIS/lOS and has 
started discussion on integration options. The pes Team has discussed the new OIS/lOS 
with Microsoft Team members, such as Nick Vespa, and has developed a good understanding 
of the direction that the new OIS/JDS Will take. The PCS Team and Microsoft ha~e 
exchanged ideas that will aDow for a seamless interface upon implementation of the new 
offender telephone service. The interface will employ web services to create a real:time 
integration with error checking and reporting capabilities. pes will be able to receive all 
pertinent offender data, including the offender name,ID, PIN, housing location, and any 
other relevant data that the DOe chooses to incorporate from the new OIS/lOS. 

4.4 Any other infonnation deemed necessary or appropriate to this section 

PCS Response: pes has read, agrees and will comply. pes has spent a great deal of time 
gerting to know the IOOe OIS s},tem and has already fomlUlated an integration plan. Upon 
contract execution, pes will be prepared to work with the ooe to have the .integration in 
place upon transition to the new ees. As a value added service, pes is also willing to offer 
IDoe the ability for offenders to order debit phone time, and possibly commissary goods, via 
the Offender phones. pes is in the process of implementing this new service to a number of 
customers throughout the u.s. and has seen a significant jump in both Offender satisfaction 
and debit revenue. 

In many cases, pes has been able to successfully integrate with other systems and implement 
advanced ,services where our competitors have not. pes uses web services and a variety of 
other file transfer protocols to integrate with other vendors. This flexible approach, combined 
with our extensive experience in software development, ",,'ill ensure a fast and smooth 
transition to the State's new phone system. With the cooperation of other vendors, pes is . 
confident in our ability to integrate with State's current OIS and Trust sjisiems, and any.new 
applications the State may implement in the future. 

The most complex transition of offender telephone service that pes has managed was for the 
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State of !l.fissouri, currently PCS's largest customer with almost 1,600 phones serving more 
than 30,000 offenders. 

Debit Integration Case Study: The State of Missouri 
11,e physical transition to the new offender telephone system (CCS) started on September 25, 
2006 and was completed 47 calendar days later on November 10,2006. PCS Program 
Manager, Chris Moore (who will also serve as the Program Manager for the State of 
Indiana), was selected to serve as the single point of contact for the State to manage the 
delivery of all products and services. TI,e complexity of the project included not only the 
coordination of swapping out all the incumbent's offender phones and hardware, but also the 
deployment of electronic debit via an integcation with the State's AS400 system. Prior to the 
transition to PCS, the State was not able to offer Debit calling to the offenders. 

In parallel with the project to inlplement the 
offender telephone system, Mr. Moore led an 
integcation project between PCS and the State 
so that Debit calling could be offered as soon 
as the new offender phone system was online. 

lne result was a dramatic increase in call 
volumes: more than 100% after we 
inlplernented cardless Debit calling. An 
increase of this magnitude in call volumes 
means 1) more revenue for the State, 2) lower 
call rates for the offenders, and 3) more 
communication between offenders and their 
loved ones. 

~ -1-------------

PCS and Debit CalRng at the State at Missaurl 

Integration Case Study: The State of Iowa 
\\'hen PCS won the bid for the State of Iowa Department of Corrections, we interfaced across 
four of the State's divisions (Departments of Corrections, Human Resources, Finance, and the 
Iowa Communications Nerwork); within the Department of Corrections, we also integrated 
the offender records files, the Oakdale Intake database, and DOC banking. 

Each day, all CCS-critical information (e.g., transfers between facilities, new in-takes, financial 
deposits) f1o",;ng through these departments is caprured in Excel format; each night, that 
infonnation is "data dumped" into the phone system. TIlls saves countless staff hours of 
duplicative data entry, and prevents the inevitable manual errors that arise from such 
duplication. 

This integration worked so weD that the Iowa DOC recently returned to PCS-
abandoning a contract with one of our competitors--because of our proven skiD and 
experience in systems integration and remains our client to this day. Unlike so many 
vendors, PCS has the history, skill, and experience to deliver the integcations that we promise. 

1201224 2. Technicol SpeCifications 



OffenderPav J~eoh_one_Seryice",--_____________________ _ 

5.0 INTEGRATION WITH OFFENDER KIOSK SYSTEM-MANDATORY 

IDOC will be implementing a contract for offender kiosks and trust accounts on or after 
July I. 2010. Anticipated services will include trust accOimt fimding. offender email, video 

. visitation, and other services. 

pes Response: pes has read, agrees and will comply. 

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 fimd their 
Offender phone accounts should they chose to fimd the accounts utilizing this 
method. 

pes Response: pes has read, agrees and win comply. 

5.2 Any and all costs for fimding 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 fimding method. 

pes Response: pes has read, agrees and ",iJI comply. 

5.3 Respondent is still permitted to handle their own account fimding and hilling 
utilizing their own customer service center, but families must be able to fimd phone 
accounts using the new vendor should they chose to do so. 

pes Response: pes has read, agrees and will comply. 

PROVIDE THE FOLLOWING: 

5.4 Your understanding and willingness to work with the selected vendor and integrate 
with their system. 

pes Response: PCS has read, agrees and will comply. PCS has exisring integrations with a 
number of kiosks vendors including, but not limited to, Keefe, Swanson, Huber, Canteen, and 
TouchPay. PCS will be able to leverage our years of experience integra ring with kiosks 
providers to create a seamless interface with either the exisring vendor, JPay, or any new 
vendor that may be selected. pes has integrated with Lobby /Visiring Area Kiosks to facilitate 
deposits to offender trust and debit accounts and has integrated with Offender Housing Unit 
Kiosks for services such as electronic debit time purchase, email and more. 

Type 01 V d No. 01 B ft 1 I t r 
System en or Facilities ene Ion egra Ion 
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Type of 
Vendor 

No. of 
Benefit of Integration 

System Facilities 

• PIN enrollment 
• Enable offenders to purchase phone 

time through the commissary 
Swanson Kiosks 14 • Friends and family can add funds to 

debit and prepaid accounts and 
receive refunds on debit accounts 
from commissary upon release 

TouchPay Kiosks 2 • Friends and family can add funds to 
debit and_ prep.9id accounts 

• Friends and family can add funds to 

Keefe Kiosks 2 
debit and prepaid accounts 

• Enable offender5 to purchase phone 
time through the commissary 

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

PCS Response: pes has read, agrees and will comply. pes understands that all costs 
associated with funding an Offender phone account ,·ia the kiosk will be the responsibility of 
the Respondent and the new vendor. Family and friends funding accounts via the kiosk ",ill 
bear no costs for utilizing this funding method. 

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

PCS Response: pes has read, agrees and will comply. pes would like to note that we offer a 
full suite of funding options including, but not limited to, funding ,~a the web, live operator, 
IVR, Western Union, and Money Gram. The pes Team will work \\~th the State and the new 
vendor to establish the suite of funding options that works best for the State. 

6.0 OFFENDER COLLECT-ONLY TELEPHONE SYSTEM REQUIREMENTS
MANDATORY 

6.1 The proposed CCS at each correctional facility is to have the latest state ofthe art 
technology, network connectivity, call recording, call control, and investigative 
capabilities. 

PCS Response: pes has read, agrees and will comply. The pes ecs is a turnkey system 
that includes state-of-the-art equipment, hardware, and software-including the telephone 
networ~ recording system, call-control system~ telephones, workstations, printers, and 
associated software. This solution uses cutting edge call-processing and data-management 
technology that is designed specitically to operate with the highest degree of reliability in the 
challenging environment of the corrections industry. This system has been engineered to 
pro,~de the highest level of call-processing accuracy available and incorporates an extensive 
array of call-control features and investigative tools for use at e"ery client facility. 

6.2 
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PCS Response: pes has read, agrees and will comply. During the first meeting with the State 
following contract award, pes's Progrnm Manager, Chris Moore, will confirm the State's 
exact requirements including·all hardware and features to be implemented at each facility. 
Immediately following installation at each facility, pes's Implementation Manager, Anihony 
Arellano, will perform a thorough test of each item of equipment, each internal and extemal 
circuit, each software feature and all other contract deliverables. 

He will complete and sign the exhaustivePCS Test and Acceptance Plan (See Attachment 
E) before submitting it to the manager of each facility and/or contract representative from the 
State, which allows the State to conduct additional testing before accepting the installation as 
complete and satisfactory. Implementation will not be considered complete until the State has 
accepted each deliverable in writing as completely satisfactory. 

6.3 There shall be one linelchanneVport per telephone. All phones must be able to draw 
dial tone and place a call simultaneously at each !DOC facility. No line 
conceatration is aI\owed. 

PCS Response: pes has read, agrees and will comply. pes understands that no line 
concentration.is allowed and that all phones must be able to draw a "dial tone" and place a call 
simultaneously at each moe facility. Please note that digital telephony does not actually rely 
on the number of separate lines, but on the total available bandwidth. A T-t line has 24 
copper channels that are the equivalent of 24 separate lines. These channels, when used for' 
packet routing-rather than being individually seized for point-to-point calling--have eno';gh 
bandwidth to carry more than 24 siriluitaileOus calls. . . 

6.4 . Orice a call is connected, the proposed ecs should ignore any additional nwnbers 
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. 

PCS Response: pes has read, agrees and will comply. 

6.5 All offender call control platforms are to be common platforms that are 
Wmdows based utilizing Windows XP, Linux, or other industJy proven operating 
system. Respondent is required to maintain all sYstems, software, updates, and 
related software licensing throughout the life of the resulting contract. 

PCS Response: pes has read, agrees and will comply. The proposed ees uses a standard 
Microsoft SQL database and is accessed by authorized users through Internet Explorer. The 
pes Team \vill maintain the systems, software, licenses and upgrndes necessary to provide all 
the services requested by the State for the full term of the proposed contract at no cosf to the 
State. 

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 bum CD's or DVD's or provide another method 
of digital output so investigators can easily transport call recordings. 

PCS Response: pes has read, agrees and will comply. The pes Team will work with the 
State to select a computer, monitor, mouse, printer, and speakers or headphones that best 
meet the needs of the State. Alternately, pes can provide the standard Equipment models 
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defined in Appendix D. 

6.6.1 Respondent will be responsible for maintaining this hardware and 
conswnables such as ink refills, CD's, DVD's, portable media device, etc. 

PCS Response: pes has read, agrees and will comply. 

6.7 Proposed CCS must employ all of the latest investigate tools to help track criminal 
activity and WIlllIthorized calling. Advanced reporting capabilities must include at a 
minimum the following capabilities. 

PCS Response: pes has read, agrees and will 
comply. The pes ees greatly enhances the ability 
of correctional staff and other investigators to solve 
crime and maintain safety and security within their 
facilities by providing a full array of investigati,>e 
features including Recording and Monitoring of 
calls, Alerts, Reverse Look-up, instant reports on 
potentially fraudulent acti,;!)· and more. The 
intuitive point and click interface is so easy to usc 
that we have found that investigators and facility 
staff are able to use the tools fluently and effectively 
after t1,eir first training session. 

The pes ees will inlprove the efficiency of 
investigations by quickly idL'lltif};ng indi,;dual 
offenders' call records. The calling platform keeps a 
comprchensi,·e record of the call details for every 
call attempted, not just calls completed. These 
records arc logged by me system and arc easily 
accessible through standard or user-customized 
reports. Our recording and monitoring features arc 
fully integrated into the system to provide seamless 
management of recorded telephone conversations 
while providing stringent security controls that 
preyent unauthorized access to the call recordings. 

Investigative featu.-Include: 

• High quality digital recording of aU calls. 

• Live monitoring capability of aU calls. 

• Redundant on-line storage of aU caU 
records. 

• PiNs to authenticate offender identity 
and track calling activities. 

• Reverse Lookup and satellite mapping. 

• call Alerts. 

• Extensive fraud detection features 
including thr ..... way calling and call 
forwarding detection. 

• Investigative reports searchable, 
sortable and storable according to 
virtually any criteria investigators desire. 

• Remote access to the system from 
virtually anywhere. 

• Complete and verifiable Audit trail of all 
actions taken by leM Users. 

6.7.1 Ability to search and compare CDR's and recordings at one !DOC facility 
or between all IDOC facilities and any other cooperating correctional 
facility utilizing the same CCS you are proposing. 

PCS Response: pes has read, agrees and will comply. The pes ees "ill operate in a 
centralized network enrnonment, which means that sharing data ",ill be as sinlple as allowing 
access to the appropriate database. This will allow users to search and compare CDR's and 
recordings at one IDOe facility or between a1IIDOe iacilities and any other cooperating 
correctional facili!)'. 

6.7.2 Proposed CCS should subscribe to reverse lookup or reverse 411 databases 
to permit !DOC staff to investigate and verity details and the validity of 
phone numbers and addresses being added to the offenders PAN list, and 

-----.-- -- ~ 
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any phones numbers that are being called from the proposed CCS. 

pes Response: PCS has read, agrees and will comply. The PCS CCS includes a Reverse 
Lookup feature that can be utilized to check a called-to number while a call is in progress, for 
any frequently called number, or for numbers that have not yet been called before they are 
added to the offender's personal number list (PAN). pes's Reverse Lookup relltlUe is 
ofIi:rt:d lit DO cost to the Stilt/:. 

The Reverse Lookup feature can be accessed on any screen in the system where a billed-to 
number is underlined in blue. 

; 

I TOO ... 

Click the biJIed.to number 
underlined in .Ii!!l.!I to view 
the nama and address of 

~ '£..:,~:~ 7:- = 
= 

Tea-1CI 

Test- t01 

Can DelaO Results· BTN 

OO:OD 

The Reverse Lookup feature provides the billing name and address associated with a given 
telephone number and a map, and satellite photo if available. The user merely clicks on the 
called-to number to bring up the Reverse Lookup dialog box that shows the name and address 
of the called party. 

6.7.3 Ability to categorize offenders in the proposed CCS by facility and across 
facilities into specific known gang affiliations or groups. 

pes Response: PCS has read, agrees and ",ill comply. The PIN Detail screen of the proposed 
CCS allows investigators to attach gang information to any offender that can then be easily 
searched to pull up a list of all offenders with a particular word or phrase in their description 
field. PCS can also import any designated information from the OIS to auto--populate this 
field for each offender so that, for instance, each offender identified as a "Ctip" in the OIS 
would automatically have the word "Crip" added to their PIN Detail notes field ",~th no 
human intervention. PCS can also integrate with Indiana's i2 investigative software to cross 
reference and link all call data for gang management and identification across facilities. 

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. 

pes Response: PCS has read, agrees and will comply. The CCS has a standard PAN 
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(personal Allowed Number) Search that allows investigators to search for any and all 
offenders with a particular outside number on their PAN. Standard reports also include PAN s 
in common (a list of all numbers on more than one offender's PAN), Frequently Dialed 
Numbers, Numbers Dialed by Multiple Inmates and a host of other one-touch tools 'to enable 
investigators to swiftly compare and drill down into calling patterns between offenders, 
between facilities, and within certain groups of offenders. In addition to these tools, PCS has 
recently developed a robust ad-hoc query reporting tool that allows investigators to create and 
save their O"'TI custom reports. Please refer to Requirement 6.47.18 on page 88for a 
complete description of our ad-hoc reporting feature, Report Builder. 

6.7.5 Ability to cross reference offender PAN lists with lOoe employee, 
Respondent, and contractor phone numbers to ensure that offenders are not 
communicating with employees. 

pes Response: PCS has read, agrees and will comply. PCS typically requests a list of all 
employee numbers from our clients during our first meeting following contract award to load 
into a blocked numbers file prior to system installation. If the IDoe prefers to leave them 
unblocked and periodically check offender calling for calls to this or any other list of numbers 
you can do so \\~th our Call Detail Reporting function, or PCS will have our Site 
Administrators do so for you on any schedule the State chooses. 

pes can als'; integrate with Indiana's i2 mvestigative software to cross reference and link all 
call data for gang management and identification across facilities. 

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. 

pes Response: PCS has read, agrees and will comply. Investigators can set alerts on specific 
billed-to telephone numbers (BINs) or PINs, so they can be contacted whenever there is 
acti\ity. Once investigators designate in the CCS that a BIN or PIN is "Hot", when that 
"Hot" PIN is used to place a call, or a call is made to a "Hot" BTN, the alert is triggered and 
the CCS contacts the "Alert ANI" (Automatic Number Identification) on that record. W'hen 
the investigator answers their phone, they can then listen to the call in progress ",ithout 
detection by offender or called party. The im'estigator also has the option to terminate the call 
while it is in progress from any computer ",,;th nCt\llork access. Alerts can also be scnt to an 
investigator's email, pager, or PC, or to all PCs on the network. 

6.7.7 Investigators must have the ability to terminate a call in progress by 
clicking an icon on the system workstation. 

pes Response: PCS has read, agrees and will comply. With the PCS CCS, system users with 
the appropriate login and password ",ill be able to break-in on a call-in-progress to talk to the 
offender and called party. 
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To disconnect the call being monitored click on 

the m icon in the live Monitoring screen. The 
following prompt will give you one chance to 
cancel or confirm the action. To immediately 
disconnect the call click OK A voice prompt will 
infonn both parties on the line that their call has 
been tenninated. 

EXHllj~. ~ 
Page ....LL of _ 1/~ 

(;~~PCS 

car wi be_. ARE YOU ~ 

OK II ana.! 

CaD Termination Wamlng 

6.7.8 CCS must pennit authorized !DOC staifto interrupt or conference into an 
active caU by clicking an icon on the workstation or by dialing a code on 
the phone to begin participating in the call. 

PCS Response: PCS has read, agrees and will 
comply. The CCS offers users the ability to 
interrupt or conference into an active call by 
either clicking an icon on the workstation or 
by dialing a code on the phone. To break in 
to a call while monitoring via the workstation, 
double click on the speaker icon (it will be in 
green) and the following option will appear. 

Click OK and you will join the call can be 
audible to both parties on the line. 

You win now be audible to bo1ll 
parties on the line. ClICk OK 10 
continue. 

.... 1 ~OK~II ana.! 

Call Break-In Warning Message 

6.7.9 Ability to search for calls by PIN number, dialed number, most common 
dialed number, etc. 

PCS Response: PCS has read, agrees and will comply. Investigators can search for calls by 
dialed number, PIN, or run a frequently dialed number report as well as customizing reports 
by many other parameters from the Call Detail Reporting screen of the CCS shown below. 
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6.7.10 Investigators must be able to add electronic notes or memos to the call 
records in the proposed CCS. 

pes Response: PCS has read, agrees and will comply. \\'hile Jjve Monitoring or listening to 
any recorded call Investigators ",ill see the Call Playback screen on which they can make notes, 
or mark a particular spot in a call. 
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This screen allows the user to 
read and add to the notes while 
listening to the playback of call 
recordings. 

I f an offender has made a call to 
a number designated as Private 
in the CCS database, no 
recording will be available, but 
Investigators may still add a 
note to the Call Detail Record 

i!tCking the Add Note icon, 

which will appear for all 
private calls. 

N .... 

taoD _D 

. . 
--- - -------------.. = .. 
p - ...... ~ - ':" 

/Irunate made reference to drugs. 

I 

,9- "' ....... 
Can Playback 

When an offender has made a call to a number designated as ''Private'' in the CCS database, 
the call record will have an Add Notes button next to it. 

2OfIr.IS22 1QS Q1m11 ~.JUOOC:S C2:22 S2.Sf, CcIIKI ~ Hur.;II;I 

2tt9OS22 lC2ll ~ Deoram.JUOD81 01:2<1 SQ.OO F,.. ftIIa!e tta:sgup 

2OC9OS22 t124 ~ DIbWI- 8K\"IT*2 Ol:tO $!I.CO frae "''' 
CaD Detan Results screen 

Click on the [!5] Add note 
tool to bring up the screen 
sho"'"I1 a t right. 

Investigators may add notes 
here which will be stored 
with the Call Detail Record 
and follow it to 
CDjDVDjUSB whenever it 
is downloaded or archived 

-
Cosec 

Search Investigator Call Notes 

[----- --, 
L ___ ._J 
r-------.-, 
: I 

-- I 
_ ~ .. .J 
Add Notes screen 

Authorized users can search records of calls with notes attached in the Call Detail Reporting 
screen by selecting "Search Investigator Call Notes." Three new fields will appear to the right 
as follows: 

- - ----------
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If no information is entered in any of these fields, the search will bring up all calls within that 
date range. To search for notes made by a specific investigator, regarding a specific case, or for 
a note mentioning a specific \vord or words, enter infonnation in anyone or more,of the 
fields. Entries in these fields are not case sensitive and do not have to be complete. 

For example, to search for the note, "l\.lurder one suspect," you can just type "one," in the 
"Note" field, and all call records with a note including the word "one" in the note field would 
be listed. The "Search Investigator Notes" format searches only notes made while listening to 
call recordiflgs, and not notes made in the "Descripoon" field of the Edit BTN function or 
other fields where ICl\I Users append notes to inmate or call daL'. 

6.7.11 Investigators must be able to lock a call record and recording if desired to 
prevent deletion oftbe record from the ecs ..... ~_...., __ ~ 

pes Response: PCS has read, 
agrees and will comply. Wr.en 
IDOC personnel need to "lock" a 
call for long term storage, the 
authorized user can flag the 
recording in the Playback Window 
to be retained beyond the 
specified standard storage 
window. To lock the recording, 
the user can click the checkbox 
labeled "Lock this call," as shown 
in the screen below. Regardless of 
when a recording is set for purge, 
if this box IS checked, the 
recording ",'ill be retained 
indefmitely. 

..... 

:.,,;:, "' . 
~. 

Ii-' _ ~~ .• ~ -._ - .'- - . 
Inmate made reterence to drugs. 

Locking the Can Recording 

6.7.12 ees must be able to callout to at least 2 designated investigator phone 
numbers per facility for designated hot numbers or any other number or 
offender PIN that !DOC wants to monitor live. 

pes Response: PCS has read, agrees and will comply. The Number Management screen 
below shows how investigators can set a BTN to "Hot" and designate the contact method by 
which the investigator is notified. The CCS can call out to multiple designated investigator 
phone numbers per facility. 
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Number Management 

Alerts can also be placed on PINs and/or debit card numbers from the PIN Detail screen: 
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Hot PIN 

6.7.12.1 IIXX: staff must then be able to terminate, monitor, or conference 
into the call by entering a securily code. 

pes Response: pes has read, agrees and will comply. 

6.7. I 2.2IIXX: must be able to flag these calls for laler review. 
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pes Response: pes has read, agrees and will comply. 
Simply click the "Return Hot Status Records only" on the 
Call Detail Reporting screen to instantly generate a list of 
flagged calls for additional review. 

o Return HOT status rea>rtls only 

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 !DOC or from any PC connection utilizing a secure 
connection into the call control system. 

pes Response: pes has read, agrees and will comply. Calls in progress can be monitored 
from workstations at the facilities or from any computer connected to the private network ";'3 

the internet that is equipped with a soundcard and speakers. Calls can be monitored by 
clicking the record in the live Monitoring screen, shown below: 

(:;'Opcs Q c. 0rtaiI R:tocI1nJ ~ ~ -/ 
'$-- ""'- F't,.~ co , O\'D WbIn 

Sample Faa!;1y ~ ~ 45 ~ 

UserD sv-ec..... M.r.bCr ......... :0_ ""' .... .... "" 
.... -t_. IItII - t_ ... r ....... ........ -.. , ..... 

~~;§~IQ ~*lt! I::: "'51" ~, u.r; ,,. 
2}45618i1 g :t:101t~ ,''' 'L'A tl:1o ,",:;" '" "'"'" '" 
Z:y,~nz1Q lClC9C1t~ 11:)1 c.:l.QU st. c;3 

Z~2r~ilQ 2:t1O'iS "" 14-'''' f.· ... to:" ,., ...... 
Z~~fz]g .. _9Cl1S "'" c>oo.. .... l( 0G>0T ... " 
&1!~Dlg ,.".. .. l(!i t.· ... .-, 'l,:Ao 
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,., 
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Calls In Progress 

From this screen, authorized users can obserye what calls are in progress at the facility. They 
can select a call on the basis of the billed-to number (B'IN), PIN number, or offender 
telephone. In order to monitor a call, users merely click on the speaker icon for the desired 
call. They ",ill hear the call in progress (the speaker icon turns green but the screen does not 
change). 

Monitoring of calls does not interfere with the continuous recording of all calls, and it is not 
detectable by the offender or by the called party. Several investigators may monitor the same 
call at the same rime. 

6.9 CCS must allow an investigator to listen to multiple live calls simultaneously. 

pes Response: pes has read, agrees and will comply. 
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6. IO CCS must include digital call recording and archiving at each !DOC facility. 
Recordings may be made and stored at a networked location as long as !DOC has 
the immediate ability to download, listen live, bum CD's, or download and email 
the recording to other !DOC staff. 

pes Response: PCS has read, agrees and will 
comply. The PCS CCS automatically records all 
calls, with the exception of those marked "Private,n 
such as calls protected under the attorney/client 
privilege. When an offender places a call, the call 
recording (and the call details to accompany that 
recording) are made, stored, and backed up at the 
PCS secure data center. The bandwidth into each 
site and into the data center will be sufficient to 
provide the ability to immediately download, listen 
live, burn CD's, or download and email the 
recordings to other IDOC staff. 

'IIIe PCS Solution SoIYes Crbnes 

On June 6, 2005 a WCAX News in Sl 
Johnsbury Vennont broke the story of 
a prison guard who uncovered a plot 
by offenders to smuggle cocaine and 
pills into the prison while listening to 
offender phone cali wherein a prisoner 
ordered his wife to deliver the drugs. 
Four of the seven suspects pled guilty 
when faced with the recorded 

evidence against them. 

Call-processing and call-recording operate off the same clock and have the same date and time 
"stamp." Additional servers will be installed as needed. Call recordings are encrypted and date
and-time stamped and are stored along ",~th the associated call data. A log is maintained in the 
PCS system of all user acti>;ty related to every call-who listened to a call, for example, who 
burned the call to a CD, and when the CD was made. 

Call Archiving 

Call archiving is simple ",~th the PCS Solution. Any authorized user who wishes to store call 
recordings on external media can easily download these calls and the accompan}~g call details 
to CD /DVD. The CD /DVD will produce recordings with no loss in quality and will be 
capable of placing an audio time and date stamp within the recording. 

In addition, the investigator simply searches for the calls he/she wants to download (Call 
recordings can be searched by PIN, date, start or stop time, offender telephone station, called 
number, and other criteria). Once the desired recordings have been selected, the investigator 
inserts the CD/DVD and clicks on "Data CD/DVD" to burn the CD/DVD. The 
Investigator may listen to the CD /DVD through Windows Media Player. 

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. VeriI)
the formats of these files will, orean, be saved (ex: WAY, MP3, etc). This is 
required so they can be easily e-mailed as needed for investigations. 

pes Response: PCS has read, agrees and will comply. The PCS system allows recorded calls 
to be played, sent and stored in various formats, including Wlndo,,'s W AV, PCM, MP3 and 
QuickTtme. These secure file formats are non-proprietary and can be played on standard 
media players such as QuickTtme or \Vlndows Media Player. This allows for a portability of 
call recordings that is unequaled by most competitors. Any authorized user can access call 
recordings from a computer ,vith Internet access or access to the State network. Downloading 

- - - ---------
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ta CD /DVD can be performed on any computer that has access to the call recordings, 
whether at the facility or at a remote location. Users can access all system calls and recordings 
and can copy them to CD, DVD, USB drive, etc., at any rime from anywhere. 

6.12 Call recordings must be a high quality digital recording (WA V, 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. 

pes Response: pes has read, agrees and will 
comply. It is crucial to note that unlike some 
other ees platforms pes records calls directly in 
.wav-compatible format, stores them in .the same 
easily accessible and "'idely supported format and 
allows indefinite onsite archiving of any call in the 
exact same format. \'(·'hen files are reformatted 
for storage- on tape for example- they arc often 

lbe PCS Solution Solves Ctl_ 

On March 14, 2008 prosecutors in Buffalo, 
New York convicted "Rusty" Chan of killing 
his sister~n-Iaw during a, "drunken sex 
attack" 34 years ago. A key piece of 
evidence against him was finally uncovered 

regarded as unverifiable and thus inadmissible in made from jail. The call was recorded by the 
court. Any time a recording is listened to, a new PCS Inmate Telephone System installed in 

by listening to a recorded telephone call 

note is added to the comments section, or all or the Erie County Jail. 
part of the call is copied, sent, or downloaded a '-----------------' 
new date and rime stamp is fL"ed to the new information and both are attached to the existing 
file but the existing file is not overwritten or edited. These features maintain the integrity and 
verifiability of the chain of evidence, ensuring that our records stand up to the highest degree 
of judicial scrutiny. pes promises to provide expert testimony regarding the reliability of your 
records and call recordings free of charge if they are ever challenged. 

6.13 During a call, even periods of silence must be recorded. 

pes Response: pes has read, agrees and ,viii comply. 

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 iha! are not to be recorded or 
monitored. 

pes Response: pes has read, agrees and will comply. PCS typically obtains a list of numbers 
to be marked Private in the ces database from the outgoing vendor and/or the State Bar 
Association prior to installation. pes ",ill submit tlus list to Indiana's judicial authority for 
confirmation prior to configuring the ces for installation at IDOC facilities. 

By designating a telephone number as "Private," as shown below, you can easily exclude that 
number (to an attorney, for example) from all monitoring and recording. 
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As an alternative, the IDOC can also designate specific offender phones for privileged calling, 
and you can deactivate monitoring and recording of those phones. Authorized users can easily 
turn these functions off or on at any time for any phones, phone groups etc. 

PCS can also provide additional measures to ensure that calls to approved attorneys are never 
recorded. 

6.15 rrxx: 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 

pes Response: PCS has read, agrees and will comply. The CCS software allows investigators 
and other authorized staff to log into the system from anywhere that offers Internet access at 
no cost to the State. Once the user has securely logged in, using their user name and 
password, they will be able to use all the tools the system has to offer from any location. 

_ .. - ._._----------
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Remote access to the system requires 
users to establish a VPN connection to 
the ees data-center, which can be done 
with one click of a mouse from the 
Log-in screen. The ees exchanges data 
with off-network users through a Secure 
Sockcts Layer (SSL) exchange. SSL is a 
protocol developed for transmitting 
private documents ,~ the Internet. SSL 
uses a cryptographic system that uses 
two keys to encrypt data. 

User Login Name: 

Password: 

F ocBy Hul1'ller: 

UseVPH: ~ 

'c·. --,-:"-
,Logh 

TIlls is the same security system that is successfully used by many Web sites to obtain 
confidential user infonnarion, such as credit card numbers, without compromising security. 
These systems prm-ide a triple L,yer of protection to ensure that only authorized users can 
access the network and that the.data cannot be intercepted. 

There is no need for specialized computers. Any PC that is capable of running Microsoft 
Internet Explorer 6.0 or greater and that has a connection of sufficient ban<h.-idth, may 
conveniently use all of the ees's features, including li,'e monitoring and playback of call 
recordings. 

By allowing investigators access to CDRs, recordings, and investigative tools; accounting 
department members access to call-completion and billing data; and detention facility staff to 
set and adjust offender calling parameters-all at any time and from whatever station or 
workplace each user prefers. the pes ees integrates easily with all affected users' existing 
work habits and procedures, saves considerable time, and add" no organizational burden or 
busywork to our clients. 

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. 

PCS Response: pes has read, agrees and will comply. pes utilizes hardened co-located data 
centers to provide a highly resilient, highly ayailable, redundant network capable of storing all 
system settings and recordings and simultaneously seI\-ing them OUI to hundreds of users 
across the State. pes can exceed the 24 month requirement by providing online storage 
for the life of the contract, This is superior to an offer to archive to CD or DVD 
because aU recordings for the life of the contract would be available immediately in 
real-time. 

6.17 CCS must include 3-Way Call Detection and Prevention. 

PCS Response: pes has read, agrees and will comply. The ees's call-processing software 
continuously scans all non-private calls for potential signs of three-way call, conference call 
and call fOI\varding attempts. 100% of these attempts that are detected ,,-ill be flagged for 
investigators and, if the IDoe ,,~shes, can be terminated irrunediately. Depending on the 

---------------------~.~.--
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IDOC's preference, a warnmg message can be played, or calls can be tenninated and an 
explanatory message can be played to both parties on the call. 

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. 

pes Response: pes has read, agrees and will comply. pes has provided a detailed 
description of the proposed offend~r phones in response to Requirement 6.41. 

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

pes Response: pes has read, agrees and will comply. 

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

pes Response: pes has read, agrees and will comply. 

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. 

pes Response: pes h,,;, read, agrees and will comply. 

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. . 

pes Response: pes has read, agrees and will comply. 
, , 

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

pes Response: pes has read, agrees and will comply. Na,;tel OTC-2110V20ffender 
Telephones have noise-cancelling transmitters to reduce background noise. In addition, inside 
of the phone there is a s",;tch on the circuit board that can be adjusted to accommodate the 
size of the rooms and how much noise reduction is required. This provides the ability to fine 
tune each phone to meet the need of any acoustic environment. 

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. 

pes Response: pes has read, agrees and. will comply. 

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

'-'-' .~'-'--------------------
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PCS Response: PCS has read, agrees and will comply. Each phone will have a unique ID # 
(or description i.e. Booking 1, POD 3, phone I, etc.) that 'will appear on the Call Detail Results 
screen for each call made from that phone and which 'Will be recognized by PCS's Remote 
Diagnostics and test-call systems so that maintenance issues can immediately be tracked to an 
exact location. 

PROVIDE THE FOLWWING: 

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

PCS Response: PCS has read, agrees and will comply. PCS's state-of-the-art Call Control 
System (CCS), branded the ICM (Inmate Call1\Ianager), is a strrughtforward and intuitive web
based system. Its simple design will allow IDOC personnel and investigators to use powerful 
investigative tools and a 'W~de range of administrative features fluently regardless of their 
computing expertise. To login, simply connect to the Internet, open Internet Explorer, enter 
http://pcsicm.com in the address bar, and then enter a valid user name, password, and facility 
number. 

Ai; soon 'as you log in, the home screen provides a summary of your [.,cility's revenue and call 
data in an easy-to-understand graphical format. As an option, if the State prefers to customize 
the home screen to show most used data, PCS has the ability to modify the home screen to 
meet the State's needs. The following dashboard appears at the top of each screen: 

This dashboard remains in place so that, regardless of what features you access, you never 
have to track back through a page. histoty or hunt for links. 

Furthermore, almost all reporting functions can be handled from a single screen (Call Detail 
Reporting) eliminating the need to toggle back and forth, merge flies, or copy and export data 
from different pages to assemble the combinations you need. Fields are labeled in plain 
English-for example, the option to add a new user is simply a button on the User 
Management page labeled "Add New User." To search for numbers that are dialed most 
frequently from your facility, just click "Scarch for Frequc-ntly Dialed Numbers." You will 
never need to leanl any specialized computer commands or codes. 

To make the system as easy to navigate as possible, PCS groups related functions--like call
monitoring, forwarding and termination, for example-into convenient menu options. The 
following table describes the functions you can perform by selecting each option. 
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Appears when you log in and graphically displays call volume, call type, 
termination types, and revenue summary for the day. week. month or any 
time frame designated. 

Lets you turn phones and phone trunks on and off; activate and deactivate 
automatic call recording by phone; enable and disable ffme limits, or override 
global limits; moke some phones or locations local only, collect only and much 
more. 

Lets you listen to, forward, disconnect, and attach notes to cal~ in progress. 

lets system administrators and technical personnel view histories and check. 
activity on all prepaid and debit accounts; track the usage and history of all 
CCS users or individual users and much more. 

Lets you custom set any of dozens of parameters fike call date, time, duranon, 
phone. offender. and more, to search all call data and records. You can also 
listen to call recordings and perform reverse lookups on any dialed number 
listed on a search results screen. 

Lets you quickly odd or remove users, or adjust the leve~ of access and use of 
features allowed to any system user or group of users, change passwords and 
more. 

Lets you apply an extraordinary range of fine grained, customized restrictions 
to individual offender's calfing privlleges- including setting alerts; and view 
histories of their acffvity and status of their debit account (if any). 

Lets you apply specialized call restricffons to outside numbers including 
blocking calls and setting alerts for when any number or area is dialed. 

Allows you to download call detail records and call recordings to data DVD or 
audio CD. You can also email call recordings and more. 

Provides basic help information about the funcffons and features available 
with the CCS. 

Allows you to cfick one button to Log Out from any screen. 

6.20 Describe how you will maintain security to prevent WIlluthorized users from 
gaining access to the CCS and associated workstations and network-
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pes Response: PCS has read, agrees and will comply. For security purposes, PCS's CCS 
software offers tiers of access to data and features detennined by each user's security level to 
ensure that even authorized IDOC users can only access information for which they have 
proper clearance. PCS's employees also have security leyels. All data is accessed on a "need to 
know" basis. Users who do not need to have access to sensitive data will be prevented from 
accessing it. Users ... ith the administrator l",'cl password have the ability to set and 
differentiate user-access parameters according to each facility'S security requirements. Inmate 
accounts, monitoring usage, call searching, running and printing CDRs, etc.' rna); be restricted 
or allowed on a user by user basis. 

Network Security 
Once IDOC facilities are connected to our \VAN by the CCS's l\!PLs circuits, all data 
tran-snllssions between the onsite telephony box, user workstations, offender calling stations, 
and offsite databases and servers at our Los Angeles and Dallas facilities is encrypted 
according to IPSec protocols. IPSec cryptographic protocols: 

1. .Encrypt traffic so that it cannot be read by parties other than. those for whom it is 
intended., 1bis prevents "snooping and thus any "packet sniffmg." 

2. Validate traffic integrity, ensuring that data streams or packets have not been modified or 
rearranged at any step along its path, assuring message integrity. 

3. Authenticates network peers, ensuring that all traffic is from a trusted party authorized to 
transmit on the \X'AN. 1his prevents "spoof mg." 

4. Prevent replay of a secure, session, ensuring that data in transit is not copied, replayed or 
diverted at any point in the transmission process. 

pes uses IPSec in unmod mode" rather than the less secure "transport mode," meaning that 
between PCS's servers and client's intranet/LAN C\'en the sender, and data-type labels arc 
encrypted, thus preventing even information about the network from being accessed by 
anyone other than an authorized network user. 

PCS's \VAN and firewall are constantly monitored for possible intruders. The proposed 
system software/hardware is designed so that it will perform self-testing diagnostics 'Without 
State personnel intervention. 

Remote access to the system requires users 
to establish a VPN connection to the CCS 
data-center, \\--ruch can be done ",ith onc 
click of a mouse from the Log-in screen. 
The CCS exchanges data 'With off-network 
users through a Secure Sockets Layer (SSL) 
exchange. SSL is a protocol developed for 
transmitting private documents via the 
Internet. SSL uses a cryptographic system 
that uses two keys to encrypt data. 

User Logi1 Name: 

----------------"".---~.--.. ~- -'-- -
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lbis is the same security system that is successfully used by many Web sites to obtain 
confidential user information, such as credit card numbers, without compromising security. 
These systems provide a triple layer of protection to ensure that only authorized users can 
access the network and that the data cannot be intercepted. 

6.21 How long has the proPosed CCS been utilized by your company? 
, - ' .. 

pcs Response: PCS has read, agrees 'and will comply.'The eadiest version of PCS's CCS was 
implemented in 2005. Our latest Software Release was fully tested and we began upgrading the 
new system in over 200 State, County, and private facilities in February 2010. ' 

6.22 What operating system does your proposed CCS utilize? 

pes Response: PCS has read, ~grees and will comply, 'The CCS's central database runs on the 
Microsoft Windows 2007 operating system ,vith a Microsoft SQL Enterprise 2008 database, 
Workstations and interfaces to control the calling platform and related systems are only 
required to have !\!:icrosoft Internet E"l'lorer 6.0 or above. 

6.23 Indicate the ability of the proposed CCS to ignore dialed digits as specified in 6.4. 

PCS Response: PCS has read, agrees and will comply. PCS will use a G,729 Codec 
(Compressor/De·compressor) that eliminates DTMF tones (the sound of dialed digits) from 
the audio portion of each call. No matter how many digits an offender dials they ,will not be 
disconnected and chain.dialing will be impossible, The, proposed Codec is flU-approved 
(International Telecommunications Union) and specifically recommended for VoIP 
ap~lications: ' 

6.24 Provide a listing of which !DOC facilities will have an onsite CCS, and which ones 
that will be connected to a networked loCation 

PCS Response: PCS has read, agrees and will comply. PCS proposes a centralized solution 
",nerein all IDOC facilities will have onsite network hardware, but the core CCS will be 

. centraliz'ed in PCS's Class 4 data' center. Each facility will be connected to the data center via 
PCS's secure, private WAN (\Vide Area Network).lbis allows instant access to data for any or 
all facilities and instant implementation of any change in CCS settings entered by an . 
authorized user. 

6.25 Provide a network diagram detailing how the proposed system will be networked 

PCS Response: PCS has read, agrees and will comply, PCS has provided a high-level diagram 
that details how all facilities will be networked. Following the high level diagram, PCS has 
provided a Facility Level network diagram that details the facility network architecture. 
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6.26 Provide infonnation regarding your rietwork operations center loCation and your 
backup facilities. 

- .~- --~. ~~~--.------------------
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PCS Response: PCS has read, agrees 
and will comply. PCS utilizes hardened 
co-located facilities to provide a highly 
resilient, highly available, redundant 
network capable of handling all of 
PCS's voice, data and call validation 
and management requirements in the 
event that one co-location facility iails 
while in service. 

PCS's primary network operations 
center is located in a class 4 data center 
in Dallas, Texas. In the event of a 

failure, network traffic is automatically 
routed to a secondary Class 4 data 
center in Los Angeles, California. All 
data centers arc lightning and surge
protected and have UPS and back-up 
power generators. The databases 
housed at each data center are 
automatically updated, so that each 
center holds a complete and up-to
date database of the call data from 
each iacility. 

A Call Detail Record (CDR) for each 
call is created and stored in the 
primary data center, 
replicated to the 
centers. 

and immediately 
secondary data 
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PCS's Class 4 Data Centers 

The Telecommunications Industry of America 
recommends the Uptime Institute's 4-tier standards 
for commercial data centers. According to TIA-942, 
"The most stringent level is a Class 4 data center, 
which Is designed to host mission critical computer 
systems, with fully redundant subsystems and 
compartmentalized security zones controlled by 
biometric access controls methods."* The Uptime 
Institute is a consortium dedicated to providing best 
practices and benchmark comparisons for improving 
the design and management of data centers. Tier 4 
means "Fault Tolerant with 99.995% Availability." 

PCS's Class 4 Data Centers include: 

• Firewalls, VPN gateways, intrusion detection 
systems, passive and active fire detection and 
suppression, raised floors and monitoring systems 
for the network and applications. 

• Annual downtime of 0.4 hours. 
• A Class 4 data center can sustain at least one 

worst-case unplanned event with no critical load 
impact. 

• All elements of the electrical systems, including 
backup system, are duplicated, and critical 
servers are connected to both A- and &side power 
feeds. Static swrtches are used to ensure 
instantaneous swrtchover from one supply to the 
other in the event of a power failure. This 
eliminates single points of failure. 

*TlA-942 Data Center Standards Overview White 
Paper 

Each telephony server connects to a RAID (Redundant Array of Independent Disks), which 
backs up all call recordings on multiple disks. TIUs creates high fault tolerance and extremely 
robust data recovery capabilities in the event of system damage. In addition the systems are 
configured with dual "boot" drives and Uninterruptible Power Supply (UPS) units to minimize 
the possibility of data loss. 

6.27 Provide infonnation 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? 

PCS Response: PCS has read, agrees and will comply. PCS's storage architecture is by far the 
most robust and resilient in the ITS industry, copying tiles to multiple locations across the 
country and making records of the file names, fonnats and sizes of each file transferred. 

PCS's Solution includes applications that provide supervision, guard against corruption, and 
enable recm'ery or correction of errors at each step of the data exchange process. PCS has 
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three dat..bases-all of which are part of the same SAN (Storage Arca Network) linked by 
PCS's highly-reliable and secure always-on WAN (Wide Area Network). All PCS databases are 
firewall-protected with restricted access. Even PCS employees can only view data and are not 
able to make anyentries into the data fields. 

Each recording and CDR is stored on a RAID (Redundant Array of Independent Disks) 
which.writes each file to multiple discs on different independent drive stacks that can continue 
operating if one stack fails. Each RAID is located in a Class 4 data center and plugged into at 
least two independent power sources with their own UPSs and electric conditioning. Each 
data center has at least two independent links to the network; and the entire database in each 
data center is duplicated to at least one co-located twin across the counrry. The duplication 
process itself is monitored and records/directories of each file type and heading are also 
independently retained. 

I. When any file (CDR or recording) is uploaded from a client facility to any of our 
databases, whether the CCS application database or the billing database, for 
instance, the file is immediately checked for completeness and format to be sure 
the data wasn't corrupted en route. If there is an error or any field is missing 
expected data, the data centers will re-attempt to upload the file. 

2. The CCS databases are continuously replicated between our Los Angeles and 
Dallas facilities. When a file is replicated, the SAN-level auto-repair application 
automatically tests the dupli~te file against the original for integrity and accUracy .. 

3. The CCS includes a .wav-file-specific application to test the. headers and content of 
call-recordings and ensure that the recordings are synced (with the accompanying 
CDRs) and linked properly when stored 

4. The databases take four "snapshots" a day of data, and PCS does a nightly log 
back-up BDdweekIy data-clump to tape. These records can be used to repair or 
restore any corrupt files in the future by the databases' internal auto-repair 
procedures, ... mch are built into the database software for each database. These 
snapshots and log also enable the SAN-level auto-repair application to spot check 
and correct the database directory and individual files to detect any data-loss or 
fcigmentation. 

5. Once a file is stored in any database, the SAN-level auto-repair application 
monitors the internal data in the SAN for corrupti;'n or fragmentation and 
automatically repairs any bad files. 

6. Each data download and exchange is pre-scheduled and monitored by our 
NetWork Monitoring application, Big Brother, which will send out automatic alerts 
if any scheduled exchange or connection fails or is not completed as expected. Big 
Brother monitors the actual PERL script to ensure each data exchange or 
duplication includes whole files of the proper type in uncorrupted format. Ifany 
co-location attempts to, but cannot, sync to the primary database, an alert is also 
automatically generated. 

With multiple layers of redundancy and duplicated copies of read-only independent 
records at locations separated by hundreds of miles, PCS's records are eztDlorrJinuily 
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resistant to any form of corruption, loss or tampering. 

6.28 Indicate the ability for the proposed CSS to interface and utilize reve= lookup or 
reve= 411 databases for phone nwnber and address verification, and investigative 
purposes. 

pes Response: pes has read, agrees and will comply. In order to look up a number that has 
not yet been called, the user (with appropriate authorization) simply clicks on the Number 
Management Screen and then clicks the Reverse Lookup key. A dialogue box will appear into 
which any to-digit telephone number may be entered. The Reverse Lookup Fearure will 
return the Reverse LooJ..-up Screen with the name and address of the party to whom the 
telephone number is billed. 

--~ --..... 
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-~ 
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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. 

PCS Response: pes has read, agrees and will comply. The foUowing are standard fearures of 
the pes ees, which we believe set our solution apart from those offered by other vendors. 
These features will enhance IDoe revenue and investigative power-above and beyond the 
requirements of this RFP. AU of these features will be pro,;ded at absolutely no cost to the 
IDOC. 

------------------ _. 
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Standard Value-Added Features of the pes Solution 

Feature Beneflls 10 IDOC 
Cosllo 
IDOC 

Pes can interface with commissary. OMS. bonking. kiosks. 
Syslems Reduce stoff's data entry workload 

NO COST 
lnIegiuIians Ensure consistency of data across multiple systems 

Provide for card-free. electronic Debit calfinQ 
Easy and secure website login 
Admtnistrative and invesfigative access - from any location 

Remote access 
No special software or hardware required NO COST 
Investigators can wor1< from their office. their home. or the rood 
Allow limited access to invesfigators from extemal agencies -these 
investigators will never hove to enter vour facififies 
Point and c6cl< to access dota. reports. recordings. etc. . 

Easy.lo-use GUI . Oielc direclly on a piece of data (e.g .. a PIN) to drill down 
NO COST 

_ce Search and sort information to Quicl:ly find the' data you need 
So easy that new users can wor1< offer only ~ hour of trainino 
Provide secure. PIN-bosed offender calfing 

OIIender PiNs Restrict and tracl< offender calfing acfivity by PIN NO COST 
Run reports based on PINs 
Increase offender communication 

Card·free Debit Inmotes pre-pay for discounted calfing time through commissary 
'NOCOST 

colling Inmotes can reach cell numbers. business phones. etc .. 
Biminate phySical cards (contraband) -~ . 
Loved ones pay for. one call. at the fime of call acceptance 

Pay2TaIk 
Aot .. one-time fee' NO COST 
No account setup necessary . 
Collect colts that would otheiWise be blocl<ed are now connected 
Family and friends pay for cflSCounted calfing in advance 

PJepo/cI calDng 'Offenders can reach cell numbers. business phones. etc. 
One telephone number per account ensures security of deposits 

NO COST 

CusIomizable 
Run your oWn customized reports in minutes 

reports Select from hundreds of parameters NO COST 
No Pes intervention is necessorv 

100% monllodng 
Simu~aneous recording and live monitoring 

& recording 
Automatically record 100'Ji', of no~rivate colts 

NO COST 
Multiple invesfigators can monitor the some call 

capablDly 
Undetectable by offenders and their loved ones 

Encrypted caD 
128-bit encryption ensures judicial integrity of recordings 
Any offempts to tamper will breal< the 12B-bit encryption NO COST 

recordings 
Attached datEHlnd-fime stomps verify call fimes 

ExDett testlmonv Pes exoerts will tesfifv to the securifv of your recorded evidence NO COST 
Digital recordings stored in non·proprietary file format 

Porluble caD 
No special hardwore or software.required to play -

recordings 
Copy colt recordings to CD. DVD. thumb drive. etc. NO COST 
EmaH colt recordings to interested porties 
Portable recordings maintain security encrypfion 

"Lock" caD Store important conversations onfine indefinitely 
NO COST 

reCardlngs 
Meet with your personal account manager· 

Quarletly Leom about new technology and system features 
NO COST 

Business Revtews Analyze your account's financial and technical performance 
Obtain addifional training 
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Thislds you select the calls by anyone or more PINs and further filter them without having 
to go back a run another report just on those PINs. 

Apps like these supplement the flexibility of PCS's web-based CCS while allowing PCS to 
provide all updates, changes, data storage etc. remotely. This cutting-edge, hybrid software 
architecture enabled by the CCS allows unlimited precision and individualization of reports 
and data analysis, while maintaining all records in central, unaltered, universally accessible 
databases. 

15.15 Your capability to provide online commission reports? 

PCS Response: PCS has read, agrees and will comply. All the infonnation contained in PCS's 
monthly Comntission and Traffic Reports including lists of calls made from each phone, to 
each number, of each type, in each band, and the exact cost for each call and cumulative 
charges for any group of calls is available online \.;" the CCS GUI to authorized users at any 
time. PCS can subntit our standard or any custontized reports via email, on CD, or in any 
other format the State prefers. 

15.16 Any other infonnation deemed' necessary or appropriate to this section. 

PCS Response: PCS has read, agrees and ,will comply. PCS ",ill provide user guides in hard 
copy and on CD to every IDOC facility, investigators and to lOT personnel, as deemed 
necessary by the State. 

PCS also provides an online User Guide that is always accessible through the CCS. You can 
access the User Guide by clicking the User Guide menu heading from any screen in the 
system: 
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applicalion and make your job easier Of" """" productive, 
please ConI&ct Us so that we can ccnsider your ideas in a 
futuI& 181_. 

We realize we cannot be successful without your input and 
support. 

The /cM is one of the most tachnolaglcally advanced systems 
available in lDday's market. This sysIIIm was designed by some 
of the orIginsI developers in the inmate market, elating back to 
the early 90's. Evely effort was made to include aD of the 
features required in this system, while maintaining a code base 
that wiD enable us to develop future requests. 

User Guide 

After any upgrade has been issued a note will automatically appear on the CCS inviting your 
staff to "Click here for new features help." 
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I ! I I I I I 
CaD DelaO Reporting Screen· New features AvaDable 

By clicking on the text in red, CCS users can view and download an explanation of the new 
features available. Staff may also request up-to-date hard copies of the CCS User Guide from 
their Client Services representative at any time. 

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, dming, and after cutover to Respondents services. 

2. Technical Specifications 15701224 

i 



" . 
EXHIBIT C 

Page I 'It of>q~ 
(:t1f;PCS Indiana Departments of Administration !F~,,::.~t~~~ 
Public eomnwn~ knif;-C'1I __ -,.. ______________ "'O"'ff"'e'I.Jo,,-d"'el..' ",Pgy Telephone Service 

PCS Response: pes has read, agrees and will comply. The pes work plan/project plan has 
been specifically designed'to reduce the burden to lDoe staff and any disruptions in daily 
operations. To successfully transition service and minimize downtime it is essential that the 
incumbent work closely with the incoming provider to'ensure that sen~ce remains up until the 
new system has been installed, tested, and is ready to go live. It is also critical that the 
incumbent provide up-ta-date information, such as the PINs, PANs, blocked numbers, free 
numbers, privileged attorney numbers,speed dials, and any other special configurations the 
IDoe has requested during the contract term. Getting all of the necessary information and 
getting it in a timely fashion is necessary to ensure a quality implementation of service. 

, ' ' 

Regarding the expectations of IDoe staff during the transition, pes would request the 
following: 

• 

• 

• 

• 

• 

Assistance with getting cooperation from the incumbent vendor should the 
need arise 

Clearance for the install and maintenance technicians to 'work in approved 
areas v.ithout the need for an I DOe escort 

Assistance with any facility specific challenges regarding access, delivery of 
hardware and circuits, install, etc 

A project, program or contract compliance manager at the IDoe who can 
serve as a single point of contact for the pes program manager. 

Signoff on the contract deliverables prior to the start of the project. From the 
RFP, amendments, and contract, pes will document the contract deli,'erables 
and promises made to the State. 'The pes account manager \\~ work v.ith the 
State to ensure that all deliverables and promises have been captured and 
approved so that both entities are in alignment with everything that is to be 
delivered during the implementation of sen~ce . 

PROVIDE THE FOLWWING: 

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

PCS Response: pes has read, agrees and will comply. As explained in Requiremenl16.1, 
pes's project pL,n has been designed to minimize the burden to IDoe staff. A detailed list of 
all duties required of the State are as follows: 

• 

• 
• 

Perform any State required clearance or background checks. 

PrO\~de escorts for on-site technicians where required by the State. 

Provide a secure location for the minimal amount of hardware that \\~ need to 
be shipped to each facility. 

• 'Provide a contact to give final customer acceptance/ signoff upon completion 
of the transition at each facility. 

• PrO\,;de a contact to work v.ith the pes Project Manager to load any State held 
data (such as Public Defender Numbers, new Speed Dials, etc.) 
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• 

16.3 

Assist pes with encouraging the incumbent to provide all the requested data 
from the current offender phone system (such as the current list of blocked· 
numbers, attorney numbers, free numbers, speed dials, offender data, call data, 
'etc.) 

Any other infonnation deemed necessary or appropriate to this section. 

pes Response: pes has read, agrees and will comply. pes has no additional information to 
add to this section. 

17.0 END USER BILLING, and CALLING OPTIONS -HIGHLY DESIRABLE 

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

pes Response: pes has read,agrees and will comply. pes's proposal includes discounted 
calling plans for recipients of offender collect calls. For more information about the 
available calling options; please refer to Requirement 17.8. 

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

pes Response: pes has read, agrees and will comply. pes's proposal includes our fuD 
range of prepaid and nebit calling alternatives. For more information about the available 
calling options, please refer to Requirement 17.8. 

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

pes Response: pes has read, agrees and will comply. 

, 17.4 Alternative calling plans must nOt plai:e any additional requirements on staie 
Correctional Facilities or their staff. 

pes Response: pes has read, agrees and will comply. pCS's prepaid and Debit calling 
options are administered by pes and will place no burden on moe staff. On the contrary, 
with solutions like pCS's integrated cardless Debit accounts and Debit/Commissary purchase 
by phone, PCS can eliminate the need for manual distribution and collection of order fonns or 
cards and any involvement by moe staff. ' 

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

pes Response: pes has read, agrees and ",ill comply. 

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 ieduce their cOllect call costs. ' ' . . 

pes Response: pes has read, agrees and will comply. Anytime an, offender makes a collect 
call to a number which is allowed by the facility but that is not able to accept the charges, the 
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called party is offered a toll-free number they can call to set up a Prepaid account. The called 
party is also given the option of a one-minute courtesy call to speak with the offender before 
setting up an account. Anytime an offender completes a collect call the called party will be 
provided with PCS's customer service number on their phone bill. If an offender attempts a 
collect call and the called party declines to accept it they called party will be given PCS's 
customer service number by the automated operator and told they may call it to set up a 
discounted prepaid plan. 

PCS's Customer Service Representatives are trained on all of PCS's calling and funding 
options to reduce the cost of accepting offender calls. 

17.7 Respondent will provide information to IDoe and call recipients regarding all 
options available to help reduce the costs of offender collect only phone calls for 
offenders, their family and friends. 

PCS. Response: PCS has read, agrees ·and will comply. PCS actively reaches out to all called 
parties to inform them about our lower cost prepaid programs. PCS's eHorts include 
outbound marketing campaigns, directions to our customer service IVR, website and call 
centers and postings and leaflets in facilities and \~siting areas at each facility. 

PROVIDE THE FOLLOWING: 

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

PCS Response: PCS has read, agrees and "ill comply. Lower calling rates enable offenders to 
maintain more regular contact with their families and outside support networks. Offenders 
who stay connected to the outside world do better in rehabilitation and job training programs 
and are more likely to obtain work and less likely to reoffend after lea\;ng prison. Regular 
contact with their families also improves offender morale and creates a safer and more stable 
correctional environment. 

Many vendors may offer higher rates and higher commissions than PCS proposes. \'\'hile this 
may superficially look attractive, it usually means less and not more o\'erall revenue for the 
State. Most offenders depend on their friends and family meinbers to fund their commissary 
or offender trust accounts, or to accept the charges for collect calls. Most families make a set 
contribution based on what fits into their own monthly budget. A family member who prefers 
to accept only $50 dollars a month in collect calls, or who can afford to send the offender only 
$50 a month for canteen supplies "ill not spend more when rates arc higher-the offender 
",ill just call less. 

Therefore, PCS proposes multiple calling options that offer discounted rates to recipients of 
offender collect calls. 

Prepaid Calling Options 
Anytime an offender makes a collect call to a number which is allowed by the facility 
but that is not able to accept the charges, the called party is offered a toll-free number 
they can call to set up a DailyDial = Prepaid account. The called party is also given the 
option of a one-minute courtesy call to speak with the offender before setting up an account. 

--------------~-~ ---_ .. -- --
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Prepaid Accounts are created for any specified amount to pay only for calls to a particular 
destination number. Offenders can thus place a call to a number that might otherwise be 
blocked through a collect-only system but which may be the best way to reach their family and 
friends such as cell phones, international locations, places of business, and nursing homes. 
Offenders' friends and family members may receive calls wherever and whenever they prefer; 
pay only for offenders' calls to them; remain in regular touch with their loved one regardless of 
offenders other calling habits or commissary needs; and select and stay within a budget that 
they deemappropriate. 

Prepaid accounts enable called parties to 
avoid charges their local phone carrier may 
bill them for accepting collect calls and 
benefit from bulk purchase of minutes. 
Prepaid is thus particularly helpful for family 
members or friends Who may be on a fixed or 
limited income. Each call will be processed 
using standard voice prompts; and, as with a 
traditional collect. call, only after each call is 
positively accepted are the parties connected. 

In one facility (El Dorado County, 
California), call revenues increased 36% when 
Prepaid was implemented and promoted. At 
another (Blue Ridge Regional Jail, Lynchburg, 
Virginia), revenue from the Prepaid programs 
has averaged 38% of the total call revenue for 
the jail These figures show how great the 
demand for this program is. 'Families like it, 

. because Prepaid calling provides an easy-ta
use' way of keeping in touch while staying 
within the family budget. 

Posting explaining Prepald Aecounls 10 0IIendeIS 

In addition to traditional Collect calling, the PCS CCS offers offenders several dynamic 
methods for connecting' to their loved ones-Prepaid, including PCS's unique SpeedPay and 
PayZf alk options, and Cardless Debit calling. These options provide offenders and their loved 
ones with a variety of ways to fund offender calling, and they can facilitate more calls by 
contiecting to telephone" numbers that are restricted from traditional collect calling, like cell 
phones. 

By broadening the spectrum of calling methods and payment options available, the PCS CCS 
delivers the most flexible; easy-to-use suite of calling services available in the offender 
telecommunications marketplace today. 
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Feature Be.n.e!i!s to IDOC 
IDOC -

Instant access to Collect data as colis ore being mode 
real-lime call Access data from any place with on intemet connecfion NO COST 
dato 
On-screen Easily locate fraud attempts at a glance 
hlghDghling of 3- Monitor or terminate suspected 3-way calls 

NO COST way caD 
allemph 

LOOK up nome and address for any dialed number , 
Stoff can lOOK up on unfimited number of dialed numbers 

Revene lookup 
Display results on a map or satelfite image NO COST 

Use Reverse LOOKUO for calls in orowess or comoleted calls 
Password- Administrators control each user's level of access 
conlrolled Users perform only those funcfions for which they ore authorized NO COST 
access Login security from any location - onsite. remote office. home 

User log. 
See what actions each user has performed in the system 

NO COST Includes monitOring calls and playing/copying recordings . 
AsSign "hot" PINs and telephone numbers· 

Catlalerls Receive real-time investigative notifications by phone or email NO COST 
Monitor "hot" calls five via cell phone. telephone. or computer 

Live. remote 
Monitor calls in progress from any PC with intemet connecfion 

monftorlng 
Secure monitoring restricted by user login and password NO COST 
Resoond to alerls bl'.inston!IY monitoring via cell phone or PC 
Detect three-way call attempts 

Fraud detection Restrict and troCK ollender colling by PIN NO COST 
Easily blOCK restricted teleohone numbers . 

Noles 
Attach investigafive notes to encrypted call recordings 

NO COST 
BooKmarie imporlant points in a conversofion 

6.30 Provide a statement that recorded calls are usable as evidence in a court oflaw. 
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. 

pes Response: pes has read, agrees and will comply. Once an offender places any call, the 
call will be digitally stored in a secure, dedicated Redundant Array of Independent Disks 
(RAID). In order to assure a judge that a call recording has not been tampered with, original 
call recordings are encrypted using a 128-bit key and are also date-and-time stamped 
when they are stored on the RAID. This ensures that if any records are t,1mpered with (which 
would be very unlikely due to the many levels of security), the altered recording would 
immediately be distinguishable from the original. 
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Any time a recording is listened to, a new note 
is added to the COmments section, or all or part 
of the call is copied, sent, or downloaded a new 
date and time stamp is fixed to the new 
information and both are attached to the 
existing file but the existing file is not 
overwritten or edited. These features maintain 
the integrity and verifiability of the chain of 
custody, ensuring that our records stand up to 
the highest degree of judicial scrutiny. 

~~PCS 

TIle PCS Solution Solves CrImes 

On April 17, 2009 testimony wrapped up in 
the murder trial of Roy Ellis, accused of 
abducting and killing 12-year-old Amber 
Harris in November of 2005. As part of the 
prosecution's case, PCS's site administrator 
was called til -"Y til the vaJIdIty and 
content of call records and recordings 
entered as evidence against Mr. Ellis. 
Unfortunately for Mr. Ellis, the evidence was 
admitted. 

PCS promises to provide expert testimony regarding the reliability of your records and 
call recordings free of charge if they are ever challenged. 

6.31 Confirm and explain how your system handles call monitoring, recording and 
archiving. 

PCS Response: PCS has read, agrees and will comply. The PCS CCS automatically records all 
calls, with the exception of those marked as "do not record," such as calls protected under the 
attorney/client privilege. 

Call Recording 
When an offender places a call, the call recording (and the call details to accompany that 
recording) is digitally stored in a RAID. Call-processing and call-recording operate off the 
same clock and have the same date and time "stamp." The RAID can store a recording for a 
minimum of two years, as requested by the State, and additional capacity will be installed as 
needed Detailed records of all calls will be stored in Dallas, Texas and at the PCS data centers 
in Los Angeles, CA. Call recordings are enetypted and date-and-time stamped and are stored 
along with their associated call data. 

Monitoring Calls in Progress 
Calls in progress can be monitored from workstations at the facilities or from any computer 
connected to the private network via the internet that is equipped with a soundcard and 
speakers. Calls can be monitored by clicking the record in the Live Monitoring screen, shown 
below: 
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From this screen, authorized users can observe what calls are in progress at the facility. They 
can select a call on the basis of the billed-to number (BTN), PIN number, or offender 
telephone. In order to monitor a call, users merely click on the speaker icon for the desired 
call. They will hear the call in progress (the speaker icon turns green but the screen does not 
change). 

!\Ionitoring of calls docs not interfere with the continuous recording of all calls, and it is not 
detectable by the offender or by the called party. Several investigators may monitor the same 
call at the same time. 

Monitoring Calls Previously Recorded 
Investigators can also monitor calls that have been previously recorded. Call recordings can 
be searched by PIN, date, start or stop time, offender telephone station, called number, and 
other criteria. Call recordings are searched from the Call Detail Reporting screen, shown 
below. 
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From this screen, users can select the parameters of the calIs they wish to investigate. For 
example, they may enter the start and end dates for the period they wish to search, the start 
and end times for the calls, the offender phone station, the called number, the PIN number, 
and so on. After selecting the desired criteria, the user clicks an "Submit Report" to retrieve 
the CDR data as shown in the sample screen below: 
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-I his screen shows all the CDRs that match the specified criteria_ In order to playback a call 
recording, the user need only click on the speaker icon for the desired call_ 
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I Save II Close II Add Note 
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CaD Playback 

1be Call Playback function uses slandard lvlicrosoft I\ledia Playback. This screen allows the 
user to read and add to the notes while listening to the playback of call recordings. In addition 
to monitoring and recording, the PCS CCS provides investigators with additional tools to 

assist in their investigations. These include: 

• 
• 

• 
• 

• 

Reverse Lookup 

Search notes to a call recording, or search call recordings by Case ID or 
Investigator ID 

Download call recordings to CD/DVD 

"Lock" call recordings so that they remain accessible online beyond the 365 
day limit 

"Hot" nwnber alerts to investigators 

Call Analyzer 
The PCS CCS also includes Call Analyzer, an advanced fearure for analyzing call recordings. 

Call records on the Call Detail Results screen will have a Call Analyzer icon ~ next to the 

speaker icon I'~il used to play recordings. The ICM's Call Analyzer App downloads the 
selected rccording(s) to your computer rather than just streaming out the audio as the Slandard 
playback function does. This enables you to vary the speed, pitch and tempo of playback, 
playback and manipulate each side of the conversation individually (sometimes slowing or 
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Call Archiving 
Call archiving is simple with the PCS CCS. Call recordings can be stored online for the life of 
the contract, so no archiving to physical media would be necessary. However, any authorized 
use who wishes to store call recordings on external media can easily download these calls and 
the accompanying call details to CD/DVD. The CD/DVD will produce recordings With no 
loss in quality and will be capable of placing an audio time and date stamp within the 
recording. Downloading to CD /DVD can be performed on any computer that has access to 
the call recordings, whether at the facility or at a remote location_ The investigator simply 
searches for the calls he/she wants to download (Call recordings can be searched by PIN, 
date, start or stop time, offender telephone station, called number, and other criteria). Once 
the desired recordings have been selected, the investigator inserts the CD/DVD and clicks on 
''Data CD/DVD" to bum the CD/DVD. The Investigator may listen to the CD/DVD 
through Windows Media Player. Files may also be stored on USB or thumb drives, hard disk, 
or any other medium preferred by the user. 

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. 

PCS Response: PCS has read, agrees and will comply. Please see Attachment F for a CD 
with an Actual CCS Call Recording. 

6.33 Describe how your proposed system copies archived and online data onto media 
for investigations, hearings, etc. 

PCS Response: PCS has read, agrees and will comply. Simply click the CD icon ~ next to 
any call record on the Call Detail Results or Live Monitoring pages (please sec our response to 
Requirement 6.31 for illustrations) to send a recording to your CD/DVD Queue. An 
authorized user can send and save as many recordings in their queue as they like. \X'hen you're 
ready to bunt a disk, go the CD/DVD Utilities feature of the CCS. 
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speeding up the rate of playback ,,;:i11 make a call easier to understand). You can also click on 
any point in the call to leap ahead or back in the recording. 

. i -:- .-

, 
-Pid. D!J 0 

-----'--~O~----

any spot on the 
and drag your mouse to the 

right to select a section of the 
recording for playback 

,DB ." 2lll00S17 
TiM 1523 

Call Analyzer App 

By clicking EQ (Equalizer), you can 
open tools allowing you to tum up or 
down each segment of the Waveform. 

By playing back any part of either side 
of a recordllg and turning up and/or 
down different audio bands, you can 
identify background speech and noises 
and screen them out to make a 
conversa cion clearer, or 
background speech 
themselves. 
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CD/DVD utilities Page 

To listen to any call in the CD Queue, or to make notes about it, click on the speaker icon 

1,4'1 beside the call. Save any notes before burning a copy or the notes will not be part of the 
file when it is copied. Any recording in the CD Queue will be locked so that it is never deleted 
from online storage. 

Downloading Calls 
To bum or download the selected calls, users simply click Download or Create CD to open 
the CCS's Audio File Utility: 
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CCS Audio/Data UIIlHIes 

The menu bar across the top of this screen lets you (from left to right starting with the top 
row) Start burning the recordings to disk, Erase a disk currendy in your burner, Eject the 
current disk or Load a new one, Exit this Utilities screen, select a device or drive on your 
computer to download the selected files to; (second row) Select all of the recording files listed 
below, Unselect all, remove one file from the Queue, refresh the Queue, Print a list of the files 
in the Queue, or Reset a download and begin again. 

b.''ili~:~~JiS::)~i~I,Ff~.IUXf~.IYG_ ~-.'m:.~~I&--a~-j~15Ii;r~: ~ __ ._!itart"". __ ~ase_~_"",,,~C'~~ExI:~_._~~ _." ._..r~' _--= . __ -r=r .......... _:_=r->L ...... ~.,~-----
l_~s.e<t_~~Q;t~At~ORomo¥e~~0-~ .. ·e.~cl,,?~~~~"~'~j,.E5S~~,_ 

Audio Rle utmty Tool Bar 

Press PIa)o I next to any file in the Queue to preview it before burning/ emailing or 
downloading. The Media Play function provides the ability to advance, pause, or rewind a 
recording being previewed: 
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Audio Files UtilHy screen - Media Player Controls 

Any recording burned to a CD /D\lD automatically includes an HTML copy of the CCS User 
Interface. The files, when opened from disc, will list calls as if on the Call Detail Reporting 
screen and recordings can be played and attached notes read exactly as if you were logged in to 
the CCS itself. 

6.34 What is your systems current online storage length? Include infonnation for both 
archiving and recording. 

PCS Response: PCS has read, agrees and will comply. Call Detail Records are always stored 
for seven years (Call detail records are records of financial transactions, and the IRS requires 
that record retention for at least 7 years) or for the full term of any contract-whichever is 
longer. Since PCS uses standard modular Network Attached Storage (NAS) devices for the 
online storage of call recordings, the current online storage length can be customized to meet 
the needs of the State. PCS can configttre storage for the required 2 years and add on 
additional years as the State deems necessary or can engineer the NAS with capacity for the life 
of the contract. Archiving can be performed as described in the answer to Requirement 6.31 
above. 

6.35 Confinn and explain how your proposed system handles and verifies that phone 
numbers entered into the call control system as anorney or "privileged" calls are 
legitimate attorney phone numbers that are not to be recorded or monitored. 

PCS Response: PCS has read, agrees and will comply. PCS typically obtains a list of numbers 
to be marked Private in the CCS database from the outgoing vendor and/ or the State Bar 
Association prior to installation. PCS will submit this list to Indiana's judicial authority for 
confirmation prior to configuring the CCS for installation at IDOC facilities. 

For calls already in progtess that are not on the "Do Not Record" list, PCS can repeat voice 
prompts prior to the phone call being connected and subsequently recorded. 

Legal Calls not Set as Private 
1. 'This call is subject to recording and monitoring" 

• This prompt infonns anyone accepting the call that is not on a "Do not 
Record List" that the call that they are accepting will be recorded and possibly 
monitored. Phone numbers that arc already on a privileged do not record list 
will not receive this message. 

2. "If you are an attorney or provide legal counsel, please hang up or press 6 to have 
someone contact you to add this call to a Do Not Record list." 
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• If they press 6 then they ",-ill hear the follo"'ing message. 

"Your phone call will now be.terminated. Please have the offender contact you 
on a number that is already piesubscribed on the IDOe or IDOe facility "Do 
Not Record List." Within 3 business hours you wiU be contacted by a pes " 
representative to obtain verification that this number is used for legal 
counseling. Please be prepared ro answer and verifying and clarifying 
questions regarding your status as a legal counsel. 

• 

• 

If someone that feds that their call should not be recorded has the option to 
hang up or provides them the option to have their number added to the "Do 
Not Record list"" 

By pressing 3, pes ",-ill be notified of this request and will contact this number 
within 3 business hours and the call ,,-ill not be connected. On this call the 
end-user will be requested to provide verification that they are an attorney. 
This vetification will follow the guidelines and procedures specified by the 
IDOe or the State's judicial authority. 

3. "To accept this caU please press 1, to reject this caU press 2, to prevent any further 
"phone caDs to your number press 9." 

• The end-user accepting the call must now once again positively and proactively 
accept the phone call. If no action is taken after 30 seconds the call ,,-ill be 
terminated. 

4. "Please state your name" " , 
• To ensure that end-user is identified they are also asked to state their name. 

.Thus, if for some reason there is conterition that an anomey did nOlhe'ar the 
prompts, then their name will be stored for future ,·erification. 

6.36 Describe how your proposed CCS provides an industry proven method of 3-Way 
call detection and prevention. 

pes Response: pes has read, agrees and will comply" pes's algorithms combine several 
iechniques to detect three-way call attempts including hookswitch flashing (the distinctive 0.8 
second sound of a call being forwarded or a third party joining a call); DTMF tones (Dual 
Tone Multi-Frequency); variations in the time between rings, long silences and extra dialed 
digits and the electricity on the phone line that accompanies them and others. 

Because no one signal is perfectly accurate at distinguishing three-way calls from other 
anomalies (background noise on the line, accidental pushing of digits "during a call etc.) pes's 
algorithms combine different types of information and calculate the likelihood that the call is a 
three-way attempt. pes's software scans both ends of each call separately: This prevents the 
offenders from fooling the algorithm by blowing into their receiver to create background noise 
while the called party dials a new phone nwilber. 

The threshold of certainty at which a call is automatically disconnected can be adjusted so that 
calls are not prematurely disconnected as a result of a noisy connection. Everything from line 
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quality to the weather (for cell phone connections) can affect the probability that one risk 
factor detected during a call actually indicates a three-way call attctnpt, and these conditions 
can vary across the country. For this reason our algorithm has been made completely 
"tunable" so that it can be set to operate optimally at each indi,~dual facility. TIlls ability to 
tune the three-way call algorithm makes it more reliable than many one-size-fits-all solutions. 
As accurately as we can determine, these methods are as highly effective as any in the industry 
in detecting three-way call attempts. 

Calls on which a three-way call was attempted will be highlighted on the Call Detail Results 
screen anytime an investigator views a report. 

------
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Call DelaO ResuHs 

Removing the IncenHve 
There are two effective methods of reducing three-way calling. First is detection and 
enforcement and the second is by removing the incentive for offenders to make these calls. 

PCS's e"l'erience tracking three-way call attempts at facilities before and after implementing 
our debit and prepaid calling options show that around 97% of three-way calling vanishes 
when offenders are offered a full range of calling options rather than a collect-only system. 
TIlls does not excuse the offenders and the called-to parties' participation in this prohibited 
acti~ty; however offenders h,,'e stated that they did not have another option. For example, if 
an offender wants to call his brother who only has a cell phone, collect calling is not an option. 
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However, if debit calling has been instituted at the facility, calls to ccll phones will be aIlowcd 
to go through. This also holds true for an offender who calls his spouse at her place of 
business or his parent who resides in a nursing home. Thus, by adding debit calling, PCS 
expects to see a minimum 'of a 90% decrease in three-way call attempts. 

In addition, implementing flat, simplified rates--like those proposed for Indiana DOC
encourages inmates to make more debit and prepaid calls, which remove the financial 
incentive for making three-way calls. The tendency of offender telephone service providers to 
charge substantially less for local calls than for long-distance calls has created a market demand 
for inmate call forwarding companies. These call-forwarding companies allow inmates' 
families and friends to bypass long distance calling rates by establishing it local number which 
then forwards all calls on to the actual long-distance number. While this provides the called 
parries with a somewhat more affordable option, it greatly sacrifices correctional facility 
security. Facility personnel are no longer able to track which numbers and what areas inmates 
are actually calling. 

PCS estimates that over 10 percent of all inmate calls coming from correctional facilities are 
going through a forwarding company. However, implementing flat pricing for all call bands 
eliminates the incentive for called parties to use this type of service. 

6.37 Describe how your proposed system detects and handles 3-way call attempts. Is it 
based on aiJdio, voltage, etc? 

PCS Response: PCS has read, agrees and will comply. As mentioned in Requirement 6.36 
above, PCS's algorithms combine several techniques to detect three-way call attempts 
including hook switch flashing (the distinctive 0.8 second sound'cif a call being forwarded or a 
third party joining a call); DTMF tones (Dual Tone Multi-Frequency); variations in the time 
between tings, long silences and extra di.'lIed digits and the electricity on the phone line that 
accompanies them and others. . 

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? 

PCS Response: PCS has read, agrees and will comply. In laboratoty conditions, when testers 
have done their best to fool the SYStem, the CCS can detect and terminate more than 90% of 
three-way call attempts with an insignificant number of false positives. 

The effectiveness rate for blocking three-way calling depends on who is doing the measuring. 
There is no independent body that performs comparative testing of offender calling platforms 
and their three-way call detection capabilities. Under laboratory conditions, it is easy to detect 
100% of certain t}l'es of three-way calls. 

What many vendors will not admit, is that when they adjust their three-way call detection 
features to detect the maximum number of three-way calls, they also identifY a huge number 
of false positives--calJs that are perfectly legitimate. 

PCS's experience tracking three-way call attempts at facilities before and after implementing 
our debit and prepaid calling options show that around 97% of three-way calling vanishes 
when the CCS is implemented and offenders are offered a full range of calling options rather 
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than a collect-only system: 

6.39 What precautions are taken to insure that legitimate calls are not accidentally 
disconnected due to false detection's ofa 3-way call attempt? 

pes Response: pes has read, agrees and will comply. The threshold of certainty at which a 
call is automatically disconnected can be adjusted s6 that calls are not prematurely 
disconnected as a result of a noisy connection. Everything from line quality to the weather (for 
cell phone connections) can affect the probability that one risk factor detected during a call 
actually indicates a three-way call attempt, and these conditions can vary across the country. 
For this reason Out algorithm has been made completely "runable" so that it can be set to 
operate optimally at each individual facility. TIlls ability to tunc the three-way call algorithm 
makes it more reliable than many one-size-fits-all solutions. 

6.40 How long has this method of 3-way call detection been in use by your company? 

pes Response: pes has read, agrees and will comply. Most of the broad techniques that pes 
uses to detect three-way call attempts have been part of the ees platform since its launch in 
2005, but many modifications to improve the three-way call detection system, such as 
separating the two sides of a call for scanning and tuning the disconnect threshold, have been 
added within the last three years. pes continues to research and d",·clop new and innovative 
ways to detect call fraud. 

6.41 Include specifications and illustrations of the type oftelephone equipment you will 
provide as part of this RFP. 

pes Response: pes has read, agrees and will comply. The pes Team proposes the 
following models of offender phones: 

Offender Phones 
The Navitel OTe-2110V2 offender telephones are vandal
resistant, surface-mounted ·telephones with metal housing, steel 
armored handset cord and stainless steel lanyard. The 14-gauge 
stainless steel body of the Navitcl OTe-Z!! OV2 has a floating case 
hardened metal plate to prevent attempts at side drilling and any 
other attempts to gain access to the internal components of the 
telephone. The OTC-21IOV2 keypad is chrome-plated, DTMF 
compatible, and water, flame and shock resistant. All telephones 
are compatible ",~th standard Telco mountings. The offender 
phones ,viii have no exposed screws, bolts, or other fasteners that 
can be removed from the phone without a special security 
removal device. 11,e phones are thoroughly field,tested, and are 
currently used in indoor and outdoor correctional facilities. 

Standard Features 

NaviteIOTC·211DY2 

• Built in secondary lightning • Line-powered and compatible with 
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protection. 

• Electronics are confolIrul} coated to 
resist moisture and corrosion. 

• All-weather DTMF metal key pad 
is moisture, fire, and shock 
resistant. 

• Built in volwne control button 

• Fine-brushed finish is mar and 
scratch resistant. 

• Armored handset com that can 
take at least BOOlbs linear stress 
",~thout breaking. 

• Highly durable Lexan™ 
polycaibonate polymer 
shatterproof handset. 

• Tamper proof housing. 

• 

• 

• 

• 

• 

standard subscriber carrier loop. 

All major components are modular 
for easy field replacement and cost 
effectiveness. 

Hearing aid compatible and 
FCC/ACTA registered, ",~th field 
adjustable noise reduction, anti
static receiver, and 3 additional 
steps of volume to meet ADA 
requirements. 

Instructions on faceplate for,ease 
of use. 

Dimensions: 21.25" H x 7.5~J W x 
2.5" D (4.5" deep with cradle). 

Suitable for indoor or outdoor 
installation. 

• Secure installation with security 
studs. 

Navitel OTC-21 IOV2 Offender Telephones have noise-cancelling transmitters to reduce 
background noise. In addition, inside of the phone there is a switch on the circuit board that 
can be adjUsted to accommodate the size of the rooms and how much noise reduction is 
required. ThiS pr;'~des the ability to fine tune each phone to meet the need of any ,acoustic 
environment.-

Zero-contact Visitation Telephones 

OTC-2120S No-Dial 
Service Phone 

pcs .. :illprovide the State with PIN-operated 
visitation phones that will allow visitation phone 
calls to be monitored and rec,oriled, as requested 
by ,the INDOC. PCS will provide Navitel (OTC-
2120S Visitor Side; OTC-2110V OffenderSide) 
visitation phones. 

Most visitation phones only bave a handset with 
a hook-s..~tch. When an offender picks up the 
phone and speaks to the visitor, there is a simple 
connection from one handset to another. With 
this type of visitation phone system there is no 
tracking or monitoring of the call. 

OTC 2110V FuD 
Featute Mlnllnmale 

Phone 

However, PCS provides a visitation phone with a keypad that requires the offender to enter 
his PIN in order to connect to their visitor. This allows for the identification of the offe.{der 
through the CCS. Once the offender is identified, the call can be recorded and monitored 
just like an outgoing call. 
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Offender Phones alternative 
'TI,e Navitcl OTC-21IOV2 offender telephones can easily be 
configured with longer or shorter cords for the convenience of 
offenders in different pods or facilities. A longer cord can allow 
offenders to sit down (where seating is available) while talking and 
a shorter cord can eliminate the ability of offenders to choke 
themselves or each other with the cord. The configuration shown 
at right has a 10 inch cord extending from the top of the phone, 
the re!=ommended safety arrangement for offenders on suicide 
watch. 

Portable Phones 

NavIleIOTC-2110V2 

2-wheel Portable Phone 
Cart can be used fike a 

hand lruck 

PCS offers the option to usc 
portable, . cart-mounted offender 
phones. These phones will be 
connected to the call-processor and 
can be of varied heights to easily 
allow a handset to be passed 
through the securi ty doors in 
segregation areas. '1be cart
mounted phones can be configured 
so that the handset fits through a 
standard cell food slot. The 
phones can also be fitted \vith a 
covering that locks over the touch
tone pad. TIlls covering will allow 
corrections personnel to lock the 
ke)1'ad once the initial call has been 
placed. 

4-wheel Portable Phane Cart 
provides addiHonal stability lor 

easy portability 

During our detailed site sun'ey, we will assess, in consultation with facility management, the 
best phone solution for each facility and make recommendations accordingly. The portable, 
cart-mounted phones roll easily from one location to the next, and can be relocated by facility 
personnel as required. They have a small "footprint" that allows them to be stored easily in a 
closet or storage room. 

Calls from these special management unit telephones ",~ll be routed and connected through 
the CCS call-processor in the same way as all other offender calls. All call restrictions available 
with the proposed CCS ,,~ apply to all calls made from both cordless phones and portable 
offender phones. 

___ . o~~.,-___ ·_ .. ___ .... 
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6.42 Indicate your ability to provide cordless phones. 

pes Response: PCS has read, agrees and will comply. PCS can include a variety of cordless 
phones for offenders in isolation units, hospital beds or any other environment the lDOC 
requires service to. 

Cordless Phones 

A standard portable phone can also have its base wired 
to the CCS to allow offenders confined to bed-rest to 
make calls. This 5.8 GHz VTech cordless phone has: 

a 

• .... • 

Comfortable handset size 

Large lighted display for easier viewing 

Backlit keypad ,-",,' , 
' ... J-' 
...., .-.-. 

l;·~ ;J • 
• 

Trilingual prompts in English, Spanish or French 

Page/handset locator - • Selectable ring tones 

• Wall-mount bracket included 

VTech CS5113/12S71593 
• Handset volume control 

• Last number redial for the last 5 numbers called 

• Wi-Fi friendly so it won't interfere with wireless 
networks 

Hands-Free Telephones 
For locations where using a cordless phone is not viable, 
PCS proposes the completely hands-free CEECO - sse-
501-F - Payphone sized stainless steel wall-mounted 
telephone with chrome tone dial for standard speakerphone 
operation with high security brackets, instrUction card 
window and tamper resistant hardware. With no moveable 
parts and a steel case, this is a perfect option for offenders 
under security restrictions. 

E 
= 
a!= 
• • 

CEECO - 55C-501-F 

6.43 Any other infonnation deemed necessary or appropriate to this section. 

pes Response: PCS has read, agrees and will comply. PCS has no additional information to 
add to this section. 

6.44 Free Calls and Speed Dials 

pes Response: PCS has read, agrees and will comply. 
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.. 6.44.1 CCS must pennit free calls to at least the following nwnbers and other 
nwnbers in the future as detennined by the lOT and !DOC. 

pes Response: PCS has read, agrees and ",iII comply. 

6.44.1.1 Public Defenders Office (Indiana Public Defenders office 

pes Response: PCS has read, agrees and will comply. 

6.44.1.2The following destinations must have the ability to be answered 
live at the discretion of lDOC 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 nwnber inside the facility or outside of 
the facility. 
6.44.1.2.1 Crime Stoppers tip line. 
6.44.1.2.2 TJ.P.S (Timely Information Promotes Safety) 

Hotline. 
6.44.1.2.3 
6.44.1.2.4 
6.44.1.2.5 

Sexual victimization hotline. 
Gang Hotline. 
Other lines as required by the State. 

pes Response: PCS has read, agrees and will comply. 

PROVIDE THE FOLLOWING: 

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

pes Response: PCS has read, agrees and ",iII comply. The tools and services required in 6.44 
arc standard features of PCS's proposed Call Control System. 

Free Calls 
During installation and at any time thereafter, PCS can program any outside numbers as the 
State wishes for free calls and/ or speed dial access. These numbers can be set as Free and, at 
the moC's discretion, may also be set as Private (i.e., calls which are not recorded) in the CCS 
database. PCS usually uses a three-key, two digit code for speed dial numbers-for example 
*10, *11, *12, etc. TIlls default setting will easily accommodate up to 99 speed dial numbers. 
PCS will also be happy to prO\ide custom signage and dialing instructions in English, Spanish 
and any other languages the moc requests explaining to offenders how to usc and whom 
these speed dial lines reach. 

With just a few clicks of the mouse, PCS's CCS software allows authorized users to designate a 
specific outside number as a free call cithcr for a specific offender or for all offenders. 
Additional free numbers, such as for clergy and medical providers, may be added at any time, 
as shown below. 

These changes, likc all input to the proposed CCS, can be made by any authorized user ",ith a 
PC and an Internet connection, regardless of whether that user is on-site or remote. 
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Number Management .. Edit 8TN seHings 

Wben PINs are in use, outside numbers can be designated as free for a specific offender only 
by using the Personal Allowed Number (PAN) feature. Just enter the phone number into the 
offender's PAN, and then check the "Free" box: 
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Specific phone lines can be set to allow free calling either to all phone numbers, allloc.l 
numbers, or to specific numbers from the System Control page of the proposed CCS: 

Syatemc ...... 

1------ ----

-- Ir .............. I, 1lefILI_ II 
-- ~-- - -----

PkI~T)Ille - """ __ 
v ... 

lo.~ vis I 10' 101 

I Db.beI vis I 102 102 

I"""" vis I 103 10' 

1-- vis I 104 104 

I ....... vis I lOS 105 

1- yls I '" 10' 

I ........ ,yls I 107 '" 
1-- vis I 14' 147 

I""''' ,vis I ,ea , .. 
'-I 

System Control - Phone SettIngs 

Authorized CCS users can allow offenders to make a specific number of free calls per day 
(Free Calls Daily (FeD), highlighted in the image aOO"e), or can set any phone line or phone 
group (booking phones, for insmnce) to allow an unlimited number of free calls per d,y. All 
call recording and monitoring, time limits, and tracking features apply to free calls just as they 
would to other calls. 

Messaging 
In addition to processing and recording all outgoing calls the onsite call-processor can also 
serve as a messaging center for offender tip lines, including a crime stoppers tip line, PREA 
hotline, Gang hotline, and any other lines requested by the State. The facility can designate 
full ten-digit numbers or simple speed dial numbers for these tip lines. The offender can be 
required to dial the entire 10 digit telephone number, or simply dial the speed dial number, 
which in tum ,,,ill automatically dial the associated telephone number for them. The pound (#) 
sign can be entered either before or after the speed dial, allowing for ease of use. 

• 1-800-555-1212 • #311 

• 1-817-999-9999 • 800# 

• 1-800-555-9999 • #411 
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One number can be used for all offender tips and complaints, or separate numbers can be 
designated for different types of offender tips. For instance signs and posters could instruct 
the offenders to dial #311 from any phone to register any complaints about their offender 
calling account, and #800 to leave a tip about any crime that has occurred in the facility. A 
line might also be designated to receive complaints about instances of rape as many prisons are 
doing to comply with the PREA (prison Rape Elimination Act). PCS will assist with postings 
instructing how lines can be accessed. 

• Allow offenders to report theft or • Leave a message for medical staff 
violence • Leave a message for ITS technician 

• Allow offenders to leave tips about • Leave a message for prison clergy or 
ongoing investigations drug counselors 

• Allow offenders to report drugs or • Leave a message for commissary 
cell-phones in the prison vendor 

\'\'hen the numbers are called, the offender will simply be played a prompt that states "Please 
leave your message after the tone". The message length can be set from 1 minute to several 
minutes depending on facility requirements. The limit can be set differently for each specific 
line. 

pcs np-Uaes Help Clean up JaIL 
On January 28, 2010 RISlV in Corpus Christi, TX 
reported the arrest of an employee at the County 
Jail who had been smuggling in cocaine: 

"The whole opeIatiOtJ .-an wlderxwer sting 
that stemmed fiDm tip B pnwitIed by an 
otrendBI. 
"An Inmate let us know about drugs that well! 
beIng brought into our Jail facility by a correction 
officer, " saId captain Stan Repka with the 
Nueces County Sheriff's Department 
The ~ tipllne enables Inmates to alert 
officers about any Illegal acUvity goIng on inside 
the jail; in exchange the prisoner receives a 
reward .• 

Nueces County's new offender tilTlines had been 
installed by PCS only two months ea~ier at no cost 
to the County. 

Each internal tip-line can also be set to 
automatic.-illy send an email alert each time 
it is called. Each line can send an alert to a 
different designated investigator or staff 
member. For instance PCS's Site 
Administrator or Technician could be 
notified each time an offender left a 
complaint or comment regarding the 
phone account or phone privileges, a 
designated investigator could receive an 
alert each time a message was left on the 
line designated for PREA complaints, and 
another investigator could receive an alert 
each time a message was left on the line 
designa ted to receive reports of theft or 
harassment in the prison. 

In the Call Detail Reporting section of the CCS, investigators can select "Inmate MSG" in the 
Call Type field and enter the number associated with the line they are interested in reviewing. 
The recordings will show up as normal calls for review, playback, burning to CD, etc. 
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Call DelaO Reporting Screen· Search for oIIender messages 

A staff member who has been designated to respond to 
messages left on a particular line can simply select 
"Inmate l\ISG" and their assigned number and then 
"Save Report Type" to be able to immediately see a list 
of messages left for them \\~th one click of the mouse 
anytime the login to the CCS. 

The PCS Offender Messaging feature can help facilities 
reduce their staff workload by automating offender 
complaints and reports, facilitate investigations and 
reduce crime, and has been specifically designed to help 
facilities comply with the requirements of the National 
PREA Corrurussion Draft Standards for Adult Prisons 
and Jails, and for Facilities Holding Immigration 
Detainees. 
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A. Reportiag 
" .. A¥encies should use a number of 
stratep.et:' to encotlnl!le inmates to report 
sv..-ua1 abwe. TIlese can include, f01 
example, pL'lcing locked dlOp boxes' in 
common Rlea~ for irunates to drop 
lepom.lequeru, or grievances and 
illstallin~ dedicated phones or 
pJ:Ogralllluillll existing phones with toll~ 
tiee hotline nwubeIF to internal affau$ 
dep31unentB, offices of professional 
re$pOmibility. or i>"imilar internal 
In"'estigati"'e depart mentE ..• 
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6.44.3 Any other information deemed necessary or appropriate to thissection 

PCS Response: PCS has read, agrees and will comply. PCS has no additional infonnation to 

add to this section. 

6.45 zcio Contact Visitation Phones 

PCS Response: PCS has read, agrees and will comply. Please see Requirement 6.45.7. 
below for detail on the proposed visitation phones: 

. 6.45.1 !DOC cuiTently 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 resuhing contract at no cost to the State. 

PCS Response: PCS has read, agrees and will comply. 

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.\3 

PCS·Response:.PCS has read, agrees and will comply. 

6.45.2.1 Periods of silence must be recorded. 

PCS Response: PCS has read, agrees and will comply. 

6.45.2.2Recorded calls must be logged and searchable just as a regular 
offender calls and be reviewable by the same CCS. 

PCS Response: PCS ~as read,.agreesand will comply. 

6.45.2.3!DOC 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 iilted offhook. A Manual cutoff 
switch will NOT satisfy this requirement.· 

PCS Response: PCS has read, agrees and will comply. PCS's CCS is quite flexible in its ability 
to disable recording for. individual phones or groups of phones, such as phones on which 
inmates are ha'1ng attorney and privileged conversations. From any workstation or Internet 
connection, facility users with the appropriate access can turn recording on or off with a 
couple of clicks of the mouse. From this screen, phones and recording can be turned On or 
Off by group. Simply· change phone setting from "Recording" to "Off', as shown· in the 
sample screen below. 
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From the System Control screen, individual phones can be accessed by clicking the hyperlinks 
underlined in ~ or plum in the Phone Group column. The sample screen below shows the 
System Control screen from which individual phones may be turncd on or off. 
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Telephone Status -Individual Phone SeHings 
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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. 

PCS Response: pes has read, agrees and will comply. 

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. 

PCS Response: pes h~s read, agre";' and will comply. 

6.45.5 Respondent wiil be responsible for posting appropriate signage indicating 
that conversations are being recorded and monitored. Verbiage of signage 
will be reviewed and approved by \DOC central office before any signs 
can be posted. 

PCS Resp6nse: pes has read, agrees and will comply. 

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 

PCSResponse:. pes has read, agrees and will comply. 

PROVIDE THE FOLWWlNG: 

6.45.7 Indicate and elaborate on the proposed equipment's ability to meet the 
above requirements in Section 6.45. 

PCS Response: pes has read, agrees and will comply. The pes Team has extensive 
experience installing, maintaining, and servicing zero-contact, PIN-operated visitation 
telephones. In fact, pes developed the first fully integrated system in the United States that 
linked visitation and offender telephone services. The project included custom design of a 
correctional grade visitation phone that coritained a hookswitch and keypad, but was small 
enough to mount to a standard 4"x4" electrical junction box and fit between windows in a 
visitation room. This new phone was designed by PCS Program Manager, Chris Moore, 
who will be working directly with the State throughout the life of the contract. 
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Zer.()~contact Visitation Telephones 

OTC-212OS' No-Dial 
Service Phone 

pcs will provide the INDOC with PIN
operated ~;sitation phones that will allow 
'visitation phone calls to be monitored and 
recorded, as requested by the State. For most 
sites, PCS "ill prm;de Navitel (OTC-2120S 
Visitor Side; OTC-2110V Offender Side) 
visitation phones. For any sites with limited 
space or special requirements, PCS ow;]] either 
pro\;ded the smaller footprint visitation phone 
or can specially design one based on the needs 
of the institution. 

Most visitation phones only have a handset with 
a hook-s",;tch. When an offender picks up the 
phone and speaks to' the visitor, there is a 
simple connection from one handset to another. 
\X!ith this type of visitation phone system there 
is no tracking or monitoring of the call. , 

,OTC 2110V Full 
Feature Mint Inmate 

Phone 

Unlike many of our competitors, PCS has the abiliry to pro,~de a visitation phone \\O;th a 
keypad that requires the offender to enter his PIN in order to connect to their ,;sitor. This 
allows for the identification of the offender through the CCS. Once the offender is identified, 
the call can be recorded and monitored just like an outgoing call. 

Visitation Phone Recording 

Recording only ceases when the call is tenninated. If there arc fifteen minutes of silence on a 
live line, the entire call ,viii still be recorded. These visitation phone pairs will be wired to the 
CCS and can be recorded or set as Pri,-ate just like any other offender phone. Please also see 
our response to Requirement 6.13. 

In addition, the records and recordings of visitation calls appear in 
the results page of a CDR search just like any other offender calls. 
'The records & recordings of these calls will be time-stamped, 
enerypted and attached to the offender's PIN, the station ID etc. 
and can be searched just like any other offender calls. To search 
for records only of visitation calls, simply select Visitation in the 
Call Type field on the Call Detail Reporting screen of the CCS. 

Time Limits 

caJlType 

Prepaid 
Free 
Ccrrrnlsoary 

Courtesy , . 

Search Visitation 
Records 

Speciiic time limits (or no limit at all) can be adjusted by faciliry, by phone group, and even by 
individual phone. PCS will work ow;th the superintendent at each faciliry to configure the 
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durations to best suit the needs of each superintendent. To adjust call duration limits for a 
specific phone group, an authorized CCS user simply opens the System Control screen and 
enters the new duration limit in minutes in the field shown below. 
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system Control 

After selecting any new setting, click Update to make the change. This will allow the State to 
give offenders in one POD or area of the facility a different time limit than offenders in 
another area_ 

To alter limits on the ability of offenders to make calls from an individual phone, go to the 
Phone Group column on the screen above and click the hyperlink (in blue or plum) of any 
Phone Group to bting up a screen listing each individual phone in that phone group. 
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Visitation Phone Signage 

Customsignage including dialing instructions and notice of call 
recording "ill be provided in both English and Spanish (see 
sample foUo'W-ing) "ill be mounted' on the face of the phone 
under an unbreakable, sealed clear shield. Alternately, they may 
be laminated and posted next to the phones. To assist with the, 
State l\fission of education and re-entry, PCS has engaged 
John Rardin at PEN Products to assist 'W~th the manufacture 
of the signs, 

Place for Instructions on 
Faceplate of Offender 

Phone 

PCS has pro\~ded zero-contact \~sitation stations ,,~th full monitoring and recording and aU 
'ihe Call Control features the State has requested for dozens of our clients including Kern 
County in Bakersfield, California, who is also a reference for PCS. Please see PCS's 
References in Section 2 and Letters of Reference in Appendix C for confirmation that 
PCS is capable of pro~ding all the eqUipment and services reqUired by ihe State. PCS has an 
in-house marketing department that will work 'With the IDOC and managers of each facility to 
exactly meet their requirements. 

6.45.8 Describe how your proposed system will pennit disabling the recording of 
attorney ~r pri~leged calls. 

PCS Response: PCS has read, agrees and will comply. The CCS has a feature whereby an 
authorized user can disable recording on a single phone through the PCS GUI (user interface) 
and mark the phone to begin recording again on the next call. Within the system, when the 
·"record next call" feature is cnable~ a job runs in the background to monitor for the current 
non-recorded call to be disconnected and then restarts the recording application so that 
subsequent calls on the target phone are recorded. 

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

PCS Response: PCS has read, agrees and ",ill comply. PCS will work with the superintendent 
at each facility to ensure that the signage meets the needs of their facility. PCS has provided a 
sample of the language that can be used, language similar to what is in place at Indiana DOC 
now, on the signage in Appendix J. 

6.45.1 0 If your proposed CCS cannot meet these exact requirements, provide 
detailed alternative options to fulfill this requirement. 

PCS Response: PCS has read, agrees and ,,~ll comply. PCS's proposed CCS can meet the 
State's exact requirements. 

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

PCS Response: PCS has read, agrees and ~ll comply. 1be PCS Team has no other 
information deemed necessary at this time. 
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6.46 Conversion of Existing Data, CDR's, Recordings, and Offender PINS and PANS 

pes Response: PCS has read, agrees and will comply. 

6.46.1 Current call detail records and existing recordings with the States cWTent 
vendor must be preserved converted and mainwned 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. 

pes Response: PCS has read, agrees and will comply. With the cooperation of your current 
service providers, The PCS Team can deposit copies of your current call records and 
recordings onto d,e new calling system, making them accessible to authorized IDOC users 
from any computer with an Internet connection. You will be able to access both pre· transition 
(GTI../Securus) records and recordings and post-transition (PCS) records and recordings in 
the same manner from your onsite ~'"()rkstations, office computers, home computer, laptops, 
etc. To do this, PCS will map me existing records into our database so.that a call detail record 
(CDR) appears in our database for each call 

Using me procedure described above, the CDRs for all calls will be included and searchable 
with our Offender CCS software. For day-to-day searching, playback, and investigative CD
burning purposes, investigators can rely on me flexible and open database fOffi13t provided 
through the new CCS system. 

6.46.2 The existing PIN and PAN (personal allowed nUmbers) list for !DOC 
- offenders must be inigmed from the existing CCS and converted to 

fimctiori with rlle proposed .CCS. Complete and thorongh testing is 
reqnired before system cntover. 

pes Response: PCS has read, agrees and will comply. Once me incumbent has agreed on a 
standard fOffi13t for me data, PCS will go ilirough a sample file test process to ~;'sure mat the 
converted data is received and processed as planned PCS will follow me quality control test 
plan for data transfers and will only move forward ""m the full database conversion once me 
test plan has been completed. Upon successful completion of me plan, PCS will transfer the 
current database information and men validate .with the incumbent that all relevant data has 
been received and is complete. Complete and thorough testing will be completed and 
pes will seek cUstomer acceptance andsignoffbefore system cutover. 

6.46.3 The State will not be responsible for any costs associated with the data 
conversion and storage. 

pes Response: PCS has read, agrees and will comply. PCS will perform all work associated 
with iliis migration; no State resources, finances, rinle, or effort "ill be required 

PROVIDE THE FOLLOWING: 

6.46.4 Explain your plan for converting existing data on the existing system to be 
CO\Ilpatible wirll the new;CCS you are proposing. 

pes Response: PCS has read, agrees and will comply. PCS will work wim me incumbent 
provider to ensure mat the current system database infoffi13tion is copied to me new system. 
PCS has extensive e>'1"'rience working with CCS vendors to translate meir proprietary 
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database iofonnation into a useable fonnat that can be copied into the pes ees. Once the 
incumbent has agreed on a standard fonnat for the data, pes will go through a sample file test 
process to ensure that the converted data is received and processed as planned. pes will 
follow the quill!). control test plan for data transfers and will only move forward with the full 
database conversion once the test plan has been completed. Upon successful completion of 
the plan, pes will transfer the current database infonnation and then validate with the 
incumbent thai all relevant data has been received and is complete. 

6.46.5 Acknowledge your W1derstanding and ability to convert existing PIN & 
PAN lists. 

PCS Response: pes has read, agrees and will comply. pes has extcnsi,'e experience 
converting exisring offender data from the pre-exisring system into pes's solution. 11,e data 
to be transferred will include the following: 

• 'Offender data; such as Name, Offender ID, PIN, PANs, and security 
parameters. 

• 

• 
• 
• 

Blocked numbers, free numbers, speed dials, and non-recorded numbers (such 
as attorneys) 

On/off rinles, call durations, and other relevant system parameters 

Station names and other facility specific infonnation 

Call records . 

At the State ofj\fissouri DOC, pes converted Offender data including PIN and PAN 
infonnation from incumbent GTI for 22 facilities housing more than 30,000 offenders. The 
conversion was so smooth that pes completed installation before the scheduled completion 
date, 

The physical transition to the new inmate telephone system staned on September 25, 2006 and 
was completed exactly on the projected date, 47 calendar days later on November 10, 2006. To 
manage the project, PCS assigned PCS Account Manager Chris Moore (who is also the 
proposed Primary Account Manager for the State of Indiana) to work directly with the 
stakeholders within j\fissouri. Mr. Moore served as the single point of contact for Missouri 
and managed the delivery of all products and services. The complexity of the project included 
not only the coordination of swapping out all the incumbent's inmate phones and hardware, 
but also the deployment of electronic debit. Prior to the transition to pes, j\fissouri was not 
able to offer debit calling to the inmates. In parallel with the project to inlplement the inmate 
telephone system, Mr. Moore led an integration project between pes and the MODOC's 
commissary systems so that debit calling could be offered as soon as the new inmate phone 
system was online. 

6.46.6 Acknowledge the requirement for thorough testing before any system 
cutover. 

PCS Response: pes has read, agrees and will comply. pes ",-ill thoroughly test the initial 
sample file conversions and the final conversions on the new ees system and ",,-ill give the 
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State's representative a chance to additionally test the converted files before submitting the 
implementation for acceptance by the State. 

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

PCS Response: PCS has read, agrees and will comply. The PCS Team will work ",~th the 
incumbent provider to ensure that the current system database, information is copied to the 
new system. PCS has extensive experience working with CCS vendors to translate their 
proprietary database information into a useable format that can be copied into the PCS CCS 
system. Once the incumbent has agreed on a standard format for the data, The PCS Team 
will go through a sample file test process to ensure that the converted data is received and 
processed as planned. The PCS Team will follow the quality control test plan for data 
transfers and will only move forward with the full database conversion once the test plan has 
been completed. Upon successful completion of the plan, The PCS Team will transfer th,e 
current database information and then validate with the incumbent that all relevant data has 
been ,received and is complete. 

The data to be transferred will include the following: 

• Offender data, such as Name, Offender ID, PIN, PANs, and security 
parameters. 

• Blocked numbers, free numbers, speed dials, and 'non-recorded numbers (such 
as attorneys) 

• 
• 
• 

On/off times, call durations, and other relevant system parameters 

Station names and other facility specific information 

Call records 

PCS can deposit copies of your current call records onto the new calling system, making them 
accessible to authorized !DOC users from any computer with an Internet connection. You 
will be able to access both legacy records. and new records in the same manner from your 
onsite workstations, office computers, home computer, laptops, etc. To do this, PCS will map 
the existing r~ords into our database so that a call detail record (CDR) appears in our 
database for each call. 

PCS ,,<iII perform all work associated with this migration; no State resources, finances, time, or 
effort \villbe required. 

Using the procedure described abO\-e, the CDRs for all the pre-transition (G1L/Securus) calls 
will be included and searchable with our CCS software. For day-to-day searching, playback, 
and investigative CD-burning purposes, investigators can rely on the flexible and open 
database format prO\,;ded through the new CCSsysiem. ' 

PeS has experience migrating call records &om Securus proprietary formats to our 
open'architecture platform. We have recently succeeded with exactly this procedure for 
Kern County, California. 
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6.47 Allowed Calling Lists! Offender PIN Numbers/Call Times!Hot Lists/Hot Numbers. 

pes Response: pes has read, agrees and ",ill comply. Allowed Calling Lists (pANs-
Personal Allowed Numbers), PINs, PIN-Specific Call Limits, and Hot Numbers are all 
standard features of pes's proposed ees. 

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. 

pes Response: pes has read, agrees and will comply. When PINs are in use, Personal 
Allowed N~ber (PAN) lists may also be employed by preventing an offender from making 
any call except to a number or list of numbers that system administrators deem acceptable 
such as family, friends, and legal representation. The PAN feature provides the tightest 
possible control on offender calling. It may be used for all offenders, or implemented only in 
cases where facility staff has special reason to prefer such measures. For more detail on the 
PAN fearure, please refer to Requirement 6.47.10. 

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. 

pes Response: pes has read, agrees and will comply. The ees's Reverse Look-up fearure can 
be utilized to verify a requested phone number against the call recipient's name and address. 
Authorized users can simply enter the phone number on the reverse lookup sereen and the 
ees will hit the subscriber database to return a name and address for the requested phone 
number. Similarly, pes can dip BNA with our provider and store the information in the ees 
database. Based on the response receivL-d, validation can be perfonncd against the data to 
ensure accuracy of the offenders PAN lists. Screen shots of the Reverse Lookup fearure have 
been provided in the response to Requirement 6.47.11. 

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/idocI2313.htm#services 

pes Response: pes has read, agrees and "ill comply. Please sec our response to 
Requirement 6.47.12 for more detail about our proposed solution. 

6.47.4 Each offender's allowed calling list must be able to be easily modified by 
IIXX:: staffand the system administrator both locally and remotely. 

pes Response: pes has read, agrees and ",ill comply. Please see our response to 
Requirement 6.47.10 for an illustration of how easy it is for any authorized ees user to 
modify any offender's PAN from any location at any time. 

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. 
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pes Response: PCS has read, agrees and will comply. Any modification made to an 
offender's call privileges in the CCS database takes effect immediately. PCS's proposed system 
is a Weir based application so that users in all locations have direct access to the controlling 
CCS database. PCS does not rely on periodic uploads of information or overnight updates to 
system settings. 

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

pes Response: PCS has read, agrees and will comply. PCS's proposed system allows PINs of 
any length the State prefers. Typically PINs are between 4 and 12 digits. The CCS can assign 
PINs at random, or create PINs as a combination of the facility-assigned offender ID number 
plus a random PIN (typically between four and twelve digits). 

6.47.7 Allowed calling times and call dwation will vary at the discretion of the 
Superintendent at each !DOC 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 dwation for each 
facility and specific offender PIN. 

pes Response: PCS has read, agrees and will comply. The CCS allows users to adjust call 
time limits by phone, by phone group, or for individual offenders. The system can also be set 
to announce the time remaining at specific intervals, such as one or m'e minutes prior to the 
call expiration. 

Call Duration Limits 
To adjust call duration limits for a specific phone group, an authorized CCS user simply opens 
the System Control screen and enters the new duration limit in minutes in the field shown 
below . 

.,...,.""""'" 
~ ~.::~J------·-·-G-_-~---_-·--__ --_----·-L.- ~---. ~ -'::--::::-I 
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After selecting any new setting, click Updale to make the change. This will allow the State 10 

give offenders in one pod or area of the facililY a differenl rime limil than offenders in another 
area. 

To alter limils on the ability of offenders to make calls from an individual phone, go 10 Ihe 
Phone Group column on the screen above and click the hyperlink (in blue or plum) of any 
Phone Group to bring up a screen listing each indi,,;dual phone in thaI phone group. 
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From this screen, authorized personnel can set or remove limits on the number of calls per 
day, ma.'<imum duration allowed, etc., for calls made from any individual phone. To change the 
allowed duration for any phone simply enter the desired limil in minules in Ihe Duration field 
for that phone and click Update to apply the change. The Slale mighl choose, for instance, 10 

sel a longer allowed duration for offenders calling from a lDD phone, or a shorter limil for 
offenders using a phone in Booking. 

To set a call rime limit for an individual offender, any authorized CCS lIser can simply open 
the PIN Detail screen for thaI offender and set the PIN Specific Call Jjmits options as shown 
below. 

7401224 

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 defmed 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. 

2. Technical SpeCifications 



Indiana Departments of Administration & CorrecTIons 
RFP No. 10-55 
Offender Pov Teleohone Service 

i:: lU"H tH I C 
Page -1..i!2of 4/5 

~:'VPCS 
PublL:: Communialliorul Scrv~ 

pes Response: pes has read, agrees and will comply. Please see our description of this 
feature in Requirement 6.47.16. 

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. 

pes Response: pes has read, agrees and will comply. 

PROVIDE mE FOLWWlNG: 

6.47.1 0 Indicate and elaborate on the proposed systems' ability to meet the above 
requirements. 

pes Response: pes has read, agrees and will comply. When PINs are in use, Personal 
Allowed Number (PAN) lisrs may also be employed by preventing an offender from making 
any call except to a number or list of numbers that system administrators deem acceptable 
such as family, friends, and legal representation. The PAN feature provides the tightest 
possible control on offender calling. It may be used for all offenders, or implemented only in 
cases where facility staff has special reason to prefer such measures. When this tool is used 
administrators designate a "personal allowed number" list for the PIN of each offender whose 
calling they wish to restrict. Use of PANs makes the stealing of other offenders PINs of lit de 
value. 

I ......... 
I 

! Ir-----, .. 
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The PAN de!.'lil screen prm;des import:lnt information and opti';ns for each individual 
number. The called party's entire name is listed, and each telephone number in the list can be 
marked. as uActive", 'CPrivate"~ <cHet", "Blocked", "Free", and "Called Party Block". 

• 
• 
• 

• 
• 

• 

Active - The number is currently avaibble for the inmate to call. 

Private - The number will not be recorded or monitored. 

Hot - Any rime the number is called, alerts will be sent to the appropriate 
investigators. 

Blocked - The number can be blocked so the inmate cannot call. 

Free - A number listed as free will not incur any charges. 

Called Party Block - The called party may block the inmate from placing any calls 
. to their number. 

The relationship of the called party to the inmate can be stored in the system using a selection 
from the "Relationship" list (e.g., attorney, boyfriend, etc.). Also, the "Description" box 
allows investigators and authorized DOC s!.'lff to enter notes regarding the PAN or the called 
party, 
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PIN DelaO Screen 

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

pes Response: PCS has read, agrees and will comply. As mentioned in the response to 
Requirement 6.47.2, the CCS's Reverse Lookup feature provides the billing name and 
address associated with a given telephone number and a map, and satellite photo if available. 
Please see the sample screen below: 
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In order to look up a number that has not yet been called, the user (with appropriate 
authorization) simply clicks on the Number Management Screen and then clicks the Reverse 
Lookup key. 11. dialogue box ",ill appear into which any lO-digit telephone number may be 
entered. The Reverse Lool..-up Feature will return the Reverse Lookup Screen with the name 
and address of the party to whom the telephone number is billed. 

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

PCS Response: pes has read, agrees and will comply. As explained in Section 4.0, pes has 
extensive experience integrating with other vendors to share data. 'The pes Team will work 
with the State and the current provider of victim identification/notification services, 1I.ppriss, 
Inc., to ensure that offenders are 110t able to add numbers to their PAN list of any victim 
registered with the S1l. VIN system. pes will either integrate with the SA \TIN system to 
electronically load this information, or, if the current provider is not able to pro\~de the data 
electronically, we ",ill work with the State to develop a manual process to ensure that the 
\~ctim numbers cannot be called. lhis manual process would be handled by pes staff so that 
no !DOC staff are burdened with the process, Should the S1I. VIN system change, pes agrees 
to work with any n<,~1 vendors to offer the same commitment and lcyel of service. 

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

PCS Response: pes has read, agrees and will comply. The sample screen below shows the 
PAN option on pes's proposed ees. 

------_._-- - .-- -_. 
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From this screen, new numbers can be added to an offender's PAN list, current PANs can be 
removed and individual PANs can be marked as private, blocked, hot or free for calls only 
from that offender. 

The pes ees also offers an optional self-learning function for PANs. This simplifies 
administration of the lists by allowing offenders to set up their own calling lists. Usually this is 
done from designated phones (e.g., booking area) during a specified period of time (24-hour 
window). 

This automated feature pennits offenders to add numbers his/her Allow List up to the 
maximum number allowed Like other forms of calling restriction PANs can be set up during 
installation, or added and altered at any time thereafter by authorized system users. 

The PAN detail screen provides important information and options for each individual 
number. The called party's entire name is listed as are the call control settings for calls from 
that offender to the selected number. 

• 

• 
• 

Active - The number is currently available for the offender to call. 

Private· The number will not be recorded or monitored. 

Hot· Any time the number is called, alerts will be sent to the appropriate 
investigators. 
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• Blocked - The number can be blocked so the offender cannot call. 

• Free - A number listed as free will not incur any charges. 

• Called Party Block - The called party may block the offender from placing any 
calls to their number. 

The relationsh.ip of the called party to the offender can be stored in the system. Also, the 
"description" box allows for any notes regarding the PAN or the called party to be saved in 
the database as well. 

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

pes Response: PCS has read, agrees and will comply. PCS's proposed system fully meets the 
requirements in Requirement 6.45. 

Personal Identification Number (PIN) technology is a standard fearure in PCS's CCS system. 
The PIN system is active and available as soon as the CCS is installed. PIN usage can be 
assigned on three levels: by phone group, by phone number, and by individual offender. 

The CCS;s PIN feature pennits the facility to assign a unique PIN to each offender within a 
given facility. The system can assign PINs at random, or create PINs as a combination of the 
facility-assigned offender ID number plus a random PIN (typically between four and twelve 
digits). The PIN for each call is recorded for tracking purposes, regardless of whether a call 
was also monirored or recorded. PINs also facilitate the use of cardless Debit accounts on the 
Offender phones. 

Because PIN usage can be assigned by phone group, phone number, and individual offender, 
different parts of a facility can be set up to operate with or without PIN s. For example, the 
booking area phones may be designated as a no-PIN area, while the rest of the facility requires 
a PIN for every call. All PINs may be created at the time of booking and eliminated at the 
time of discharge. PCS's system can also retain specific offender PINs where the offender is 
booked or incarcerated in absentia due to, for example, trial or hospitalization at a separate 
location. 

When PINs are in use, the system walks offenders through the process of recording their 
names the first time they usc the system; thereafter, the system uses the recorded name to 
announce the offender's identity to the called party. The use of a pre-recorded name linked to 
the offender's PIN eliminates fraudulent message passing during the three second space where 
the name is announced. 

Additional Security Features Available When PINs are Implemented 
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Feature Description 

Umits an offender's abmty to confinue making calls after a 
Umit the Number 01 Refused specified number of called parties have refused a call in a 
Calls specified period af fime. This reduces attempts at hacking. as 

well as harassment. 
Prevents offenders from misidenfifying themselves to make 

Pre-Recorded Offender unwanted or harassing calls. Eliminales the opportunity for 
Name Announcement offenders to make free calls by defivering short messages when 

oromoted to state name. 
Instant Identfficatlon of 

CCS automalically flags the complete call detail record for 
Offender on Three-way Call follow-up when a three-way call attempt is detected .. 
Detection 
Monitoring Calls In Progress Investigators fistening 10 calls in progress can quickiy idenfify the 
by Offender offender caller. 

Allows an offender to place Prepaid calls using a commissary 
account or a purchased calling card. Inmates are able to call 

Offender Accounts 
numbers that do not accept collect calls, such as cell phones. 
Greatly reduces fraud, and eliminates bad debt, making 
possible lower rates for offenders and their families. and higher 
commissions for correctional facifities. 
Nolifies invesligators by phone. email. or on their workstolion 

Send an Alert When a when a particular offender'S PIN is being used to place a call. 

Particular PIN is Used 
The condilions for lriggering the alert can be, further. fimited to , 
the offender camng a particular number or group of numbers; 
Qroup of phones, or during a specified lime ot'(jQy. 
Protects the offender's legal right to privacy by idenfifying 
numbers specific to that offender ,that are not to be monitored 

"DO NOT RECORD" Calls by or recorded such as attomeys. physicians, and clergy. While 
global numbers can be,sel up for Ihe use of th,e general 

Offender offender population (e.g .. pubfic defender's office), some 
numbers (e.g .. an out-Of-stafe attorney) may be specific to' 
certain individual offenders. 

Play Back Recorded Investigators con retrieve recorded conversations by offender 
Conversations of Specffic PIN and fisten to fhem or download them to CD/DVD for use as 
Offender evidence. 

It is critical for invesligalors to be able to Irack calls by individu!l' 
Call Reporting by Offender offenders and to see who made a particular call. PINs make it 

possible to idenlity the caller on screen and on orinted reoorts. 
Globally Allowed Numbers are numbers thal offenders are 

Exceptions to Globally allowed to call even though Ihey may not be on any offender's 
Allowed Number Ust Personal Allowed Number rlSl (e.g .. public defender's office). In 

some cases. incflVidual offenders rnav lose this orivileoe. 
Exempts individual offenders from otherwise globally set 

PIN Umitaffon Overrides restriclions on call durolion, frequency: or minutes per 
dav/week/month. 

Umit PIN by Location 
Restricts an offender's PIN to making calls from a particular 
Iocalion. 
Allows for setting of individual call duration fimits for offenders. 

Call Duration Umit by 
Umits can also be flexible. depending on the locolion from _ 

, -

Combination 01 Factors 
which the offender is calling (e.g .. infirmary, solitary confinement. 
work areas). Extendeddurafions can be permitted for certaln 
calls (e.o .. attomey. cIi~rqy, ohysician, or other!. 

Individual Number Blocking 
Prevenls calls to certain numbers and groups of numbers for 
certain offenders. Usually used to stoo harassino or abusive calls. 
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Colling Privileges 

UmH Completed Calls 

Individual Offender Hours 
RestriCtIons 

Personal Allowed Numbers 
(PANs) 

Self-Leaming Option for 
PANs 

by Phone 

Language SelecHon 

Free Calls for Inmales 

Individual Speed Dialing 
Numbers 

Provides additional restrictions for individual offenders to fimit the 
number of hours and times of day when they are allowed to 

calls. 
Restrict an offender to allowing calls only the numbers on their 
pre-opproved Personal Allowed Number fist. This makes steafing 
another offender's PIN of fiffle value~ 

I i I PANs by to set 
up their own calling fists~ Usually this is done from deSignated 
phones during a specified period of time (e~g~~ booking area 

within first 24 
Allows users to frock the phones~ phone trunks~ cell blocks, etc~ 
from which each PIN makes calls~ 
When offenders are enrolled in the system~ they have the option 
to select the language in which they want to hear voice 
prompls~ They can also select the language in which their called 
party will hear. voice prompts~ These choices will be stored in the 
CCS and automatically used for that offender and called party 
in the future. This eijminates the number of steps an offender has 

a call. 

Inmates I the need to keep the telephone numbers of 
their friends and famifies private from other offenders. Speed 
diafing enables them to dial a two- to four-digit speed dial code 
in place of the actual number; this code will only work in 

I 

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~)~ 

pes Response: pes has read, agrees and will comply~ pes's Syste~ comes with multiple 
features to prevent PIN-theft or sharing between offenders. PANs are linked to the offender's 
PIN and can only be accessed via that PIN, preventing offenders from sharing allowed calling 
lists. 

Voice Printing 
pes can provide various voice-printing options to ensure that offenders are not able to share 
PINs. The first time offenders use the system, the automated operator walks offenders 
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through the process of recording their names; thereafter, the system uses the recorded name to 
announce the offender's identity to the called party. The use of a pre-recorded name linked to 
the offender's PIN eliminates fraudulent message passing during the three-second space where 
the name is announced. For additional security, pes also has the ability to implement voice 
biometrics using leading voice algorithms. If the State is interested in this technology, The 
pes Team can provide additional data and pricing for this feature. 

Restricting PINs to a Specific Location 

The ees has the ability to assign a PIN to a specific location so that an offender may make 
calls only from that location. If someone attempts a call using that PIN from an unauthorized 
location the call will not be completed and it will be identified on the eDR search results page 
with the stop code "Improper Location." On large correctional campuses this can help detect 
and deter PIN theft by offenders. 

~p~r;'=~":~ .. I~t1j[t2!~~CI!'·?!.:-~"·l~~~"1 
1::"---]~~!t.,irL~·llcc'-~" ... ·ll~:J 
[POi- ... "" "'" .~ c· • -I 

13 AdIwe 0 RaIl ~ ttame 

DPIt~bu.. OttOT 
lOCA_ 

J"'"c"9COZ' II","='====",!. 
I AI ~Cdl.Jnzb 

i 0_ c_ 0 .... o~ o-
il ~ r.:=;:--'3 ........ _~I .. .- ",I 
i 
i Staddca: --llII!t...-
i FflIII[ 0 
!PrM!e: 0 
: Debt. 0 
i CcIect 0 
1- , 
IT~~ ______________ ~ 

_ ..... 
AUTO ... 

1 OFF I .. ) 
Pm t..OCmUT START PSI t.aamuT STOP 

L-______ ~~I 8 -

PIN DelaO Screen 

When pes integrates with the State's DIS, pes can auto-populate the Limit PIN by Location 
field with each offender's housing assignment so that all PINs are useless outside of their 
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particular housing unit .. 

Voice Verification 
pes can also offer a Voice Verification feature employed in conjunction with keyed-in PIN 
numbers. With this technology, offenders are "'<Juiced to speak their PIN as well as provide a 
keyed-in PIN number in order to make a telephone call. The offender's voice is matched 
against the spoken PIN as recorded during account enrollment and also against the PIN 
number. The call ",ill only go through if the voice and PIN match. 'Ibis prevents offenders 
from making fraudulent calls using another offender's PIN. 

Inmates must go through an enrollment process the first time they use an offender phone. 
When the offender pickS up the handset, they are prompted to enter their PIN and enroll in 
voice verification, The system asks the offender to speak different number patterns so that. the 
system can '1earn" the offender's voice. Enrollment rC<Juires 6 utterances of 5 static digits'that 
arc the same every time for all enrollments. The process takes approximately 1 minute,to 
complete and provides a good sample for future verific·ations. 

After the voiceprint is registered on the call-processor in association with the PIN, the 
offender must enter a PIN and speak their PIN when prompted anytime they make a call. The 
spoken PIN is compared to the original voiceprint registration for the PIN and, if positive, the 
call is allowed. If negative, they arc prompted to speak their PIN again. If the spoken name 
does not match the original voiceprint for that PIN number, the call will not be allowed. The 
Voice Verification solution may affect our financial offer~ pes will work ""th IDOe to 
negotiate a favorable offer should the State choose to implement this feature, 

6.47.16 Confirm and explain in detail how your system handles hot nwnbers. 
Include an example of a standard "hotlistlnwnber" report. 

pes Response: pes has read, agrees and will comply. Investigators can set alerts on specific 
billed-to telephone numbers (BTNs) or PINs, so they can be contacted whenever there is 
acti\.;ty. Once investigators designate in the ees that a BTN or PIN is "Hot", when that 
"Hot" PIN is used to place a call, or a call is made to a "Hot" B1N, the alert is triggered and 
the ees contacts the "Alert ANI" (Automatic Number Identification) on that record, When 
the investigator answers their phone, they can then listen to the call in progress without 
detection by offender or called party. The investigator also has the option to terminate the call 
while it is in progress from any computer with network access. Alerts can also be sent to an 
investigator's email, pager, or PC, or to all pes on the network. 

The Number Management screen below shows how investigators can set a BTN to "Hot" and 
designate the contact method by which the investigator is notified. 
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Number Management 

Alerts can also be placed on PINs and/or debit card numbers from the PIN Detail screen: 

. -

"'-
mMTt 101 EDIT,. .... - ... -

I'" !r=pv po; (Smi 
AUTO ... _PM 8 .t.dtfeORallf-=o.l 

DPII~IIu.e 01ttTf !OK ;""'1 !20 j 

lOCA_ 
I AGU Lab sa ,vi _ .... 

-'" --!~'i;C~·;212 Ii' I I ... _- ... _- I I II 
0 

Hot PIN 

Alert (Hot) Number Reports 
To run a report showing calls that have been made to' hot 
numbers or by hot PINs, simply sclcct the ''Return Hot 
Records Only" field on the Call Detail Reporting screen. 

2. Technical Specifications 
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Sample Alert (Hot) Number Repart 

Alert Report 
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Sample Alert (Hot) Number Report 

The Alert (Hot) Number Report displays all offenders or telephone numbers placed on Hot 
status by facility staff. The ability to see the alerts is determined by the security role assigned to 
the User ID logging into the system. The Alert Notification report provides the following 
information: 

• B1N (The number the offender dialed) • Duration 
with direct link to Reverse Lookup • Charge of call 

• Date of Call • Type of Call 
• Tune of Call • Type of Alert 
• PIN (personal Identification Number) 

with direct link to Inmate detail 

• Offender phone 

To see a list of all outside numbers that have been flagged for alerts to be sent when they are 
dialed, use the Number I\fanagemcnt page of the CCS as shown below. Optionally, you can 
enter a phone number in the Alert ANI field and see a list only of the numbers for which one 
investigator will be notified when they arc dialed. 

---------------.---- -----
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Number Management- Search for Hof BTHs 

To report on all offender PINs that have been flagged, use the PIN/PAN page and Search for 
all "Pins with Hot Status" as shown below. 

~'.- ._' ---------------
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PI NIP AN- Search for Hot PINs 

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

PCS Response: pes has read, agrees and will comply. Inmates are never allowed access to a 
live operator under the pes Solution. The system processes all calls through an automated 
attendant, providing clear and concise instructions in English or Spanish. 11,e proposed 
offender phones will connect only to the ees box at each facility, not to any outside lines. 
Only when a call has been validated and processed by the ees ,viii it be connected to an 
outside phone line. The proposed offender phones are dumb units with keypads and 
microphones but no ability to place a call except via the ees. 

6.47.18 Describe other report capabilities that your proposed system offers. 

pcs Response: pes has read, agrees and will comply. pes has provided Sample reM 
Reports in Appendix H. The PCS CCS comes with more than 2,000 difFerent possible 
reports available using the Call Detail Reporting function in the ees. Any report format may 
be saved to be used as needed. Facility staff may develop and customize reports based on the 
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Call Detail Reporting screen or through our new report.building feature that was recently 
implemented at several client facilities, including the Missouri Department of Corrections. 

Reports can include information on phone calls by phone, phone trunk line, PIN, dialed 
number (BIN: billed-te-number), location, time, date, user minutes, call type (free, debit, 
prepaid), call band (local, interstate, international, etc.) You can also run a report to determine 
if a recording is available and to view reverse directory infonnation on listed calls. 

PCShas provided Samples of some of the call detail reports available through the CCS in 
AppendixH. 

Reports in the Call Detail Reporting Screen 
By clicking on the Call Detail Reporting icon, users will see the Call Detail Reporting screen, 
from which users may specify the start date an~ the end date for the report, and the types of 
calls in which they are interested Reports can be customized in the Call Detail Reporting 
screen using.the report parameters highlighted below. 

--
.... -

02I2f>I2I1S I. 
c.oType 

I Call Type J...... ~ 
eearc.,o lif; 
ntDltt j.; ..,.,... .. 

PnI8oCo .:;;~ 

Open. :s..od Report 

I Seed R!Qcn Ita. i ... ·1 

CCSReport BuDder 

... 0.-"", 
1 

Custom Report Parameters 

The Report Builder App will enable you to create custom reports incorporating call detail 
information \\~th more advanced tools for sorting and combining data. The "BIN List 

1 .... ·-1 
lorinadNe J 
I 
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Editornand "PIN List Editor" tabs allow you to create and save lists of outside numbers or 
offenders PINs. 

For each B1N or PIN you add to 
a list, you can enter a First Name, 
Last Name, Title, City, State, Zip 
and Notes. Each list you create 
\\<iJl be saved with its o~rn name 
which will then appear in the B1N 
or PIN dtopdown menus on the 
Report Builder tab. 

For instance you can make a list of 
alI the PINs of known members of 
each gang. By selecting that list in 
the PIN field and you could create 
a custom report that will· show 
calIs made by members of that 
gang for any dates you like. You 
could also save a list of all your 
employees' phone numbers and 
then at any time be able to run a 
report showing alI calIs to any 
employee. 
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Advanced Reports- Report BuDder 

The "Query Parameters" also allow you to select specific facilities, then any or all phones or 
phone groups from each facility; any or all call types, stop codes etc. when creating your 
custom reports. 1bis allows you, for instance, to select only the booking phones at each facility 
so that you can run a report on calls made from every booking area in your jurisdiction. Or 
you could also select a PIN list for a particular gang and see what number each gang member 
dialed from booking over the last year. Saving that list of numbers as its own BTN list and 
then run another report on calls made by anyone from any facility to any of those same 
numbers could then lead you to other gang members in your facilities that hadn't previously 
been identified as such. 

ReporlBullder Search Results 
Any Search from the Report Builder App will rerum a Search Results screen with yet more 
tools for sorting your data. 
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Report Builder - Search ResuHs 

Clicking the dropdown icon 'il under any column win let you apply additional filters, or you 
can drag a column heading to the "group by column" field to sort the results into blocks 
which can then be re-sorted and filtered. For instance dragging the PIN column heading onto 
the "group by column" field would bring up a screen like the following: 
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TIlls allows you to select the calls by anyone or more PINs and further filter them without 
having to go back a run another report just on those PIN s. 

Apps like these supplement the flexibility of PCS's web-based CCS while allowing PCS to 
provide all updates, changes, data storage etc. remotely. TIlls cutting-edge, hybrid software 
architecrure enabled by the CCS allows unlimited precision and individualization of reports 
and data analysis, while maintaining all records in central, unaltered, universally accessible 
databases. 

6.47.19 Any other information deemed necessary or appropriate to this sectiOlL 

PCS Response: PCS has read, agrees and will comply. The PCS Team has no additional 
information deemed necessaty or appropriate at this time. 

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

PCS ResPonse: PCS has read, agrees and will comply. 

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

PCS Response: PCS has read, agrees and ",ill comply. 

PROVIDE THE FOLLOWING: ' 

6.48.3 Verify that your system can prompt in English and Spanish.. 

PCS Response: PCS has read, agrees and will comply. By default, the PeS CCS is initially 
configured to provide voice prompts and dialing ~structions. in English and Spanish. 

6.48.4 List other language prompts available on the proposed systCIIL 

PCS Response: PCS has read, agrees and ,will comply. Besides English and Spanish, PCS 
currently'supports Arabic, Mandarin, Navajo, French, polish and Vietnamese, among others 
and can support any other languages the IDOC chooses. PCS contracts ",~th a language 
support fum that can record the full sillte of required prompts within 30 dayS should any 
additional language be required. 

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

PCS Response: PCS has read, agrees and will comply. Since the PCS CCS operates in a 
flexible database environment, the language selection option could be set' to 2 digits, 3 digits, 
or more to accommodate 99,999 languages; or all'languages in existence. In the default, 
configuration, the CCS is serup with single digit language selection and can support up to 9 
languages. Single digit language selection is serup by default to speed up the call process and 
cut down on the number of prompts played to the offenders. 

6.48.6 Any other information deemed necessary or appropriate to ibis sectiOlL 

PCS Response: PCS has read, agrees and will comply. PIN-based facilities using PAN 
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(personal Allowed Number) lists can set different language preferences for each phone 
number on an offender's PAN list. When the PAN number is dialed, the system will 
automatically use the language attached to that number. This sample screen shows how the 
language choice (in this case either English or Spanish) can be set for a PAN number: 
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PAN DetaO Screen 

6.49 System Override 
6.49.1 The CCS must allow for automatic on and off switches for all telephones 

in the facilities. lDOC 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. 

PCS Response: pes has read, agrees and will comply. pes's proposed ees allows any 
authorized user to turn off individual phones, phone groups or all phones in a faeility with just 
a few clicks of a mouse from any location. 

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. 

PCS Response: pes has read, agrees and will comply. For detail on the manual "kill switch," 
please refer to Requirement 6.49.3. 
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PROVIDE THE FOLWWING: 

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 
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manual "kill switch". 

pes Response: PCS has read, agrees and will comply. From any workstation or Internet 
connection, users with the appropriate access can turn the entire phone system on or off with 
a couple of clicks of the mouse. From this screen, phones and recording can be turned On or 
Off by group. Simply change phone setting from "Recording" to "Off." 
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On/OIl Phone Conlrol 

In addition, phones can be turned on or off individually. From the System Control screen, 
individual phones can be accessed by clicking the hypedinks in the Phone Group column. The 
sample screen below shows the System Control screen from which individual phones may be 
turned on or off. 

---... --~----------
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Telephone Status - lndlYldual Phone Sellings 

Manual Shutdown of Phones 
\Vbere manual cut-off switches are in place today and are in good working condition and 
acceptable to the faciliry, pes will support the switches that are in place. For any switches that 
are not in compliance, The pes Team will replace, refurbish, or redesign the cut-off switch 
layout. The pes Team has experience installing everything from individual single pole double 
throw switches-to-multi phone configurations using ice cube relays-to-custom designs 
integrated into control panels or custom switch boxes. \Vith these configurations, phones can 
be cutoff individually, as a bank, or for the entire faciliry. 

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

PCS Response: pes has read, agrees and ",-ill comply. The pes Team has no additional 
information deemed necessary or appropriate at this time. 

6.50 Call ProcessIBrandinglRate Quoting! AcceptancelRejection 
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. 

PCS Response: pes has read, agrees and will comply. 

96 of 224 

6.50. I Describe the call process an offender uses to make a calIon the proposed 
CCS and indicate if you can replicate the current process as described in 

2. Technicol SpeCifications 



Indiana Departments of Adminisrration & Correcflons 
RFP No. 10-55 
Offender.~ov.IeleDhon~.s_eIyjce 

Attachment I 

t:At1!J:jll -L
Page 137 of _ ~/5 

~PCS 
PubUc Cuaa ...,,:.;.....; Sctma. 

PCS Response: PCS has read, agrees and will comply. PCS's proposed system is highly 
customizable and all call prompts can be configured to exactly match the State's call process 
found in Attachment I. All calls are processed through a multi-lingual, automated operator. 
These eaD prompts can be customized during installation according to the State's . 
specific requirements, including exactly matching your current process as stated in 
Attachment I. Additional prompts may be added throughout the life of the contract, upon 
request from the State. PCS uses only high-quality, professionally recorded voice prompts, not 
a voice synthesizer. 

PCS has provided Examples of Call Prompts in Appendix]. 

6.50.2 All calls must be identified "8randed" as being from a State of Indiana 
coiTectional facility at the beginning of each call and at various intervals 
during the call. A prerecorded offender name should also be annotmeed at 
the beginning of the call to the called party indicating the offender name. 
This recording can be recorded by !DOC staff or recorded by the offender 
when the account is first setup. 

PCS Response: PCS has read, agrees and will comply. Call overlays are a standard feature of 
the PCS CCS. At the beginning of each call, the called party will hear "TItis is a collect call 
from [offender name] at the Indiana Department of Corrections [or whatever language the 
State would like to use here]. When PINs are in use, the system walks offenders through the 
process of recording their names the first time they use the sy;tem; thereafter, the.system uses 
the recorded name to announce the offender's identity to the called party. . 

The PCS CCS offers three options for capturing the offender's name. The name can be pre
recorded by a site administrator orDOC staff, it am be recorded by the offender upon first 
use and played back for subsequent calls, or it can be set to allow the offender to state their 
narne with each new phone call. PCS's user interface also provides a simple way to reset the 
name recording should the offender make a mistake during their initial recording. 

PCS's automated operator can play any message.to the called~party either at set times, or 
randomly throughout the call (so that offenders who know that these messages are played 
cannot anticipate them and attempt to mask them by shouting). These voice prompts can be 
custom recorded or a standard message like, "This call is from a correctional facility, and is 
subject to monitoting and recording." All overlays and announcements can be customized to 
the State's preferences during system installation. . 

Voice overlay announcements are an effective fraud and harassment prevention tool. If an 
offender attempts to fraudulently access outside numbers, voice overlays limit abuse of the 
general population and provide an indication of where the call originated. The called party is 
made aware of the origin of the call at all times, which is especially important if the called party 
accepts the call in error. Any inappropriate calls can be easily repotted to facility personnel .. 

Unfortunately, offenders continue to come up with ways to get around the system. As an 
attempt to reduce the effectiveness of voice overlays, offenders may try to mask the random 
message by making noise when the message is played. In addition, end users may complain 
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that voice overlays take up valuable talk time. To reduc<:."."!mp!ai!'!.§.,.!helrS!l!'ency and length 
of the notification can be adjusted. It is often better to have a muted message ",~thin the first 
minute of the call and then a soft overlay during the c.ill at random intervals .. 

Typically, the message is programmed to repeat every five minutes, resulting in three 
announcements during a IS-minute call. pes will work with the State to establish these 
settings for maximum effectiveness and mirtimal call intrusion. 

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. 

pes Response: pes has read, agrees and will comply. With the pes dedicated network, an 
offender will begin to hear voice prompts as soon' as the phone goes off hook. Similarly, as 
soon as the last digit is entered, the pes system-will dial out to connect the call without 
sacrificing the call quality or security of call controls 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. 

pes Response: pes has read, agrees and will comply. Anytime an offender makes a collect 
call to a ilUmber that is allowed by the State but is not able to accept the charges, the called 
party is also given the option of a free courtesy call. The called party ",ill then be offered a toll
free number they can call to set up a Prepaid account, pes can support any duration for this 
call and \Vill work ... ith the State to determine the lengrh that should be set for the free 
courtesy call. At no time can the offender talk or listen in 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. 

pes Response: pes has read, agrees and will comply. pes can set our automated operator to 
announce the rate for each call, or to give the called-party the option of pressing a key to 
receive a rates quote. 

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. 

pes Response: pes has read, agrees and will comply. Active acceptance is required for all 
calls made through the pes ees. The called party positively accepts a call b}' pressing 0 on the 
keypad upon receiving a call and being prompted to do so. If the called party does not 
positively accept the call, the call is not connected. No voice confirmation is allowed. 
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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 
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the called party rejects the call, no charges are to be assessed. 

pes Response: PCS has read, agrees and will comply. Billing for an offender call begins after 
the called party positively accepts the call, and not before. If the called party does not 
positively accept the call, there is no charge. If a call is accepted, that portion of the call that 
takes place before positive. acceptance is never billed 

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 

pes Response: PCS has read, agrees and ",-ill comply. The CCS's "secure block" feature gives 
called parties the option to block their own number from receiving calls from the facility. 
Alternately, the CCS may be set up to block calls to a number after a State-designated number 
of refusals within a designated time period. In either instance, the PCS solution can be setup to 

. remove the blocked PAN from the offenders allowed call list. . 

When an offender calls any called party, the called party will hear call prompts describing bow 
to block calls from the facility. The called party will have the opportunity to either block calls 
just from a single inmate or to permanently block any future call from the facility. If the called 
party wants to block calls from one inmate; their number would be removed only from that 
particular inmate's allowed list. PCS can also· set up an alert so that any time a called party 
requests a block on i particular inmate, facility staff would·receive an.ernail notifying them that 

.the block has been requested. Addition~lly; facility personnel may run a report on blocked 
numbers removed from an inmate's PAN list. 

If the called party chooses to block all calls from the facility, their phone number would be 
added to the call block database, and no inmates would be allowed to contact thilt particular 
called party. Once a called party chooses to block their number, the system asks the called . 
party to select a four,digit P~, which will be required to unblock the line in the future. 

6.50.9 Calls not answered. or answered by voicemail or customer owned 
answering machines must nol be charged. 

pes Response: PCS has read, agrees and will comply. 

6.50. \0 Calls placed to the State Public Defenders Office are to be provided at no 
cost. Only offenders.OD a list at the Public Defenders office will be 
perrilitted to talk to staff at the Public Defenders Office. ·AII others will be 
rejected . . .. 

pes Response: PCS has read, agrees and will comply. PCS will integrate with the State's OIS 
to automatically import a list of offenders on the Public Defender's list into the CCS. The 
Public Defenders Office's number will then automatically be added to the PAN (and set as 
both private and ·free)without State personnel intervention. Only offenders with this number 
on their PAN Will be able to call the Public Defender's Office. 

6.50.11 Offender calls must be a collect, debit, or prepay call only. No other types 

~.C ___ • ____ ~ ____________________ ---'-
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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. 

PCS Response: pes has read, agrees and will comply. 

PROVIDE THE FOLWWING: 

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

PCS Response: pes has read, agrees and will comply. All of the services and tools requested 
above are standard features of pes's proposed ees and are described in detail in 
Requirements 6.50 to 6.50.11 above. 

6.50.13 Indicate if your proposed CCS can replicate the cUrrent !DOC call process 
as detailed in Attachment I. 

PCS Response: pes has read, agrees and will comply. pes customizes our c.111 prompts and 
processes for most of our clients. pes's ees can replicate and/or in1prove upon the current 
rooe 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. 

PCS Response: pes has read, agrees and will comply. pes can replicate the current call 
process. 

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 !Tee 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 

PCS Response: pes has read, agrees and will comply. pes offers a courtesy call (usually one
minute but the duration can be changed at the !DOC's request) to all approved called-parties 
who receive a collect call. pes then connects them to our customer service line and offers 
dlem a chance to set up a prepaid account. Each offender is allowed only a set number of 
courtesy calls to any number. They cannot call a number over and over and continue to get 
brief courtesy calls. 

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? 

PCS Response: pes has read, agrees and will comply. After the last digit is pressed, dle 
system follows a validation process (p.-\N list, blocked number, billable for collect calls, etc.), 
typically dials the call within 4-5 seconds, and, if the call is accepted on the first ring, it 
generally takes only 3·4 seconds to connect depending on the called party's home phone 
service. The call is never billed until it is accepted by the called party. 
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6.50.17 Which key is a call recipient required to depress to accept a call? 

PCS Response: pes has read, agrees and will comply. pes will set the accept digit to 0 to 
match what the State has today. 

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

PCS Response: pes has read, agrees and will comply. The called party can-either press 1 or 
simply hang up the phone to reject a call. TIlls matches the cUrrent call process referenced in 
Attachment 1. 

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

PCS Response: PCS has read, agrees and will comply. The ces's "secure block" feature gives 
called parties the option to block their own number from receiving calls from the facility. 
Alternately, the CCS may be set up to block calls to a number after a County--designated 
number of refusals within a designated rime period 

Wben an offender calls any called party, the called party will hear call prompts describing how 
to block calls from the facility. The called party will have the opportunity to permanendy 
block any future call from the facility. If a called party selects this option, the syste~ asks the 
called party to,select a four-digit PIN, which will be required to unblock the line in the future. 

_ PCS has provided Examples of the Call Prompt Process in Appendix J. , 

Alternately, a called party may contact our 'Customer Service department at (888) 288-9879 24 
hours a day, seven days a week to request a block be, placed on their phone number. 

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

PCS Response: PCS has read, agrees and will comply. pes has no additional information to 
add to this section. 

6.51 _ Backup PowerlPower Outages 
6.51.1 ,A backup power (UPS) system is required for all !DOC call control 

,systems aod any related recording, and network switching equipmenL 
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. 

PCS Response: pes has read, agrees and will comply. All telephones provided by pes will be 
line-powered. The onsite ecs hardware and ancillary equipment will include an 
uninterruptible power supply (UPS) that provides both electrical conditioning and battery 
hack-up in case of a power outage. The proposed UPS exceeds the 10-minute requirement 
ensuring a minimum "prime of thirty (30) minutes to one {l) hour in the event of a power 
outage. 

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

PCS Response: PCS has read, agrees and will comply. The UPS will be rack mounted in the 
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same cabinet as the router, L\D and other CCS components. 

6.51.3 Should a power outage last longer than 10 minutes, the system must run a 
controlled shutdown and must restrict all calling W1til power has been 
restored and the system is completely operational. 

pes Response: PCS has read, agrees and will comply. 

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. 

pes Response: PCS has read, agrees and will comply. 

PROVIDE mE FOLWWING: 

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

pes Response: PCS has read, agrees and will comply. PCS will prm;de an Uninterruptible 
Power Supply (UPS) that is designed to meet the runtime requirements for each individual 
facility. For the CCS hardware, PCS proposes the Tripplite SU1500RTXl2UA UPS, which 
offers a runtime of 54 minutes at 200 watts. PCS will work with the DOC and the contact for 
each facility to ensure that UPS runtime is sufficient for each site and will add additional 
battery backup units to increase runtime as necessary. 

UPS. for Onslte CCS Hardware 

The UPS will be rack mountable and will be placed in the cabinet with the other CCS 
components. PCS can provide a new wall-mountable or rolling cabinet or can use the existing 
rack or cabinet if that is what IOOC desires. 
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6.51.6 Describe how the ees restricts calls dJDing power outages in excess of 10 
minutes. 

pes Response: pes has read, agrees and will comply. The ups units used by PCS have 
remote shutdown software that can remotely shutdown the CCS and corresponding 
components in the event of a prolonged power outage. When the CCS is shutdown, no calls 
can be made. 

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

pes Response: PCS has read, agrees and will comply. In the event of a power surge, outage 
or utility service interruption, the UPS will indicate the shift to battery back-up with an audible 
sound in the !DOC's equipment room and in PCS's Network Operations Centers. Should 
power be restored within the UPS run-time, there will be no interruption of call processing or 
workstation functionality. If the interruption exceeds this period, call-processing functions are 
suspended until power is restored Regardless of any interruption in power, call records are 
protected at aU times and not subject to loss. \Vben power is restored, all servers, routers, and 
network hardware will auto-recover and rerum to fuUy protected status. 

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

pes Response: PCS has read, agrees and will comply. The pes Team has no additional 
informa tion deemed necessary or appropriate at this time. 

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 
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scheduled upgrades and changes to the ees. 

pes Response: pes has read, agrees and will comply. The pes ees is designed and built for 
reliability. Reliability is provided through high-quality components, multiple hardware 
redundancies, network design, data back-ups, and constant remote monitoring and diagnostics. 
In designing the ees, pes identifies and establishes contingency plans for the single points of 
failure (SPF). If the SPF is hardware-related, pes may install a redundant component, leave 
behind a hot·standby, or setup automatic' rerouting of processes to eliminate system 
downtime. 

In regards to SPFs in the network, pes installs carrier grade hardware and cirCuits and holds 
its vendors to strict Service Level Agreements to maintain the highest levels of service. Both 
pes and its network ,'endors monitor the health of the network and automatically generate 
trouble tickets and service dispatches should a problem arise ",~th the network. While it is 
nearly impossible to guarantee 100% uptime for all systems, networks, and components, pes 
has addressed all known SPFs to virtually eliminate downtime. 

6.52.2 Respondent will provide an on site system administrator for each IDOC 
facility. The administrator may be assigned to several lDOC facilities, but 
must be able to manage the number of facilities assigned 

pes Response: pes has read, 
agrees, and will comply. pes will 
prm~de full time on-site 
administrators covering all the 
IDOe facilities who ",ill monitor ' 
the overall operations of the ees, 
testify as to chain of custody, 
perform data entry, respond to 
requests and complaints from 
both the community and the 
offender population and arrange 
for repair of on·site equipment as 
necessary. lhese Administrators 
v.ill be your first point of contact 
for the offender phone system. 
They "ill reduce the paperwork 
burden on IDOe staff and help to 
optimize system benefits. such as 
monitoring calls to alert staff of a 
security breach and reporting 
three-way call attempts, 

Job Functions of 
pes She AdmlnlstratorlTechnldan 

ltaintatn & Repatr fT9 

~ 
TraIn F ad_ SId' 

JR' ":,f., ,', 
' , , 

LJ 
Address Irm8te c~ 

[J 
~ Process Inmate 

""""""'" F ..... 

Run_ 

Bum can __ 

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. 
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pes Response: pes has read, agrees and will comply. pes has been in contact with Publicall 
in regards to retaining the site administrators that currently provide service to the !Doe 
facilities. Publicall is one of pes's subcontractor partners for this proposal. 

6.523 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. 

pes Response: pes has read, agrees and will comply. Site Administrators will visit each 
facility at least once each week for maintenance requirements to ensure that the system and all 
phones are completely operational.Each phone will be checked at least once each week for the 
following criteria: 

1_ Physically test all offender phones for 
functionality including voice prompts, 
keypad operation, and handset operation; 
test all outbound trunks and complete all 
required offender phone repairs. 

2. Perform operations tests of all call 
processing equipment and perform routine 
maintenance and cleaning. 

3. Ensure that all new facility personnd who 
work with the offender phone system are 
familiar with the proper operation of the 
system and provide training as necessary. 

4. Insure that the appropriate facility 
personnel have repair and technical service 
escalation materials. 

5. Forward the completed pes Scheduled 
Main tenance & Service Form to pes for 
Technical Service to evaluate and track. 

1be PCS SolatIon Solves ClImes 
While monitoring a booking call in December 
of 2006, A PCS Site Administrator overheard 
a female telling her boyfriend that she had 
drugs on her. She had already gotten through 
the strip-search procedure and was getting 
ready to be sent upstairs to her cell with a 
bag of drugs concealed on her body. 

The PCS Site Admin contacted the booking 
staff and let them know what she had heard. 
They indicated they would not be able to 
identify the suspect because nobody was on 
the phone any more. The PCS Site Admin told 
them to yell out the nick name she had used 
during the call, which the staff member did. 
Sure enough the female turned around when 
they yelled out her nickname. They searched 
her again and found the drugs. 

What started out as a 10 day stay turned into 
a Federal charge. 

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. 

pes Response: pes has read, agrees and will comply. Site Administrators, like all authorized 
ees users can make changes to the ees database settings in real-time from any location. 

Unlike many other vendors pes's system was designed specifically to accommodate many 
users and many locations. Our ees software is a truly web-based and server hosted system 
allowing for as many individual users to access it as can reach the public internet. Our truly 
web-based ees is vastly more flexible and scalable than older architectures that can only allow 
offsite users to access the system if a data connection into the correctional facility itself is 
available. No individual prison or jail can have as much bandwidth running in and out of it as 
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anyone of pes's three data-centers which handle 200,000 calls a day without diffiCulty. 
Systems that only host their database and software on one onsite server ",ill inevitably suffer 
severe degradations and inconsistencies in providing access to offsite investigators if and when ' 
multiple users log-in simultaneously. With the pes ees the State can grant 100 or 1,000 staff
members passwords to access their system and not come close to straining the capacity of 
pes's WAN or data-centers. ' 

Many other vendorswilI claim to support remote use of their systems, but ",ith pes can you 
access the ees from a computer with no specialized software meaning that im'estigators can 
not only use the ees from anywhere, but also from any computer, ,Furthermore with pes's 
system calls can be forn.arded offsite, live-monitored from remote locations, and recordings or 
alert notices can be emaiI~ over a highly secure and firewall-protected WAN. No other 
system unchains investigators from the workstations at their correctional facilities or allows 
access privileges to be freely assigned to and'used by as many users from as many locations as 
theeCS does.' , 

6.52.5 R~pondent 'mUst ensure thai the 'number of site administrators assigned to 
the nxx:: facilities is sufficient to properly maintain and support the total 
number of stations at each facility. . 

,pes Response: pes has ,read, agrees and will co~ply. 

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 H[GHL Y DESIRABLE that 
system critical parts be located at several nxx:: facilities to ensure the 
quickest repair time. 

pes Response: PCS has rcad, agrees and will comply. pes will pro,;de maintenance 
technicians with adequate spare parts and hardware available to m:untain the ces and keep the 
offender and public payphones completely operational. !l-fission critical parts and hot-standby 
units ",ill be pro,;ded to the technicians and located at several [DOC 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. 

pes Response: PCS has read, agrees and will compl),. Following contract award, PCS's 
Program l\lanager, Chris Moore, will meet with the [DOC to finalize the implementation 
schedule and deliverables. During this meeting they will provide a list of all personnel who 
will be onsite at any IDOe facility for any part of installation or to prO\~de service thereafter 
for the State to check and approve. Any personnel not acceptable to the rDoe will be 
replaced "ith equally qualified staff. PCS's State representative will keep the contact 
information for all service personnel and escalation team members up-to-date \\ith the State 
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for the full term of the proposed contract and any extensions. 

6.52.8 Respondent will provide an 800# for trouble reporting that is answered by 
a Iive'operator and is available 24x7x365. 

pes Response: PCS has read, agrees and will comply. PCS maintains a toU-free number 
(800-6-~TE) staffed 24 hours per day, 365 days per year that facility personnel may 
call for repairs as well as telephone technical support. This service may be used to report 
system problems including preparation of trouble tickets, personnel notifications, ,escalation 
procedures, call lists, maintenance logs, management reports, trouble ticket closure, and any 
other issues. Once a problem has been reported to PCS, Technical Services staff will create a 
trouble ticket and begin remote diagnostics. If the problem'cannot be fixed remotely, 
Technical SerVices will arrange for a technician to go to the facility to make the repair. ' 

6.52.9 The Stale has the final authority in determining if additional respondent 
persotU1el are necessary to support IDOC facilities. Upon notification from 
lOT or IDOC the respondent will acquire additional personnel within 45 
calendar days. ' .' 

pes Response: PCS has read, agrees and will comply. 

PROVIDE THE FOLWWlNG: 

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

. JOb Functions of pes Response: PCS ,has read, 
agrees 'and will comply. PCS will 
provide full time on-site 
administra tors covering all the 
IDOC facilities who will monitor 
the overall operations of the CCS, 
testify as to chain of custody, 
perform data entry, 'respond to 
requests and complaints from 
both the community and the 
offender population and arrange 
for repair of on-site equipment as 
necessary. These Administrators 
,viII be your fiist point of contact 
for the CCS. They will reduce the 
paperwork burden on IDOC staff 
and help to 'optimize system 
benefits, such as monitoring calls 
to alert staff of a security breach 
and reporting three-way call 
attempts. 

pes $lie Admlnlstratoirred1nlcian 

Bum " 
Call_ 
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Site Administrators will also conduct preventive maintenance on a regu1arly scheduled basis 
and make contact with key faciliry personnel to address any new concerns, including the . 
following: 

1. Physical test of all offender phones for functionality including voice prompts, keypad 
operation, and handset operation. Test all outbound trunks. Complete all required 
offender phone repairs. 

2. Operational test of all call processing equipment and perfonn routine maintenance and 
cleaning. 

3. Verification that all new faciliry personnel 
who work with the offender phone system 
are familiar with the proper operation of the 
system 'and provide training as necessary. 

4. Verification that the appropriate faciliry' 
personnel have repair and technical service 
escalation materials, 

Afterevery visit, technicians will complete a 
pes Scheduled Maintenance & Service Fonn 
that is forwarded to pes for Technical Services 
to evaluate and track. 

~J;~~~~~it~:!aioG~\ 
:~~r·~:i~:!i~i!i~·!tcilt:~tp·:.: 
. ~'pee,:Thiou~:h~ uoiderStan<iingarth;; 
.. teie;'h~ne '~em; as- well as . a back!l;;'und 
:. in cii·milial:investi~ations. he"~as'iible: to ~itt 
through large amounts of call data to narrow 
down the number of calls that might have. 
been significant. The' escapee was 
subsequently apprehended and returned to 

the faCility. 

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 \DOC facilities to 
minimize broken phones and system outages? 

PCS Response: pes has read, agrees and will comply. pes technicians will maintain a spare 
parts inventory in the locations designated by IDoe to repair broken phones and prevent or 
address system outages. Spare parts include extra phones, handsets, keypads, and hook 
switches. 

To address system outages, Site Administrators will also keep a supply of the UPSs, routers, 
switches and lADs. Spare parts can also be housed at centrally located IDoe facilities for ease 
of access. 

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

PCS Response: pes has read, agrees and will comply. pes's technicians typically perfonn 
repairs as needed. Individual phones can be repaired or routinely maintained without taking 
any stations out of service. ~-lajor repairs will be scheduled with each facility'S managers. 
Software upgrades or expansions or reboots can be perfonned remotely and scheduled after 
nonnal hours of phone usage so that no IDOe faciliry loses service at any time. pes typically 
releases software upgrades and new features two or three times a year. 

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

_________ ~_~_~ _______ ~_~ __ ·c_""'· . __ _ 
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pes Response: pes has read, agrees and will comply. Please see our responses to 
Requirements 6.52 through 6.52.12 for an explanation of pes's plan to meet each of the 
State's requirements. 

6.52.14 Any other information deemed necessmy or appropriate to this section. 

pes Response: pes has read, agrees and will comply. The pes T earn has no additional 
information deemed necessary or appropriate at this rime. 

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 wiU take place at each !DOC 
facility and ceirtraI offices before and shortly after cutover to the new CCS, 
and as requested throughout the life of the resulting contract. 

pes Response: pes has read, agrees and will comply. 

6.532 Respondent staff conducting the CCS training must have a complete and 
thorough understanding of the ccs. 

pes Response: pes has read, agrees and will comply. AU trainers conducting ees training 
have at least 5 years' experience using the proposed ees. As a result of this experience, they 
have a complete and thorough understanding of the ees. 

PROVIDE THE FOLLOWING: 

6.53.3 Confinn your understanding and compliance with 6.53. 

pes Response: pes has read, agrees and will comply. pes has fuUy read and understands 
IOOC's requirements for System Training. 

6.53.4 What qualifiC;;Wons does YOuT intended trainer possess? 

pes Response: pes has read, agrees and will comply. All pes trainerS are factory trained on 
aU aspects of the ees. Each trainer has over 5 years of experience in ees systems and 
applications and in providing training sessions at over 100 facilities nationwide with various 
feature sets deployed. Our trainers have engaged agencies training personnel from 
investigative to accounting roles in relation to the ees. Each trainer participates in ongoing 
education and certification classes in the delivery of systems training and effective public 
speaking and communication skills. 

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

pes Response: pes has read, agrees and will comply. pes's commitment to exceUent service 
includes providing Introductory as weU as regular, Ongoing training for rooe personnel and 
facility staff. Initial training will be conducted in-person at the facility. Ongoing training can be 
conducted in-person, over the phone, or remotely via the internet. pes provides user guides 
to aU staff that detail how to use the ees software. 
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Training onthePCS Offender Telephone System 
(CCSjICM) , 
1\fter award oi contractPCS's project manager will develop a list of all !DOC and related 
department staif who will need or want training in the use or new equipment and/ or software. 
Training is typically done the day after the implementation and cutover oi the call processing 
equipment. Training can occUr at each facility individually, or at a central location; and will 
include a multimedia presenta.rion, printed materials, and a question and anSW'cr session. The 
PCS CCS is easy to. use and therefore easy to learn, and training typically requires only 30 
minutes to an hour. However, PCS can adjust training time to emure that all staff are 
comfortable with the CCS. Training will include: 

• 
• 

Introduction to pcs's CCS 

How to use Administrative Tools including setting offender usage limits, 
seeurity'parameters, and how to generate Usage or Billing Reports 

• Offender Reporting Features and Functions including how to generate and 
view sample Call Detail Reports (CDRs) 

• Use ofInvestigative Features and Functions such as call recording, forwarding, 
and keyword search, 

• Trouble Repotting and Escalation Procedures 

• PCS Calling Options (prepaid, debit, etc" as applicable) 

Refer to the table below 'for ~ sample of what may be cO"ered during a training session. 
. . . - . - - . -----~; - . -

Module Subject. . . 
. . - - . . 

Login 
How to Login. Use of passworcfand other system security 
fec:itures. ' 

Home Overview of system and modules; explanation of graphs. 

User Guide Overview of online manual 

Discuss all options for running various reports, setting up a 
Call Delail template for a report and printing of a report; demonstrate the 
Reporting iiwestigative reports, call playback, reverse lookup, making 

notes, creating revenue reports. 

Live Monitoring Monitoring and forwarding calls in progress. 

Explain all features that ore available to a facility that is using 
PIN facility·generated PINs for the offenders; using PINs as 

applicable to cordless debit. 

CD/DVD Use Selecting calls to bum on a CD/DVD and actually burning a CD. 

System Control Turning phones on and off and other options. 

User Management Establishing authorized user> with IDs, passwords and roles. 
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Number' 
Management 

Doing reverse lookups; blocking and unblocking called ,to ' 
numbers, entering private numbers that are not to be recorded, 
entering Hot numbers, and other number management details .. 

Log Out logging 'ouL ' . 

Your PCS Training Team will be onsite during system installation to provide you with detailed 
introductory training on the CCS. This training typically occurs within a few days of cutover to 
the new system, and it is intended for all IDOC investigators, site administrators, and any 
other facility staff who will be authorized to log into the system. PCS also offers remote 
training via the Internet if desired. 

Introductory Training 
Introductory Training on ,the PCS CCS covers: 

• 
• 
• 
• 

PCS company information. 

PCS contact information. 

PCS escalation procedures. 

PCS services. and softw~. 

• A live de,{,o of the Offender Calling Manager from the IDOC's dedicated 
login site at pcsicm.com mcluding running basic administrative, usage, 
maintenance, investigative and financial reports. ' 

. -- - , ,.' .' -
Your PCS Training Team will9is~ss call Process"caIling types (traditional collect, debit, and ' 
prepaid); and collect call restrictions, as welf";' trouble ticket procedures. The Team will also 
present the PCS marketing materials that we leave behind for offenders and their loved ones 
and will take suggestions regarding the, best display materials for your facility going forward. 

The New Client Training concludes with a live demo of the CCS.By schedUling training just 
following system cutover; your PCS Training Team is able to train you live on your own 
system, and tailor the training session to fit your specific needs. Your PCS Training T earn will 
demonstrate how to log in to your customized system home page at www.pcsicm.com and will 
show you how to navigate the CCS user interface., This system overview ",-ill include: 

• 

• 

• 
• 
• 
• 

How to read and run call detail reports and frequendy dialed number reports. 

How to create cus\onllzed reports and save them for future use. 

How to track offender activity by PIN. 

How to monitor both live and recorded calls. 

How to conduct investigative searches by PIN or by called party. ' 

How to use reverse look-up to track crime in progress. 
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How to forward a call to an investigator. 

How to tenninate a call when illegal activity is suspected. 

How to add notes to a call recording and search those notes later. 

How to archive call recordings and call detail records to CD or DVD. 

Ongoing· Training 
In addition to the onsite New Client Training prm~ded during transition, PCS offers clients 
ongoing, onsite training four times a year (or more, if needed). Every PCS client receives (at a 
minimum) an Annual Business Review, although PCS prefers to conduct these meetings on a 
semi-annual or quarterly basis. Again,PCS also offers remote training via the Internet upon 
request. 

;The PCS Business R",~ew is an excellent opportunity for your PCS Representative to 
demo~stratc and provide training o~ new features, rcv;cw your revenue \\tith you, respond to 
your questions and requests, and offer additional training as needed. Your PCS Business 
Review will include: 

• 

• 
• 

• 

• 

A revenue overview that covers the number of calls, call types, total revenue, 
and commissions. 

A r"'~ew of trouble ticket history. 

A systems-usage update that details who has been logging on to the system and 
what they've been doing. 

A Technology Roadmap update that includes a demo of all new calling system 
features. 

Introductory Training for any new IDOC personnel or facility staff who may 
need training on the system, or a refresher session for staff who desire 
additional training. 

6.53.6 Any other infonnation deemed necessary or appropriate to this section. 

pes Response: PCS has read, agrees and "'~ comply. PCS has no additional information to 
add to this section. 
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7.0 RE-USE OF EXISTING OFFENDER AND PUBLIC TELEPHONES, 
ENCWSURES, AND WIRlNG-mGHLY 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 andlor purchase. Iftbe curreut providers are awarded the 
coutract resulting from the RFP, aU of tbese 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. 

pes Response: PCS has read, agrees and will comply. The pes Projecr Team will inspect 
existing telephones and enclosures to detennine 'whether the equipment can be purchased 
from the incumbent vendor and re-used or refurbished. pes will absorb all costs for 
installation, re-use,refurbishing or replacement of existing telephones, enclosures and wiring. 

7.1.1 Telephones that are to be re-used must be dean 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. 

pes Response: pes has read, agrees and will comply. The pes Team will replace or 
refurbish. any worn equipment to returnit to a :'like. new" condition, The pes Team will clean _ 
all re-used telephones and refurbish outer casings, handsets and damaged cords as needed. 

7.1.2 Enclosures that are to be re-used ~tist be cl~ 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. 

pes Response: pes has read, agrees and will comply. 

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

pes Respon8;": pes has read, agrees and will comply. Please refer to our response to 
Requirement 7.L7 for additional information on The pes Team's plans in regards to the 
existing wiring. 

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. 

pes Response: pes has _ read, agrees and will comply. The pes Project Team will inspect all 
existing equipment during installation to ensure that re-used equipment is in compliance with 
the technical specifications provided in this RFP. The pes Team will replace any equipment 
that is not in compliance. -

PROVIDE TIlE FOLWWlNG: 

7.1.5 Indicate if you will re-use existing telephones and enclosures or install new 
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pes Response: PCS has rcad, agrees and "ill comply. The PCS Team "ill negotiate with 
incumbent vendor to re-use existing telephones and enclosures that are determined to be in 
good operating condition and meet the compliance specifications above. Any telephones or 
enclosures that are not in good condition will be replaced with completely new equipmem. 

7.1.6 If reusing existing equipment, how will you veritY the suitability of reusing 
the equipment? 

pes Response: PCS has read, agrees and "ill comply. PCS's Project Team will inspect the 
existing equipment to determine if it is suitable for re-use. 'The PCS Team will verify the 
suitability of reusing the existing equipment by testing each piece of hardware for form and 

. function. 

For the Offender and Public telephones, the PCS technicians will ,~sually inspect the phones 
for wear and then "ill make test calls to verify the internal components, call quality, and 
estimated useful life for the components that can be replaced. Once testing is complete. the 
technician "ill either refurbish the urnt to bring it to a "like new" condition or the unit will be 
replaced. 

For the backboards, enclosures, and pedestals, the PCS technicians "ill ~sually inspect the 
unit for wear and then verify that it'is still suitable for its intended purpose. Once testing is 
complete. the technician ... ill either refurbish the unit to bring it to a "like new" condition or 
the unit will be replaced. 

7.1. 7 If reusing existing wiring how will you veritY its condition? 

pes Response: PCS has read, agrees and will comply. The PCS Project Team "ill inspect all 
wiring to verify whether it is in reusable condition. The Implementation Team will test and 
check the following internal wiring at the facilities: 

• 

• 

• 

• 

Une quality between the phone station and the phone room. Any 
Intermediate Distribution Frame (IDI'-) and Main Distribution Frame (r-IDF) 
blocks will be checked for quality of connections. 

Cabling connections between the phone room and the locations designated for 
workstations will be tested for quality of connection. 

Cable connections between phone stations and any cut off switches prior to 
installing cutoff ",itches ... ill be checked and confirmed. 

Labeling and confIguration "ill be updated to ensure that PCS has a correct 
inventory of all lines available and any that may be required. 

The PCS Team will utilize all existing cabling that is determined to be in good operating 
condition. All installations of new cabling ",ill be pre-approved by the State's representative 
and will comply with industry standards and! or regulatory agency guidelines. Cabling ,-ill 
traverse pre-existing conduit runs where available or routes detennined during the site survey. 
All cabling will be labeled appropriately, and hidden and secured per industry standards. Any 
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internal line quality issues identified by The PCS Team will be reparted to the State at the end 
.of each site survey for scheduling .of appropriate repair .or upgrades. 1bis may include 
replacing telephane and/ .or cabling. All·repairs ",ill be dane at na cast ta the State. 

7.1.8 If you require instaIling new equipment, include a detailed wark plan that 
includes your timeframe for instaIlation. Offender telephone downtime 
must be minimal. 

pes Response: PCS has read, agrees and will comply. In Appendix K, The PCS Team has 
provided a detailed work plan/project plan that includes the timeframe required for the 
installation of all new equipment. For any equipment that can be re-used, The PCS Team will 
be able to reduce the amount of time required in the pre-install/staging portion of the work 
plan/project plan. The PCS Team's.work plan has been designed to minimize or even 
eliminate telephone do\\-ntime by employing the following steps: 

• Pre-staging of hardware and circuits 

• 
• 

Swapping phones priar to the transition of the offender telephone system 

Perforining a "flash cut" of the offender telephone system 

In a flash cut, the new system is installed parallel to the current telephone system. The current 
system remains in place and functions normally during installation. Once the CCS has been 
fully insralled and has been tested and approved by the State, the actual system cutover can 
commence. At this point in time, a facility'S phone closet will contain both the current 
offender telephone system and PCS's system, and both will be fully operational. 

The only step required for cutover is to connect the offender phones to the CCS. At·a pre
agreed time, the connectors will be changed from the current offender telephone system to the 
new PCS CCS. The new system wiD be operating IidIy within minutes. This process 
ensures ongoing operation of offender phone service without any interruptions. 

Once the system has been cutover to the PCS CCS, the pre-existing calling equipment will be 
removed, and PCS's equipment will be moved into the final location. At this point, all 
extension cabling is removed and final acceptance testing ",ill be conducted 

" 7. 1.9 Include specification sheets on aU equipment you propose for installation. 

pes Response: PCS has read, agrees and "ill comply. The PCS Team has provided 
specifications sheets on the proposed equipment in Appendix D. 

7.1.10 Any other infonnation deemed necessary or appropriate to this section. 

pes Response: PCS has read, agrees and will comply. The PCS Team has no additional 
informatiori to .add to this section. 

8.0 PUBLIC PA VPHONES-MANDATORY 

. . 
Public Payphones are currimtly 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 
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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 lOT. 

pes Response: pes has read, agrees and will comply. 

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. 

pes Response: pes has read, agrees and will comply. 

PROVIDE THE FOLLOWING: 

8.2.1 Your understanding and agreement with .the above requirements. 

pes Response: pes has read, agrees and will comply. The pes T earn understands and agrees 
''With the above requirements. 

8.2.2 Any a1iernatives to a payphone in areas where public safety necessitates a 
payphone. 

pes Response: pes has read, agrees and will comply. The pes Team understands and agrees 
with the above requirements. 

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

pes Response: pes has read, agrees and will comply. The pes Team has no other 
information deemed necessary or appropriate to this section at this time. 

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. 

pes Response: pes has read, agrees and will comply. 

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

pes Response: pes has read, agrees ~d "ill comply. 

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

pes Response: pes has read, agrees and will comply. 

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. 

pes Response: pes has read, agrees and ... iIl comply. 
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8.3.4 The payphone must he made with a metal housing that is corrosion 
resistant, weather proof and vandal resistant. 

pes Response: pes has read, agrees and will comply. All payphones provided will have 14 
gauge or better stainless. steel housings that are water, scratch, mar and shock resistant. 

8.3.5 Public Payphones (excePt card~ payphones) must he capable of 
accepting quarters, dimes, and nickels. 

pes Response: pes has read, agrees and will comply. 

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

pes Response: pes has read, agrees and will comply .. 

8.3.7 Respondent is responsible for providing a directory at each payphone and . 
replacing directories as necessary. 

pes Response: pes has read, agrees and will comply. 

8.3.7.1 No directories will he required if calls to directory assistance are 
provided free of cost to the caller. 

pes Response: pes has read, agrees and will comply. 

8.3.8 All payphones must he hearing aid compatible and contain iIiI industry· 
standard volume control. 

pes Response: pes has read, agrees and will comply. 

8.3.9 . Each Public Payphoite must display a sign/placard that explains at least the 
following: 
8.3.9.1 Local call cost 
8.3.92 General operation instructions. 
8.3.93 Procedures to he 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. 

pes Response: pes has read, agrees and will comply. 

PROVIDE THE FOLWWING: 

8.3.10 An illustrated and detailed product listing that includes all of the payphone 
equipment that you are proposing for the State. 

pes' Response: pes has read, agrees 'and will ~omply. Through our partnerships with your 
current payphone service provider, Publicall, arid other'Indiatia-based M/WBE vendors, The 
pes Team can offer the State a number of options in regards to the payphone equipment. 
However, given the current payphone hardware arid infrastructu'!' in the State, The pes Team 

-.. ----~----~-~-------------
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recommends the Elcote! Series 5 and Elcotel Eclipse (or equivalent models) "smart" public 
payphones. These models allow for remote access, are fully programmable, and are 
completely line powered 

Additional features for. the Eleolel Series 5 include: 

• 
• 

• 
• .. 
• 

• 
• 
• 
• 
• 
• 
• 
• 

Can accept both credit and calling cards 

Hardened handset with reinforced armored 
cord 

Vandal resistant locks 

Full spectrum answer supervision 

Diagnostic event recorder capable of self
reporting on more than 40 possible service 
affecting conditions 

Remote monitoring of the cashbox with 
alarms 

Call routing customization with stored-memory rating 

Volume control 

Capaciry to store up to 999 speed dials 

Complies with ADA handset, hearing aid, and acoustic coupling requirements 

Able to provide SMDR data 

I-Iuman voice prompts (digitally recorded) 

On-board solid-state transient surge protector on telephone line 

Standards Compliance: Complies with Part 68 and Part 15 of the US Federal 
Communications Commission Rules and Regulations and is in general 
compliance ",ith all requirements described in applicable CCITI 
recommendations. 

The specifications for the Eleolel Series 5 are as follows: 

• 

• 

• 
• 

• 

• 

Power Requirements: 48 VDC line Voltage (on hook) and 23 rna Loop 
. Current (off hook) 

Operating Temperature Range: -4 to +140 Degrees Fahrenheit 

Relative Humidiry Range: 0% to 95% non-condensing 

Ringer Equivalency Range (REN): 0.7 - 1.0 B 

Chassis Weight: 2.0 Pounds (0.9 Kg) 

Phone Weight: 48 Pounds (22 Kg) 

-------------~. --._ ... -. -.---... --_.-. _ ..... 
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a 

• 
Phone Dimensions: 21 x 7.625 x 6 (54cm x 19.4cm x 15.4cm) 

FCC Registration: E2DUSA-61027-CX-E 

• Standards Compliance: Complies with Part 68 and Part 15 of the US Federal 
CommUnications Commission Rules and Regu1ations and is in general 
compliance with all requirementS described in applicable ccrn 

. recolnmen,dations. . 

As an alternative to the standard Elcotd Series 5, PCS can offer .the Elcotd Eclipse multi-pay 
station "s~' public payphone. In addition to the features found in the Elcotd Series 5, the 
Elcotel Eclipse offers these bonus features: 

• . Scro"nmg LED display that can provide both 
audible and bi-lingual instructions 

• 
• 

• 

. '. 

Internet capable via an integrated data port 

Can accept com, credit card, debit card, prepaid 
card and coinless transactions .. 

Multiple payment methods accept coin, credit 
card, debit card, prepaid card and coinless 
transactions 

.' Integrated volume control button to ensures ADA . 
compliance 

• 'Ability to download operational flies 

• User defined Macros 

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

, pes Response: PCS has ,..".d, agrees and'~ comply. The proposed equipment is fully 
capable of meeting the reqUired specifiCations. 

• The high-quality tamper resistant handsets are made of £lame retardant 
materials and are impact ~d vandal resistant. 

• The handset cords are comprised of an armored cord that is reinforced with a 
corrosion resistant sted cable/lanyard, is vandal and abuse resistant, and can 
withstand a pull force of 800 lbs. 

-~-.~~~-~----------------
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• 

• 

• 

• 

• 
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Data ports will be supplied on payphoncs as requested by the State. For these 
locations; pes proposes the Eleote! Eclipse payphone with the optional data 
port. 

The proposed Elcotd payphones have a metal housing that is corrosion 
resistant, weather proof and vandal resistant. These housings are exceptionally 
reliable even When subjected to extreme weather conditions and abuse. 

The proposed Elcotel payphones are capable of accepting quarters, dimes, and 
nickels. The Elcotel Eclipse phone can also be equipped with a card reader for 
credit, debit, and calling card payments. 

The coin mechanism in the proposed Elcotel payphones contains an anti:jam 
coin acceptor/validator to minimize jams and unnecessary service calls. Each 
phone is equipped with the M16 electronic coin validation system, which uses 
two pairs of frequency oscillators tn create a unique signature for each coin 
denomination (nickels, dimes, and quarters). ·lbe electronic signature of each 
coin is validated by a micro-processor and rn.,tched to the corresponding 
denornina tion. 

The pes Team will take responsibility for providing a directory at each 
payphone and for replacing directories as necessary. The pes Team 
understands that no directories will be required if calls to directory assistance 
are provided free of cost to the caller. 

The proposed Eleotd payphones are hearing aid compatible and contain an 
industry standard volume control. The volume control button is connected to 
the internal smart card and offers incremental settings to amplify the earpiece 

~--~.~~-- ..... -~---.... - ... -.---,.-.-.. -.- ... --
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• 

and transmitter by roughly 3 decibels per setting. When the call is termioated, 
the volume returns to the default setting. 

Each Public Payphone ",ill illsplay the following signs and/or placards: 

• 
• 
• 
• 

• 

Local call cost 

General operation/<lialing instructions 

Procedures to be followed for refunds and/or repair problems 

The pes Team's name, address, toll free customer service number, and 
instructions for receiving a refund and/or ""porting service problems 

The current long ilistance carrier and their toll free customer service 
number 

8.3.12 Indicate the process for requesting a refimd. 

pes Response: pes has read, agrees and will comply. To request a refund due to a dropped 
call or other unacceptable system performance, the user can' call the customer, service center at 
(800) 752-9191 or simply dial 611 from the pa}'Phone. Operators at the center will have the 
ability to remotely poll the phone and determioe the operational state of the unit as well as the 
results of the call. Refund requests will be validated by the Operators and refunds can be 
creillted back to' the card used for paymen.t or mailed to th~ customer. 

'8.3.13 Any other inf0nTIation deemed necessaIY or appropriate to this Section. 

pes ResPonse: pes has read, agrees and ,,011 comply. The pes T~has assembled a team 
of Iniliana-based M/~13E providers to provide ~ level of service that meets or exceeds what 
the State currently receives today. Leailing this team will be the current payphone service 
provider; Publicall. Publicall has been serVicing payphone equipment for over 25 years aiid 
has been maintaining th-e pa}'Phones for the State of Iniliana for the past 6 years. 1bis 
experience, both within Iniliana and thioughout the country, has given Publicall a unique 
understan<ling of what the State has today,and how things could be improved in the future. 

8.4 Public Payphone EncloSures!Pedestals . 
8.4.1 Allpayphones are to be installed with an enclosure, or housing that is 

suitable for the environment in which they will be located. 

pes Response: pes has read, agrees and will comply. 

8.42 Outdoor payphones, will be attached to a buil<ling and enclosure. 

pes Response: pes has read, agrees and will comply. 

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

pes Response: pes has read, agrees and will comply. 

PROVIDE THE FOLWWING: 

8.4.4 A detailed product listing that includes all of the enclosures, pedestaJs, etc 
that you are proposing for the State. 

"~~-'~~--~-~~-,---------
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pes Response: pes has read, agrees and will comply. pes has the ability to prm;de a wide 
range of enclosures and pedestals, but suggests the following for the State of Indiana: 

--

EqUipment Type Recommendation 
-

Sit-down units ADCO Model 800 Series 

Wall-mounted units ADCO Model 90l 

. Pedestal-mounted units ADCO G-5 or ADCO Capsule 80 

Flush-mounted units AOCO Panel Housing 

Telephone-mounted units ADCO Mode11D4 

Telephone booths ADCO Model 120l-UA 

Drlve-up units ADC0120 

Traditional type public ADCO Mode11D4 
telephones 

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

pes Response: pes has read, agrees and ,,;n comply. The proposed equipmen t is fully 
capable of meeting the required specifications. All sites will be surveyed by certified payphone 
technicians .and locations will be brought into compliance ",~th the following requirements: 

• 

• 
• 

• 

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

Outdoor payphones will be attached to a building and enclosure. 

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

All locations will be in compliance with federal and state requirements for the 
physically disabled. 

8.4.6 Any other information deemed necessary or appropriate to this sect1t>n. 

pes Response: pes has read, agrees and ,,;n comply. The pes Team's proposal includes the 
upgrade of existing payphones and enclosure/pedestals where required to meet ADA 
compliance standards. pes will also consider upgrading any existing payphones that are not 
built on the latest "smart phone" technology that allows for the latest remote monitoring and 
diagnostic capabilities. 

8.S Respondent wiII be responsible for ail 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. 

pes Response: pes has read. agrees and will comply. 
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8.5.1 The State will provide concrete pads where required. Respondent must 
provide detailed spi:cifications to aid the State in construction of the pads. 

pes Response: pes has read, agrees and will comply. Upon conttactaward, The PCS Team 
will schedule and conduct site surveys at each of the current and proposed payphone 
locations. From the surVeys, The pes Team will 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 reeeptacIe up to 15 amps at no cost to the Respondent as 
requested. Additional power requirements will be the responsibility of the 
Respondent. 

pes Response: PCS has read, agrees and will comply. 

8.6 All payphones must be installed in a professional manner and all cabling and 
conduit used to ~I the phone and secure cabling must be properly secured to the 
structure, and match the smrounding environment as close as possible. Any 
installation not meeting this requirement will be remedied within 1 days after 
notification from the State. . 

pes Response: pes has read, agrees and will comply. 

8.7 All phones, enclosures, cabling, conduit and any other hardware and cabling will 
be mainiained and repaire.t 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. - - - --

pes Response: pes has read; agrees and will comply. . , -

8.8 Public paypbones must provide dial tone first. 

pes Response: pes has read, agrees and will comply. 

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

pes Response: pes has read, agrees and will comply. 

8.10 Public payphone users must be able to enter unlimited digits for the duration of 
their call. 

pes Response: pes has read, agrees and will comply. 

8.11 -Public payphones must refund any money deposited in the event of a busy signal or 
no answer. 

pes Response: pes has read, agrees and will comply. 

8.12 Users must be able to place "911" and "800" number calls at no charge and without 
inserting any money into th~ payphone. 

pes Response: pes has read, agrees and will comply. 

8.13 Phones must allow usersto access any long distance carrier by dialing codes 
provided by their camero 
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pes Response: PCS has read, agrees and will comply. 

8.14 Local calls are to be of an unlimited duration. 

pes Response: PCS has read, agrees and will comply. 

8.15 . Public payphones must be able to receive incoming calls at no charge. 

pes Response: PCS has read, agrees and will comply. 

8.15.1 Incoming call restriction must be available on all Public payphones as 
requested by the State. 

pes Response: r'CS has read, agrees and ,vill comply. 

8.16 Selected payphones at Department of N aturaI 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: 

pes Response: PCS has read, agrees and \vill comply. 

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. 

pes Response: PCS has read, agrees and will comply. 

'. 
'. 8.17' Respondent will be required to 'provide additional Public payphones as new 

buildings and properties open. 

pes Response: PCS has read, agrees and ",ill comply. 

8.18 Payphones will be lighted during evening hours when light from other sources is 
not sufficient to read instructions and use the payphone. 

pes Response: PCS has read, agrees and will comply. 

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

pes Response: PCS has read, agrees and will comply. 

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 ofa 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. 

pes Response: PCS has read, agrees and "ill comply. 

124 of 224 2. I echnical Specifications 



Indiana Deportments of Administration & Corrections 
RFP No. 1(}'55 

EX~-Ht3rl c 
Page /It'i of _ ~ /5' 

~PCS 
Offende~~O\I!el!"mone Servic"eL _______________________ _ 

8.21 If Respondents public payphone equipment requires space in a MDF or IDF, 
respondent must provide detailed requirements in tbeir response to Ibis RFP. 

pes Response: PCS has read, agrees and will comply. 

8.22 Describe in detail your metbod for determining when a coin box is near or at 
, capacity and tbe frequency at whicb tbe coin boxes are emptied to, insure continued 
service for coin calls. 

pes Response: PCS has read, agrees and will comply. Each public payphone will be polled 
throughout the day to detennine the operational staNs of the phone, including the capacity of 
the coin box. The system will automatically identify the phones to be emptied based on a 
predetermined threshold (typically $180), will create a schedule, and will provide technicians 
with optimum route for collection. The Coin collections are currently scheduled for Monday 
through Friday of each week, excluding holidays, but other arrangements can be made based 
on the level of usage for each phone. 

823 Regular coin collection and paypbone maintenance shall also include checking tbe 
cleanliness of each payphone station, cleaning tbe pbone and enclosure, and 
maintaining directories at eacb payphone station. 

pes Response: PCS has read, agrees and will comply . 

. 824 Describe any capabilities !bat your payphones or related equipment employ to 
notify you of payphones tIuit are"jammed, full, out ~f service, etc. . 

pes Response: PCS has read, agrees and will comply. The same polling process that is used 
to determine the operational status of the phone ,!"d the coin capacity is also able to provide 
system alerts on jarnmed,'full, and outcof-service phones. The raw polling data is imported 
into a call management system that creates exception reports that are reviewed by technicians. 
Based on the results of these exception reports, the technicians schedule maintenance and 
reprurs. 

One of the key components of the polling system is the "ring no answer" module. 'Ibis 
module identifies payphones that did not successfully pass the polling process. Unsuccessful 
attempts to poll a phone could be caused by a phone tbat is currently in use (busy), a network 
failure, or physical hardware malfunction. ' , 

For any phones classified as a "ring no answer", technicians will manually poll each phone to 
troubleshoot the problem. If a successful connection cannot be established, a technician will 
be dispatched to perform on-site maintenance and/or repairs. 

In addition to the "ring no answer" report, the polling system also has reports for alattn 
conditions. 'Ibis report identifies phones that have successfully been polled, but that have 
reported an alattn condition. These conditions are checked bY,the payphone technicians to 
determine if the alarm is ~ervice affecting or simply a notification for future maintenance. For 
any service affecting alarms, a technician will be dispatched to perfOttn physical on-site 
maintenance and/or repairs. 

8.25 All installed payphones must comply witbbotb State and Federal requirements 
including tbe Americans witb Disabilities Act. ' 

-------.-~'----~-------------------------------------------
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pes Response: pes has read, agrees and will comply. 

8.26 Public payphone Providers must he registered with the Federal Communications 
Commission. . 

pes Response: pes has read, agrees and will comply. 

8.27 No advertising or sales solicitations not directly related to the payphone service or 
other services under this RFP are to he displayed on the payphones, placards, or the 
immediate areas surrounding the payphones. 

pes Response: pes has read, agrees and will comply. 

PROVIDE THE FOLWWING: 

8.28 Indicate and elaborate on your ability to meet these requirements. 

pes Response: pes has read, agrees and will comply. The proposed equipment is fully 
capable of meeting the required speCifications. 

• 

• 

• 

• 

• 

• 

• 

• 

• 
• 
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The pes Team understands that it will be responsible for all aspects and costs 
. of the public pa}l'bones and the hardware, circuits, and labor necessary to 
bting the phones into service. The only exceptions will be the concrete pad 
and one grounded 15 amp circuit for power to the phone. 

All pa}l'hones, cabling, and conduit will be installed and secured in a 
professional manner to match the surrounding environment as dose as 
possible. Any installation that is not in compliance will be remedied within 7-
days notice after notification from the State. 

All pa}l'hones, cabling, hardware, and conduit will be maintained by The pes 
Team for the life of the contract. 

Payphones will provide dial tone first and ",ill prO\;de direct free access to dial 
tone. 

Pa}l'hone users will be able to enter unlinUted digits for the duration of their 
call. 

Pall' hones will refund any money deposited in the event of a busy signal or no 
answer. 

Users will be able to place "911" and "800" number calls at no charge and 
,,;ithout inserting any money into the pa}l'hone. 

Phones "ill allow users to access any long distance carrier by dialing codes 
provided by thcir carrier. 

Local calls will be permitted to be of an unlimited duration. 

Pall'hones will be configured to receive incoming calls at no charge. However, 
incoming call restrictions "ill be available on all Public pa}l'hones as requested 
by the State. 
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• 

• 

• 

• 

• 

• 

• 

• 

• 

829 

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. Seasonal phones will be reconnected the following season upon 
Vendor notification by the State. Any phones that are disconnected or 
suspended that will be left on state property will be clearly secured, tagged, and 
bagged to indicate that the phone is not in service. 

'The PCS Team will be provide additional Public payphones as new buildings 
and properties open. 

Payphones will be lighted during evening hours when light from other sources 
is not sufficient to read instructions and use the payphone. 

The PCS Team will complete all requests for new installations, removals, or 
relocations within 45 days. 

When the PCS Team installs or removes a payphone or enclosure, care will be 
taken to minimize any damage to drywall and the surrounding area. Mounting 
holes left from the phone and any enclosures, and back plates ",ill be filled 
with spackle or appropriate wood filler as needed Electrical/wiring boxes will 
be covered with a solid faceplate that matches the sucrounding environment as 
close as possible. Any excess damage either accidental or intentional caused 
duringthe installation or removal of a payphonewill be.the responsibility of 
the PCS. If The PCS Team' fails to repair damage, the State may have the 
damage repaired and all costs billed to PCS. 

If payphone equipment requires space in a MDF or IDF, The PCS Team will 
provide detailed req~ents. 

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

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

Public payphone Providers will'be registered with the Federal Communications 
Commission. 

Any other information deemed necessary or appropriate to this section. 

pes Response: PCS has read, agrees and will comply. As part of The PCS T earn, Publicall 
has been servicing the pay'phones in the State of Indiana for the last 6 years is best suited to 
continue, andirnprove upon, the excellent level of service that the State currently receives. By 
going with a known and proven entity, the State can rest assured that there will be no 
degradation of service under the new contract. 

9.0 OPERATOR SERVICES FOR PUBUC PA VPHONES - 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. 
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pes Response: pes has read, agrees and will comply. 

9.2 General assistance must be provided at no charge. 

pes Response: pes has read, agrees and will comply. 

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

pes Response: pes has read, agrees and will comply. 

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

pes Response: pes has read, agrees and will comply. 

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 I + 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 

pes Response: pes has read, agrees and will comply. 

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

. . 
pes Response: pes has read, agrees and will comply. 

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

pes Response: pes' has read, agrees and will comply. 

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

pes Response: pes has read, agrees and will comply. 

9.9 When answering calls from users, the operator must identifY the Respondent's 
company. 

pes Response: pes has read, agrees and will comply. 

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. 

pes Response: pes has read, agrees and ,,-ill comply. 

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.). 

pes Response: pes has read, agrees and will comply. 

9.12 Operators must at all times be courteous to callers. 

pes Response: pes has read, agrees and will comply. 
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9.13 The Respondent should employ their own operators and maintain their own 
operator centers. 

PCS Response: PCS has read, agrees and will comply. 

9.14 Cails to operators must be answered in a maximum of2.5 seconds. 

PCS Response: PCS has read, agrees and ",ill comply. 

PROVIDE THE FOLLOWING: 

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

pes Response: PCS has read, agrees and ",ill comply. Along with the incumbent maintenance 
provider, Publicall, PCS will use the incumbent operator service provider, Legacy 
Telecommunications. With these tWo partners, The PCS Team will be able to fully meet the 
required specifications: 

• 

• 
• 

• 
• 

• 

The PCS Team will provide for recognition of Automatic Number 
Identification (ANI) and screen codes designating type of originating Public 
phones enabling efficient processing of operator assisted calls. 

General assistance will be provided at no charge. 
- -"" 

Users will haye access to. a directory assistance operator at no charge and 
without inserting any money into the payphone. 

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

The PCS Team will have the capabiliry of handling the following types of calls: 
Station ColleCt, Person Collect, Third Number Billed (Operator must verify 
billing number), 1 + Sent Paid, International Direct Dial Calls, Bell Operating 
Company (BOC) Calling Cards, Your Company's Calling Cards 

Operators will be Willing and able to assist users having difficulry dialing a 
number. 

• .. Operators will be willing and able to assist users with emergency calls. 

• 
• 

• 

• 

• 
• 

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

Wben answe..mg calls from users, the operator will identify the operator's 
company. 

If calling party desires to use a credit card (Qwest, AT&T, etc), then the 
operator will provide them with instructions. " 

Operators will 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.). 

Operators will at all times be courteous to callers. 

The PCS Team will use the same company, Legacy Telecommunications, that 
provides operators arid operator centers to the State today. . 
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Calls" to operators will be answered in a maximum of 2.5 seconds . 

An outline of your plan for providing the above specifications. 

pes Response: PCS has read, agrees and will comply. The PCS T earn has partnered with 
Publicall and Legacy Telecommunications to provide Operator Services for the public 
payphones. TIlls sen,;ce will either meet, or exceed, the level of service that is currently being 
provided on the State's public payphones. Legacy currently provides operator sen.;ce for 
thousands of phones nationwide and ,vill.cantinue to provide superior service to the State of 
. Indiana. If in the future the State prefers to transition to an alternate provider for operator 
services, The PCSTeam has incorporated a level of flexibility that will allow for a seamless 
transition to the new provider. 

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

pes Response: PCS has read, agrees and will comply. The calling procedures for using non
PCS credit cards will be the same as it is currently. For a live operator call, the customer need 
only provide the operator with the card number, the expiration date, and the number to be 
called. The operator will validate the available funds on the card, connect the call, and charge 
the card for the completed call. For an automated operator call, the customer will follow voice 
prompts to enter the card number, the expiration date, and tile number to be called. The 
system will validate the available funds on the card, connect the call, and charge the card for 
the completed call. 

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. 

pes Response: PCS has read, agrees and will comply. The PCS T earn will pay commissions 
on any calls that are carried on Legacy's network and billed by PCS. For any credit cards (or 
other dial around methods) that arc not carried on the Legacy network and are not billed by 
PCS, commission would not be paid to the State since PCS would not be collecting any 
revenue for the call. 

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

pes Response: PCS has read, agrees and will comply. Operator assisted emergency calls \vill 
be handled quickly and professionally. The operator will gather the required information from 
the customer and will follow Legacy's internal procedures for notification of the appropriate 
party. Legacy subscribes to the national emergency database that prm;des IO-digit emergency 
numbers for each public payphone location. Fire, police, and poison control hotlines are 
managed through this database. 

9.20 Your method of veri lYing third number billed calls. 

pes Response: PCS has read, agrees and "ill comply. All calls that are placed through the 
live operators must pass billing verification/approval prior to the operator completing 
connection of the call. The operators will call the third party number to verify acceptance of 
billing prior to processing the call. If the operator is not able to contact the third party or does 
not receive approval, the caller will be prompted for an alternate payment method for the call. 
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9.21 YOW" method of determining the validity of BOC calling cards. 

pes Response: PCS has read, agrees and will comply. All BOC or LEC calling cards that are 
used on the Public Payphones will be validated through Legacy Communications just as they 
are today. Legacy verifies these'calling cards against the line Information Data Base (LIDB) 
provided by the LECs. If validation does not pass via the automated process, the Legacy 
Operator will take the calling card number verbally and assist the user in validating the card 
and placing the call. 

9.22 Outline yoW" method for providing users credit for poor quality calls. 

pes Response: PCS has read, agrees and will comply. The method for providing users credit 
for ,,;"'r quality calls will either mirror or improve upon the process that Legacy currendy has 
in place today. When notified of a poor quality call, the Legacy operators will collect the 
relevant information about the call, determine the validity of the complaint, and for valid 
complaints will either credit the cost of the call to the next phone bill or will send a refund to 
the caller's home. ' 

9.23 The location (s) of yOW" company's operation center(s). 

pes Response: PCS has read, agrees and will comply. The PCS Team has partnered with 
Publicall and Legacy Telecommunications for the public payphone operator services. Legacy's 
operation center is open 24x7 and 365 days per year in Cypress, CA. . 

9.24 The total number of operators that the company employs. 

pes Response: PCS has r~d, agrees and will comply. Legacy Telecommunications employs 
185 operators. ,. 

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

pes Response: PCS has read, agrees and will comply. NeW operators attend .• two week 
training session followed by a testing period before they are empioy~ to handle live calls. 
During the training sessions, the new. operators learn the training manual and are tested on 
each component of operator service. Upon successful completion of the tests, the operators 
spend 3-days handling mock calls via .the training station. The training staff will sit in on the 
calls with the new operators and will provide feedback on processes, procedures, and best 
practices. Any required corrective action will be implemented in the subsequent training calls. 
Once all section testing and mock calling is complete, the operators are given a final exam .. It 
is only after the successful completion of the final exam that new operators are allowed to 
handle live calls. . . 

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

pes Response: PCS has read, agrees and will comply. PCS has no additional information to 
add to this sectiori. . 
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10.0 'IC-5-22-Z3 - MANDA TORY 

Previous legislation has placed new requirements on offender calling rates and 
commissions. Please refer to Attachment G for a copy oflC-5-22-23 Chapter 23 
"Telephone Calling Systems for Confined Offenders" 

PCS Response: PCS has read, agrees and has complied. PCS's proposed rates are fully 
compliant with IC-5-22-23. . 

PROVIDE THE FOLWWING: 

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 oflndiana 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 nrooosal ip a separate sealed 
euvelope marked "CONFIDENTIAL". Please review section.1 paragraph 1.15 
of the RFP packet that details how the State handles confidential information. 

PCS Response: PCS has read, agrees and will comply. PCS is currently and has been 
providing sen.;ce to the Lake County Jail in Crown Point, Indiana since November, 2007 and 
Allen County Community Corrections in Fort Wayne since November 2008. PCS has included 
a copy of the Lake County and Allen County contracts and contract renewals in the separate, 
sealed envelope labeled "CONFIDENTIAL" as Appendix M. 

102 Any other information you deem necessary or appropriate to this section. 

PCS Response: PCS has read, agrees and will comply. PCS has no additional information to 
add to this section. 

11.0 RATES - MANDA TORY (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. 

PCS Response: PCS has read, agrees and will comply. PCS has detailed our proposed rates in 
Section 3, Cost Proposal (RFP Attachment H). 

112 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 $020 per minute. 

PCS Response: PCS has read, agrees and will comply. 

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. 

PCS Response: PCS has read, agrees and ,vill comply. PCS has detailed our proposed rates in 
Section 3, Cost Proposal (RFP Attachment H). 
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11.4 Offender calls will be of a limited or an unlimited length. The amount oftime an 
offender is permitted per call is determined on a facility by facility basis. Most 
facilities cunently permit 15-20 minute calls. Offenders are cunently permitted to 
immediately make another call after they complete their first call at most !DOC 
facilities. 

pes Response: The PCS Team has read and understands. 

11.5 1~0na1 calls may have a reasonable call connect fee and a per minute rate. 
No other fees are permitted. 

pes Response: pes has read, agrees and will comply. pes has detailed our proposed 
international rates in Attach11lent H. 

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 sbow any snrcbargesur fees (exc:ludes 
international ealls) will be eliminated from tbe RFP selection process. 

pes Response: PCS has read, agrees and will comply. pes has detailed our proposed rates in 
Section 3, Cost Proposal (RFP Attachment H). 

11.7 Total call cost must be tbe same or less than the current dominant carriers rates for 
the same typeIIength 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 theState). -

pes Response: pes has read, agrees and will comply. pes has detailed our proposed rates in 
Section 3, cOst Proposal (RFP Attachment H). 

11.8 p'; minute rates must be the same or less than those of the dorirlnant carrier on 
calls placed from the State offender telephones. Respondent is to compare their 
public payphone and offender calling rates to the published rates ofup to three (3) 
of their locai competitors and show how their rates compare to those of their 
competitors. 

pes Response: pes has read, agrees and will comply. pes has detailed our proposed rates in 
Section 3; Cost Proposal (RFP Attachment H). Securus, G1L, and V Ae are all local 
competitors and the comparison of our rates to theirs can be found in response to 
Requirement lL16 below. 

pes is tariffed to pro\~de public payphone se[\;ce in the State of Indiana at the maximum rate 
of $0.50 per nllnute. 

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

pes Response: pes has read, agrees and will comply. pes has detailed our proposed rates in 
Section 3, Cost Proposal (RFP Attachment H). 

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 lOT and !DOC. Requests for rate changes must provide specific 
details as to'why the increase or decrease is requested. Failure to secure permission 
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for a rate change will be cause for contract termination. I f 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. 

pes Response: pes has read, agrees and will comply. pes will not change any rates without 
appro,,"1 in writing from the State. 

I I. I I 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. 

pes Response: The pes Team has read and understands. 

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. 

pes Response: pes has read, agrees and will comply. pes has provided the pricing 
worksheet that includes multiple rate options and commission percentages in Section 3, Cost 
Proposal (RFP Attachment H). 

PROVIDE THE FOLWWING: 

11.13 Indicate how the proposed service can meet these specifications. 

pes Response: pes has read, agrees and will comply. 

I 1.14 Provide detailed rate tables describing call rates for different call lengths. (Tables 
must be easily understood). 

pes Response: pes has read, agrees and will comply. The proposed rates are the same per 
minute for all domestic call bands, all calling types, and all call durations. Whether the call is 
Local or Long Distance, Collect or Prepaid, for I minute or 99 minutes, the per minute rate 
will be the same. The pes Team has provided multiple rate options as requested in 
Attachment H. To hdp clarify the single per minute rate option as requested in this 
requirement, the pes Team has prepared the table below showing the per minute rate at 
$0.2925/min, which is 10% below the current baseline per minute rate of$0.3250/min. pes 
proposes the folla-ving rates which fully comply with all the requirements outlined above. 

Proposed Per 
Minute Rates· 

--------.. 
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"The above rates do not include any applicable federal. state or local taxes. regulatory fees. or 
surcharges. 

11.15 Provide pricing for international c3.lls in Attachment H. 

pes Response: PCS has read, agrees ";'d will comply. pes has detailed our proposed 
international rates in Section 3, Cost Proposal (RFP Attachment H). 

II .16 A table/chart listing your current rates in comparison to up to three (3) of your 
competitors CuITent rates being charged in other states. 

pes Response: pes has read, agrees and will comply. pes's proposed rates compared to 
GTL, Securus, and V AC is provided below. 

- -

. Cost of 20· minute 
Rates Connect Per Minute Call 

GR Gear 10 DOC $2.00 $0.19 $5.80 
Securus - Marnond DOC~oo $0.285 $8.70 
VAC-OregonDOC $3.95 $0.89 $21.75 

11.17 A copy of your Company's most recent IURC Tariff filings regarding 
offender/<;<>lIect only payphones and public payphone charges,"surcharges and fees. 

pes Response: pes has read, agrees and.will comply. pes has included a copy of our recent 
lURe Tariff filings for offender/coUeet only phones and public payphones in Appendix·E •. 

11.18 Any other information you d~ necessary or appropriate.to this section. 

pes Response: pes has read, agrees and will comply. 

12.0 SERVICE QUALITY - MANDATORY 

The State requires that the selected Respondents' service provide satisfactory speech 
quality .. 

pes Response: pes has read, agrees and will comply. AU phones and wiring provided by 
pes Will provide audio quality which meets or exceeds industry standards enacted by 
standards organizations, such as Bellcore and IEEE, for transmitted and received levels; noise, 
cross talk and frequency range .. 

12.1 The noise floor must be -40 dB (decibel, dB=IO log PIIP2. where PI and Pi are 
the power level in watts) or better. 

pes Response: pes has read, agrees and will comply. 

122 ·.The signal to noise ratio must be below 40 dB if the proposed service I!Iilizes an 
analog network or between 15 and 25 dB if a digital network is utilized. 

pes Response: pes has read, agrees and will comply. 

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

pes Response: PCS has read, agrees and will comply. PCS uses a G729 Codec which is 
specifically recommended by the ITU (International Telecommunications Union) for VoIP 
applications and voice-audio storage. The Codec can be adjusted to allow recordings to be 
stored at 64, 32,16 or 8 bit compression enabling the CCS to achieve a MOS range from 3.79-
4.5. 

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 Iinle or no packet loss across the network. 

pes Response: PCS has read, agrees and will comply. All PCS services are delivered over a 
carrier grade MulriProtocol Label S'Witching (MPLS) connection to PCS's private, firewall' 
protected Wide Area Network (\VAN). The I\·IPLS circuit can transmit many different types of 
data- including file transfers, voice and video; and enables traffic 'engineering such as CoS and 
QoS controls. 

An MPLS circuit enables PCS to offer CoS (Class of Service) traffic management; m~ .. ning 
. that different types of data, suchas email, large file transfer, voice and video are distinguished 

from eaCh other. This differentiation assures that time-sensitive data packets, carrying 
voice for instance, are never delayed by packet queuing. 

In addition PCS contracts with our carrier to ensure sufficient network availability to provide 
Quality of Service (QoS) guarantees. These QoS (Quality of Sonice) resource reservation 
control mechanisms gu.'ltd our data flows 'against delay, jitter, packet dropping and bit error. 
These QoS features are necessary for high quality multimedia streaming and allow us to 
pro\~de a quality of voice at least eqUal to carrier grade. 

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

pes Response: PCS has read, agrees and will comply. 

12.6 Lines must be free from erosstalk. 

pes Response: PCS has read, agrees and ,,~ comply. 

12.7 Lines must be free from static. 

pes Response: PCS has read, agr~es and will comply. 

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

pes Response: PCS has read, agrees and "'~ comply. PCS's proposed solution includes 
multiple specialized components and rigorous network standards to cancel both hybrid and 
acoustic echoes and fully meets ITV-T recommendations. The proposed offender phones 
include built-in confidence technology to suppress background noise (including acoustic 
echo), and all hands-iree phones proposed additionally include built-in echo cancellers. 
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pes's WAN utilizes field proven echo cancellation that meets or exceeds ITU-T G.168. Echo 
cancellation is used for all voice/voice band interconnections between pes's WAN and the 
PSTN, analog telephones, or 2- to 4-wire hybrids tenninaI devices. Echo cancellation will also 
be deployed throughout the network in a proven, redundant desigo. This desigo ",ill allow the 
network to dynamically track echo path changes resulting from conferencing, call transfers and 
permanent off-hook conditions. In addition, the design aIlo;'" the detection of double talk 
Without divergence or clipping. 

The Network Gateways will also pro~;de echo cancellation for all connections that will 
possibly encounter 2- to 4-wire hybrids or be connected to analog telephones or tenninal 
d~;ces. The echo canceller(s)are capable of providing cancellation end-path capacity of at 
least 48 milli~econds. The tail-path of the Network Gateway eclio-canceller faces the PSTN 
nenworktenrrnnation. . 

12.9 Service Outages 
12.9.1 A major outage is any outage that causes a degradation of service to 2oo/o 

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. -' - . 

pes Response: pes has read, agrees and will comply. . . . 
12.9. 1.1 Any trouble ticket related to the ability oflDOC investigations 

staff to access any CCS, live calls, recordings or call records must 
be treated as a priority I level incident and is considered a major 
outage. 

pes Response: pes has read, agrees and will comply. 

12.9.2 A miDor outage is any outage that affects less than 2oo/o 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. 

pes Response: pes has read, agrees and.will comply. 

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

pes Response: pes has read, agrees and will comply. 

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

pes Response: pes has read, agrees and will comply. 
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'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. 

pes Response: pes has read, agrees and will comply. 

12.12 Respondent will pay the State a credit when service fails to meet any of the above
mentioned levels ofservice 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. 

pes Response: pes has read, agrees and will comply. pes will work ",;th the State to modify 
our s;"';dard Service Level Agreements to pay the State' a credit when sef';ce fails to meet 
agreed upon levels of service quality and response times for outages. . 

PROVIDE THE FOLWWING: 

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

pes Response: pes has read, agrees and will comply. The pes ees is designed and built for 
reliability. Reliability is provided through high-quality components, multiple hardware 
redundancies, network design, data backups, and constant remote monitoring and diagnostics. 
In designing the ees solution, pes identifies and establishes contingency plans for the single 
points of failure (SPF). If the SPF is hardware-related; pes may install a redundant 
component, leave behind a hot-standby, or setup automatic rerouting of processes to eliminate 
system downtime. 

pes installs carrier grade hardware and circuits and holds its vendors to strict Service Level 
Agreements to maintain the highest levels of service. Both pes and its network vendors 
monitor the health of the network and automatically generate trouble tickets and service 
dispatches should a problem arise with the network. WIllie it is nearly impossible to guarantee 
100% uptime for all systems, networks, and components, pes has addressed all known SPFs 
to virtually eliminate downtime. 

Preventive maintenance is the key to system reliability. Site Administrators will be on-site to 
conduct routine maintenance on a regularly scheduled basis and meet with key facility 
personnel to address any new concerns. Routine maintenance includes the following: 

I. Physical test of all offender phones for functionality including voice prompts, keypad 
operation, and handset operation. Test all outbound trunks. Complete all required 
offender phone repairs. 

2. Operational test of all call processing equipment and perform routine maintenance and 
cleaning. 

3. Verification that all new facility personnel who work with the offender phone system are 
familiar with the proper operation of the system and provide training as necessary. 

4. Verification that the appropriate facility personnel have repair and technical sen~ce 
escalation materials. 
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12.14 Indicate your network's average noise floor. 

PCS Response: PCS has read, agrees and will comply. The average noise floor for PCS's 
network will be enginecred to comply with the requirements in Section 12.1 so that the noise 
floor is -40 dB or better. 

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

PCS Response: PCS has read, agrees and will comply. PCS's VOIP solution can be 
configured for a MOS score as high as 4.5. As mentioned in Requirement 12.3, the G.729 
Codec that PCS uses can be adjusted to allow recordings to be stored at 64,32, 16 or 8 bit 
compression enabling the CCS to achieve a MOS score ranging from 3.79-4.5. The screenshot 
below from our neiwork mottitoting tool shows an averageMOS score of 4.06 across a 
sampling ofPCS's VOIP based solutions. . 
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12.16 Ifproposing a VOIP solution what type of CO DEC do you utilize (i.e. G.722, 
G.729)? 

PCS Response: PCS has read, agrees and will comply. PCS uses a G 729 Codec which is 
specifically recommended by the ITU (International Telecommuttications Uttion) for voice 
transmission and VolP applications .. 

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

PCS Response: PCS has read, agrees and will comply. Given that PCS utilizes a digital 
network, .the average signal to noise ratio is between 15 dB and 25 dB. 

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

PCSResponse: PCS has read, agrees and will comply. PCS uses an IP SLA Manger with 
Cisco IP SLAs to collect network performance statisncs without intruding on voice calls. 
These statistics include MOS, jitter, network latency, and packet loss. This monitoring tool 
takes snapshots every 5 minutes 24\7\365. . 

12.19 Provide the address, city and stati: of the d~h CeDtel'(s) for the State of Indiana 
service calls. 
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PCS Response: PCS has read, agrees and will comply. For this proposal, PCS has partnered 
with local MBE, BCforward, to handle service calls for the offender and payphones. If the 
State chooses to remain with the incumbent service vendor, Publicall, BC Forward can work 
with Publicall to continue local support of the account and local technicians can be dispatched 
from Publicall's Local Dispatch Center. Should the State ",ish to work with another service 
provider in the future, such as ShawnTech, CSCI Consulting, Matrix, or D&M 
Communications, PCS is willing to work ",ith the State to utilize the provider that best meets 
the State's needs.' 

• Publicall Local Dispatcb Center 
6330 E. 75th St. Suite 164 Indianapolis, IN 46250 

Publicall can dispatch local·in·state technicians to handle support for the offender 
phones, public payphones, Wi-Fi, and all corresponding hardware and circuits 

• pes's Technical & Field Services Center 
4800 Alliance Gateway Freeway, Suite 100 Fort Worth, TX 76177 

This location is home to our Technical & Field Services, Network.Operations and 
Monitoring, and Product Development departments; and a 19,000 sq. ft. spare parts 
warehouse. PCS's Technical & Field Services department takes calls from facility 
personnel for reporting system problems including preparation of trouble tickets, 
personnel notifications, escalation procedures, call lists, maintenance logs, management 
reports, trouble ticket closure, and any other issues. Once'a problem has been reported 
to PCS, Technical Sen;ces staffwill create a trouble ticket and begin remote diagnostics. 
If the problem cannot be fixed remotely, Technical Sel'\~ces dispatches technicians all 
over the country to facilities to make repairs. 

12.20 Describe the trouble reporting procedures. 

PCS Response: PCS has read, agrees and will comply. PCS maintains a toU-free number 
(800-6-INMATE) staffed 24 hours per day, 365 days per year that facility personnel may 
call for repairs as well as telephone technical support. 'Ibis senice may be used to report 
system problems including preparation of trouble tickets, personnel notifications, escalation 
procedures, call lists, maintenance logs, management reports, trouble ticket closure, and any 
other issues. IDOC staff will also be able to enter tickets directly into our se,,;ce-incident 
management application (BI\IC Service Desk Express) on the web via a secure web-portal. 

For trouble reporting, PCS will adhere to the following protocol: 

1. Wben the facility contacts PCS ,ia the 800-6-INI\IATE line, a ticket will be opened 
and a phone call put through to a backup technician. 

2. The backup technician ",ill report their status and provide an ETA. 

3. A PCS Technical Services representative will contact the DOC representative that 
reported the issue to let them know the ticket number and prm;de an ETA for the 
technician en route. . 
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4. The technician will notify the pes Technical Services representative when they have 
arrived onsite; will sign the facility check-in fonn on arrival, and meet with the escort 
provided by the facility (if available/required). 

S. The technician will report the status of the issue to pes if they are unable to resolve 
the problem immediately. 

6. pes's representative will contact the DOe representative who reported the problem, 
and provide them with a status report of the situation every hout until resolution. 

7. The Technician will notify the pes representative of ticket completion if they are able 
to resolve the issue. 

8. pes's representative will contact the DOe representative who reported the problem 
to let them know that the problem has been resolved If they are satisfied with the 
resolution, the ticket will be closed 

1221 Describe your trouble escalation process. 

• ,,; .STEi'.8 

,. - ,"," 

~~,"] 
f~~. 
~.~~.~.~U" . 

f .. -=-
~-~. : ::0 _~ 

pes Response: pes has read, agrees and will comply. In most instances, requests for service 
on the network and hardware either come to pes via the site administrators, technicians, or 
facility staff. Once the PCS Technical Services Team is made aware of the request, they will 
follow the trouble ticket reporting procedures outlined in Requirement 3.0. If the request is 
not completed per the agreed upon Service Level Agreement (SLA), the Technical Services 
Team will escalate the ticket as follows: 

When To Escalate pes Management Escalation Path 
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Technical Services On-Call: (424) 202-1957 
Direct Une: (818) 898-3584 Or (800) 646-6283 

Technical5ervices Lead: 
Lori Floyd (310) 220-9893 

I~~!ll Three Hours Past the Required Repair 
Technical Services Manager. 
Mall Mcfalls (817) 491-5163 

Fourth Call or 
bi',,;~,,,~ Four Hours Post the Required Repair 

or 
Rve Hours Past the Required Repair 

'Timeline 
Sixth Call or 
Six Hours Past the Required Repair 

Director o/.IEngineering: 
George McNitt (817) 690-4809 

12.22 'Indicate your understanding and agreement to the required response times for all 
major and minor service outages. 

pes Response: pes has read, agrees and will comply. pes has read the requirements for 
response times for major and minor outages and understands and agrees. 

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

pes Response: pes has read, agrees and will comply. pes has no additional information to 
add 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. 

pes Response: pes has read, agrees and ",ill comply. 

13.2 Called parties may not be forced to open a prepaid or debit account in order to 
receive calls from Offenders. 

pes Response: pes has read, agrees and ",ill comply. pes never forces called parties to set 
up prepaid or debit accounts. pes offers integrated cardless debit that may be funded by 
offenders and standard collect calling that allows called parties to receive calls from offenders 
without setting up a prepaid or debit account. 

13.3 No billing statement fees are permitted for direct billed or LEC billed accounts. 

pes Response: pes has read, agrees and will comply, 

13.4 The maximum fees permitted to setup a prepaid, debit, advance connect account, or 

142 of 224 2. Technical Specifications 



Indiana Departments 01 Administration & Corrections 
RFP No. 10-55 
91fenderJ'.ov Tel~Dhon~_Service . 

EXHIBIT C 
Page 112 of. ~/5 

faJPCS 
Public eom., mi ..... =- Strdc:n. 

any type of other account either online.or over the phone may not exceed $3.00. 

pes Response: PCs has read, agrees and will comply. 
I , 

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

pes Response: PeS'has read, agrees and will comply. 

13.4.2 No fee is permitted if payment is mailed in to setup the aCcount and for 
future funding of the account. 

pes Response: pes has read, agrees and will comply. 

13.4.3 No fee is permitted to make any other changes to the account 

pes Response: pes has read, agrees and will comply. 

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 

pes Response: PCS has read, agrees and will comply. 

13.5 The call blocking limi! may. not be less than$SO.OO in any given rolling 90 day 
period for offender· calls unless approved in writing by lOT and IOOC. 

pes Response: pes has read, agrees and will comply. 

13.6 Any account that remains dormant will Dot 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 ISO days and the party originating the 
account cannot be contacted, any funding remaining in the acCount will be 
refunded to IOOC in its entirety. 

pes Response: pes has read, agrees and will comply. 

PKOVIDETHE FOLLOWING: 

13.7 Indicate and elaborate on the proposed service's ability to meet these 
speCifications. 

pes Response: pes has read, agrees and will comply. pes will bill and collect for all Prepaid 
accounts, direct billing, and LEe billing, as applicable. pes provides multiple calling and 
payment options which allow phone numbers that can't accept collect calls to ensure offenders 
and their loved ones stay connected 

pes stri,-es to charge as few fees as possible. Anyone who sets up a prepaid account with pes 
can log-in to our website at any time to make changes to their account freeeof-charge. - pes's 
website offers a wide range of password-protected account-management options including the 
ability to view call histories, billing histories, add or change prepaid account destination 
numbers in both English and Spanish. 
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13.8 Indicate the length of your billing cycle and on which days of the month it begins 
and ends. 

PCS Response: PCS has read, agrees and will comply. AU commission payments are 
calculated on a calendar month basis and paid within 30 calendar days from the end of the 
calendar month. 'The monthiy commission report covers the number of days for that month. 
For example, August has 31 days, so the commission report for August would cover the 1st 
through the 31 st, whereas September has only 30 days, so the commission report for 
September would cover the 1 st through the 30th. The commission offered to the State is 
calculated based on gross biUable revenues minus taxes.and fees. No other deductions ",ill 
apply. ' 

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

PCS Response: PCS has read, agrees and will comply. In our centralized network model, calls 
are processed and caU records generated at our Class IV data center. AU records are analJLed 
to detect inconsistencies in the cilling patterns and backed up in two redundant co-locations. 
Each call is automaticaUy rated during caU progression and, for prepaid and debit caUs, at 
termination, according to the fee structure agreed upon "ith the State. CoUect·caU records are 
formatted according to the industry standard and sent to our billing clearinghouse(s) for end
user billing through each user's local phone company. PCS presently uses two billing 
companies: Iill Telecommunications, and BSG (Billing Solution Group). Records of aU 
billable calls arc submitted to billing agencies daily to ensure prompt payment. 

• 

• 

• 

• 
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A caU record is established anytime a receiver is lifted and an offender dials one 
or more digits. 

A completed-caU record is established when a caU is dialed to a valid number 
and an end-user accepts the charges. Records of caUs that are not completed or 
are misdialed are also stored in the CCS database. 

Billing for a caU begins after the called party has positively accepted the caU. If 
the called party does not positively accept the call, there is never a charge. If a 
call is accepted, the portion of the caU prior to positive acceptance is never 
billed. 

PCS pro~;des back-up storage of call records so that in the event of any system 
disruption, aU ftles are inmct and retrievable. 
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PCS's billing agents (ILD and BSG) contract with all the major phone companies and ",~th 
aggregators who handle billing and collections for smaller phone companies. Ths is an 
efficient and proven way to accurately andprompdy bill almost all end-users:' .' 

Collecti~ns 

Collect call recipients are billed on their monthly bills from their phone service providers. 
Prepaid and Debit account holders may deposit money at any time. PCS collects money from 
the offender trust/banking or commissary vendor who holds the funds for offender debit 
accounts monthly, or as arranged with the vendor for those services. 

Monies for collect calls are collected by the LECs for eachdestiriation number, payments for 
prepaid accounts are processed electronically by our bank, and funds for debit accounts are 
held by each correctional facility (usually in the offender trust, banking, or commissary 
account). Money OrderS and checks for prepaid accounts are handled by our Finance Dept. 
Administrator and forwarded to our bank. 

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

pes Response: PCS has read, agrees and will comply. PCS has billing agreements direcdy or 
through our billing aggregators with more than 1,000 LECs and CLECs across the North 
America. inchi<Jing AI'.& T Midwest in Incliana, Ameritech-Indiana, ,QWEST Central, Verizon 
North Central-Indiana-GTE, Verizon North IN-GTE, US LEC and all the other significant 
licensed carriers in Indiana and the surrounding states. 

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

pes Response: PCS has read, agrees and will comply. PCS does not charge fees for setting 
up a billing account.' . 

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

pes Response: PCS has read, agrees aod will comply. PCS has agreements with more than ' 
1,000 LECs and CLECs across the United States and Canada to complete and bill for collect 
calls that results in a higher percentage of attempted and completed calls than any other 
vendor. For calls to numbers where LEC or CLEC billing agreements do not exist, PCS offers 
the most extensive suite of pre-paid cal!ing-options in the ITS industry as well as a direct 
billing option. These calling options allow offenders to make calls to places that normally do 
not accept collect calls, such as calls to cell phones, nursing homes, and other businesses. PCS 
will be solely responsible for billing and collection on all offender calls. ' 

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

pes Response: PCS has read, agrees and will comply. PCS will comply with the blocking 
limits defined by the State. The PCS T earn will get approval froin the State before increasing 
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or decreasing the call blocking dollar limits. The physical change of the limit is done via a 
simple database modification by pes and can generally be handled "irhin 24 hours .. 

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

pes Response: pes has read, agrees and ",ill comply. 

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 Commis~ion. 

pes Response: pes has read, agrees and "ill comply. pes has provided our Certificate of 
Authonty from the lURe in Appendix A. 

PROVIDE THE FOLWWING: 

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

'pes Response: pes has read, agrees and will comply. pes has pro\~ded our Certificate of 
Authority in Appendix A. 

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

PCS Response: pes has read, agrees and will comply. pes has no additional inforrilation to 
add to this section. 

15.0 SYSTEM DOCUMENTATION & MONTHLY REPORTS-MANDATORY 

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

PCS Response: pes has read, agrees and will comply. pes has prO\~ded detail regarding our 
operation manuals in Requirement 15.16. 

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

PCS Response: pes has read, agrees and "ill comply. pes has prO\~ded detail regarding our 
monthly trouble repons in Requirement 15.12. 

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

PCS Response: pes has read, agrees and "ill comply. 

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 
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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. 

pes Response: PCS bas read, agrees and will comply. PCS bas provided detail about OUI 

monthly itemized listing on telephone numbers and offender telephones in Requirement 
15.16. 

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. 

pes Response: PCS has read, agrees and will comply. All call records are broken down by 
call band, call type and more, as described in Requirement 15.4 above: Please see Appendix 
G for an example of PCS's commission reports. 

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. . 

pes Response: 'PCS has read, agrees and Will comply. This information is a standard part of 
PCS's monthly reports .. 

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

pes Response: PCS has read, agrees and will comply. The information described above is 
included in oUr Monthly Commission report. A sample is' provided in Appendix G. 

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

pes Response: PCS bas read, agrees and will comply. 

15.9 Reports must be accessible online via the Itttemet for authorized lOT & IDOC 
personnel. . 

pes Response: PCS has read, agrees and will comply. The accuracy ofPCS's records may be 
checked at any time. Records of all call artemptsare available to IDOC staff on the online 
database. PCS immediately processes each call record through our call analysis program to test 
system operation, check file-replication processes and identify and correct any missing, corrupt 
or incomplete data. 

15.10 These reports are to be sent to: 
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Indiana Department of Correction 
Technology Services 
302 W Washington Street 
Room W341 
Indianapolis, IN 46204 

pes Response: pes has read, agrees and will comply. 

PROVIDE THE FOLWWING: 

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

pes Response: pes has read, agrees and will comply. pes has included six complete sets of 
User Guides in the CONFIDENTIAL efl\'elope as Appendix N. 

15.12 A sample trouble report and detailed explanation of the system trouble report. 

pes Response: pes has read, agrees and will comply. pes has included a Sample Trouble 
Report in Appendix F. Reports on Repairs completed or pending can be run in pes's Service 
Desk Express application via the web at any time. For instance, a report on phone repairs 
completed per day would show: 

BMC SERVICE DESK EXPR"SS 

For _ apo_ ...... 8/1012008 ""-h 8/1012008 
For Company: ACJ • ALLEN COUNTY JAIL 
For All Departments or Dlpasb,,,ullS Nun 
For All CUO ... or Client IS NUll 

InCIdonIS ..... FaUad, or No SLA 

By [loy 

" 
~ 

... ~ . .. ~ 
/ / / / 

I • No SI.A • FdMI sv. C """ 5lA 

A sample of a trouble ticket is provided below: 
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PCS will provide users with ttaining on how to submit incidents, track them, and view status 
reports. A full ttaining guide is available for users at the time ofttaining. PCS will also provide 
monthly reports on the ticketing system. These reports will timestamp key steps in the process 
of problem'resolution, including the following: 

• Ticket opened 

• Ticket re~eived 

• Technician dispatched 

• Facility contacted 

• Gate pass scheduled 

• Technician on-site 

• . Updated status 

• 
• 

Repair delay time (i.e. weather, waiting on parts, etc.) 

Final closure 

The CCS database and servers also have a change management System thauracks the exact 
time and nature of any upgrades, customizations or new features installed for each client. TIlls 
is used as an in-house tool to keep track of which clients have accepted each new feature and 
what customization work has been done for each client. A complete report on aU such activity 

, for thdDOC will be submitted monthly in html, Excel or other electronic format the St;tte 
prefers. 

Please see Appendix F for Samples of the Monthly Trouble-Ticket and Repair Repons 
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available. 

15.\3 A sample ofa monthly usage and call detail and commission report. 

PCS Response: PCS has read, agrees and will comply. Please see Appendix G. So that IOOC 
staff may also easily verify the accuracy of the PCS conunission payments, each commission 
check will be accompanied with a Commission Swnmary Report including the following 
information which can be checked against ea.ch facility'S own call records. 100% of calls are 
included in the summary. 

• 
• 
• 
• 
• 
• 

• 

Facility name and address. 

Each individual telephone, whether it reports traffic or not. 

Each indi\~dual called-to number. 

Total minutes,"Calls, and revenue per phone. 

Total minutes, calls, and revenue per facility. 

Grand total minutes, calls, revenue for all facilities. 

Local, Intralata, Intrastate/Interlata, Interstate calls per phone. 

The CCS allows immediate access to all Offender phone call records by both each facility'S 
staff members and PCS personnel. The State's authorized CCS users can see the same call 
records that we see and can verify PCS's reports against their own records at any time. 
Our system constantly monitors records and produces automatic alerts in the event of 
irregularities in the data stream or incomplete call records. PCS also produces daily/weekly 
reports based upon each facility'S traffic history to identify and address revenue trends. 

CGIIoct P!!p!Id CoIJeCI InmateOebtt ........ T .... 

commission summary ".01801 • n4.93 • • • 4.740.94 -_the .... 
revenue, t.cUta for au cal 

(collad. debit ab:.J. 
end the tlda!s for aD caD .... ""' 

,... ,... ,... ,... - intndaIa. • 803.20 S 1)8,U • • • . MUM 

AYGOiGPER AYGCttG 
CAU.S III .... T .. ClWlGtS CAll PER .... AVO IIIN PER CAlL 

'.- 14.200 • ".018j)1 • 3.0Il • 028 13.4.2 , .. ~026 • n4.93 • ... 2 • 0.24 ,a45 
• 

,m 17~ I !z7ct1:ii • l.88 • 028 14.10 

AYGCHGPER· AYGCHG· . 
CAU.S . IllNUTES CltARGES CAll PERil .. AVG MIN PER CAll 

lOCAl ... 13,OCD • ~028.36 • 3." • 023 15.43 
IIfT1W.ATA 

,.. '.073 • 1,558.97 • 42' • 0.38 11.18 
IHTEAlATA • 65 • 75.53 • 18.88 • 1.18 '0.25 
IllTERSTATE • .. • 78.08 • 9.76 • 1.03 •. 00 
CANADA • - • c.lIltlllD n..me"'~ • ca., ... t 1 1'IOd&A1II • - • I T .... '.222 17.220 • .. , ..... • 101 G.2I 1(.10 

Commission Summary Report Totals 
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Commission reports are reconciled with separately produced revenue reports to assure that all 
revenue is being accounted for and any discrepancy addressed. Please see Appendix G for a 
Sample Monthly Offender Phone Commission Report. These reports are·availablc in 
Excel, pdf, on CD or DVD, or in any other common format the State prefers ... 

. 15.14 A sample of any additional infonnation that your report can include. 

PCS Response: PCS has read; agrees and will comply. The PCS CCS comes with more 
than 2,000 dilTerent possibleieports available using the Can Detail Reportiog function in 
the CCS. Any report format may be saved to be used as needed. Facility staff may develop and 
customize reports based on the Call Detail Reportiog screen or through our new report
building feature that was recendy implemented at several client facilities, including the 
Missouri Department of Corrections. . 

Reports can include information on phone calls by phone, phone trunk line, PIN, dialed 
number (BlN: billed-ta-number), location, time, date, user minutes, call type (free, debit, 
prepaid), call band (local, interstate, international, etc.) You can also run a report to determine 
if a recording is available and to view reverse directory information on listed calls. 

PCS has provided Samples of some of the Call Detaii Reports available through the CCS in 
AppendixH. 

2. Technical Specificafions 15101224 



EXHIBIT C 
P age ..I!!Ji-Of"--_-'I-:-/--;-::"~-:-· 

Indiana Departments of Administration & Corrections 
RFP No .. 10-55 

Offender rqy Telephone Service 

Reports in the Call Detail Reporting Screen 
By clicking on the Call Deiail Reporting icon, users will see the Call Detail Reporting screen, 
from which users may specify the start date and the end date for the report, and the types of 
calls in which they are interested. Reports can be customized in the Call Detail Reporting 
screen using the report parameters highlighted below. 

Call Type 

Call Type }. i"-~I 
Ca~ ~! 
IT~DBt 
Po,..," 
PrfIBono ~ 

Open. Sared Report 

I SdKl Report MaIN .~.I 

Open. R:epor1 Type 

fUst Inmate ) 
Name 

llnmale J-~-=.~,---""----.:. (~fl Phone '02!2' --=-.~. "-_____ ...J _ ...... 

~:!; (~"'.!..) ......... 
~ -L-_~_--.J 

Custom Report Parameters 

The CCS Report Builder 
The Report Builder App will enable you to create custom reports incorporating call detail 
information with more advanced tools for sorting and combining data. The "B1N List 
Editor" and "PIN list Editor" tabs allow you to create and save lists of outside numbers or 
offenders PINs. 

--------------~--~--- -------_._. 
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For each B1N or PIN you 
add to a list, you can enter a 
First Name, Last Name, TIde, 
City, State, Zip and Notes. 
Each list you create will be 
saved with its own name 
which will then appear in the 
B1N or PIN dropdown 
menus on the Report Builder 
tab. 

For instance you can make a 
list of all the PINs of known 
members of each gang. By 
selecting that list in the PIN 
field and you could create a 
custom report that will show 
calls made by members of 
that gang for any dates you 
like. You could also save a 
list of all your employees' 
phone numbers and then at 
any time be able to run a 
report showing all calls to any 
employee. 

2. Technical Specificafions 
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Fdly: 120150. MIS JeII<nm Ci)I IX: (Ja:t:) ~I Add I 
f'hone: 1101.1DHWl HI Add I 
BTN: 1 HI Add I 

I@AND OOR I 
PIN: I HI Add I 
FnlN ..... 1 II Add I 
laotN_ 1 II Add I 

1- 1:11 Col Type: Add I j- " --- -
• 

Slop Code: Can., c..nt I Add I 
Caolteoj() r Cu ........ ' T esI Delli 1 Add I 

I PlI!I'2lal< 
.1'idI .... 

~ J HisSpecioI 
1 EXTERNAL DEBIT F. 

. 
Report Budder-Query Parameters 

-----------------------
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Advanced Reports - Report Bunder 

The "Query Parameters" also allow you to sdect specific facilities, then any or all phones or 
phone groups from each facility; any or all call types, stop codes etc. when creating your 
custom reporrs. 1bis allows you, for instance, to select only the booking phones at each facility 
so that you can run a reporr on calls made from every booking area in your jurisdiction. Or 
you could also sdect a PIN list for a particular gang and see what number each gang member 
dialed from booking over the last year. Saving that list of numbers as its own BTN list and 
then run another report on calls made by anyone from any facility to any of those same 
numbers could then lead you to other gang members in your facilities that hadn't previously 
been identified as such. 

Report Builder Search Results 
Any Search from the Report Builder App will return a Search Results screen with yet more 
tools for sorting your data. 
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_. cii,9<ing the dropdown icon ? under any column will let you apply additional filters, or you 
__ ciri drag a column heading to the "group by column" field to sort the results into blocks 

which can then be re-sorted and filtered For instance dragging the PIN column heading onto 
the "group by column" field would bring up a screen like the following: 

~ 
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1ms lets you select the calls by anyone or more PINs and further filter thein without having 
to go back a run another report just on those PINs, 

Apps like these supplement the flexibility ofPCS's web-based CCS while allowing PCS to 
provide all updates, changes, data storage etc, remotely. This cutting-edge, hybrid software 
architecture enabled by the CCS allows unlimited precision and individualization of reports 
and data analysis, while maintaining all records in central, unaltered, universally accessible ' 
databases. 

15,15 Your capability to provide online commiSsion reports? 

PCS Response: PCS has read, agrees and will comply_ Ajl the information contained in PCs's 
monthly Comlnission and Traffic Reports inclUding lists of calls made from each phone, to 
each number, of each type, in each band, and the exact cost for each call and cumulative 
charges for any group of ca1ls is available online via the CCS GUI to authorized users at any 
time. PCS can submit our standard or any customized reports via email, on CD, or in any 
other format the State prefers, 

15,16 Any other information deemed necessary or appropriate to this section. 

PCS Response:.I'CS has read, agrees and will comply~ PCS will provide user guides in hard 
copy' and on CD 'to eVery IDOC facility, investigators and to lOT personnel, as deemed 
necessary by the State, 

PCS also provides an online ,User Guide that is always accessible through the CCS_ You can 
access the User Guide by clicking the User Guide menu heading from any screen in the 
system: 

----------------'''--,,~.,,-,,-- ""'" 
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If you have any ideas which you feel may help evolve au' 
application and make your job usie, or mote productive, 
pluse Contact Us so that we can consider you, ideas in a 
future release. 

We tealize we cannot be successful without you, input and 
support. 

The leM is one of the most technologically advanced systems 
available in toclay's mar1cst This system was designed by some 
of the original developers in the inmate market. dating back to 
the early SO's. Every effort was made to include aU of the 
fealUJes required in this system, while maintaining B code bass 
that will enable us to develop futuns reques1s. 

User GuIde 

After any upgrade has been issued a note will automatically appear on the CCS inviting yow: 
staff to "Click here for new features help." .. -..... 

lob ... II 
User Ma ...... 'a. 

CaiJ ..... _ 

..... - BiD To Humber (BIll) 

o SeardI .!bout aree code 

CaD DefaII Reporting Screen - New Feafures AvaDable 

By clicking on the text in red, CCS users can view and download an explanation of the new 

features available. Staff may also request up-to-date hard copies of the CCS User Guide from 
their Client Services representative at any time. 

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. 

-. ---~--~-----------
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PCS RespOnse: Pes has read, agrees. and will comply. The Pes work plan/project plan has 
been specifically designed to reduce the burden to IDOC staff and any disruptions in daily 
operations. To successfully transition service and minimize downtime it is essential that the 
inCumbent work closely with the incoming provider to ensure that service remains up until the 
new system has b~ installed, tested, and is ready to go live. It is also critical that the 
incumbent provide up-to-date information, such as the PINs, PANs, blocked numbers, free 
numbers, privileged attorney numbers, speed dials, and any other special configurations the 
IDOC has requested during the contract term. Getting all of the necessary information and 
getting it in a timelY' fashion is necessary to ensure a quality implementation of service. 

Regarding the expectations of IDOC staff during the transition, Pes would request the 
following: 

a 

• 

a 

• 

• 

Assistance with getting cooperation from the incumbent vendor should the 
need arise 

Clearance for the install and maintenance technicians to work in ·approved 
areas without the need for an I DOC escort 

Assistance with any facility specific challenges regarding access, delivery of 
hard~e and circuits, install, etc 

A project, program or contract compliance manager at the IDOC who can 
serve as a single point of contact for the PCS program manager. 

Signoff on the contract deliverables prior to the start of the project. . From the 
RFP, amendments, and. contract, PCS will document the contract deliverables 
and promises made to the State. The Pes account manager will work with the 

. State to ensure that all deliverables and promises have been captured and 
approved so that both entities are in alignment with everything that is to be 
delivered during the implementation of service 

PROVIDE THE FOLLOWING: 

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

PCS Response: PCS has read, agrees and will comply. As explained in Requirement 16.1, 
pes's project plan has been designed to minimize the burden to IDOC staff. A detailed list of 
all duties required of the State are as follows: 

15801224 

• Perform any State required clearance or background checks. 

a Provide escorts for on-site technicians where required by the State. 

• Provide a secure location for the minimal amount of hardware that will need to 
be shipped to each facility. 

• Provide a contact to give final customer acceptance/ signoff upon completion 
of the transition at each facility. 

• Provide a contact to work with the Pes Project Manager to load any State held 
data (such as Public Defender Numbers, new Speed Dials, etc.) 

2. Technical Specifications 
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• Assist PeS with encouraging the incumbent to provide all the requested data 
from the current offender phone system (such as the current list of blocked 
numbers, attomey numbers, free numberS, speed dials, offender data, call data, 
etc.) . 

16.3 Any other information deemed necessmy or appropriate 10 this seCtion. 

PCS Response: PCS has read, agrees and will comply. Pes has no additional information to 
add to this section. . 

17.0 END USER BILLING, and CALLING OPTIONS -mGBL Y DESIRABLE 

17.1 Respondent is encouraged 10 offer discounted calling plans for recipients of 
offender collect calls. 

pes Response: PCS has read, agrees and will comply. pes's proposal includes disCOlDlted 
calling plans Cor recipients oC ~ffender collect c:aDs. For more information about the 
available calling options,' please refer to Requirement 17.8. 

17.2 ResPondent is encouraged 10 provide alternative calling options for collect only 
calls fiom offender payphones. (i.e., prepaid. debit. etc) 

PCS Response: Pes has read, agrees and will comply. pes's proposal includes our full 
range oC prepaid and Debit calling alternatives. For more information about the available 
calling options, please refe~'to Requirement 17.8. ' ' . 

17.3 CaIls may be placed 10 cellulsr phone 'numbers as long as the number is on the 
offenders allowed call (PAN) list. 

pes Response: Pes has read, agrees and will comply. 

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

PCS Response:PCS has read, agrees and will comply. pes's prepaid and Debit calling 
options are administered by Pes and will place no burden on moc staff. On the contrary, 
with solutions like PCS's,integrated cardless Debit accounts and Debit/Commissary purchase 
by phone, PCS can eliminate the need for manual distribution and collection of order foimS or 
cards and any involvement by, moc staff. - . . 

17.5 Any required administration of altemstive calling plans will be thei responsibility of 
the Respondent 

PCS Response: Pes has read, agrees and will comply. 

17.6 Family aod friends receiving calls fiom offeoder phones should be provided with a 
1011 free telephone number 10 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 10 
customers to help reduce their collect call costs. . 

pes Response: PCS has read, agrees and will comply. Anytime an offender makes a collect 
call to a number which is allowed by the facility but that is not able to accept the charges, the 

"-'., ~oOoOoOoO" _____ • _______________ _ 

2. Technical SpeCifications 159 of 224 

if/s 



EXHIBIT .(;, 
Page 2IJO of CfJ5 

Indiana Deparlmenls af Adminislralian & Carrecllons 
RFP Na. 10-55 

Offender pgy Telephone Service 

called party is offered a toll-free number they can call to set up a Prepaid account. The called· 
party is also given the option of a one-minute courtesy call to speak with the offender before 
setting up an account. Anytime an offender completes a collect call the called party will b.e 
provided with Pes's customer service number on their phone bill. If an offender attempts a 
collect call and the called party declines to accept it they called party will be given PCS's 
customer service number by the automated operator and told they may call it to set up a 
discounted prepaid plan. 

PCS's Customer Service Representatives are trained on all of pes's calling and funding 
options to reduce the cost of accepting offender calls. 

17.7 Respondent will provide infOlIl1lllion to IDOC and call recipients regarding all 
options avai\able to help reduce the costs. of offender collect only phone calls for 
offenders, their family and friends. 

pes Response: Pes has read, agrees and will comply. Pes actively reaChes out to all called· > 

parties to inform them about our lower cost prepaid programs. PCS's efforts include 
outbound marketing campaigns, directions to our customer service IVR, website and call 
centers and postings and leaflets in facilities and visiting areas at eaCh facility. 

PROVIDE THE FOLLOWING: 

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

pes Response: PCS has read, agrees and will comply. Lower calling rates enable offenders to 
maintain more regular contact with their families and outside support networks. Offenders 
who stay connected to the outside world ·do better in rehabilitation and job training programs 
and are more likely to obtain work and less likely to reoffend after leaving prison. Regular 
contact with their families also improves offender morale and creates a safer and more stable 
correctional environment. 

Many vendors may offer higher rates and higher commissions than PCS proposes. While this 
may superficially look attractive, it usually means less and not more overall revenue for the 
State. Most offenders depend on their friends and family members to fund their commissary 
or offender trust accounts, or to accept the chatges for collect calls. Most families make a set 
contribution based on what fits into their own monthly budget. A family member who prefers 
to accept only $50 dollars a month in collect calls, or who can afford to send the offender only 
$50 a month for canteen supplies will not spend more when rates are higher-the offender 
will just calliess. 

Therefore, PCS proposes multiple calling options that offer discounted rates to recipients of 
offender collect calls. 

Prepaid Calling OpHons 
Anytime an offender makes a collect call to a number which is allowed by the facility 
but that is not able to accept the charges, the called party is offered a tollcfree number 
they can call to set up a Dai1yDial On Prepaid account. The called party is also given the 
option of a one-minute courtesy call to speak with the offender before setting up an account. 
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Prepaid Accounts are created for any specified amount to pay only for calls to a particnlar 
destination number. Offenders can thus place a call to a number that might otherwise be 
blocked through a collect-only system but which may be the best way to reach their fami1y and 
friends such-as cell phones, internationaHocations, places of business, and nursing homes_. 
Offenders' friends and family members may receive calls wherever and whenever they prefer; 
pay only for offenders' calls to them; remain Hi regular touch with their loved one regardless of 
offenders other calling habits or commissary needs; and select and stay within a budget that 
they deem appropriate. 

Prepaid accounts enable called parties to 
avoid charges their local phone carrier may 
bill them for accepting collect calls and 
benefit from bulk. ,purchase of minutes. 
Prepaid. is thus particularly helpful for family 
members or friends who may be on a fixed or 
limited income. Each call will be processed 
using standard voice prompts; and, as with a 
traditional collect call, only after each call is 
positively accepted are the parties connected. 

In one facility (El Dorado County, 
California),. call revenues increased 36% when 
Prepaid was. implemented aud promoted. At 
another (Blue Ridge Regional Jail, Lynchburg, 
Vu:ginia), revenue from the Prepaid programs 
has averaged 38% of the total call revenue for 
the jail. These figures show how great' the 
demand for this program is. Families like it, 
because Prepaid calling provides _ an easy-to
use -way of keeping in touch while staying 
within ilIe family budget. 

PosIIng explaining PrepaId Accounb to OIIenders 

In addition to traditional Collect calling, the PCS CCS offers offenders several dynamic 
methods ~r connecting to their loved ones-Prepaid, including PCS's unique SpeedPay and 
Pay2Talk options; and Cardless Debit calling. These options provide offenders -and their loved 
ones with a variety of Ways to fund offender calling, and they can facilitate more calls by 
connecting to telephone numbers that are restricted from traditional collect calling, like cell 
phones. - - . 

By broadening the ~pectrum of calling methods and payment options availabk, the Pes CCS 
delivers the most flexible, easy-to-use suite of calling serVices available in the offender' 
telecommunications marketplace today . 

. . --,-- _ .. -,- --.. -.~------------------
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Dm'yDebit ~ 
A secure cardless debit account is created upon booking, and 
the offender prepays for calls by purchasing rime in bulk from 
the commissary or via the offender phones themselves. 

Family and friends can also fund an offender's Debit calling by depositing money into the 
offender's account. An offender can use Debit calling rime to call any facility-approved 
telephone number he or she chooses. The cost of each call is automatically deducted from 
the offender's Debit account. \'\'hen the cardless Debit sen-ice is integrated with the 
commissary, replenishing debit funds is as simple as filling out a commissary order form. 

[p)ii~I:;r 
If an offender's family member or friend is unable to receive 
traditional collect calls, or is simply interested in a mare cost
effective calling option, they can pre-pay for calling .rime by 
opening a Prepaid account. 

Instead of being billed for their calls later, Prepaid calling offers several convenient ways for 
offenders' loved ones to pay in advance for calling rime. Friends and family members can 
more 'easily manage their spending, while the facility can be sure that no rime or resources 
will be wasted on collections. \'\'hen the offender places a call to the number attached to a 
Prepaid account, and the call is positively accepted, the funds are automatically deducted 
from the called party's account. 

\'\'hen an offender places a traditional collect call to a number 
that has a collect call restriction-to a cell phone, for example 
-the called party is given the option of using a credit card to 
pay for the call on the spot, allowing the call to be connected. 

The called party pays a flat fee for a set duration of minutes. WIllie it could be used as a 
long-term calling solution, the Pay2TaIk calling option is ideal for offenders who are 
incarcerated for a short period of rime, enabling them to connect quickly to a telephone 
number that cannot receive traditional collect calls. 

Speed Pay 
pCS's Speedpay option makes it easy for loved ones to quickly set up or fund a Prepaid 
account. By simply dialing the designated Speedpay digit on his or her keypad, the called party 
is connected directly to the Speedpay account setup and funding system--eliminating the need 
for offenders' loved ones to call PCS or the IDOC. 

Using Speed pay to Set Up a New Prepaid Account 
The first rime an offender dials a telephone number that cannot receive collect calls-such as 
a cell phone or business number, or a home telephone number with a high toll balance-PCS 
",ill connect the offender and the called party for a free one-mIDute Courtesy Call. The 
automated operator informs the called party that after the Courtesy Call--or at any time 
before the Courtesy Call has ended-he or she can dial a designated Speedpay digit to instantly 

--------------~--" .. -~ .. --.... -.- .. -.~-., ... - .. - .. --.-.... 
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set up a Prepaid account. The offender is informed that their loved one is being given this 
option and, after the Courtesy Call, is advised to try his or her call again in a few minutes; the 
offender is then disconnected .while the called Party sets up a new Prepaid account. The called 
Party enters ' basic information into an automated system, including a debit or credit card 
number for instandy depositing $25 to $100 into a Prepaid account. As soon as account serup 
is complete, the called party will be able to receive calls from the correctional facility. 

Using Speectpay to Fund an Existing Prepaid Account 
Each time a loved one receives a Prepaid call from an IDOC facility he or she is notified of 
their Prepaid account balance. The called party is also notified at the beginning of each call 
that they may add funds to their Prepaid account at any time by dialing the designated 
Speedpay digit on their keypad When the called party dials the appropriate digit, the offender 
is disconnected while the called party is connected to the Speedpay account funding system. 
He or she simply enters a debit or credit card number to add the desired deposit denomination 
to the existing Prepaid account. 

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

pes Response: PCS has read, agrees and will comply. PCS has described all alternatives for 
collect only calls in Requirement 17.8. -

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

pes Response: PCS has read, agrees and will comply. PCS has no additional information to 
add to this section. 

18.0 CUSTOMER SERVICE-MANDATORY 

18.1 CUstomer Service Center MUST BE located within the continental United States. 

pes Response: PCS has read, agrees and will comply. PCS's customer service call centers are 
located in Los Angeles, Dallas and San Antonio. ' 

182 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. 

pes Response: PCS has read, agrees and will-comply. PCS's Customer Service Department is 
dedicated to providing friendly and helpful solutions to end user customer service requests. 
Customers .who accept calls froni any of the PCS managed co~tional facilities may call' a 
dedicated toll free nUmber: (888)288-9879. This number is staffed with live representatives 24 
hours a day, seven days a week, with avecage wait times ofless than 30 seconds. The Customer 
Service Representatives handle issues such as setting up prepaid accounts, customer billing, 
call rate inquiries, disputes, credits, refunds, complaints, and questions. 
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The vast majority of our Customer Service calls are resolved in a single phone call; this level of 
customer care means facility personnel spend less time addressing questions and issues from 
offenders and their loved ones. 

Customer support is also available 24 hours a day through our customer se,,;ce line's 
automated prompt options. And customers may \.-isit our website any rime at 
www.PCSTelcom.com to enroll in a prepaid program or to obtain more information about our 
products and services. 

18.3 An automated attendant or an interactive voice response system is pennissible as 
long as callers must select no more than 5 total options before they access the 
servicels they are calling about. Callers must still be able to reach a live operator at 
anytime by pressing zero (0) or other designated number. 

pes Response: PeS has read, agrees and will comply. PCS offers a state-of-the-art, easy to 
use IVR (Intelligent Voice Response) system in both English and Spanish that includes the 
option to instantly connect to a live representative with one touch at any time. 

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. 

pes Response: PCS has read, agrees and will comply. PCS's Customer Scn,;ce department 
can be reached at toll-free number (888) 288-9879 24 hours a day, seven days a week. 

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. 

pes Response: PCS has read, agrees and will comply. Average hold tim~s for our Customer 
Sef\;ce department are less than 30 seconds. 

18.6 CSR's must at all times be courteous, knowledgeable, friendly, and should be 
fluent in English and Spanish. 

pes Response: PCS has read, agrees and ",;II comply. PCS has dedicated English and 
Spanish speaking representatives and bilingual Customer Service supervisors to handle unusual 
requests or escalated issues. 

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. 

pes Response: PCS has read, agrees and ",;II comply. PCS is committed to constantly 
improving the customer experience. We believe that the offenders' loved ones who call our 
toll-free customer service number (888-288-9879) for support deserve accurate information; 
efficient, live call-handling; and a streamlined and user-friendly off-hours automated system. 
PCS is dedicated to excellence in the call center environment. 

18.8 Respondent must provide customers simplified methods to request credits or 
refunds for erroneous disconnects and calls of poor quality. Customers must be 
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able to submit a request online, over the phone by providing the specific details to a 
CSR, by US mail, or by fax. 

pes Response: pes has read, agrees and will comply. Customers initiate Dropped Call 
Billing Disputes when a call is dropped and they are required to call in again, resulting in an 
additional connect fee. They can contact PCS via the phone, web or by mail or fa. .. at any time. 
PCS has stringent resolution procedures in place to ensure that customers are not charged' 
multipleconllec.t fees for what is essentially one phone call. 

All dropped call credit requests are verified through the ces's call recordings. 
The protocols relating to the calculation of credits are currently very generous, ",~th many 
customers receiving fuU credit on calls that incur a drop problem. 

I. CoUect dropped call credits: 

These credits are processed in two ways: 
o Back through the billing agent that currently has the agreement with 

their local phone provider .. 

o May also be applied to the prepaid balance on an alternative phone 
number (ceU phone, etc). 

2. Prepaid dropped call credits: 

These are credited right back into the prepaid account balances. In ca~es where the 
credits are to be applied after an account has been refunded, the call credits are stiD 
applied to ,the prepaid account and then credited back to credit or debit card the 
customer utilized for their prepaid payments, when possible. ' 

IS.9 Respondent should provide customers willi a one-time "no questions asked" 
courtesy credit when receiving a complaint about an imptoperly 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. ' 

pes Response: pes has read, agrees and will comply. 

IS.IO Any valid credits due must be applied and received within 2 weeks of the original 
request/complaint date. 

pes Response: PCS has read, agrees and will comply. CoUect caIl'credits ",jJJ be applied to a 
called party's next phone bill. Prepaid call credits are added to their accounts immediately. 

, . 
IS.l1 Respondent will develop and maintain a customer service website speeific to the 

State of Indiana !DOC 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. Respandenfwill review website details with the State uPon ' 
contract execution and develop an agreed upon design. 

pes Response: PCS has read, agrees andwill comply. PCS will develop a website specifically 

--',-,-~~-~~----------------
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for IOOC community members and can also add a hyperlinked logo to the IOOC's website, 
enabling visitors to instantly click through to set up a prepaid or fund an offender debit 
account. 

PROVIDE THE FOLLOWING: 

18.12 Your understanding and ability to adbere to the requirements specified in section 
18.0. 

PCS Response: PCS has read, agrees and will comply. PCS's Customer Service department 
meets all of the State's requirements and PCS will develop and mOC-specific website 
following contract award. 

18.13 Wbat are the propOsed hours of operation that your Customer Service Center be 
operational? 

PCS Response: PCS has read,. agrees and will comply. PCS's IVR and Jive representatives 
are available 24/7 / 365. 

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

PCS Response: PCS has rcad;agrees and will comply. PCS has Customer Service Centers in 
Los Angeles and Fon Worth, as well as a call center in Mexico to service our Spanish speaking 
customers: 

Los Angeles Customer 
Service Team 
11859 Wilshire Blvd. 
Los Angeles, CA 90025 

Fon Wonh Customer 
Service Team 
4800 Alliance GMeway 
Freeway 
Fon Worth, TX 76177 

Devcor Teleservices 
Av Insurgentes sur 263 
Col Roma Oelegaci6n 
Cuauhtemoc Mexico O.F 
06700 

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? 

PCS Response: PCS has read, agrees and will comply. PCS has more than 100 Customer 
Service Representatives (CSRs) and 10 lead CSRs directly employed by PCS. PCS continually 
adds call center representatives to ensure we meet our best-in-c1ass service levels. PCS will add 
additional staff if we are awarded this contract. 

18.16 Describe your current CSR training program. 

PCS Response: PCS has read, agrees and will comply. PCS has established a rigorous 2-week 
training program for our newly hired CSRs. This program covers not only the tactical skills 
required to operate the systems and applications, but spends more time on general customer 
service best practices. The new CSRs must pass three approval levels before being granted 
official acceptance to the team, and approximately 20% of new hires do not meet this 
standard. Because PCS holds high service standards, these 20% are not offered full-time 
emplo)ment as customer service representatives. 

For ongoing training purposes, PCS's Customer Service Representatives (CSRs) are constantly 
monitored, and they are tested, scored, and trained on the se",,~ces they provide. PCS uses 
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these findings to identify areas in which additional training could be utilized to further enhance 
our customers' experiences with our service team. 

Monitoring all customer service interactions opens a portal for customer feedback. and allows 
pcs to proactivdy address customer needs and respond to complaints as soon as they are 
vo~ced. By constantly monitoring, testing, and training our Customer Service Representatives, 
PCS can ensure that the information they provide is accurate, complete, and up to date, and 
that the services they administer-such as prepaid account set-up--are conducted in a simple 
and efficient manner. 

If a CSR receives a call that he or she cannot handle, they iriunediatdy escalate the call to a 
Lead or Supervisor. If the Lead or Supervisor needs further assistance, they send an email to 
our internal customer service dept. Our normal resolution time for issues escalated all the way 
up the chain is within 24-48 hours excluding weekends and holidays. End users can also fax 
(8002966971), mail (12021 Wilshire Blvd, p~m233, Los Angeles, CA 90025), or email . 
(customerservice@teampcs.com) any questions or concerns they may have directly to our 
internal customer service dept (same resolution time frame). 

18.17 How many hours of training per year does each CSRreceive? 

PCS Response: PCS has read, agrees and Will comply. Ongoing training is extremely . 
important to ensure we maintain a top-tier tearn. PCS provides training for all new initiatives, 
services, or promotions, as these updates occur. PeS also conducts regular refresher and 
"continuous improvement". training for all CSRs. 0;' average, a CSR is in training 10 hours 
per month. This training does not include individual one-on-one meetings with.their 
supervisor, which'can occur as frequently as once a week. . 

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

PCS Response: PCS has read, agrees and will comply. PCS's Customer Service 
Representatives routinely handle issues such as setting up prepaid accounts, customer billing, 
call rate inquiries, disputes, credits, refunds, complaints, and questions. Any issue that cannot 
be resolved prompily is esCalated immediately and for billing issues PCS's CSR's are instructed 
to conference call the customer's LEC and remain on the 'line to walk the customer through 
any issues or to receive information directly from the LEC necessary to immediately restore 
service, or confirm payments. PCS CSRs do not require customers to call us back. with 
information, once they take a call they remain with the customer imtil the issue is resolved or 
escalated. 

The vast majority of our Customer Service calls are resolved in a single phone call; this level of 
customer care means facility personnel spend less time addressing questions and issues from 
offenders and their loved ones. 

Collect Call Billing Disputes 
Customers sometimes contact us t.o dispute collect call charges they receive on their telephone 
bill. Customers may deny knowledge of accepting the collect call or they may dispute the rate 
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that was billed. PCS includes our toll-free Customer Ser\~ce number on every customer's bill 
so that customers may easily contact us to resolve any issues or complaints. 

Collect call billing dispuies can be critically researched since PCS has access to both call receipt 
and call recording records: 
I. After a customer has submitted the disputed call detail to us, the line item specifics are 

matched to the in-house call completion records to ensure we are verifying the correct 

items. 

2. Call recording details are also utilized to achieve the following: 

a) For verification of call acceptance to the BTN in question. 

b) To verify the name or names of the receiving party(s) to better aid the end 
customer in determining who in their household may have received the 
disputed calls. 

c) To check for call routing problems. In rare cases, calls can pass to the 
same primary telephone number with a different area code if not all area 
codes arc covered in the outbound call mapping table(s) for a given BTN. 
In these rare instances, the call recordings allow us to catch s~ch anomalies 
and credit the appropriate parties.' 

Dropped Call Billing Disputes 
Customers initiate Dropped Call Billing Disputes when a call is dropped and they are required 
to call in again, resulting in an additional connect fee. PCS has stringent resolution procedures 
in place to ensure that customers are not charged multiple connect fees for what is essentially 
one phone call. 

All dropped call credit requests are verified through the call recordings generated on-site. 
The protocols rdating to the calculation of credits arc currently very generous, with many 
customers receiving full credit on calls that incur a drop problem. 

1. Collect dropped call credits: 

These credits are processed in m·o ways: 
• Back through the billing agent that currently has the agreement with their local 

phone pro\~der. 

• 1\lay also be applied to the prepaid balance on an alternative phone number (cell 
phone, etc). 

2. Prepaid dropped call credits: 

These are credited right back into the prepaid account balances. In cases where the 
credits are to be applied after an account has been refunded, the call credits are still 
applied to the prepaid account and then credited back to credit or debit card the 
customer utilized for their prepaid payments, when possible. 
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18.19 Indicate your understanding, ability, and agreement to comply with the one-time 
courtesy credit requirement. 

pes Response: PCS has read, agrees and will comply with the one-time courtesy credit 
requirement described in Requirement 18.9. 

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. 

pes Response: PCS has read, agrees and will comply. Please see Requirement 18.18 for the 
process that PCS uses to investigate customer complaints and to provide credits or refunds for 
dropped calls. . 

PCS has stringent resolution procedures in place to ensure that customers are not charged 
connect fees for phone calls that are disconnected or of poor quality. 

All call credit requests are verified through the call recordings generated on-site. 
The protocols relating to the calculation of credits :ire currently very generous, With many 
customers receiving full credit on calls that are of poor quality. 

Collect call credits: 

These credits are processed in two ways: 
1. . Through the billing agent that currently has the agreement with their local 

phone provider. 

2. May also be applied to the prepaid balance on an alternative phone number 
(cell phone,"etc). 

Prepaid call credits: 

These are credited back to prepaid account balances. In cases where the credits are to be 
applied after an account has been refunded, the call credits are still applied to the prepaid 
account and then credited back to credit or debit card the customer utilized for their 
prepaid payments, when possible. 

1821 Indicate your understating and ability to develop and provide a website as specified 
in 18.1 L 

pes Response: PCS has read, agrees and will comply.PCS has read and fully understands 
Requirement 18.U PCS will develop a website specifically for !DOC comrilUnitymembers 
and can also add a hyperlinked logo to the !DOC's website, enabling visitors to instantly click 
through to set up a prepaid or fund an offender debit account. PCS will link to the home page 
of the !DOC site for ease of access. 

182~ _ ~y other information. deemed necessary or appropriate to this section. 

pes Response: PCS has read, agrees and will comply. PCS has no additional information to 
add to this section. 
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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. 

PCS Response: pes has read, agrees and will comply. 

19.2 Offender and public payphone commissions are to be quoted as separate 
commission pefcentage rates. The commission rate for use of the requested public 
Wi-Fi (Section 30.0) may be proposed separately from the phone commissions. 

PCS Response: pes has read and complied. Please see Section 3--Cost Proposal. 

19.3 . No responses should be submitted that propose a zero percent commission. 

PCS Response: pes has read and complied. 

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. 

pes Response: pes has read, agrees and will comply. 

PROVIDE THE FOLLOWING: 

19.5 Complete Attachment H and indicate the commission percentage you will pay to 
the Slate on gross revenue for offender and public payphone calls. 

pes Res~nse: pes has read, agrees and will comply. Please see our completed Attachment 
H in Section 3- Cost Proposal. 

19.6 SpecifY that all commissions are paid on all gross revenues. 

PCS Response: pes has read, agrees and will comply. All commissions will be 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 

pes Response: pes has read, agrees and will comply. 

19.8 SpecifY that all offender and public payphone commissions and WI-FI 
commissions will be paid on gross revenues. 

PCS Response: pes has read, agrees and will comply. All offender and public payphone 
commissions and \VJ·FI commissions ",ill be paid on gross revenues. 

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

PCS Response: pes has read, agrees and ",ill comply. pes will calculate commissions based 
on gross billable calling revenue, which is the per-minute fee multiplied by the number of 
minutes used, without deductions for bad debt, uncollectible charges, line charges, etc. The 
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gross billable calling revenue is multiplied by the proposed commission percentage. 
PCS will not deduct any revenue from the cost of each call before calculating commission. The 
cost of a call is calculated using the proposed calling rates. The rates proposed do not include 
applicable local, state, or federal pass-through taxes and fees, which pes may be required to 

collect on behalf of these government agencies. These government mandated taxes and fees 
are not added to the cost of a call when computing commission payments. 

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

pes Response: pes has read, agrees and will comply. pes has no additional information to 
add to this section. 

20.0 COMMISSIONS - MANDATORY 

20.1 Commissions must be paid on gross revenue. 

pes Response: pes has read, agrees and will comply. As stated in Requirement 19.1, pes 
pays commission on gross revenue. 

202 Commissions must bti'paid on all calls. Including but not limited to the following: 

pes Response: pes has read, agrees and ,-,111. comply. 

202.1 Local and local long distance and IntraLA T A, interLA T A, and interstate 
calls from public payp~ones. . . . . 

. pes Response: pes has read, agrees and will comply. 

2022 Operator aSsisted calls (i.e., collect, third party billing, and person to 
person). 

pes Response: pes has read, agrees and will comply. 

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

pes Response: pes hJ.s read, agrees and will comply. 

202.4 All caIIs placed from lDOC Correctional Facilities utilizing the proposed 
CCS. 

pes Response: pes has read, agrees and will comply. 

PROVIDE mE FOLLOWING: 

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

pes Response:. pes has read, agrees and will comply: PCS pays coinInission on gross 
revenue of all calls, including calls from public payphones, operator assisted calls, calls placed 
using calling cards and all calls· placed from lDOe' through the ees, as described above. 

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

pes Response: pes has read, agrees and will comply. pes is able to pay commission on all 
calling options discussed in Requirement 17.8. . 
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20.5 Any other infonnation deemed necessary or appropriate to this section. 

PCS Response: pes has .read, agrees and will comply. pes has no additional infonnation to 
add to this section. . 

21.0 COMMISSION CHECKS - MANDA TORY 

21.1 Commissions must be paid on a monthly basis. 

PCS Response: pes has read; agrees and will comply. 

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. 

~CS Response: pes has read, agrees and will comply. pes will deliver commission checks 
and the accompanying Commission Summary Reports within 15 days after the end of a billing 
cycle to locations designated by the State. pes can provide commission checks or pay 
commissions via wire transfer., 

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

PCS Response: pes has read, agrees and will comply. 

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

PCS Response: pes has r~ad, agrees and will comply. 

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

PCS Response: pes has read, agrees and will comply. 

PROVIDE THE FOLLOWING: 

21.6 A statement of your compliance with the above requirements. 

PCS Response: pes has read, agrees and will comply with all requirements described above. 

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

PCS Response: pes has read, agrees and will comply. pes currently has an annual financial 
audit conducted by a Certified Public Accountant in accordance ",ith Generally Accepted 
Accounting Principles. TIlls ensures that our records are accurate and complete. pes also 
conducts our own quarterly rate audit to verify that every call is being billed at the rate agreed 
upon with that client. In addition, in 2005 pes hired an independent tdecom industry 
consultant to perfonn a revenue assurance audit of our validation, billing, commissioning and 
reporting processes. The auditor's report verified that commission payments were being made 
accurately and "ithin contractual requirements. 
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COMMISSIONS - DESIRABLE (evaluated as a separate category) 

22.0 COMMISSIONS - DESIRABLE (evaluated as separate category) 

22.1 Commissions should be paid on all local, local long distance, and IntraLA TA, 
InterLAT A, and interstate calIS including the following: 

pes Response: pes has read, agrees and will comply. 

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

pes Response: pes has read, agrees and will comply. 

22.1.2 Calls placed utilizing your company's calling cards. 

pes Response: pes has read, agrees and will comply. 

PROVIDE THE FOLWWING: 

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

pes Response: pes has read, agrees and will comply. pes will pay commission on all call 
bands; payphone calls. placed using commercial credit cards and PCS's company callingeards. 

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 Section22.0: If you are unable topay 
commissions on any call type listed in Section 22.0, it should be noted here. 

pes Response: PCS has read, agrees and will comply. pes will pay commission on all call 
types described in Section 22.0 and Section 20.0. 

22.4 Any other information deemed necessaJY Or appropriate to this section. 

pes Response: pes has read, agrees and will comply. The pes Team has no additional 
information deemed necessary or appropriate ,at this rime. 

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. 

pes Response: pes has read, agrees and will comply. Please refer to the Project Pian 
provided in Appendix K to learn more about how we achieve this. 

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. 
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23.1.6 Detailed project management plan thill specifies how the Res""ndent 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 Res""ndent deems necessary for this section. 

PCS Response: PCS has read, agrees and will comply. Please refer to Appendix K in the 
CONFIDENTIAL envelope for the proposed Project Plan and Requirement 23,2 for more 
detail about how we ",ill meet the requiremcots above. 

PROVIDE THE FOLLOWING: 

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

PCS Response: PCS has read, agrees and will comply. PCS has provided the plan requested 
that includes the elements listed in 23.0 and more as Appendix K. PCS has provided a 
detailed transition and implementation plan that includes timelines for all IDOC facilities, 
public payphones, \Vi-Fi, detail of the transition from the incumbent vendor to PCS's CCS, 
IDOC staffing requirements, a project management plan, downtime, system testing methods, 
and more. 

PCS follows the Best Practices of the PM! Institute in developing Project Control documents 
for large implementations. Each Project Control document includes the following sections: 

Section Purpose 

Clearly identify and provide contact information for the 
1. KEY STAKEHOLDERS Project l\!anager, Installation Team leaders, Client Project 

contact etc. 

A record of all changes incorporated in the current 
2. REVISION RECORD version of the Project Control Document including when 

the change was made and who made it, 

3. DEPARTMENTAL ROLES Clearly spell out exactly what the deliverables are for each 

AND RESPONSIBILITIES 
PCS department involved in the Project. For example: 

Backoffice systems, integrations, validation, 
network routing, nctv.·ork-to-neru,oork 

ITM 
interfaces, workstation access, firewalls, 
CDR processing, e..'I[temal access (VP~l, 
data warehouse, SOPHH reporting, PI~IS, 
system alerting (Cognos) 

-------~------~ -~- -- ~---~-.""--- ""-- - --"',, 
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Section Purpose 

Revenue 
Assurance 

Rnance 

Legal! 
Regulatory 

Marketing 

Client 
Services 

BilIiDg agent, threshold policies, revenue 
reporting, commission processing, 
commission cycle changes, contact info for 
commissions and invoices. debit invoicing, 
Cogoos alen thresholds, debit and prepaid 
taxation changes, CDR raring 

Account entty into Solomon, deferred 
income reponing, leasing requirements and 
financmg [mstall and removal), equip book 
value, \vrite-offs, cost model 

Tariffs and filings, contract negotiations and 
modifications 

Rate postings, markering collateral, rate 
changes, product policy, change of semce 
notice 

Customer approval and communications, 
training, contract deliverables, managing 
customer expectations, refund policy, for 

,products . 

3. DEPARTMENTAL ROLES Technical supponfor account, escalation 
- 0 S - procedures, gathering the info required to 
'AND RESP N. IBIUTIES - Tech, 'suppon the account, configuration and- -

--------, '(CONT.)---.----_ ---' ----- -Supp~-rt-! --', docum~ntation of features, staffinli· 

Engineering requirements, system design/huild/testing, 
escalated hardware support, hardware 
development, dialing instructions 

Reid 
Services! 
Network 

Customer 
Service 

Suppon perSonnel [Install and 
maintenance), changes to cabling and 
infrastructure, changes to the network, 
"current neturork configuration., netWork 
pricing and pro,~sioning, network 
hardware, suppon and capacity planning for 
the new NAS location(s) 

End-user support, understand the products 
to be supponed, understand the process 
changes related to products, staffing 
requirements 

Software ITS features; sof""-are, and development 
Develo ment 

-------~---~---------------
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Section Purpose 

4. PROJECT OVERVIEW 

5. PROJECT REQUIREMENTS 
AND DELIVERABLES 

6. PROJECT MILESTONES 

7. COMMUNICATIONS 
PLAN 

176 of 224 

Project 
Operations 

Evaluate current and future implementation 
projects and make decisions in regards to 
priority. resource allocation, financial 
commitments. and schedule; cooduct 
resource and capacity planning based on 
forecasted workload; define policies and 
procedures to streamline the 
implementation process; develop training 
policies for internal stakeholders; provide 
oversight to cross-functional Teams on 
implementation related questions and 
concerns; prepare post-inipl~entation 
documentation to transition completed 
projects to technical sen;ces; plan, track, 
and implement core products and sen;ces 
such as offender phone systems. video 
visitation. partner integrations, debit cards. 
payphones, and kiosks; complete adds. 
moves, and changes to existing accounts 
where field work is required 

Project Overview to include at a minimum: 

4.1 Project Description 

4.2 Project Scope 

4.3. Assumptions 

4.4 Constraints 

Identify each item/ service/ function required by the 
proposaIl contract including a reference to the exact 
description/contract language. 

For each client requirement and intermediate 
requirement on the project path, identify who owns 
that deliverable and the estimated completion date. 

For each step on the project plan and critical path, define 
what needs to be communicated, to whom, the method 
by which that person needs to receive communications, 
from whom the communication should come, and the 
frequency and timing of the required communications 
(once, weekly, after completion, when beginning etc.) 
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Section Purpose 

8. QUALITY MANAGEMENT 
PLAN 

9. CHANGE MANAGEMENT 
PLAN· 

Quality Management is a critical component to the way 
the PCS Team plans and executes projects. PCS has a 
Quality Control Department headed by a PMP certified 
Quality Assurance Manager who is responsible for 
creating, enforcing, and maintaining the Quality Control, 
Management, and Assurance processes and documents. 

There are several ways in which the need for a change' 
may be identified, but some of the more common include: 

• A variance in a key performance indicator (KPI) 
found by either the automated quality control 
process or during a quality assurance audit. 

a A defective deliverable that must be corrected 

a An opportunity to take preventative action to 
prevent a negative impact to the project's scope, 
schedule, cost, or quality. 

Once the need for a change has been identified, a chimge 
request is created in PCS's Enterprise Ticketing System 
and. tracked through the Integrated Change Control 

________ , _________ 'process;---- - -, -------------- -----1------

10. RISK MANAGEMENT 
PLAN 

11. PROCUREMENT PLAN 

2, Technical Specificofions 

A comprehensive Risk Management plan including Risk 
Management Planning, Identification, Quantitative Risk 
Analysis, Risk Response Planning and Risk Monitoring 
and contr"l methodologies will be prepared in accordance 
with PMI best practices. RiskIdentificationwill include.an 
assessment of the likely inputs that would cause, and 
outputs that would result from each risk occurring as well 
as mitigation steps. Risk Assessment will include 
assessmentS of Likelihood, Consequence and Priority for 
each identified Risk and categorize them by.r\tanagement 
Strategy type and assign responsibility for Monitoring and 
Control accordingly. Risk Monitoring and Con'trol will 
include strategies to manage each risk's inputs (causes) 
and mitigate each risk's results. 

A complete list of all items and services required will be .. 
prepared by the Project Manager including a performance 
description, Date needed by and person authorized to 
purchase for each item and/or service. 
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Section 

.12. HUMAN 
RESOURCE/STAFFING PLAN 

13. PROJECT 
ORGANIZATION CHART 

14. APPROVALS .. 

WORK BREAKDOWN 
STRUCTURE (WBS) . 

CRITICAL PATH 

ROLE/RESPONSIBILITY 
ASSIGNMENT MATRIX 
(USING A RACI FORMAT) 

SERVICE LEVEL QUALITY 
CONTROL PLAN 
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Purpose 

Based on the Project Plan (see Attachment q the 
Project Manager will determine the exact staffing needs 
for each phase of the project and prepare a breakdown of 
the personnel required, responsibilities for each role and 
reporting structure for each phase. 

The project manager and executive sponsor for the 
project will define the reporting structure for all phases 
and all involved personnel. -

The Executive sponsor and Project IV!anager will rev;ew 
and sign the plan as presented. 

The Work Breakdown structure (project Plan) will be 
appended to the Project Control Document. 

mfi~~:-~'· ~ji L ~{;:;~I .•.• 
!··~,ji ~~: I~~ 'l -_~ <: 

:_~:=::-:-:-;:~:""o:-~~ 

. Please see A.ppendlx K 

The Critical Path, including the required precursors for 
each phase of the project will be appended to the Project 
Con Irol Documen t. 

A Roles and Responsibilities Assignment Matrix will be 
appended to the Project Control document. 

~~~L~! 
~! ~;;: dillI 

. (ill] i!f,~7 

The Quality Control Plan ",;II be Appended to the Project 
Control Document 

2. Technical Specificanons 

-----, 



Indiana Departments 01 Administration & Correcfions 
RFP No. 10-55 

t:XHltH I C
Page 111 of 4//5 

~PCS 
Publk ~!icnicft 

Offender.P.ov.IeleotloIle.S.!'.rvice:...-_________________ ..:.. ____ _ 

Section Purpose 

INTEGRATED CHANGE 
CONTROL PROCESS 

An easy-to-follow flow chart of the change control 
process will be appended to the P.C.D. 

TheSe methods have been developed based on the Project Management Institute's studies of 
thousands of cross-discipline engineering projects around the world and are elaborated and 
updated in the PMI's Body of Knowledge publications--regarded world-wide as the gold 
standard of best practices. Following these processes from requirements gathering, planning 
and procurement all the way through to' testing and assurance \v:ill enable pes to deliver every 
item, service and function IDOe has requested on-time and with a minimum of disruption to 
moC's normal work procedures and environment. 

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

PCS Response: PCS has read, agrees and will comply. The Project Plan for this transition was 
created byPCS's'Program Manager, Chris Moore, who is a certified Project Management 
Professional (PMP) through the Project Management Institute (PM!). Mr. Moore also holds 
an MBA through Florida State University and will be the Project Lead and an ongoing 
Account I\lanager for IDOe once the transition is complete. 

24.0 EXPERIENCE AND RELIABIUTY -MANDATORY (Evalaated UaderOveraU 
Maaagement Jac!gmeat) 

. 24.1 Experience and reliability of the Respondent's organization and service :wi1ltM. ____ _ 
------. ---------------oonSidere'riiltlie ev3lWition process:' Therefore,-the Respondent is advised to 

subinit any infonnation which documents successful experience and reliability in 
providing and impleinenting the services requested herein. Specifically the 
Respondent should fully describe any prior experience in providing offender; 
Public Teleph~ne, long distance, internet, Wi-Fi, and operator services. 

PCS Response: PCS has read, agrees and will comply. pes has provided the requested 
information in Requirement 24.2 below. 

PROVIDE THE FOLWWlNG: 

242 Any infonnation you believe best documents your organization'S experience and 
reliability regarding the serv.ices requested in this RFP. 

PCS Response: PCS has read, agrees and will comply. PCS is focused solely on delivering 
()ffender communications solutions to the corrections industry. Our success comes from 
listening to our clients' unique requirements and then creating reliable solutions that revolve 
around the needs of the correctional fac!lity and those of their constiiuents. 

Today, pes is the third largest provider in the country of offender communications services, 
pes provides Offender Telephone Services to: . 
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• More than 240 facilities located in 30 SLotes; 

• 9% of all offenders in the US, 14 of the hundred largest correctional departments, and 
9 of the 50 (18%) State Departments of Corrections 

(? 

.0 ....... 

~.ING 
·SOUTH 
DAK .... 
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COLO. ""'S. 

NEWIUICQ 

\ 
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Our extensive experience with federal, sLote, county, city, and private correctional facility 
accounts includes providing services to: the States of Missouri; Nebraska; Iowa; Idaho; 
Vermont; Maine, MonLona and New Mexico and for agencies across the country from San 
Diego, California to ruker's Island, New York and from Manatee County, Florida to Seattle, 
Washington. 

Creative Customized Solutions 
We hold up as an example of our creative approach to customer problem solving our 
pioneering of multiple calling options. These calling options, combined with our billing 
arrangements with a very large number of billing companies and CLECs, result in a higher 
caIl completion rate and, ultimately, more revenues for the facilities we serve. 

PCS developed the first International Debit program for the federal Bureau of Prisons' 
European division; and in response to a specific request from the United States Attorney 
General, Congress and the Department of State, PCS developed, installed and oversaw the 
first domestic and international "pro bono" service linking hundreds oflocal and state facilities 
under contract with the Federal government in the US. 

PCS also designed and developed the first electronic debit calling systems in the nation. Tbis 
led PCS to implement the first hybrid calling systems, which interface with commissary 

18001224 2. Technical Specificalions 



Indiana Departments of Administration & Corrections 
RFP No. H)-55 
Offenderl'avJeleohone S_e!Y!c'"'e"---_~~ ____________________ _ 

systems to conveniendy support a ",ide range of coUecr, prepaid eoUeet and debit calling 
options. We have since deployed debit and/or prepaid coUect programs in more than 80% of 
our instaUations. 

PCS strives to complete more debit caUing than any other vendor, resulting in increased 
revenue for the facilities we serve. Our three redundant data and network centers routinely 
process: 

• More than 3.6-million completed caDs per month (including 1.5-million completed 
debit caDs per month) 

• More than 30-million minutes of caUing per month (including more than 12-million 
debit minutes per month). 

Our experience has shown us that prepaid, and debit solutions are more cost-effective than 
coUect services, resulting in lower caD rates for offenders and their friends and families, while 
at the same time enabling us to maintain aggressive commissions for our correctional partners. 

pes: Not Just an Offender Phone Provider 
PCS provides more than offender phone services. Among aD the facilities we serve, PCS 
manages more.than 5,000 payphones across the country, including in State DOCs such as the 
Montana Department of Corrections. 

PCS has also tested and deployed CeO Detection services. PCS currendyhas a fuUy operational 
ceU detection system at Reeves County Correctional. Center (RCCC) in Texas. The ceO phone 

____ . ___ detection_system_instaUed_by_PCS-monitors-and~logs-aD-ceO-.phone-usage-within-the--·---------
correctional facility 24/7. 

During this project the RCCC was provided a listof all active ceO phones and in which 
housing unit me beacon was originating. Any new phone identified was submitted to the 
RCCC staff, and confiScated phones were logged and identified The aggressiveness of 
housing unit searches was soldy guided by RCCC protocol and procedures. The mottitoring of 
phones aDows the security teams at this facility to target PODs where ceO phones are 
frequendy used. 

The success of this project cannot be understated. Officer and authorized phone numbers 
were identified, and tracking of illegal. phones was proven to capture 100% of the phones 
in the designated areas. . 

Reliability 
The PCS CCSis designed and built for reliability. Reliability is provided through high-quality 
components, multiple hardware redundancies, network design, data' backups, and constant 
remote monitoring and diagnostics. PCS strives to achieve maximum system uptime with 
minimal staff intervention. In designing the CCS, PCS identifies and establishes contingency 
plans for the single points of failure (SPF). If the SPF is hardware-related, PCS rnay instaU a 
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redundant component, leave behind a hot-standby, or setup automatic reroutibg of processes 
to elirninate system downtime. 

In regards to SPFs in the network, pes installs carrier grade hardware and circuits and holds 
its vendors to strict Service Level Agreements to maintain the highest levels of sen.-ice. Both 
pes and its network vendors monitor the health of the network and automatically generate 
trouble tickets and sen-ice dispatches should a problem arise ,,~th the network. While it is 
nearly impossible to guarantee 100% uptime for all systems, networks, and components, pes 
has addressed all known SPFs to virtually eliminate downtime. 

Full System and OperC!tions Support 
From system design, installation, and implementation to client and customer'support 
(incl";dirig in-house billing and support), the PCS CCS is designed to let your people do their 
jobs better, faster, and easier. \Ve start before installation, conducting a thorough site analysis, 
r<!'--iewing your needs and requirements to create a detailed implementation schedule. We then 
work mth your staff to create a seamless technical and operational transition. We strive to 

ensure a fully integrated solution with existing software systems such as jail management, 
commissary, and offender banking, and provide unparalleled customer service and support. 
Our job is not just to support your systems and personnel now but also in the future. And 
because the,CCS is scalable, you'll have the right technology and se,.,,-ices today and, as needs 
change, in the future. 

pes welcomes the opportunity to put our 20+ years of industry knowledge, innovation, and 
e""perience to work for IDOC. This proposal offers a reliable, cutting-edge offender telephone 
system that includes full network infrastructure deployment; 24--hour billing/inquiry sen-ices 
for offenders' families and friends; an extensive, easy·ta-use suite of call management and 
investigative tools; redundant data centers that maintain call data and recordings; and client 
support by Clierit Services, Operations, and Information Technology Management (ITM) 

. teams dedicated to practical, useful system implementations. 

To demonstrate the level of service offered to our clients, PCS has prm-ided Letters of 
Reference from several of our satisfied clients in Appendix B. 

Publicall 

Publicall has been sen-icing payphone equipment for over 25 years and has been maintaining 
the payphones for the State of Indiana for the past 6 years. This experience, both ",ithin 
Indiana and throughout the country, has given Publicall a unique understanding of what the 
State has today and how things could be improved in the future. 

Over the past 10 years Publicall has also implemented a number ofWi-Fi solutions at airports 
and public facilities throughout the Country. Some of these locations include: 
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• ,Newark uberty Airport 

• 

• 
• 

LaGuardia Airport 

Kennedy Airport 

Phoenix Sly Harbor Airport 
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• Miami Dade Airport 

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

pes Response: pes has read, agrees and will comply, 

pes: A History of Firsts 
As a result of listening to our clients' unique requirements and then creating solutions that 
revolve around the needs of the correctional facility, pes has had many firsts throughout our 
23-year history. We have listed these below: 

• 

• 

• 

• 

• 

• 

In 1987 pes installed some of the first ;;lIegrated recording and monitoring systems, 

pes deployed the first live, remote network monitoring systems for offender phone 
networks 

pes developed the first international collect program for the Federal Bureau of 
Prisons in Europe , 

pes developed the first international Debit calling options & hybrid calling programs 
for the INS 

pes created the first interfaces with JMS & commissary providers to share PINs 

pes developed the first all-Debit calling program for the State of Iowa 

• -PCS developed the first databases of offender ~all activity from multiple locations to 
track & prevent fraud ' 

'-PeS-developed'the'fust-cardlessDebit callinin,rogmn--

• 
• 

• 

• 

• 

• 
• 

• 

• 

pes developed the first real-time' call validation interface with LIDBs 

pes was the first to put revenue & commission into our online database so that clients 
could see the sarn~ financial information we see and verify their commissions 

pes developed the first Web- interface to make our databases of offender & phone 
call histories available to our clients online in real-time 

pes deployed the first truly always-on voice & data MPLS network for rrs 
applications 

pes offered the first true anywhere, anytime, remote access to all call management _ 
applications -

pes developed pro-bono calling for the INS 

pes developed the first PIN-operated visitation phone system with recording, 
monitoring, & logging 

pes developed the first browser-based call management application so that all features 
worked through an' HTML interfacewitliout users needing any additional software 
installed on their computers 

pes developed the first Reverse Look-up function 
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.• 'PCs was the first ITS vendor to develop the ability to identilY calls to ceU phones' 

pes developed the first offender tip lines on which alerts could be set to notilY 
investigators each time a message was left 

• 

• 
• 

25.0 

pes developed the first caUing option to bill coUect calls to cell phone accounts 

pes develops integrations with conunissary providers to offer conunissary ordering by 
'phone 

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. 

pcs ResPonse: pes has read, agrees and will comply. 

25.1.1 The primary account manager must bave at least 5 years of experience 
directly related to the public and offender paypbone industry. 

PCS Response: pes has read, agrees and weill comply. The experience of pes's primary 
Account Manager, Mr. Chris Moore, exceeds this requirement. Mr. Moore is a member of 
pes's elite Key Accounts T earn and has more than 11 years of experience planning, designing, 
implementing, and maintaining public and offender phone systems. Where many account 
managers are simply sales people with limited relevant technical experience in the corrections 
market, Mr. Moore is the Solutions Engineer and Program l\1anager for pes's Indiana 
proposal. Mr. Moore personaDy designed the network and hardware solutions for the IDoe 
as weU as the implementation and project plans. The specialized technical content and 
cost/pricing proposals were also prepared by Mr. Moore. Mr. Moore is a PMP certified 
Project Manager and will serve as the Program l\1anager over the transition of service, the lead 
trainer, and the ongoing post-implementation account manager. Ha,;ng served as the 
Program Manager for a number of pes's State DOe contracts and ha,;ng been directly 
responsible for every facet of PCS's public and offender phone system proposal for the State 
of Indiana, Mr. Moore is the ideal candidate to serve as the State's primary account manager. 

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

pes Response: PCS has read, agrees and will comply. PCS's assistant Account l\1anager, Mr. 
Joseph Pekarovic, has telecommunications e"'Perience in the corrections market that far 
exceeds this requirement. l\Ir. Pekarovic has more than 23 years' experience in the public and 
offender pa}'Phone industry. Mr. Pekaro\ic has been in"olved with the sales process, 
implementation, and ongoing support for the States of Missouri, Idaho, Iowa, Nebraska, 
Montana, New Mexico, New Hampshire, Vermont, and Delaware. I-Ie has also been the point 
person for contracts with the Department of Homeland Security, the City of New York, and a 
number of City, County, and Private Institutions. Mr. Pekarovic is the third member of the 
PCS Key Accounts team, along ",ith Mr. Chris Moore and Mr. Andrew Merrill, and has been 
intimately involved with the preparation of PCS's public and offender phone system proposal 
for the State. 1bis breadth of experience and focus on large correctional customers makes Mr. 
Pekarmic the ideal candidate to serve as the State's secondary account manager. 

----.-~-- --,.,---".-.... _.,,,-----
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25. I .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. 

pes Response: PCS has read, agrees and will comply. 

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

pes Response: PCS has read, agrees and will comply. 

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

pes Response: PCS has read, agrees and will comply. To ensure thatPCS's technology and 
services package for the IDOC adapts and grows to meet the State's evolving needs over ~e 
contract term, /vir. Moore will meet with all IDOC and lOT personnel Who use or depend on 
PCS services and software. During this Quarterly Business Review IDOC will have an 
opportunity to review the state of the CCS; receive supplemental training or introductory 
training for their o"'n recendy hired personnel; and have an opportunity to hear about new 
product offerings or enhancements. 

IDOC ""ill have a chance to review and discuss whether the existing system is fully meeting 
the e>;pectations defined during the original contracting and installation process and will be 
offered information based on a consultation with i>CS's in-house financial and technical 
experts about how modifications in the existing system might help better satisfy them. 'For 
instance if records indicate that phones installed in some locations are being used less than 

. expected or some phones are being used continuously our regional client services 
representative can show them how potential reconfigurations might help them improve 
offenders' and offenders' friends' and 'family's. satisfaction and / or enhance revenue generation 
for the client. 

nus review process and expertise will be offered throughout the life of the contract and is 
essential to ensure the State's continuous· satisfaction with PCS offerings even as usage 
patterns and the DOC's expectations change over time. 

25.4 The State has the final approval of all account inanager(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). 

pes Response: PCS has read, agrees and will comply. 

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 accounL . 

pes Response: PCS has read, agrees and will comply. 
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Chris Moore. Primary Account 
Manager 

Joseph Pekarovic. Assistant 
Account Manager 

11859 Wilshire Blvd, Suite 600 
Los Angeles, CA 90025 
chris.moore@teampcs.com 
Contact Number: (310) 954-5418 

11859 Wilshire Blvd, Suite 600 
Los Angeles, CA 90025 
joe.pekaro,~c@teampcs.com 

Contact Number: (310) 954-3015 

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

PCS Response: PCS has read, agrees and will comply. PCS has provided resumes for 
primary Account Manager Chris Moore; and Assistant Account Managers Joe Pekarovic ·and 
Andrew Merrill in Appendix I. 

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

PCS Response: PCS has read, agrees and will comply. In addition to the highly qualified 
primary and secondary account managers, PCS will also provide a third resource, Mr. Andrew 
MerriU, to ensure contract compliance and that the State's needs are fully being met. Mr. 
Merrill has been deeply involved with the State of Indiana for the past 5 years and has a 
complete understanding of the current public and offender phone contract as well as how the 
State would like for the service of this contract to improve. Ivlr. Merrill has worked from the 
ground up to capture needs at various levels of the State and to distill those needs down to a 
clear set of performance standards for PCS. As part of the Key Accounts Team, Mr. Merrill 
will co·own the success of this account with Mr. Moore and Mr. Pekaro'~c and \ViII be part of 
all training and quarterly account meetings as well as the ongoing support of the account. I\.lr. 
Merrill's resume can be found with Mr. Moore's and Mr. PekarO\~c's in Appendix I. 

PCS's J\ccount Managers are responsible for post-sales, implementation and non-technical 
support acti\~ties of PCS products and se,,~ces. They work closely with many other groups 
inside our organization to effectively manage the account and meet our customer's 
expectations during the term of their contract as well as a way of tracking and quality control 
for our service approach. primary responsibilities will include: 

Account Management 
• 

• 
• 
• 

• 
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Meeting regularly with the lDOC to review their account and ensure their 
satisfaction 

Working with other PCS departments to resolve client issues 

Enhanced tracking of support calls and e-mails and prioritizing client requests 

Evaluating lDOC traffic and revenue by working ,,~th Finance, Revenue 
Assurance and Marketing to dC\-elop an IDOC specific business plan 

Corresponding v.-ith the 100C, writing notifications, contract revisions and 
renC\val efforts 
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• Quality Assurance 

• 
• 
• 
• 

Reviewing commission reports and reporting tools ,,~th the IDOC 

Ensuring that all workstations and service platforms are appropriately set up 

Obtaining client sign-off on all agreed contract items - post implementation 

Conducting various site surveys and site visits to ensure complete State 
satisfaction 

Periodic Business Review 

To ensure that PCS's technology and sel"l;ices package for the State adapts and grows to meet 
the State's evolving needs over the contract term, Chris Moore,Joe Pekarovic, and Andrew 
Mertill will meet with all IDOC and lOT personnel who use or depend onPCS services and 
software. During this Annual Business Review (or semi-annual or quarterly) clients will have 
an opportunity to receive supplemental training or intrOductory ttaining for their own recently 
hired personnel; and have an opportunity to hear about new product offerings or 
enhancements. 

The State will also have a chance to review and discuss whether the existing system is fully 
meeting the expectations defined during th!, original contracting and installation process and 
will be offeted information based on a consultation with PCS's in-house financial and 
technical experts about how modifications in the existing system might help bener satisfy 
them. For instance if records indicate that phones installed in some locations are being used 
less than expected or some phones are being used continuously our regional client services 
representative can show them how potential reconfigurations might help the:m improve 
offenders' and offenders' friends' and family's satisfaction and / or enhance revenue generation 
for the client. 

26.0 SUBCONTRACTING-MANDATORY 

26.1 Respondent must provide the State with a list of all subcontractors and their areas 
of responsibility tha1 you intend on using to fulfill the tetmi; of this RFP and 
resulting contract. 

PCS Response: PCS has read, agrees and will comply. 

PROVIDE THE FOLWWING: 

26.2 A list of all intended subcontractors. 

PCS Response: PCS has read, agrees and will comply. PCS intends to subcontract with the 
following: 

• BCForward (MBE-certified) in partnership with Publicall 

• CSCI Consulting (WBE-certified) 

PCS has provided the Subconttaetor Commitment form for these subcontractors at the end 
of Section L 
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26.3 Detailed description of what each contractor will be responsible for perfonning 
under this RFP. 

PCS Response: PCS has read., agrees and will comply. 

BCforward - MBE Subcontractor 
BCforward will provide the following staff as a subcontractor for PCS at Indiana DOC: 

• 

• 

• 

• 

• 

Ten (10) Site Administrators (SA) - Site Administrators handle the diy-to-day 
administrative duties related to the offender phone system. They may perform manual 
data entry, respond to inmate complaint forms, enter blocked or allowed numbers, and 
may even replace parts in broken offender phones. 

Four (4) Phone Technicians O'D Phone Technicians are the "field techs"who 
install and maintain both the offende~ and public payphc"'es. They will perform 
physical rL1'airs as well as new installS. They will also be responsible for collecting the 
coin phones and servicing the Wi-Fi. 

2 - 4 Cell Detect/Control Technicians - Cell Detect/Control Technici..ns will be 
responsible for running the cell detect/control hardware including physical install, 
management of the mobile units, troubleshooting/repair/maintenance, report 
generation, and other related duties. These technicians would also be cross-trained to 
handle the duties of the Site Administrators and the Phone Techs. 

State Service Mani!ger - The State Service Manager will be the supervisor for all in
state subcontractor employees. This person would report to the PCS 
Program/Account Manager. 

Implementation/Project Manager This position will lead the subcontractor's 
tearns during the implementation of PCS's solution (phones, hardware, etc.). The 
implementation will be completed within 120 days. 

BCforward will also assist with providing: 

• 
• 
• 
• 
• 

• 

24/7 PayphoneOperator Sen.~ce Call Center 

Installation of 540 public payphones 

Installation of inmate phones 

Cell Detect Yearly 1\laintenance SLA 

Payphones, Enclosures and Pedesrals 

Inmate Phones and Backboards 
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CSCI ConsulHng -: WBE Subcontractor 
CSCI Consultiilg will provide the foUowing services and hardware as a 
subcontractor for PCS at Indiana DOC: 

• VOIP Services (MRC) 

• VOIP Services (LD Tennination) 

• 
• 
• 
• 

CeU Detect Cabling 

CeU Detect Hardware 

Network Attached Storage Devices 

SIP Port Licenses 

• Network Hardware 

• Workstations and UPSs 

• Serrer Chassis 

26.4 A copy of any subcontracts. with intended subcontractors. 

pes Response: PCS· has read, agrees and will comply. PCS ru.s provided copies of the Letters 
of commitment for aU intended subcontractors at the end of Section 1. 

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

pes Response: PCS has read, agrees and will comply. 

BCForward (MBE) 
Todd Tolson 
lOW Market Street, Suite 1300 
Indianapolis, IN 46204 
(317) 493c2017 
todd.tolson@bcforwardcom 

CSCI Consulting (WBE) 
Tonya Hanshew 
8225 E.. 56th Street, Suite B 
Indianapolis, IN 46216 
(317) 757·8764 
tonyahanshew@csciconsulting.com 

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

. pes Response: PCS has read, agrees and will comply. PCS has no additional information to 
add to this section . 

. -~.--~'--~~-~---------------
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27.0 OFFENDER LABOR & TRAINING-MANDA TORY 

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. 

pes Response: PCS has read, agrees and will comply. 

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. 

pes Response: PCS has read, agrees and will comply. 

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

pes Re'.ponse: PCS has read, agrees and .;,..;n comply. 

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

pes Response: PCS has read, agrees and will comply. 

PROVIDE THE FOLLOWING: 

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

pes Response: PCS has read, agrees and will comply. Over the last year, The PCS Team has 
worked with a number of individuals within both the IDOC and PEN to develop a strategy on 
how best to support the State's initiatives for Education and Re-entry. The PCS Team has 
worked with PEN on products for other customers and has plans for additional orders this 
year. As part PCS's education and re-entry plan, The PCS Team contacted the Indiana 
Department of Labor and started the process to create "certification/diploma" programs that 
will give offenders the opportunity to re-enter the community with new skills and a certificate 
or diploma that could be used to help the offender gain employment upon release. The PCS 
Team is prepared to train offenders in the follO\ving areas: 

• 
• 
• 
• 

• 
• 

27.5 
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Repairing and maintaining offender phones and other hardware 

Running and terminating cabling 

Designing and building enclosures and pedestals 

Creating postings, mailings, and marketing collateral 

Creating outdoor instructional and advertising signage 

Monitoring of sex offenders via GPS locators 

Describe how you will work to ensure that the system security is not compromised 
from utilizing offender labor. 
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pes Response: PCS has read, agrees and will comply. Prior to the implementation of any 
certification or diploma programs, The PCS Team will work with the State on security 
protocols and specific facility· rules to ensure that the education/re-entry program complies 
with all necessary regulations. Depending on the specifics of the regulations for each program, 
some of the specific measures include the following: work will be conducted in 
approved/secure areas, offenders will be supervised by either moc staff or by an approved 
PCS employee, any required tools would be checked in/out/inventoried, offenders will never 
be allowed access to internet access or any unapproved content, upon completion of the work 
either IDOC staff or :in approved PCS employee will ensure that no materials leave the 
approved/ secure area. 

27.6 Any other information deemed necessaJ)' or appropriate to this section. 

pes Response: PCS has read, agrees and will comply. PCS is the only vendor that fully 
understands and appreciates the State's focus on education and re-entry. The PCS Team has 
put in more than a hundred hours over the past year to get to know what is important to the 
State, how PEN products works, and what are the most attractive options to the State. Upon 
contract award, The PCS T earn is ready to move forward ",'ith our education and re-entry 
planning and approval so that the programs can be in place by the time the new offender 
phone system is implemented. 

~o ADDfinONALEQUWMENT-MANDATORY 

28.1 Respondent is to provide, install (as necessary),:rod maintain TiYs at correctional 
facilities, and other State. payphone loc:ations at no. cost to the State as req.uested. 

pes Response: PCS has read, agrees ·andwillcoinply. 

28.1_1 TIY equipment sball be portable or of a fixed mount Requirements will 
. vary depending on the need of each site. 

pes ResponSe: PCS has read, agrees and will comply. PCS can provide either portable or 
fixed moUnt TTY equipment. PCS ~ work with each Site to select the TTY units that best 
meet their needs. Please see Appendix D, Equipment Specifications for a description· of 
the features available with the proposed TTY mOdels. . 

28.12 .TIY equipment sball contain a display. 

pes Response: PCS has read, agrees and will comply. The TTY models proposed all include 
display screens. 

28.1.3 TIY eq,!ipment must bave the ability to Print a paper Copy (offender 
pbones only). 

pes Response: PCS has read, agrees and will comply. Please see Appendix D· for a 
description of the features available with the proposed TTY models. 

28.1.4 TIY equipment must bave the capability of being remotely mortitored and 
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. recorded at [DOC fucilities. The CCS must be able to convert nY tones 
into a readable printout or log the call in a text form within the proposed 
CCS. 

pes Response: PCS has read, agrees and will comply. 

PROVIDE THE FOLWWING: 

28.2 Indieate your ability and compliance to supply the requested items above, 

pes Response: PCS has read, agrees and will comply. PCS can supply portable or fIxed 
mount TIY s which have a display and can print a paper copy for offender phones only. The 
CCS can be configured to record the typed text (transmitted as Baudot ASCII or Turbo Code) 
and any voice portions of,calIs using Voice Carry Over or Hearing Carry Over. These calls will 
be recorded and moniiored just like the calls from the standard offender phones. In addition, 
the text portion of theT!Y /IDO call recordings will be automatically converted from 
Baudot ASCII or Turbo Code into a standard searchable text format. 

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

pes Response: PCS has read, agrees and will comply. For the portable TIl' unit, PCS 
proposes the Ultratec Superprint 4425 and for the fIxed mount TIY, PCS proposes either the 
Ultratec M240FS (for outdoor use) or the ST120 (shelf top unit). However, PCS has 
experience with several models ofTIY and can support whichever brand and model the State 
prefers. Product literature for the suggested models and additional supported models can be 
found in Appendix D. Additional information on the suggested models can be found below. 

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

pes Response: PCS has read, agrees and \~ilI comply. Wben the offender picks up the 
handset and places it in the cradle of the TDO/TIY device, they are prompted to dial a digit 
to access TDO/1TY options. Once that option is selected, the TDO/TIY machine displays 
the call prompts on the digital screen. While the call is in progress, the line is monitored for 
standard Baudot code (the communication standard for TDO/TIY). If speech is detected, the 
call will be disconnected. The proposed TDO/TIY solution has the same restrictions on call 
limits, and the entire string of the Baudot code will be recorded as a normal .wav file like any 
other call. 

The CCS can be confIgured to record the typed text (transmitted as Baudot ASCII or Turbo 
Code) and any voice portions of calls using Voice Carry Over (VCO) or Hearing Carry Over 
(HCO). These calls "ill be recorded and playable just like the calls from the standard offender 
phones. In addition, the text portion of the TIY /TDO call recordings will be automatically 
converted from Baudot ASCII or Turbo Code into a standard searchable text format. When 
the call recording is opened, the text for the call ",ill automatically be displayed in a notes type 
fIeld. This text can be searched in the same way as call recording notes. In this way, the system 
will handle the translation from tone to text and will provide transcripts of each TDD /TIY 
call without the need for further processing by IOOC staff. 
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28.5 Any other information deemed necessary or appropriate to this section. 

pes Response: pes has read, agrees and will comply. pes's automated operator offender 
telephone system is designed for use by the hearing impaired. 

pes will work closely with IDOe to ensure that the security features designed into standard 
calling practices are incorporated into the calls made by offenders through the relay centers. 
This includes recordings, blocked numbers, PINs and PANs. pes has extensive experience in 
working with various relay centers to ensure that disabled offenders have the same calling 
privileges and security features designed into their calling patterns as all other offenders. 

I 
I 
I 

--.------.----.----.~.-.-. _0.-_ .. -+_._---_ .... _-_. __ ... __ ._ .. _ .. 
I I i 
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19.0 CELLULAR PHONE DETECTION & JAMMING-MANDATORY 

The State desires the ability to detect, deter, and intercept unauthorized cellular telephone 
use at all !DOC facilities. For the purpose oflhis section, cellular relates to any 
communication device utilized to access any wireless carrier's network to communic;ote 
verbaIly, via textlSMSIMMS 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. . 

pes Response: pes has read, agrees and will comply. pes has been a leader in developing 
and deploying cellular detection solutions. 

-, . t 

In 2009, The pes Team installed the first fully capable Cellular Identification and 
Control System in a U.S. prison and would be happy to arrange a live demo of our web
based cellular detection/identification/c~mtrol and tracking application or a visit to travel to 
one of our client facilities to see the solution in person. The technology installed is a more 
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advanced and updat~d version of the 'platform that was demonstrated at the 
Putnamville Correctional Facility in June of 2009. 

This system is capabie of detecting, jamming and/or capturing phone signals with 
software activation based on the Fee regulations. As services are allowed, these 
services can be activated without additional hardware or transition times. 

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. 

pes Response: pes has read, agrees and will comply. The pes Team believes the surest way 
to eliminate the cell phone problem in prisons is via jarruning and has worked closely with all 
the leading jamming hardware vendors on pilot projects to be prepared to incorporate 
jamming into our system if and when it is approved; but our current cellular detection solution 
(proposed for the IOOq does not include jamming and fully complies with all Fee rules. 
pes has instaUed 'and continues to operate our proposed solution in other correctional 
facilities with strict adherence to aU Fee regulations. The pes Team will work with the 
looe to deploy the legal technologies that best meet your needs and to incorporate new tools 
like jamming as they gain acceptance. 

29.2 Should the FCe not permit jamming, Respondent will work with the State to 
implement alternative technologies to deter and detect cellular use in lDOC 
facilities. 

pes Response: pes has, read, agrees and will comply. 

293 Permanent installation of cellular detection equipment is not required every lDoe 
facility. lDoe requires a minimum of nine systems be made available for lDoe 
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. 

pes Response: pes has read, agrees and will comply. The pes Team's solution is hardware· 
agnostic and can capture information either from a fixed tower or a mobile scanner. 11,e key 
is to keep all the data captured by whatever hardware is used in a single, online, easily 
searchable database. With pes's web-based Cellular Data Management application all 
the data that various hardware options capture becomes useful for investigations and 
seizure or control procedures. 
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CELLULAR 

CeDular Data Management .- Search ceU phone caD records 

29.4 Fixed systems are required at the following IDOC locations:. New Castle, 
Putnamville; Plainfield, Indiana State PrisonIW estville; Pendleton/CIF, Miaini 
Correctional, Wabash Valley, and Rockville. The remaining !DOC sites Will 
require systems that can easily be transported between sites. 

PCS RespoDse:I'CS has read, ~eesand will comply. The ,pes Team will wo~k with the 
managers of each facility"to select hardware that liis eacn prison's space, infrastrucrure and 
procedures. pes's cellular Data Management solution will work with either fixed or portable 
cellular frequency scanners. 

29.5 Antenna installations and any cabling required as part of any p~posed fixed 
solution muSt be permanently moUnted and' confonn with accepted industry 

. Standards for the correctional industry;NEC, Bics;, and a:II other national, state, 
and local regulations relating to fire stopping, electrical and telecommunications 
standards. 

PCS Re~poDse: pes has read, agrees and will comply. 

29.6 All equipment, software, antennas, cables, and other itenis related to the system 
will become the property ofIDOC. During the life of the contract Respondent will 
be responsible for all maintenance; updates, upgrades, and support of the 
equipmenL 

PCS Response: pes has read, agrees and will comply. 

29.7 Additional sy~ms will be installed as required at the request ofiDOC. 

PCS Response: PCS has read, ,agrees and .. rill comply . 

.... ---.~ ..... -~~-..... ---,-~--------------
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. 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 eall to proceed. 
29.82 Ability to record audio from ealls in progress. 
29.8.3 Ability to log all ealls 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, MElD, 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 ealls 

without being recorded, blocked, etc. 

pes Response: PCS has read, agrees and Will comply with Requirements 29.8 through 
29.8;7. These are standard features of PCS's Cellular Control Solution. This daia is stored ~ 
PCS's Cellular Data lVIanagement database and can be searched, sorted, labeled and expanded 
by ~uthorized users. 11,e system will also identify the r-,fIN, IMS and IMEISC number and 
identify the carrier that the cell phone is using. 

Call Data Management - Cell phone use report 

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 requiremenL 

pes Response: PCS has read, agrees and will comply. NLJDs cannot capture the SIM data 
including ESNs that are essential to using Cellular Detection teclmologies for investigations 
and tracking. PCS does not consider them an appropriate solution for the IDOC. 

29.10 Proposed system MUST NOT cause inference with lDOC communications radios 
or other approved electronic devices. 

pes Response: PCS has read, agrees and will comply. The PCS Team's proposed solution 
does not interfere ,,~th radios or other electronic devices. Even in locations where the IDOC 
chooses to have Cellular Capture beacons installed, you can exempt any authorized cell phones 
from being disturbed in any way by using the Phone Editor feature of PCS's Cellular Data 
Management GUI. 
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Simply Select any detected phone (or add a new phone on the screeo below) and click Select, 
to add information about it, authorize its use, identify it as contraband etc. 

LaslName: 

ArsIName: 
.- -

11118: 

IIIN: 

ESN: 

IMst 
lMEl5V: 

Owner. 

Modet 

Natas: 

SlleID: 

p_c 

Joseph 

Test 

3591580234565030 

3591580234565030 

Vendor 

310410167505053 
3591se0234565030 

/ Cnck Edit to change the control """ 
setting for the selected phone, 

click deletll to remove the 
record, or N_ to add a new 

phone numberlESN to this nst 
or uaer-account 

Da10 COntraband Found: 

l.OCaIIon CGnlraban~ 

COntrabandlnm~.· " ..oiII 
I Edilil Delete II New I ....... ""'!!I __ .. !!I!!. __ . _!!!'!. __ !!JII!!I"" 

Phone Editor· Phone DelaO screen 

29. I I Training must be provided to !DOC in the proper operation and setup of the 
proposed solution. Training will take place upon initial ins1allation and throughout 
the life of the contract as requested by IDOC staff. 

PCS Response: PCS has read, agrees and will comply. The PCS Team will provide training 
upon installation and throughout the term of the contract, particuIarly when new capabilities 
are added to the system as pennitted by the FCC. 

29.12 The proposed solution must comply with all applicable State and Federal laws, and 
all FCC regulations. 

PCS Response: pes has read, agrees and will comply. The pes T earn's proposed cellular 
detection solution fully complies with ail State, Federal and FCC rules. 
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PROVIDE THE FOLWWING: 

29.13 Describe in detail what technology you can offer the State a1 this time. 

PCS Response: PCS has read, agrees and will comply, The PCS Team proposes an advanced 
and upgraded version of the CellAntenna qAM-CPC 
solution that was demonstrated to the State at the 
Putnamville Facility in June of 2009. This is the same 
fu\\y operational cell identification and control system 
that we currently have installed in the Reeves County 
Detention Center in Texas. This cellular tower 
replication technology has been proven to detect, 
deter, and intercept unauthorized cellular phones, 

Proposed Solution 
The CellAntenna qAM-CPC Cell Phone Controller (CPC) is an intelligent cellular system that 
serves as a deterrent to mobile phone possession and use in correctional facilities by detecting, 
controlling and managing contraband handsets and SIM cards. The CPC captures the 
following unique serial number information to positively identify a handset and/or SIM: 

• IMEI and the SIM card in use (IMSI) for GSM 

• ESN and MIN (handset telephone number) for CDMA 

The qAM-CPC typically works in conjunction with a distributed antenna system (DAS) 
which delivers precise coverage throughout the designated target areas. Just as a sprinkler 
system can be configured to cover your entire yard without watering a neighbor'S property, the 
DAS is both tunable and configurable to ensure that the CPC signal does not extend beyond 
the boundaries of the correctional facility. The DAS is engineered based on the specific 
environment of each facility in terms of architecrure, housing design and strength of the 
cellular carriers signal within the facility. All distributed antenna systems are designed to 
comply with all Health and Safety regulations that mandate low power emission levels. The 
DAS antennas typically operate at less than 1 W of power per antenna which is the average 
output of most Wi-Fi antennas. 

Unlike other detection and jamming technology, the qAM-CPC does not need to be running 
24x7 to be effective. In 4-5 days of continuous operation the qAM-CPC will detect all the 
contraband handsets in the designated target areas of a correctional facility. Since the qAM
CPC runs on a Windows XP operating system the raw detection data caprured from the GSM 
and CDl\L\ handsets can be exported to a Microsoft Access database manager and report 
writer. PCS has built a custom user interface (GUI) that gives authorized users the 
ability to run custom ad-hoc reports on the C]AM-CPC events. 

In addition to the fixed mount systems, the qAM-CPC is available in a portable form factor 
and can be shared among correctional facilities. 

Whether fixed mount or portable, the PCS CCS will have the capability to do the follo"'ing: 

• Ability to intercept and allow or disallow call to proceed. 
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• Ability to record audio from calls in progress. 

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

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

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

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

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

29.14 Describe what tecbnology you may be able to provide in the future as guidelines 
are established to permit jamming. 

pes Response: PCS has read, agrees and will comply. Through partners, such as, 
CeIlAntenna, The PCS Team has experience with, and access, to jamming technology that is 
currently being used by our military in Iraq and Afghanisran. A clear benefit to the CCS is that 
the engineered distributed antenna system (DAS) can be used with either the CPC-CJAM for 
cellular identification and control or it can be used with the jamming hardware for total denial 
of service. Once the DAS is in place, jamming is a simple as plugging in the jamming 
hardware and then testing and possibly retuning some of the antennas. With this very simple 
migration path, the capital expense and infrastructure can be reused and the disruption in daily 
jail operations would be minimal. 

Migration Path to Jamming 

The PCS Team's partners, such as CeIlAntenoa, have practical experience designing, installing 
and supporting RF jamming systems. They have implemented solutions that can block 
frequencies from 30MHz to 3000 lMHz and cellular telephone jamming systems that use high 
quality filters to jam only the cellular cattier's downlink frequencies (signal from tower to 
handset) primarily for use in correctional facilities. CeIlAntenna has developed a jamming 
system architecture that uses a distributed antenna system (DAS) to propagate the jamming 
signals throughout the designated target areas using low power. "This design technique has 
enabled CellAntenna to deliver jamming solutions that jam cell phones in designated target 
areas and not beyond In addition, low power jamming eliminates any concerns regarding 
health and safety of correctional officers and offenders. 

In February of 201 0 CellAntenna teamed with the National Telecommunications Information 
Agency (NTIA) and the Federal Bureau of Prisons (BOp) and installed a complete jamming 
system in a Federal correctional facility in Cumberland, MD. The intent of the jamming test 
was to benchmark jamming system metrics and to debunk the myth fostered by the CTIA that 
jamming is not an effective or practical solution for eliminating the use of contraband cell 
phones by offenders in correctional facilities. Using low power jamming and proven 
engineering design techniques CellAntenna demonstrated that 100% of the cell phones in the 
test housing unit could be jammed without the signa1 radiating beyond the acceptable security 
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perimeter .. 

A LitHe More About the Technology Behind Jamming 

CelL-\ntenna currently uses advanced microprocessor technology in their jarruning systems. 
The jarruning controllers are based on direct digital synthesis (DDS) that can be programmed 
to transmit up to 36 channels in the band by fast sweeping between each. DDS has many 
advantages over its analog counterpart, the phase-locked loop (PLL), including much better 
frequency agility, improved phase noise, and precise control of the output phase across 
frequency switching transitions. The superior close-in phase noise performance of a DDS 

,stems from the fact that it is a feed-forward system. In a traditional phase locked loop (PLL), 
the frequency divider in the feedback path acts to multiply the phase noise of the reference 
oscillator and within the PU.loop bandwidth, impresses this excess noise onto the VCO 
output. A DDS on the other hand, reduces tlie reference clock phase noise because its output 
is detived by fractional division of the clock. In addition, this new jamming technology does 
not overpower the down link frequencies it simply emits a short burst to disrupt oflly the 
cellular system's control channel. 

DDS technology and state of the art frequency filtering techniques enable CeilAntenna's 
engineers to design each system for maximum performance. The system can block frequency 
bands which are specified by the end user. CellAntenna has found that jarruning of the 
downlink frequencies used by the cellular camers is the most effective as it does not interfere 
with the cirrier's tower perfonnance. 

29.15 Indicate you ability to meet the equipment requirements ofIDOC. 

pes Response: PCS has read, agrees and will comply. The PCS/CellAntenna C]AM-CPC 
solution will either meet or exceed each of the equipment requirements in sections 28, I - 28.12 

The Equipment (CJAM-CPC) 

For each of the required "fixed system" locations, The PCS Team will provide cellular tower 
replication technology \\~th an engineered distributed antenna system (DAS) customized for 
each facility. 

Each C]AM-CPC unit will contain software defined radios that will be tuned to cover only 
cellular frequencies and as such "ill not interfere with IOOC communications radios or other 
approved electronic d",~ces, The C]AM-CPC supports all current and planned cellular 
frequencies (800/900/1800/1900/2100Mhz) and technologies (GSM/ COMA/ Ur-ITS/ 
WCOMA). Since the C]AM-CPC uses software defined radios, future technologies, such as 
4G protocols and new frequencies (i,e" 700/450 MHz), can easily be included as they become 
available. 

Once installed and tuned, the CJAM-CPC "ill be able to d)'Ilarnically detect and control cell 
phones attempting to make calls within the designated OAS target area. The system will be 
able to provide identification information including cell phone SIM identifiers, (I}'1Sls), cell 
phone serial numbers (I/IoIEls), ESNs, and r-UNs. 1bis information gives investigators and 
administrators the ability to: 
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". 

• 
• 

• 

• 

• 

Identify the owners of the cell phones and who may he bringing them into the 
facility . 

Send text message to the contraband phone 

setup "approved" lists for staff phones that should not he subject to the 
controls placed on the contraband phones 

Contact the cell phone ~ers to have the cell phones tapped to listen to the 
calls 

Have the cell phone can:iers pemianendy disconnect service to the cell phone 
and/or the SIM card 

"Lock" the contraband cell phones to the CJAM-CPC via the DAS to manage 
access to the can:iers' towers and deny service (when/where legally allowed) 

CJAM-CPCSpecificafions" 
• Micl'osoft Windows XP operating system and Microsoft Access database 

managet and report writer 

• Microsoft Access and SQL Server dalllbase compatibility for data warehousing 
and report generation 

• Nerworkable for remote accessofar system diagnostics and remote 
management 

• GPS receiver for precise timirig for CDMA 

Portable CJAM-CPC Unit 

• Approved- Phone Feature . 

TheCJAM-CPC has the ability to maintain a list of mobile phone handsets that are approved 
for use inside of the correctional facility by officials. When these approved handsets are . 
detected by the CJAM-CPC they are flagged as being on the "green list" (approved list). The 
data log file on the CJAM-CPCdesk top can be parsed to eliminate these approved handsets. 

·The result is a detection list of unauthorized mobile phones "red list." Both lists can be 
exported to the MS Access database for further analysis. 
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29.16 Describe in detail any installation requirements at IDOC facilities related to 
antennas, repeaters, etc. 

pes Response: pes has read, agrees and will comply. For the "permanent" fIXed system 
facilities, The pes T earn will install an engineered distributed antenna system (DAS) designed 
for each facility. Prior to install, The pes Team will perform a detailed site survey of each 
facility and, using a spectrum analyzer, will identify the carrier frequency bands and the 
strength of the cellular signal in each of the designated target areas. 

Example from a site survey using a spectrum analyzer: 
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This information Will be used to help determiite· the optimal~t~ type, location ';;d pow;" 
needed for each an.terina. Any required antenna and/or cabling installations will be 
permanendy.mounted and will conform to accepted industry standards for the correctional 
industry,NEC, BICSI, and all other natio;,al,state, and local regulations relating io fire 
stopping, electric;aI and telecommunications standards. The antennas and anY required cabling 
will be inst~ed in. such a manner that· they cannot be sabotaged by the offenders. To· 
accomplish this, cables and OAS coffiponents will need to be installed in areas where 
offenders do not have access (false roofs, basemenrs, IN AC chaseways, etc.) If this is not 
possible, cabling can be placed in conduit or installed using other facility approved methods, 
such as tre:nching. .. 

The type of antenna to be used will be defined by the requiremenrs of the area to be covered. 
Two common antenna types are the Panel Antenna and the Omni Antenna. The coverage 
area for a OAS antenna is approximately 5,000 sq ft, but may vary based on the attenuation 
properties of the building materials (solid steel cell doors, concrete, etc). 

Regardless of the antenna selected, coverage will be confined to the specified area and ",ill not 
interfere with IDOC communications radios or other approved electtonic devices. 
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The PCS Team understands that it will be responsible for all maintenance, updates/upgrades, 
and support of the equipment throughout the life of the contract and that upon contract 
termination, all equipment, software, antennas, cables, and other items related to the cellular 
control solution will become the property ofIDOe. ' 

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

pes Response: PCS has read, agrees and will comply. In the corrections market today, there 
are several options that have been developed to address the issue of cell phonesin prisons. 
These include the use of metal detectors, wands, dogs, cell detection sensors, cell detection 
alarms, cellular control devices, and cellular jammers. PCS has spent a number of years 
working cl()sely with prO\~ders of each of these solutions to determine what application works 
best todaj'and what will be the best solution for the future. Where soine ITS vendors will 
respond ",~th a particular solution because that is the hardware that they own and understand, 
PCS understands that each facility is unique and a solution that may work'for one prison may 
not work for another. To get a truly effective solution to the cell phone problem, the DOC 
should select a provider that has demonstrated experience as a systems integrator, one who 
understands the importance of pla)mg well in the technology "sandbox", one who can provide 
a Technology Roadrnap that addresses the future as well as the present, and one who is 
focused on the solution and not on the hardware. 

Handheld Scanners 
Wbile simple "detection" technologies are not very effective by themselves, the combination 
of a handheld cellular scanner along \vith the qAM-CPC cellular identification and control 
system can be very effective. These handheld scanners arc similar to what is currendy used in 
the military and offer the ability to detect and track down cellular phones in use. While the 
qAM-CPC can be used to isolate a cell phone within the radius of each antenna, a handheld 
unit could give officets the ability to quickly identify the exact offender using a contraband 
phone. The use of handheld scanners would allow officers the ability to combine this 
"reactive" technology along with the "proactive" CJAM-CPC solution to not only eliminate 
the ability to use a contraband phone, but also the ability to find the phone and remove it 
from the institution. 

Detection Dogs 

As with the handheld scanners, cell phone sniffing dogs are also an effective "reactive" 
technology that can be paired with the qAM-CPC solution. While dogs are more expensive 
to purchase, maintain, and operate, they do have the advantage over handheld scanners that 
they can detect phones and SIM cards when they are turned off. 

lED Detection/Hunting 

The intelligent detection and control qAM-CPC system was originally designed for use by the 
US military in combat theatres. The most recent application that has been added to the 
CJAM-CPC suite is lED hunting and direction finding. Today, both these applications are 
focused on defeating lEDs; however we anticipate as this technology matures there will be 
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applications indentified for use in a correctional environment. 

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

~CS Response: PCS has read, agrees and will comply. 

CeilAntenna's Experience and Resume 
CellAntenna is a global organization with headquarters in Coral Springs, FL and is a registered 
Woman Owned Small Business. CdL-\ntenna's expertise is in the design, implementation and 
support of radio frequency (RF) systems that manage and control cellular telephone and public 
safety radio signalS within buildings and campuses. Iri business since 2000, Cel1Antenna has 
become. globalJeader'in Cellular Threat Management solutions. They have accomplished 
this throUgh engineering excellence, commitment to quality arid most importandy by 
consistendy meeting our customer's expectations. Cel1Antenna is an ISO 9001 Certified 
company. 

Cel1Antenna's project experience includes: 

• 

• 

Ceo Phone Intelligent Detection and Control. The first mobile phone 
intelligent detection system installed in a correctional facility in the USA. Ths 
Phase I project currendy has a OAS + qAM-CPC monitoring a multi-unit 
facility in Texas. To date, the qAM-CPC has detected 239 mobile phone 
handsets and 44 SIM Cards. The information captured by the qAM-CPC in 
Texas was used by correctional investigators, the FBI and ATT to identify the 
purchaser of SIM cardS that were in use in the correctional facility and arrest 
the perpetrator. She ,,;as a correctional officer at the facility. 

CeO Phone Jamming Test IN USA. The first and only Federal Correctional 
facility cell phone jamming system demonstration was condUcted by .. 
Cel1Antenna, the National Telecommunications Information Agency (NTh\) 
and Federal Bureau of Prisons (BOp). After the Senate hearing on jamming 
the NTIA was asked by Congress to conduct a test to detennine if jamming 
can be an effective solution to the use of contraband cell phones by offenders. 
The NTIA contacted Cel1Antenna and asked that they provide equipment and 
engineering support for their test. Phase I was conducted in a NTIA lab and 
Phase II involved CdL-\ntenna designing and installing a low power jamming 
system in a Federal corrections facility in Cumbedand, MO. Although this test 
was never intended as a "pass/fail" initiative it did show that the technology 
could jam 1 00% of the ceO phones in a correctional housing unit and not have 
the jamming signal radiate beyond the approved security perimeter. 

Cell Phone Forensics. 
The PCS Team understandS that there is also vital information in the cell phones that are 
found by correctional staff. The PCS Team can provide the IOOC 2 OS boxes used for 
gathering information found within cell phones. 

Ths hardware would allow lDOC staff to connect cell phones to the system and gather 
critical data. 
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Key Features: 
• Easy to use system with full touch interface 

• Full media card acquisition and recovery of deleted 
data 

• 

• 
• 

Complete logical acquisition on over 2200 mobile 
phones and devices 

Comprehensive SIM Card acquisition and recovery 

Forensically sound data 'for intelligence and evidence 
gathering 

DS Box was designed for use at regional laboratories, prisons, embassies, military bases; crime 
Jabs; etc. at any location where cell phone data can be gathered by a variety of personnel with 
little'to no computer training. ~ , . 

How do I receive updates? 
Cable updates are sent automatically and can be updated from the back of the unit. Software 
updates are automatically uploaded to the unit for the one year free period as long as the DS 
Box is' corinected to the Internet. 

206 of 224 2. Technical Specifications 



Indiana Departments 01 Administration & Correcnons 
RFP No.1 0-55 
Offender Pav T eleohone Service 

EXHIBIT C ~ 
Page .2:JFr7'115-
~PC-S 

-----------

'1'11£ E}\1'Tll\dDJ{E 3"lJl\I 
_,7,"0 

Governor helps test cell 
phone jamming at 
prisons 
Gow.1brGn 0IbIlIr "*l ~ on h3nd asa feOtQI 
prison 1ft \Ves:em ~ &ocIay to w;dCh the bs: 
tI'SI: 01 II pnsan all photIIt ~ dIM«> u:s to 
~ ~ pbone SI$Jft3fS., ptISOftS to I:I'Ra1 ~ 
from ord!nng em 01\ ~~ runn::DgGJug 
r.etaoIb fnr.I behind b3rs is Inft'!Ingl gil 
~. 

~cta~ ....... : m*$AnlfIbe~M 
~aDd Ny Ilcautd~ulphCReSoI -........,..._ ... _ ...... .. 
atcBaa, tGft1Ie to:e 1M d UCI.OcI m:dIe ..... ec:. d 

cuteCb:W.» ofkerI, n=e dangtrcm btca:ne Ihey IDO-:d be ~toUM the-~, Abowis 0 pX::a:n of COl *d ceD pbOnft hom • __ ..... .,TIot-. __ T_. 
en $+1 :be>.1brybftd prtsoa ~ spenI:" ur MSdDO sIadIr .. 'J 1bt us. 0:Ingr:ess 0. COItSidesal9 tftng aleOeQ! b;m on 
~cd ptute sqgIs to iI!t;:lli:rr::2d 1 $' ;well at pasons.. ~ ~ SoiIJ' Nil ce:J ~ .... aDCr.; the II!emS rrcsI 
co: .,.... Oomaas. 

ttIre> is D ~ tonnot.tacey; 

GOVER1~OR MARTIN O~L\LLEY TO VISIT WESTER1~ MARYLAND, 
ATTEND NATION'S FIRSf CELL PHONE JAMMING TEST AT 
FEDERAL PRISON 
Gel .... ".. mil aI$# TOItrl.«a1 BlwllnS ",~Job Cmllio" Tm< Crerlil 

A.''XAPOLIS, ~m (Fffmwy I" 2010)- Gorcmor .IImr;n O'MoIle;r.rill'1s11 W"""", Marylnntl 
1fNUOrrr7tI', .. -Iwre he ,,111 attmd the 1U1Iion'$ jint-elW' fetlnully JlDldionftIlm of rell phm~ jtml1lDIIg 
,«lmDltJ1(t'11I afotkral prlstm. l.a$l, ....... Gorcmor 0 'Malk.· anti Snuztttr Aliknhkt formalh' rrtpIr~lrJ 
t1J1IIIVI-aI for dle Imftom the Nadond Td~unIffl1fCRlS mid Inftmnat//IR ,fJmin/straIItm (NTLf). 
r ... _·. Gorm_ O'Malle;r ,,;II.'bIllhe F«kra/ Ctmffthmal rn$lllldiOfl in CnmbnlantI, .liD, ,,-Iwre 
lhe Blumu ofPrlstms anti the NTL4 ,,111 rtIIrdztn Ihefin'~W' >aIIt'IftmrJ"'$1 of,he jl111111ling tee/malog!' 
al a prison. GoifiilGr O'llallfy aDd Dt ..... _ .. of Pabllr SafHy aDd C;OJuc doDaI Soc, 'lrts 
5«fttary Guy ~1ayDard wmaddnss iDtdIa at t~ prIsoD's traIDlDg flKtlIIy I'oIlImtD: t~ mo. 
ccu pbooc jammin!ll~ ",ill allow prisons 10 interrupt die si[IDI1 of i1kpl ceU phonC5 dI3I m 
poICIIIiaIIy bcinp used 10 ordJesuaIc aimcs fiom wiIbio Ibc ""ails of Ibc prisoo. 

- ----~-----------

2. Technical Specificanons 20701224 



EXHIBIT C 
Pa ge 2 V~ of ---:-~-:-/-5-

Indiana Departments of Administration & Corrections 
RFP No. lCJ..55 

__ _ _ 01feo.d~r. p'~Jl.ope Seryic~ 

DemonstraHon of CJAM-CPC for the State of Indiana in June 2009 

.1IdJa c __ E. h_ ~ Ih'-UC 

1""'-1_' 
tfl!I!:mer'i~.=,. ,iI It '-ItS 

CdJADlrDDa Holds SO«e5sfaJ DnooDstraiioD of 
CJA.\I-CPC CeU PhoDr Coolrolkr For indiana Drparlmeol of COlTKliOD 

CJ.l.\I-<1'C h T ........ ar 0.-.. T. n.fp Low EDroo ....... Bam. Tbo ......... or ..... Coli _ .. _ 
Xoo- hmmiDJ T ' 'e:~ JCmO'\'ft ~ !or criminsI .. behind b3r-.. fNm uWnp cd)~. 

C ..... SpriDe' FlIlllllO 16, 1009 - CcilAme!m:I COIJIOCIIiOll succ ... ft1Ily bcld • cun~~ __ of i5 
CJAM.(1l{". «0 pbonc <rolIOIIcr for the Indioua o.p.nlllCUI ofCom:crion B1 ... 1ndiaD:1 com:ctiooaJ faciJi1y .. .,... 
of it> dfons 10 help law CUfOKCIIXIII in i .. 1wrt< apiIKI iIkpI «n pbonco ill pri""". The CJAt.I-CPC COIl d<I«t ,he: 
qu:mIity of cell pIIoa<s in • pi"",- idaIIilY Ibrir Iocarion. and dctmninc wbich cd!nbJ prO\idct ,he: «0 pbouc i; 
CODD<Ckd 10. wiIhouI ~ or .1 .. A Ii .. of eacb cell pbonc., ocriaI 0IlIIIbcr 0Ild ,,1Iid> cellular """ida 'hey 
II. CODD<C1Cd 10 ;. cr<B1Cd. The Ii .. can be: ...,. .. eacb cd! pbouc """ida ~ Ihcm .. 111m the iII<pl ceO phout 
off. Ju!he IDdiaua dcmomuI!Iion. Cdl-\Dl<DllO·s CJAt.I-CPC wcccssft1lly d<I«tcd 0Ild idcu1iticd <011"_ ccD 
pbcmc< ..... w .... bciD# U«d by inm>.... The ......... attcudcd by <4:hIccu ~inI' o/f..w. of ,he IDdiaua 
Dcp:>nuxnI ofConmioos. 

The CJA.\I-CPC i, !he lalcst ~ ............ combot tbc cscab'~ probIan of ilkpl cd! pbonco in prison. 
\\itbom "'"" jommin~ cquipuJCDt .- \Old """"Old Mdamcd. Pr<iidcur ODd CEO of CcUADlCDll> COIpOnIiou. "1 \\"l1li 
10 _ Wilbrd Plank. Chief Jus~or of 1DIC11131 A1l"ain at tbc IndiaD:I Dcp:utwad of Conmi ... 0Ild tbc aJIirr 
IDdiaua 0. ... _ ofCorrcction for im"it~ lIS '0 bold Ibi. __ -

Th< CJA.\I-CPC ""8S iIltroduccd 10 tbc IIIIIUt in May or ~ 10 asw law cuforcemaJI in ~ !he usc of iII<pI 
ccD pboDc> in.,mou.. \\'bik ceO pIIoDiD!' j~ by Ilm· cufOK<maII is iIk¢ in tbc Uni,cd Sial .. and opposed by 
tbc cd!pbonc prO\idmandlhcirlllClllbcnlDplWlCiatioa. cru. tbc CJA.\I-CPC is. Jq.!1 oIIau:di\~. Iudima is tbc 
f"" ..... 10 118\~ ... ted tbc CJAt.I-CPC. \vilb tbc CJAt.I-CPC. bw mforcaucut willlI8\~. kpI ""3)' 10 com\l3t tbc 
II\( or ceO phoucs by iDuwcs in Ibrir facilili<s. Th< iII<pl usc of cd! phoocs in prisons 118\ incr<B1Cd dr.Imarially ill 
!he .,... ) ..... wi1h dtaIh IIlras.. nwnlcr bit •. and cInq! ~ aU _ bacI< 10 iDuwcs in local 0Ild _. 
cOl1"CClicmol facilitin. 

""Our CJA.\I .y .. cm m>kcs !"""I 011 tbc prOl"llisc of tbc ceO cmrim ~ by CTIA. that tbcy will do aU that is 
kpIly """"~ 10 pR\"CIlI tbcir <cD pIIoa<s nom ~ into tbc hmds of iDuwcs - WeI Mdamcd - The ccD c:una. 
WeI Ibcy \\"lIJIIcd. solDlion that maI:e. "'" ofkdmol~ witboutjannnilq!. CJA.\I.(1l{" is !he ",lution and .. "IliIable 
IOdcpIo)·~. 

CcIlAmama has bc:cu I<acIint< • lIatiOl1,.-ide fqzhr 10 ~ tbc cunmt law 10 aUow cd! pIlOII< ~ by sam and 
local ..,.. cufOK~. Ju Ibi. tbcy 118\ .. bc:cu ..,.,.,...s by ,be ccUnbJ pIlOII< l"O\idcrs 0Ild CTIA. tbc "itt ... , 
.,>OCi:uion. C.1IAn1ama has I"O\~ \\itb tbcir "I"il "'" that j:muDin{! of ilkpI cd! phoocs ill pi""" can be: dOll< 
\\"ilh compld. accuracy and ;. tbc only compr_.. _ion .. tbc probIan. ODe. ~ i< Ieptilcd. 
CcIlAmama bc:Iios~ tbc dcpIo)"IIICIII ofi5 CJA.\I-~"f ~ product ~ \\itb tbc CJA.\I.(1l{" will dimiuatc 
tbc pandemic of ccD pboae communication by _ ~ and for aU. 

30.0 PUBLIC WI-FJ SERVICE-HIGHLY DESIRABLE 

The state desires that public Wi-Fi service be provided at state locations such as lNooT 
rest areas, DNR properties and campgrounds, and other public locations as requested at no 
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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. 

pes Response: PCS has read, agrees and will comply. 

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 deetited by the state to be offensive in nature. Any 
material deemed to be offensive by the state must be removed immediately. 

pes Response: pcs has read, agrees and ",,;n comply. 

302 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 w~ 
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 liriking to these sites. 

pes Response: PCS has read, agrees and will comply. 

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. 

PeS'Response: pes has read, agrees and will comply. 

30.4 The State will not provide any network or broadband connectivity. Respondent 
will be required to provide their own networklbroadband connectivity for the 
service 

pes Response: pes has read, agrees and will comply. 

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

pes Response: pes has read, agr"";; and wilIco~ply. 

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

pes Response: pes has read, agrees and will comply. 

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

pes Response: pes has read, agrees and will comply. 

30.8 The State will NOT provide technical assistance to users but will re;listribute 
priirted 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 
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users and will replenish printed materials on a regular basis or upon request of the 
State. 

pes Response: pes has read, agrees and will comply. 

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. 

pes Response: pes has read, agrees and will comply. 

30.\0 Before charging users for use of the service, Respondent must clearly advise users 
of the costs for the service and wam 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. 

pes ResponSe: pes ·has read, agrees and will comply. 

30.11 Respondent should make all reasonable efforts to maintain security of the data 
transmitted across the proposed service. 

pes Response: pes has read, agrees and will comply. 

30.12 Respondent must provide a toll free customer service number for reporting trouble. 

pes Response: pes has read, agrees and will comply. 

30.13 Service must be available 24x7x365 day a year. Seasonal sites such as DNR 
campgrounds may be disconnected on a seasonal basis. 

pes Response: PeS'has read, agrees and will comply. 

30.14 Respondent must provide a simple process ofissuing 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. 

pes Response: pes has read, agrees and will comply. 

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. 

pes Response: pes has read, agrees and ",ill comply. pes will pay a commission percentage 
based on gross revenue generated from this ser\~ce as detailed 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. 

pes Response: pes has read, agrees and will comply. 

30.17 Respondent will supply the State a monthly trouble report indicating any problems 
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experienced at the Wi-Fi sites. 

pes Response: pes has read, agrees and will comply. 

PROVIDE THE FOLWWING: 

30.18 What is the minimum bandwidth available per user that you are proposing under 
this service? 

pes Response: pes has read, agrees and will comply. The pes Team proposes to install a 
minimum bandwidth of 1.5Mbps at each location. Given the growth of cellular data 
technology and use, PCS expects the usage to be minimaJ at the proposed Wi-Fi locations. 
pes estimates no more than :2 concurr~t users on the network at a time, so the minimum 
bandwidth per user would be calculated as 756Kpbs. 

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. 

pes Response: pes has read, agrees and will comply. The attached screen shot is an example 
of what could be developed for the Wi-Fi service. The pes T earn will work with the State to 
create an approved home page as well as a "Help" portal that will provide information on the 
rates, instructions, and frequently asked questions. In addition to the "Help" portal, The pes 
Team will work with the DOe to create customized signs to market the Wi-Fi service and 
instruct users on how to use it. 

pes will provide informational pamphlets for customers as requested by the State. These 
pamphlets will explain the features and functionalities of the Wi-Fi service from the point of 
view of the user. 

Similar to our signage created for Prepaid ealling Options, pes will provide signage to educate 
end users on rates and how to use the Wi-Fi service. Signage is available in English and 
Spanish, and any other languages at the DOC's- request. All signage content and placement will 
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be approved by the Doe before it is installed. Below is an example of signage we created that 
describes our multiple calling options. 

~COI8Ct Calls. 
,~ ~ -- - -..... -... ....., ....... 
... IIt ...... ... 

Poster ExpIoIning CaIDng Options 

3020 Provide your proposed user rateS inAttachment H .. 

pes Response: pes has read, agrees and will comply. 

30.21 Provide the commission percentage you will pay the State for users utilizing the 
service in Attachment H. 

pes Response: pes has read, agrees and will comply The pes T earn will work with the State 
to develop an agreed upon scope of work for the Wi·Fi project and, from this scope of work, 
will negotiate a commission rate that is acceptable to the State. WIthout a defined scope of 
work, it is impossible to predict all the costs and potential revenue from this project and any 
commission payment esrimates would be too broad a range to properly evaluate. For example, 
one option may be that the hardware and service can be provided for free and the cost of the 
service be funded by third party advertising. 

3022 What Wi-Fi equipment are you proposing to utilize in order to provide the 
requested services and what Wi-Fi technologies will it support? 

pes Response: PCS has read, agrees and will comply. The pes Team 
proposes the following hardware: 

• 

• 
• 

Outdoor \\Ttreless AP High 600m\V Powerstation 

High power omni antennas 

Wireless HotSpot controller with router and sofTWare 

r 
~ 
~ 
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3023 Provide the telephone number for your customer service center. 

pes Response: PCS has read, agrees and will comply. For Wi-Fi customer seivice, users may 
call PCS at (BOO) 752-9191. The customer service contact information will be posted on the 
terminal's "Help" screen as well as on any signage. 

3024 Describe the process for issuing refunds to customers during service outages, or 
when the service does not meet the minimum performance requirements. 

pes Response: PCS has read, agrees and will comply. To request a refund due to a service 
outage or unacceptable system performance, the user can either email PCS or call the 
customer service center at 800-752-9191. . Operators at the center will have the ability to 
remotely connect to the terminal and determine the operational state of the unit as well as the 
results of the user's session. Refund requests will be validated by the Operators and refunds 
can be credited back to the card used for payment. 

3025 Provide information on any WI-FI imple~entations you have done with other 
customers. 

pes Response: PCS has read, agrees and will·comply. Over the past 10 years, the PCS 
Team's partner for Wi-Fi, Publicall, has implemented a number ofWi-Fi solutions at airports 
and public facilities throughout the Country. Some of these locations include: 

• Newark liberty Airport 

.' LaGuardia Airpori, . 

• 
• ,. 

Kennedy Airport 

Phoenix Sky HarhorAirport 

Miami Dade Airport 

3026 Any other information deemed necessary or appropriate to this section. 

pes Response: PCS has read, agrees and will comply. PCS has no additional information to ' 
add to this section. 

31.0 NEW TECHNOWGIES AND SERVICES-WGHLY DESIRABLE 

The State and the Respondentunderstand 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 offenderCCS technology, video eonferendng, 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 
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management, and 'optional services that deliver the greatest value to the State. The details 
of the awarded contract may be negotiated wiih the winning bidder. 

PCS Response:PCS has read. agrees and will comply. 

PROVIDE THE FOLLOWING: 

31.1 Indicate 'your willingness to present new technologies and innovations to the State. 

PCS Response: PCS has read, agrees and will comply. PCS is continually researching and 
validating new technology to roll out to our customers. PCS strives to adapt our offender CCS 
to client requests by adding new fearures and innovations to the exhaustive list of investigative 
fearures that are available. PCS rypically releases software upgrades and new fearures two or . 
three times a year. Most of our new fearure development is driven directly by requests from 
client facilities. For instance, here are just a few of the new fearures we've implemented in the 
last year, all in direct response to client requests: 

• 

• 
• 

• 

Our PIN lockout feature, ... hlch allows staff to suspend offender calling 
privileges for any chosen duration without having to remember to mariually 
rest.ore privileges after the time is up 

Offender tip and PREA reporting lines 

Limit PIN by Location, which restricts an offender to making calls only from 
an assigned location 

The ability to terminate monitored calls from cell phones 
. ' . . 

Typically, the client who requested the f";'ture will be offered a chance to act as the tester after 
the fearure is ready for deployment. After they are satisfied that it meets their needs, Client 
Services will then present it as an option to all of our clients, who may accept or reject it as 
they prefer. 

Our Engineering and Product Development Group tests each upgrade extensively before 
releasing them to clients. Planned system changes or software upgrades are first installed and 
beta tested in our test environment which is essentially a dummy facility in our Texas Research 
& Development center. Calls are placed with the new software or hardware installed; impact 
on circuits and processor capacity measured. and potential bugs in software identified and 
fixed. The new features or upgrades are then rolled out to select client facilities for further 
validation and comments. 

Our Account Management Team regularly reviews accounts to better understand Clients' 
goals and needs. Customized account plans are developed to ensure that PCS clients have the 
equipment and services that best addresses their unique environment. The rDOC is 
encouraged to contact your Account Managers, Chris Moore, Joe Pekarovic, and Andrew 
I\lerrill to request additional enhancements to the offender telephone system throughout the 
life of the contract. 

In addition to the broad array of investigative tools·that can be available to IDOC today 
through PCS, we invite IDOC's staff to team witl, our own Development Group in the design 
of enhanced solutions in the furure. 
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Indiana DOC would be invited to our Fort Worth, Texas, office, where our Development 
Group is located." There, your IT staff, investigators, or other phone system users can team up 
with the PCS'Development Group to design new tools, services, and technology solutions that 
would be of benefit to IDOC in the future. ' 

The input of our clients is of utmost importance to PCS as we grow and evolve our 
technology to meet the changing needs of the marketplace. In fact, recendy representatives 
from the Missouri Department of Corrections visited our Fort Worth office to provide their 
input on new product development and design. In the near future, representatives from 
Ouachita Parish, Louisiana, are scheduled to visit us for the same purpose. PCS would 
welcome the IDOC's input throughout the life of your contract to ensure that our technology 
continues to evolve to meet your specific needs. 

j 12 Indicate any additional value add options you are presenting. 

pes Response: PCS has read, agrees and will comply. 

OpHonal Value-Added Features of the PCS CCS 
pcs can provide the following opdonaIvalue-added features, at IDOC's discretion. We 
would be happy to discuss these options in greater detail with IDOC, many of which could be 
provided at no cost to IDOC. However, some of these features may impact the' commission 
offered. 

Feature Benefit to IDOC 

OIfender Ie-Entry Offers a cerfffication program for offendelS that is approvlld by the 
programs Department of Lobor 

Education in technological Sl<il~ for offenders 
Over-fhe-phone Debit Offenders order commissary items using the ollender phones 
lime and commissary Orders processed through automated system prompts 
ordering" Staff spend less time collecting and processing commissary forms 

"A vOIloble with ttie intew-ation with your co or OIS. 
lCeyword search Quickly scan thousands of recordings to locate key words 

Vastty reduce staff «me spentlislening to call recordings 
Search for sounds that make UP words (phoneticallyl 

OIfender Offenders can reCord messages for faciDly staff 
lip/messaging Ones Can be used to assist in PREA efforts 

Staff can sofidt and track anonymous crime lips 
OIfender bolonnallo" Offenders can obtain recorded information over the phone 
Ones" Includes offender appOintments. court dates. and release dales 

Reduce staff time spent responding to information requests 
"Available when ITS is intearated with the .oMS 

PCS Development Enables ,IDOC to parffcipate in the design of new technologies and/or 
Teom -IT learning . system customizations 
ReoJ.fline DebIt Debit funds are processed instantty 
Transfer" Offenders can make cal~ as soon as they complete the transfer 

"A vOIloble with the intew-ation with your commissary o. OIS. 
InlbgiCdIon Integration with your commlsSary/OIS to provide additional services that 
partijenhlp create more revenue streams for IDOC 
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Benefit to IDOC 

Allows a called party to create or recharge a Prepaid account with a 
credit card over the phorie at that moment in order to accept collect calls 
trom a facffity 
Set-up fees waived if called party creates account via IVR 

Allow offenders to receive email for a small fee 
ProvIdes an addBfonol revenue stream lor IDOC 
Convenient contact method to keep offenders connected to loved ones 
A void the risks associated with phvsical mail 
Gives offenders access to digital media content, including music, 
audiobooks, and educational informafion. 
ProvIdes an addBtonol revenue stream for IDOC 
Tamper-Qroof and desianed for use in the correcfions environment 
Look up name and address for any dialed number 
Staff can look up an unfimited number of dialed numbers 
Display results on a map or satelfite image 
Use Reverse Lookup for calls in progress or completed calls 
Verifies an offender's voice .and locks it to their PIN number to prevent PIN 
theff 
Used in conjunction with- PINs to authenticate offender's identity 
E.x.a-rylples include voice verification. iris scanning, and fingerprinting 
technologies 
'ThIs technoloQV may affect the financial offer proposed t6 IDOC 
Authorized system users can record messages for offenders 
Offenders retrieve messages by entering their unique phone PIN 
Staff can record responses to offender complaints, Questions, etc. 
Offenders select medical appointment times over the phone 
Appointment selection processed through automated prompts 
Reduce staff time spent schedufing medical appointments 
Allows remaining offender !rust funds to be placed on a debit card that 
can be used at A TMs and stores upon offender release 
Speeds up refund processing and release 
Efiminates facifity need for cash on hand 
Can be reloaded bv offenders affer release 
Allows offenders to post bail, pay fines and/or fees 
Provides for instant bail or restitution payments 
Automates tasks and saves facffity staff valuable lime 
Allows addifional funding methods for triends and family 
Can fncrease IocDHv revenue bv IacDllalfno more account fundlna 

31.3 Demonstrate to what extent you have integrated with various providers and 
technologies to deliver exceptional value in other contracts. 

pes Response: PCS has read, agrees and will comply. One of PCS's core strengths is the 
ability to integrate our CCS ",~th other vendors' software, such as Commissary, OIS/OMS, in
house IT departments, and kiosks_ More than 80% of PCS's clients have some form of 
integration. 

Integration benefits both your staff and your offenders_ For the IDOC, integration means: 
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• 'Increased revenues due to increased call volumes and faster.account set
up 

• 

• 
• 

Debit time ordering automation - faster for offenders, and no order 
processing for your staff 

Data consistency across many integral ~stems at your facilities 

Reduced paperwork and data management for your staff 

Bener yet, not only' can your offenders buy phone time more quickly and easily, but with 
Debit and Prepaid they can complete more calls (such as to cell phones and businesses). More 
calling can result in more connectivity between offenders and loved ones, fewer complaints, 
easier re-entry into society, and lower rates of recidivism. 

Here are some of our recent integrations, demonstrating the many services pes can provide to 
fr t ff tf, . rtant n • • 

Recent pes Integrations 
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• PIN enrollment 
• Enoble offenders to purchase phone 

time through the commissary 
Swanson Kiosks 14 • Friends and family can add funds to 

debit and prepaid accounts and 
receive refunds on debit accounts 
from 

TouchPay Kiosks 2 • 

• 
time through the commissary 

Keefe Kiosks 2 • Friends and family can add funds to 
debit and prepaid accounts and 
receive refunds on debit occounts 

Integration Case Study: The State of Iowa 
Wben PCS won the bid for the State of Iowa Department of Corrections, we interfaced across 
four of the State's divisions (Departments of Corrections, Human Resources, Finance, and the 
Iowa Communications Network); within the Department of Corrections, we also integrated 
the offender records files, the Oakdale Intake database, and DOC banking_ 

Each day, all CCS-critical information (e.g., transfers between facilities, new in-takes, financial 
deposits) flowing through these departments is captured in Excel format; each night, that 
information is "data dumped" into the phone system. 1ms saves coundess staff hours of 
duplicative data entry, and prevents the inevitable manual errors that arise from such 
duplication. 

1ms integration worked so well that the Iowa DOC recendy returned to PCS-abandoning a 
contract with a new offender phone sen,;cc provider-because of our proven skill and 
experience in systems integration and remains our client to this day. Unlike so many 
vendors, PCS has the history, skill, and experience to deliver the integrations that we promise_ 

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

pes Response: PCS has read, agrees and ,,;n comply_ PCS has no additional information to 
add to this section. 

32.0 CORRECTIONAL FACILITY SECURITY CONDmON5-MANDATORY 

The majority of the work encompassing this project wilt be performed at State 
Correctional Facilities and the Respondent must comply with the following special 

--------~----
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working conditions: 

PCS Response: PCS has read, agrees and will comply. 

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 
peison's arrival at the site for work assignments. All employees are subject to 
background investigations to include NCIC, ill, IDACS, BMV, or any other law 
enforcement source. The Superintendent and !DOC will have the finaI decision on 
allowing access into the facility. . 

PCS Response: pes has read, agrees and will comply. Immediately following contract award, 
pes will hold the first meeting with the IDOe to provide contact names, phone numbers, and 
security clearance information for the pes installation team. 

Regardless of any background screenings performed by outside agencies, it is a pes Human 
ResoUrces policy that an independent background check beconducted on everyone 
considered for employment with pes. We do this sO we are aware of anything before we 
submit a candidate for consideration by a facility, and we do this even though we know a 
facility will also do a background check. 

pes uses Kroll Security Group to conduct background checks. Kroll also provides E-Verify, a 
service reqUired of all federal contractors. 

·322 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. 

PCSResponse: pes has read, agrees and will comply. 

323 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. 

PCS Response: PCS has read, agrees and will comply. 

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 necessmy. 

PCS Response: PCS has read, agrees and will comply. 

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 
tJiey ·enter a Facility; Tool cases or conwners 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 
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Department of Correction. 

pes Response: PCS has read, agrees and will comply. 

32.6 All vehicles and other equipment will be inspected on both arrival and departure 
from the fiu:ility. Unattended vehicles must be locked and have the keys removed. 

pes Response: pes has read, agrees and ,,':ill comply. 

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. 

pes Response: pes has read, agrees and will comply. 

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. 

pes Response: pes has read, agrees and will comply_ 

32.9 Respondent shall follow rules pertaining to foot and vehicle traffic as established 
by the Facility. Respondent ~halfobserve all off-limit restricted areas beyond 
which no unauthorized personnel may trespass. 

pes Response: pes has read, agrees and will comply. 

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. 

pes Response: pes has read, agrees and will comply_ 

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. 

pes Response: pes has read, agrees and will comply. 

32.12 There will be no exchangelloaninglborrowing 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. 

pes Response: pes has read, agrees and will comply. 

32.13 The assigned gate through which materials and vehicles must be transported will 
be opened upon request and as approved by the facility. 

pes Response: pes has read, agrees and ,,':ill comply. 

32.14 Facility personnel may inspect and search areas under construction at any time, 
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including the Respondents equipment or person. 

pes Response: pes has read, agrees and will comply. 

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

pes Response: pes has read, agrees and will comply. 

32.16 Parking of Respondent's and any subcontractor's employee automobiles shall be 
limited to designated areas. 

pes Response: pes has read, agrees and will comply. 

32.11 No tobacco products of any kind are permitted inside !DOC filcilities or on any 
grounds that are controlled by the !DOC. 

pes Response: pes has read, agrees and will comply. 

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

pes Response: pes has read, agrees a~d will comply. 

32.19 Cellular phones, Blackberry's, pagers, recording devices, and other electronic 
devices (excludes electronic testing tools) are not permitted at lDOC filcilities 
without prior approval from the superintendent. 

pes Response: pes ~as read, agrees and will comply. 

PROVIDE THE FOLLOWING 

32.20 . A statement that confirms your agreement and understanding with the requirements 
above. 

pes Response: pes has read, agrees and will comply. pes has read the requirements in 
Section 32 listed above and agrees and understands. 

32.21 Any other information deemed necessary or appropriate to this seetion. 

pes Response: pes has read, agrees and will comply. pes has no additional information to 
add to this section . 

.. ~--- .. --~---------~---------
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Please provide tbe State with different per minnte rate options. All rates mnst be a 
flat per minnte rate that is not related to distance, length of caD, the time of day, or the 
day ofthe week that the caD is placed. No connection costs, snrebarges, or any otber 
fees are permitted. Indicate the commission percentage yon wiD pay based on gross 
revennes for all Calls. (Estimate a 20min eaII) 

~~~J~tt.~;_rl~~t!Jfltl~ 
$0.4225 49.0% $8.45 $4.14 
$0.3575 42.0"10 $7.15 $3.00 
$0.2925 35.0% $5.85 $2.05 
$02600 31.5% $5.20 $1.64 
$0.2275 28.0"10 $4.55 $1.27 
$0.1950 24.5% $3.90 $0.96 

"The above raJes do not include any applicable federal. state or local surcharges. taxes. or 
regulatory fees. Depending on the rate option selected, PCS will submit the rates for puc 
approval and any required tari/ft. 

INTERNATIONAL OFFE~ R.I\.T£S 

liii •• l.~Ii.f. 
$0.9000 No Connect Fee 42.0"10 $18.00 $7.56 
$0.8250 No Connect Fee 38.5% $16.50 $6.35 
$0.7500 No Connect Fee 35.0"10 $15.00 $5.25 
$0.6750 No Connect Fee 31.5% $13.50 $4.25 
$0.6000 No Connect Fee 28.0% $12.00 $3.36 

"The above rates do not include any applicable federal. state or local surcharges. taxes. or 
regulatory foes. Depending on the rale option selected, PCS will submit the rates for PUC 
approval and any required tari/ft. 
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35% 

35% 

-35% 

IIot include any applicable federal, state or local surcharges, taxes. or fees. 
Dependingon the rate option selected, pes will submit the rates for puc approval and any 
required tariffs. ' . 

'Jllfb!S*dinn~~tbe~.~~and~'l;'Ii'lIlOP_~" 
. 10 Wi -CIS me ." - . ~tbis:RltP_ -.. __ 

The pes Team will work with the State to develop an agreed upon scope of work for the 
Wi-Fi project and, from this scope of work, will negotiate a commission rate that is 
acceptable to the State. Without a defined scope of work, it is impossible to predict all the 
costs and potential revenue from this project and any commission payment estimates would 
be too broad a range to properly evaluate. For example, one option may be that the 
hardware and service can be provided for free and the cost of the service be funded by third 

artv advertisin . 
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4. INDIANA ECONOMIC IMPACT 
All companies desiring to do business·with state ageIiCies must' complete an "Indiana 
Economic Impact" form (Attachment C). The collection and recognition of the 
information collected with the· Indiana Economic Impact form places a strong emphasis on 
the economic impact a project will have·on Indiana and its residents regardless of where a 
business is located. The collection of this information does not restrict any company or 
firm from doing bUsiness. with the State. . 

pes Response: PCS has read, agrees and will comply. Attachment C is provided on page 3 of 
this section. . 

The PCS-L"JDL\NA Team has gone to great lengths to create new, long term high paying 
jobs in Indiana. To handle the servi~efor the majority of the local support functions, we have 
engaged local subcontractors and even PEN Products, the DOC's correctional industries 
company, to do work on·this contract in Indiana with Indiana employees. The PCS
INDIANA Tearn has also devdoped a program to train and pay offenders so that they may 
learn new skills, receive certificates of completion for the training, and improve their post-
incarcera,tion.opportUnities.to reduce the likdih~ of recidivism. . 

In support ~f the Gov~or's !nitiative to increase the percentage of State procurement from 
Indiana businesses to over 90% of allstate conrracts, PCS-INDIANA, Public 
Communicati~ns Services - Indiana, LLC, is ""Indiana company, employing Indiana 
residents, and headquartered in downtown Indianapolis. The company has also signed le~ters 
of commitment to invest over $5,000,000 in capital in Indiana·over the life of this conrract, 
including the opportUnity of opening a company-wide call center employing Indiana workers 
under this contract. 

4. Indiana Economic Impact 1 of 2 
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' I,NOIANA ECO, NOMIC IMPACT" ' - PROPOSALS AND CONTRACTS 
'- - State Fonn 51778 (R41 1-(6) 

DEPARTMENT OF ADMINISTRATION 
Approved bY S_ Board of AQ:ounts. 2006' , , 

This infOimation is required by the Indiana Department of Administration for aU coritractors. vendors/supplier's to the State of 
Indiana (complete all 22 items). 

Idoimiclle/lincorpo!rati.,n of 

pe'r most recently 
Icompleted IRS,Form W:2 

Indiana resident 
lernploy.HIS per,moSt recently 

IRS Form W-2 

amount of payroll paid 
all employeas per the 

lrece"tly completed IRS Form 

applicable, peS-Indiana did not have 

did not have 

the tax 

year, 

the previous tax year. 

years 
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19 
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21 

ACCOUNTING OF INDIANA RESIDENT 
EMPLOYEES 

Public 
Communications 

Prime Contractor Coml!anl( Services -Indiana, 
Name: lLC 
NumberofFU me 615 (total including 
Egulvalent (FTE1Gmelollees subcontractors) 
that are Indiana residents 
specificallY for this proposal or 
contract: 

Subcontrac1or Comeanv BC Forward , 
Naine: . 

. - .. 10 W Market Street,Surte1300, 

Address/COntact. . Indiamipolis, IN 46204 
PersonfT elej)hone ·.NumberlT ax Todd TolsOn, 317-493i2017 
10 Number. 35-2049936· 

um r O',~UII Urne 38 
Equivalent (FTE) emplovees 
that are Indiana residents 
specifically for this proposal or 
contract:· '. 

... 
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CSCI Consutting 

6225.E.56th Street, Suite B 
Indii,riapalis, IN 46216 
Tonya Hanshew, 317-757-8764 
61-146829 

1 

-
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5. BUY INDIANA INITIATIVE/INDIANA COMPANY 
PCS has established PCS-Indiana, LLC in the State of Indiana to create new, high payiilg jobs 
in Indiana. In support of the Governor's initiative to increase the percentage of State· 
procurement from Indiana businesses to over 90% of all state contracts, Public 
Communications Services - Indiana, LLC is an Indiana company, operated by Indiana . 
residents, and headquartered in downtown Indianapolis. The company has also signed letters 
of commitment to invest over $5,000,000 in capital in Indiana over the life of this contract, 
including the creation and operation of company-wide call centers employing Indiana work",,? . 
PCS has included a copy of our Certificate of Organization for the PCS-Indiana, LLC 
in the CONFIDENTIAL envelope as Appendix O. 

5. Indiana Economic Impact 1012 
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STATE OF INDIANA P 
OFFICE OF THE SECRETARY OF Sf ATE age 

CERTIFICATE OF AUTHORIZATION 

2730f 'lIS 

To Whom These Presents Come, Greetings: 

I, TODD ROKlTA, Secretary of Stale of Indiana, do hereby certify that I am, by virtue of the laws of the Stale of Indiana, 
the custodian of the corporate records, and proper official to execute this certific3te. 

I further certify that records of this office disclose that 

PUBUC COMMUNICATIONS SERVICES, INC. 

duly filed the requisite documents to commence business activities under the laws of Stale oflndiana on February 14,2001, 
and was in existence or authorized to transact business in the Slate of Indiana on May 12, 20 I O. 

I further certify this For-Profit Foreign Corporation has filed its most recent report required by Indiana law with the Secretary 
of State, or is not yet required to file such "report, and that no notice ofwithdrawaI, dissOlution or expiration has been filed or. 
taken place. . " . " " . 

In Witness Whereof, I have hereunto set my hand 
and affixed the seal of the Slate oflndianit, at the 
city oflndianapolis, this Twelfth Day of May, 2010 . 

. ~ ...••... ~ 
TODD ROKlTA, Secretary of State 

2001021400176/2010051297671 



EXHIBIT C _ 
. Page ~_. -';11/7-' 

INDaNA L~~!: l.usmoN 1'1'~ 
IN THE MATTER OF THE PETmON ) 
OF PUBLIC COMMUNICATIONS ) 
SERVICES, INC. FOR A CERTIFICATE ) CAUSE NO. 41975 

OF TERRITORIAL AUTHORITY TO ) 
PROVIDE RESOLD OPERATOR ) APPROVED: 

SERVICES. .) 

DUL as ZOOI 
BY THE COMMISSION: 
Thomas Cobb, Administrative Law Judge . 

On April 12, 2001, Public Communications Services, Inc. ("PCS" or "Petitioner"), 
filed with the Indiana Utility Regulatory Commission ("Commission") its Petition in this 
Cause for a Certificate of Territorial Authority ("CTA") to provide resold Alternate 
Operator Services ("AOS"). On April 12, 2001, Petitioner also filed its Request for 
Confidential Treatment of Information regarding certain financial information and 
documents which Petitioner proposed to submit as Exhibit C to its Petition. The 
Commission published public notice of a Pre-Hearing Conference II a.m. Friday, June 
22, in room E-306 of the Indiana Government Center South, at which the Commission 
approved a procedural schedule and scheduled an evidentiary hearing for 10 a.m. July 18, 
2001, in Room E-306 of the Indiana Government Center South .. 

Pursuant to notice given. and published as required by law, proof of which was 
incorporated into the record by reference, the evidentiary hearing was convened on 
Wednesday, July 18,2001, at 10:00 a.m. EST in Room E306, Indiana Government Center 
South, 302 West Washington Street, Indianapolis, Indiana, at which Petitioner and the 
Office of Utility Consumer Counselor ("OUCC") appeared. During the hearing, all 
evidence was admitted into the record. The evidence offered and admitted on behalf of 
Petitioner included its Verified Petition with attached exhibits, its Request for 
Confidential Treatment of Information, and its Confidential Exhibit C offered under seal, 
which the Commission examined and determined to be properly kept confidential as a 
trade secret pursuant to LC. 8-1-2-29 and LC. 5-14-3-4. The evidence offered and 
admitted by the OUCC included its Notice of Intent Not to File Testimony and the 
Petitioner's Responses to OUCC Data Request Set No. 1. No other party offered 
evidence and no members of the public appeared at the hearing. The Commission, having 
examined all of the evidence presented in this Cause and being duly advised in the 
premises, now finds that: 

1. StatutOry Notice and Jurisdlctiou. Due, legal and timely notice of the 
public hearings conducted herein was caused to be published by the Commission. 
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Petitioner seeks the issliance of a Certificate of Territorial Anthority ("CT A") to provide 
resold Alternate Operator Services (" AOS") to the public within the State of Indiana, 
pursnant to and in compliance with I.C. § 8-1-2-88 and judicial interpretations thereof, as 
weJl as Commission orders, rules and regulations applicable to the provision of AOS in 
Indiana, including the Commission's Order in Cause No. 38812. PCS is a "public utility" 
and a "telephone company" as those terms are defined in Ind. Code §8-1-2-1, et seq., and, 
therefore, the Commission has jurisdiction over PCS and the subject matter of this Cause. 

2. Request for a. CTA. Pursuant to LC. §8-1-2-88 and interpretations 
thereof, the Commission must inake fonr findings before issuing aCTA authorizing a 
petitioner to provide telephone scrVices to the public in Indiana. The Commission must 
f"md that: 

1. the petitioner has the legal authority to provide the proposed services; 

2. the petitioner has the f"mancial, technical and managerial ability to provide 
the proposcd services; 

3. the petitioner has adequately described the service area in which it proposes 
to render the proposed services; and 

4. the public conveniencealid necessity· will be served by the issuance of tlIe 
CTA. 

In accordance with the provisions ofI.C. §8-1-2.6-2, the Commission may enter an 
order declining to exercise, in' whole· or in part, its jurisdiction over telephone companies 
,or certain telephone services. if consistent with the public interest; Finally, the 
CommiSsion recogniZes its obligations'nuder §253 ofTA-96to refrain from impOsing any 
requirement of law that would have the effect of prohibiting the ability of an entity to 
provide any interstate or intrastate telecommunications service. The Commission also 
recognizes, however, that under §253(b) of TA~96, the State may impose requirementS 
necessary to preserve and advance universal' service, protect. the public safety and 
welfare, ensure the continued quality of telecommunications services and safeguard the 
rights of consumers. Consistent with these legal requirements and obligations, the 
Commission now turns to a review and consideration of the evidence received in. this 
proceeding. 

3. Evidence PreSented by the Parties 

a. Petitioner's Evidence 

At the hearing, PCS presented evidence through its Verified Petition and exhibits 
thereto to demonstrate that it bas the corporate authority and the requisite managerial, 
technical and financial qualifications to provide resold AOS to the public within the State 
of Indiana. 

2 
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PCS is a California corporation, engaged in the business of providing alteniative 
operator services throughout the United· States. It is certificated or registered to,provide . 
telecommunications services in Arkansas, California, Colorado, Florida, Idaho, Iowa, 
Missouri, Montana, New Hampshire, New Mexico, New York, Oklahoma, Texas .and 
Vermont. In addition, the Company may operate in Utah and Virginia where ·no 
registration or certification is necessary with the state's utility regulatory agencies .. PCS 
is seeking authority to provide telecommunications services in all jurisdictions as part,of 
the Company's objective to become a nationwide service provider. PCS has nol.been 
dimied certification from any state utility commission nor has its certificate been revo~ed 
in any state. 

As stated in its Petition, PCS proposed to provide resold operator assisted serVices 
to customers throughout the State of Indiana. Petitioner plans to offer collect-only 
calling services to inmates of prisons and .other confinement institutions located within 
the state. For the provision of operator services, PCS utilizes' both automated. voice 
prompts and live operators to process operator assisted calls. Each call is routed over the 
Petitioner's underlying carrier's network to the company's switching facility and operator 
center for credit validation, billing data collection and/or dialing assistance. The call is 

. completed by a PCS operator (either live or automated) over the resold transmission 
facilities of an underlying interexchange carrier once the call bas been processed. PCS 
does not propose to own switching equipment or transmission facilities within tbe State 
of Indiana. All transmission services are leased from other carriers. PCS relies on the 
technical expertise. of its underlying carrier for the operation, maintenance' and 
supervision of the network. All operator-assisted calls handled by the Company are 
branded with PCS' name and ate billed at rates specified in itstariffs~ 

For the provision of inmate services PCS proposes to provide resold long distance 
services' on a collect-only basis to inmates of prisons, jails and other confinement 
institutions. The Company installs sophisticated premises equipment, within the facility, 
which permits inmates to make outgoing, collect-only calls without the assistance of a 
live operator. Telepbone instruments accessible to inmates ate placed in detention areas 
sucb as cellblocks or day rooms. 

PeS' system and.services allow inmates to remain in contact with fatnily, friends 
an other associates while still providing facility administrators with the necessary control 
over inmate communications. Call blocking and screening features provide the 
correctional facility with the maximum degree of control over telecommunications 
services and help to minimize fraud. 

Petitioner indicated in its verified Petition it will offer consumers within the State 
of Indiana a choice of high-quality long distance and operator assisted services. Its 
products are designed to meet the needs of the transient public from both a service and 
price perspective. Certification of the Petition will increase the level of long distance and 
operator services competition within the State. 

b. OUCC Evidence. 
3 
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The avcc offered its Notice of Intent Not to File Testimony whicb it had filed 
with the Commission on July 10,2001, and to which was attached, Petitioner's response 
to avcc Data Request Set No.1. 

4. Findings. Vpon consideration of applicable federal and state statutes and 
rules relating to telecommunications services and the evidence produced at the public 
hearing, the Commission makes the following·findings: 

a. Legal Authority. PCS is a California corporation which is 
authorized 10 transact business in Indiana. PCS presented evidence 
demonstrating its legal qualifications to provide th·e proposed services and 
no contrary evidence was provided. The Commission finds, therefore, that 
PCS has the requisite legal authority to provide telecommunications 
services in the State of Indiana. 

b. Managerilll. Technical and Financial Ability. PCS demonstrated 
that it has the managerial and technical qualifications to provide the 
proposed telecommunications .services in Indiana. . As a reseller of ADS, 
PCS intends to rely on the technical expertise of its underlying carrier(s) 
for the operation; maintenance and supervision of tbe network. PCS also 
demonstrated that it. has sufficient financial· resources to provide the 
services proposed in its Petition. Accordingly, the Commission concludes . 
that PCS is managerially, technically and financially qualified to provide 
the proposed services. 

c. Senice Area. PCS seeks a CfA to provide its telecommunications 
Services statewide. It is in the public interest to grant broad certification in 
order. that the benefits of competitive telecommunications services might be 
brought to all areas of the state and to conserve Commission resources 
which would othei-wise be ·expended if additional proceedings were 
required merely to consider. expansion of a more limited CfA. No party 
opposed the proposed service area specifi.ed by the Petitioner, and the 
Commission fmds that the Petitioner bas adequately defined the area in 
which it proposes to render its service. 

d. Public Convenience and Nece.rity. Numerons declarations in TA-
96 and its underlying cOIl!Illittee reports make .clear that it is in the public 
interest, and therefore consistent with the public convenience and necessity, . 
that competition develop in the teleCOmmunicationS industry in Indiana. As 
evidenced by PCS's Verified Petition, granting PCS the requested authority 
will serve the public convenience and necessity by offering consumers 
within the State of Indiana a choice of· high-quality operator-assisted 
services. Certification of PCS will increase the hivel of operator service 
competition within the state. Empirical evidence has shown that as the 
level of competition increases in a market, consumers benefit from both 

4 



reduced prices and improved service qUality. In addition, competition 
provides consumers with a wider selection of products and services from 
which to choose. The Commission also observes that no evidence was 
presented that any segment of the public would be adversely affected or 
harmed by authorizing PCS to provide the services it proposes.· . Based 
upon all of the evidence of record, the Commission fmds that public 
convenience and necessity requires tliat PCS be authorized to offer and 
furnish resold AOS throughout the state. , . 

With respect to Petitioner's request to provide resold alternative operator 
services, the Commission has previously found in its Order dated April 5, 
1989,.in Consolidated Cause Nos. 38497, 38563 and 38564 that the unique 
and competitive nature of alternative operator services provides benefits to 
the public. We also found, however, that the providers of·altemative 
operator. services should be required to comply with certain conditions 
governing the provision of such services ("AOS Rules"), which Rules 
subsequently were modified by our Order On Settlement Agreement, dated 
July 10, 1991, in Cause No. 38812 and further modified on November 5, 
1997.. Petitioner stated in its Petition that it is familiar with and willing to 
comply with the AOS Rules in its provision. of the proposed operator 
servii:es, as well as alI other applicable Commission orders, rules and 
regulations. 

No pany disputed Petitioner's exhibit stating that the public convenience 
and necessity require that Petitioner be granted a CTA to offer the proposed 
services. Based on the evidence presented herein, we fmd that public 
convenience and necessity supports the grant of the cr A requested by the 
Petitioner. However, the Commission finds that PCS shall resell AOS only 
from telecommunications service providers authorized by the Commission 
to provide AOS in Indiana. 

e. Request for Confidential Treatment. The Commission finds that 
Fiber 

Link's Request for Confidential Treatment of its financial statements and 
related information has merit and should be granted on a permanent basis. 

s. Tariffs. Consistent with the Commission's Order in Consolidated Cause 
Nos. 39013, 39032, 39041 and 39084, Petitioner should be required to me and maintain a 
tariff with this Commission with respect to the services it proposes to offer in Indiana. 

Due to t1Je competitive nature of the operator services market and the fact that 
other providers of operator services are regulated in the manner proposed by the 
Petitioner, we find that Petitioner's provision of resold alternative operator services 
should be regulated in the manner prescribed in Consolidated Cause Nos. 38497, 38563 
and 38564 and in the manner prescribed in Cause No. 38812, with respect to the AOS 
Rules. The evidence demonstrated that Petitioner is familiar with an!! will abide by the 

5 
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rules and safeguards adopted by the CoDimission governing operator services. We further 
tmd that the granting of a CTA to Petitioner to' furnish resold alternative operator assisted 
telecommunications services should be conditioned upon· the filing and subsequent 
approval of its tariffs with the Cominission's Telecommunications Division . 

. IT IS THEREFORE ORDERED BY· THE INDIANA UTILITY 
REGULATORY COMMISSION, that: 

1. Petitioner, PCS Holding Corp. d/b/a Network Services Group, Inc. also 
d/b/a The Phone Company of New Hope, shall be and is hereby issued a Certificate of 
Territorial Authority·to provide'resold AOS throughout the State of Indiana, This Order 
shall be the sole evidence of this Certificate of Territorial Authority, 

2. Petitioner shall comply with all requirements of current and subsequent 
Or'ders in Cause No. 38812 or other causes relating to and affecting alternate operator 
services, and shall resell AOS only from telecommunications· service providers 

. anthorized by the Commission to provide AOS in Indiana. 

3. Prior to offering the authorized telecommunications services to the public 
within Indiana, PCS shall' me a copy of its tariffs with the Commission's 
Telecommunications Division and obtain approval of said tariffs consistent with the . 
terms and, conditions of this Order and our findi.ngs in Paragraph.5. 

4. PCS shall·fiIe. a notice· with 'the Secretary. of the Commission of its "in-
service" date, i.e:, the date on which PCS commences to provide telecommunications 
service to the public as authorized'herein, within thirty (30) days. of such date. 

. . -

5. . Pursuant to Ind; Code §§ 8-1-2.6-1, et seq., the Commission declines to 
exercise its complete jurisdiction over PCS consistent with our findings in Paragraph 5. 
The CoJml!issioil further adopts and approves all of the determinations set forth in 
Fniding Paragraphs 4 and 5. . 

6. Petitioner sball comply with this Commission's GAO 1998-2, "Policy 
Governing Internet Access to Effective and Pending Utility Tariffs. W 

7. Petitioner's request for confidential treatment of Exhibit C to its Petition, 
its financial statements, is hereby gninted on a permanent basis. 

6 
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8. This Order shall be effective on and after the date of its approval. 

MCCARTY. RIPLEY. SWANSON-HULL. AND ZIEGNER CONCUR: BADLEY 
ABSENT: 
APPROVED. DUL 15 ZOOt 

I hereby certify that the above is a true and 
correct copy of the Orde as app ed. 

ph 
utive Secretary to the Commission 

7 
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Matt Blunt 
Go_ 

Michael N. Keatbley 
CollllllissioDer 

.January 14, 2008 

State of MissOiiii 
OFFICE OF ADMlNIS"IRAlION 

information J edmoIogy Senka DiYialon 
301 W High St.:lilo TnJI1WlBuildiDg 

Post Office Box 809 
Idf.....,CIty. MO 65102 

www oa me govJitsd 

RE: Public Communications Sill vices (PCS) 

DauleIS._ 
Chief infurmanon Officer 

(573) 751-3290 
FAX (573) 526-0132 

The Missouri Department of Conections awmded a contract for offender phone services to PCS 
in June of 2006. This contract provides offender calling services. collect, debit and prepay, for 
30,000 offenders in 21 correctional centers throughout the State of MissolDi This contract 
provides recording and monitoring of all offendi:r calls . . 

PCS hils provided excellent services to the Missomi Department of Corrections. The initial 
installation and transition was smooth and thorough. The PCS group continues to provide 
eXcellent service to alIT sites The PCSgroup has repeatedly responded to om inaeasing call 
volumes with facilitY Upgrades Their support staff works well within our institutions 

, consistently assming any issUes me addressed in a prompt professional manner. 

If I can provide additional information about the Missomi Department of Corrections working 
relationship with PCS, please let me know 

Sincerely . ~ 

~ 
Theresa Roedel 
Telecommunications 
Missomi Office of Administration 
Information T eclmology Services Division 
Department of Conections 
573-522-2783 
Theresa.roedel@doc.mo.gov 
27281'1aza Drive 
Jeffilison City, MO 65109 
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WARREN C. EVANS ()FFJ.CE OF THE 'SHERIFF 

WgyM COll1lty Sherif! 123 1 S-r. Atrn>1N!i· DEntnrr. M148226 
TEL: (313) 224-2222 • FAX (313) 224-2367 

March 3. 2009 

Public OmnmmicafiOllS Savi&:es, IDe. 
IISS9.WiIshire Blvd, Suite 600 
Los Angeles, CA 90025 

, To Whom It May Coneem, 

On July 27 .. 2006, Public Qmmpnriratjoos Sct'vices b'cgIlll providing inJnatt tdqIhcme services 
forth.. Wayne County Jail. SiDce that time, Ibave come to appreciate tlH: services pnwi4cdby 

, pes amldte coopcratlve relatiouship witb tl:teD> enjoyed by our statI. 

The Wayne County cmdnlc:t iDvolvcs tdephoDe services 0113 to phoaes, fir IDlI'C thaD 2,SOO 
'iiuuali:s at four IoeatiODS tbrongbnut IhC County, aml rum through July 20, 2011. The 1rIaISition 
of phone saviccs required extensive system modif'ieations. An armttious time line was 
c:stablishal, ami I was very pl ..... ed when PCS ClOIIlPIded the t1ansitio., on sdu.ful... l!hip" s and 
their fimnli ... adapted wdl to the DeW caI1iDg services due in great part to the $uppmt pes has 
offr.red through signage, informative DVDs, printed maIa'ial, ami bilingual voiee PfUiJ4l1S and 
live customer support. 

In addition to 1hc amy of calling services DOW iDclodiDg One Minute Courtesy Calls, Collect. 
PRpaid, Debit and their new Pay2Talkn4 option--dley have provided lIS with a first rate pad<agc 
of calling control and investi8ativc features that our ClOITIlCIional and investigative staffbave 
bmd easy to use and helpful at their jobs. 

I definilely m;onuocnd the teclmology IIIId support services that pes has to offer. 

sinca-Cly, 

~ /iewui /@ 
Chief of Jails/Courts 

This fax was received by GFI FAXmaker fax server. For more imormabon, visit http://www.gfi.com 

o 
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July 2, 2008 

Paul.kmrings 
CEO 
Public Cmmnnnjcati.ons Scnices 
11859 WiIshin: Blvd. Suile 600 

. Los Angeles, CA 9OO2S 

Dear Paul, 

Douglas County 
DEPARTMENT OF CORRECTIONS 

710 SOUIH 171H STREET 
OMAHA. NEBRASKA 68102 

PHONE: (4O'Zl444-7400 
. FAX: (412) 444 ffi88 

I would lib: to tab: this oppottwlity to Co" iii iqJjI your staff for tile SClVices providal to the 
Douglas Coumy Depailwatt of Conections.. Public CommuDicatioo:; Sel:vices (PCS) bas bCai 
providing inmate tel",bone services fur our dqlaitux:ot since Dt.o:cmber of2002. PCS's 
piOfessi.mal staffhas been able to axmIiDate the inmates' callings needs at our multiple fiIcilities . 
without any IIII\ior dismption from the inception of equipmalt jnstaIlation. 

PCS bas also been very accoiliiihodating to the cliffacntnecds 8III(requests that we've~over. 
theI8st few years. his hupoltaut to have a veodorthat not <iuIy meets the iequixQDCDl8 of tile 
original RFP,"buI: alsoI1:mains t1"..,bJein thefulmeneedsofits clie.nts. PCS has been eod1emcly 
easy towaik with and au .""".dating to all of our needs, 

., 

J higbly leeolllllleOO that 0Ihez- Com..:timml F"",1ities tab: a weanjngfullook at the smvicea 
JAopoad by PCS and their track seam!. wi1h othes 1BI:ilitie& .. P1casc fed free to allow other 
facilities to cmda&:t me with any qoesIiODS reganIing PCS's services to the Douglas Coumy 
DepaIllnaitofComx:tiom. Mydinx:t Jjneis (402) S99-2267andmyCl1llli1 address is: 
rJwn;mn@dr&grrcgm '. . . . . 

P/d.------
Rol.and Ha_ 
Achnjnistmtive Sc:Ivi<:es MImagu 

This fax was receiv8d by GFI FAXmaker fax seNer. Fur more information, visit hllpJIWww.gIi.com 

", ", 
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Date: June 25, 2009 

To: Whom it may concern 

From: Major Danny Downes, OM, lubbock County Sheriff's OfficI! 

SUbject: Public CommunICations Services - Service and Revenue Performance 

EXHIBIT.~ 
page'l{15 

The lubbock County Sheriff's Office selected PCS for its inmate phone services in the 4th quarter of 

2008. This office chose PCS not only ~use of its outstanding proposal and highly rated company, but. 

also ~use of the Inmate Phone System that they installed. This system allowed for easy integration 

with the County's jaIl systems, Including a Seamless Integration with the commissary System. 

The lubbock County Sheriff'S office utilized PCS' full integration capabilities resulting into a host of 

benefits forthe County including; 1) multiple calling options and low ratesfor the inmates and their 

friends and famiroes, 2) improved the welfare of our inmates, 3) improved the safety and security of our 

officers, 4) Improved use of the phone system within the Corrections Center, and 5) increased the can 
revenue from an average of $44,000. per month to an average of $68,000 per month or about a 54% 

increase from the previous provider 

In short, PCS has worked diligently and professlonally to meet the demands of thIS office and our 

citizens. We recommend they be highly considered for review, and look forward to a long and 

productive relationship with them: Should you wish to know more, I welcome any call. to 806-775-1703 

or emallstoddownes@co.lubbock.tx.us. 

Majo Danny Downe M 

lubbock County Sheriff Office 

811 Main Street 

lubbock, TX. 79408 

This fax was received by GFI FAXmaker fax server. For more infonnation, visit http://www.gfi.com 
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Date: June 25, 2009 

To: Whom it may concern 

. From:· Tom Salisbury, COmptroller, Manatee County Sheriff's Office 

Subject: Public Communications Services -Service and Revenue Performance 

The Manatee County Sheriff's Office recently selected PCS for its inmate phone services. This office 

.chose PCS ilofonly beCa~se of its oUtStanding propoSai and higtJly iat~ company; blJt also because of. 
the Inmate Phone system that they installed. This system allowed for.easy integration with the County's 
jail syStemS, inCluding oj seamless integration with the commissary system. 

The Manatee COuntY Sh,eriff'.s office utilized PCS' full integration capabilities resulting into a host of 
benefitS for the County· induding;·l) multiple calling options and low rates for the inmates and their 
friends and families, 2). improved the welfare of our inmates,· 3) improved the safety and security of our 
officers. 4) improved use of the phone sYstem witltinthe COrrections Center, S) since beinginstaJled we 
have seen an increased in .the telephone revenue per inmate and fulrY anticipate this trend to continue, 
and 6)finanOal and call information thai previouSlY toOk~1cs to obiainfrom o~r 'previous provider Is 
now readily available on:nne in reai time. 

In short.-PCS has worke!! diUgently and professionally to meet the demands of this office and our 
Citizens. I. would certainly ~mme.nd them to ~ conSidered by any age.ncy seeking to. implement a. 
new communications system. I look forward to along and productive relat/9nship with PCS. Shouldyou 
wish to know more, I welcome any calls to (941)747-3011 extension 2033 or emails to 
tom.salisbury@inanateesheriff.com. 

Sincerely, 

~ .. ~ 
Tom Salisbury 
Comptroller 
Manatee County Sheriff's _office 
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REGIONAL JAIil1ge ~<gf; oct/I? :~ . . RAPPAHANNOCK 

SERVING: 
CITY OF FREDERICKSBURG 

KING GEORGE COUNTY 
SPOTSYLVANIA COUNTY· 

STAFFORD COUNTY 

From: 

Date: 

Subject: 

JOSEPH HIGGS, JR. 
. SUPERINTENDENT 

Major Scott Baird~_ . 
Assistant Superintendent of Operations 

December I, 2009 . 

PCS Perfonnarice for RappabaonockRegional Jail 

. To Whom It May Concern 

P. O. BOX 3300 
STAFFORD, VIRGINIA 22555-3300 

(540) 288-5245 . 
FAX 54().2lJ8.C819 

njadmin(jjlnj.state.vaus 

We currentiy bave under !Xintract .PCS inmate communication as our inmate 
telephone provider. I find them to be responsive to all our needs.. The system that is in 
place is an asset to our daily operaii.ons. We are currently able to monitor all inmate 
phone calls, which just recently aided our city police in obtirining an arrest warrant fora 
two-year-old niurder. The staff that is assigned to our account is prompt and professional 
in'bandling all of our concerns in a timely fashion. The system also provides us with 
reasonable billing fees, which does· notovercbarge the inmates and their. families and 
allows them contact with.their loved ones at an affordable cost. I would recommend pes 
as a competent and reliable inmate phone provider. 

If you bave any questions, feel free to contact me at 540-288-5265. 

-
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San Diego County Sheriff's Department 

Post Office Box 939062 • San'Diego. California 92193-9062 

December 11, 2007 

Paul Jennings, CEO 
Public COmmunications Services 
11859 Wilshire Blvd., Suite 600 
Los Angeles, CA 90025 

Dear Mr. Jennings: 

In March 2007, Public COmmunications ServiCes began providing inmate telephone services 
for the San Diego COunty Sheriff and Probation departments. ,Since that time, I have come to 
appreciate the services provided by PCS and the coOperative relationship enjoyed by our staff. 

The San Diego COunty contract invOlVed inmate telephone services at eleven facilities 
throughout the COunty. The transition'of phone services required extensive system 
modifications. An ambitious time line was estabrlShed, and I was very pleasedwheri PCS 
completed the trarlSitiori eartier than expected:· Inmates and their families adapted Well to your 
cailing services, due in great part to the suppofl'P<::s has offered through extensive signage, 
informative DVDs, printed material, and bilingual voice prompts. 

Inaddition to ,the array of calling services availabte to inmates and, their famffies. I have been 
encouraged to see how your staff remains willing to try new programs to stimulate calling 
actiVity. An example is the "Pay 2 Talk" program, allowing calls to b5completed that might 
otherwise be blocked. Together with "Daily Dial: prepaid calling, and collect camng, inmates 
have, a wide choice of options to stay in touch with family and friends. 

As,the outgoing President of the Southern California Jail Managers' Association, I also want to 
extend my sincere thanks for,PCS', support of our recent'quarterty meeting held in San Diego 
COunty. Your generous sponsorship helped create a memorable event for our members, and 
reflects the type of corporate citizerlShip for which you can be proud. 

Sincerely, 

WILLIAMB. KOLENDER, SHERIFF 

Ken Culver, COmmander 
Detention Services Bureau 

"KcepiJrg the Peace Since 1850" 
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PublkCam ............. "mw"""'. ___ · 
Offimc!ef.eovlejeohom's.l1!Y.i"."e ______________ -:-______ .,.... 

C. Sample Call Recording 
Disclaimer: The enclosed Sample Call Recording contains profanity. 

- ..... ~.- -.. ---~---------~~.-----------------
F. Sample Call Recording 



This page Intenlionally leR blanlc. 

F. Sample Call Recording 



Indiana Departments of Administration & Corrections 
RFP No. 10-55 

Inmate Phones 
The Navitel OTC,2110V2 inmate telephones are vandal-resistant, 
surface-mounted telephones with metal housing, steel armored 
handset cord and stainless steel lanyard. The 14-gauge 'stainless 
steel body of the Navitel OTC-2110V2 has a floating case 
hardened metal plate to prevent attempts at side drilling and any 
other attempts to gain access to the internal components of the 
telephone. lbe' OTC-2110V2 keypad is chrome-plated, DTMF 
compatible, and water, flame and shock resistant. All telephones 
are compatible with standard Telco mountings. The inmate 
phones will have no exposed screws, bolts, or other fasteners that 
can be removed from the phone without a special 'security 
removal device: The phones are thoroughly field-tested, and are 
currendy used in indoor and outdoor correctional facilities. 

Standard Features 
• Built in secondary lightning 

protection. 

• Electronics are conformal coated to 
resist moisture and corrosion. 

• , All-weather DTMF metal key pad is 
moisture, fire. and shock resistant. 

• Built in volume control button 

• Fine-brushed finish is mar and scratch 
resistant. 

• Armored handset cord that can take 
at least 800lbs linear stress ",ithoUl 
breaking. 

• Highly durable Lenn TM 

polycarbonate polymer shatterproof 
handset. 

• Tamper proof housing. 

D. Equipment Specification Sheets 

• 

• 

• 

• 

• 

• 

• 

Navilel OTC·2110V2 

Line,powered and, compatible with 
standard subscriber carner loop. 

All major components are modular for 
easy field replacement and cost 
effectiveness. 

Hearing aid compatible and FCC/ACTA 
registered, with field adjustable noise 
reduction, anti-static reciever, and 3 
additional steps of v?lume to meet ADA 
requirements. 

Instructions on faceplate for easy of use. 

Dimensions: 21.25" H x 7.5" W x 2.5" D 
(4.5" deep with cradle). 

Suitable for indoor or outdoor 
installation. 

Secure installation ",ith security studs. 



Indiana Departments af Administratian & Carrecffans 
RFP Na, H)-55 

Offender rgy Telephone Service 

Visitation Telephones 

OTC-2120S No-Dial 
SefYlce Phone 

PCS also has the ability to provide the State 
,with PIN-operated visitation phones that will 
allow visitation phone calls to be monitored and 
recorded, just a~ the inmate, phones are 
monitored ,and recorded PCS can provide 
Navitel (OTC-2120S Visitor Side; OTC-21l0V 
Inmate Side) visitation phones. 

Most visitation phones only have a handset with 
a hook-switch. When an inmate picks up the 
phone and speaks to the visitor, there is a 
simple connection from one handset to another. 

, With this type of visitation phone system there 
, is no tracking or monitoring of the call and no 

electronic way to tie an inmate to a particular 
visitation phone. 

OTC 2110V FuD 
Feature Mlnllnmale 

Phone 

With the PCS solution, the inmate is required to enter his/her PIN on the inmate visitation 
phone keypad in order to connect to their visitor. This allows for the identification of the 
inmate through the PCS ICM. Once the inmate is identified, the call can be recorded and 
monitored just like a standard inmate telephone call. 

PCS has extensive expenence installing, maintaining, and servicing PIN-operated visitation 
telephones. In fact, PCS developed the first fully integrated system in the United States that 
linked ,;sitation and inmate telephone services. The project included custom design of 
correctional grade visitation phones to meet space and construction limitations. 

Disposable Hospital Phones 
PCS has the ability to provide disposable 
hospital phones for inmates in the infirmary. 
Deploy these cordless telephones as single-use 
or single patient units to reduce cross
contamination risks and telephOne cleaning 
and repair costs. 

• Hearing Aid Compatible 
Disposable Hospllal Phones 

• 
• 

Single-use, single-patient policy eliminates cleaning and repair costs 

Handset Volume Control 

• 
• 

• 

2 

Last Number Redial 

lighted Keypad 

Mute, Rash 

D. Equipment Specification Sheets 
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Ultratec Supercom 4400 TOO 
Standard features of the Ultratec Supercom 
4400 TIl' phone include: 

• 32k memory 

• Turbo Code® and Auto IDTM 

• E-Turbo for simplified relay calling 

• Direct connect (with 2 jacks) to 
standard telephone lines 

• Built-in ring flasher 

• Auto-Answer ("With programmable 
message) 

• Auto-busy redial, and Wait for 
Response. 

• Remote message retrieval 

Ultratec Supercom 4400 TOO 
Standard features of the Ultratec Superprint 
4425 lTY phone include: 

• Built-in, 24-character printer 

• 3 selectable print sizes 

• 32kmemory 

• Date/time printed at the beginning 
of each call 

• Turbo Code·· and Auto IDThI 

• E-Turbo for simplified relay calling 

• Built-in ring flasher 

• Arrow keys for easy review of 
memory 

• 

• 

• 
• 
• 
• 
• 

• 

• 
• 
• 

• 
• 

• 

Ullralec Supercom 4400 roD 

User-programmable Relay Voice 
Announcer 

Keyboard dialing, follow-on dialing, 
tone or pulse dial 

Memory dialing/redial 

Computer-style keyboard 

TrY AnnouncerTM 

GA/SK and arrow keys 

Printer port to connect to external 
printer 

Baudot code 

Ullralec Supercoin 4425 m 

Convenient GA/SK keys 

Easy-touch greeting memo 

TrY Announcer Thl tells hearing 
callers you are using a TrY 

Baudot code (45.5/50 baud rate) 

Sticky key feature (for single-handed 
typing) 

ASCII code is available 

_ .. - .. - .. - .... --.----- ..... ~ .. ---. .-.• ~. -------------
D. Equipment Specification Sheets 3 
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~PCS Indiana Departments of Administration & Correcfions 
RFP No.1 0-55 

Offender pqy Telephone Service 

UHratec Minlcom IV 
Standard features of the Ultratec \l.1inicom IV 
TTY phone include: 

• Turbo Code® and Auto IDTM 

• Convenient GA/SK keys 

• Printer port to connect to your 
external printer 

• 20-character display 

• 43-key, 4-row keyboard 

• Rechargeable batteries and AC adapter 
included 

• Baudot code (-~5.5/50 baud rate) 

UHratec Miniprints 
Standard features of theUltratec MinicomIV 
TTY phone include: 

Miniprint 425 

4 

• Built-in, 24-character printer 

• 3 selectable print sizes 

• 
• 
• 

• 

• 

• 

Turbo Code® and Auto IDTM 

E-Turbo for simplified relay. calling** 

Sticky key feature (for single-handed 
typing) 

Built-in ring flasher 

Tone or pulse dial 

Direct connect (with 2 jacks) to 
standard analog telephone line 

M1n1pr1n1425 

D. Equipment Specification Sheets 
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• 

• 
• 
• 

Auto-Answer (with pre-programmed 
message) 

Keyboard dialing, follow-on dialing 

Call progress (says "ringing" or "busy") 

Wait for Response fearure for on-hold 
waiting 

Min/print 225 
• Acoustic use only 

• 
• 
• 
• 
• 

Built-in, 24-character ptinter 

3 selectable print sizes 

Turbo Code® and Auto IDTM 

E-Turbo for simplified relay calling** 

Sticky key feature (for single-handed . 
typing) 

ms for Public Places 
Standard features of TIY phones for Public 
Places includes: 

Motorized Models 
• 

• 
• 

• 

Maximum protection against 
vandalism. 

Stainless steel TIY keyboard 

Keyboard remains protected in metal 
drawer until a TIY call is placed 

Drawer opens automatically when 
another TIY answers, closes when the 
call is finished 

• Model M120: I-line, 20-character, 
vacuum fluorescent display 

• Model M240 FS: 2-line, 4O-character, 
LCD display. For outdoor use. 

D. Equipmenl Specificalion Sheets 

uUJ-.... ·.~ ..... 

i 

Mlnlprlnl225 

Motorized Model 

5 
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_pes 
Shelf-Top Model (SfJ20) 

• Designed for lower-traffic areas 

• On-line help to assist users 

EXHIBIT (~. 
Page hQ5cl_t//5 

Indiana Departments of Adminislration & Correcfions 
RFP No.1 Q..55 

Offeoder pgy Telephone Service 

• I-line, 20-character vacuum fluorescent 
display 

• Can be used acoustically with the 
payphone handset or connected 
directly into the telephone line. 

• Easy to install for either acoustic or 
direct connect use 

Superprint Pro80 
• 

• 

• 
• 

• 

• 

• 

• 
• 

6 

Built-in, 8O-character printer 

Uses standard size 8'12" wide thenna! 
paper 

True-size computer-style keyboard 

11 speciaI "one t()Uch" fimction keys 
including Relay Dial, Emergency Dial, 
and Greeting Memo .. 

Built"in C3IIerID* tells you who is' 
calling even ~fore you answer . 

Auto-Answer with remote message 
retrieval 

Turbo Code® and Auto IDTM 

E-T tirbo for simplified relay calling<* 

Tim7/ date printed at the beginning of 

Shell-Top Model 

Superprlnl ProBO 

D. Equipment SpeCification Sheets 
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Offender Pay leleohone Service 

D 

D 

D 

D 

D 

D 

a 

D 

a 

D 

D 

each call and Auto-Answer message 

Selectable print sizes 

32kmemary 

Relay Voice Announcer tells callers to 
use a TIY or dial relay, and gives your 
relay number 

Direct connect ",~th 2 phone jacks 

Call progress 

Flasher alerts you to incoming calls and 
interruption requests 

Last Number Redial, Auto Busy Redial 

Speed dial by name, follow-on dialing 

TIY Announcer™ 

Baudot code (45.5/50 baud rate) 

ASCII option is available in all three 
models 

Cisco 2800 Series Integrated Services Routers 

EXHIBIT C 
Page 2B1L of if l~ ,:.; -~DC'S 
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PCS will provide commercial-grade Cisco routers for each DOC facility. These routers (sized 
to the requirements of each facility) will distribute the digital streams from the lADs over 
PCS's MPLS network. Cisco's routers will label each data packet ",~th a header allowing PCS 
to prioritize transport of the individual types of data over the entire network enabling us to 
absolutely ensure the highest QoS (Quality of Service) for voice traffic. 

Quintum Tenor Integrated Access Device (Network Gateway) 
These devices connect to the analog inmate 
phones and convert the calls to VoIP before 
routing over the PCS secure, private 
network. Tenor DX is available with 2, 4, 6 
or 8 T1/EI/PRl trunks and supports from 

D. Equipment Specification Sheets 

r--. L -~JI 

7 
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8 to 120 V oIP channels. 

EXHIBITC . ~ 
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Indiana Departments of Administration & Corrections 
RFP No.1 0-55 

Offender POY Telephone Service 

Unlike other lADs, the Quinturn Tenor Gateway is designed to excel at supporting legacy 
analog devices like copper phone lines and fax machines. TIlls minimizes the amoun t of 
onsite re-wiring PCS will have to do thus speeding up the installation process and reducing 
disruption to Indiana DOC staff. It also allows PCS to offer the convenience ofVoIP calling 
while retaining the voice quality of traditional copper phone lines. 

UPS 
PCS will provide an Uninterruptible Power Supply (UPS) that is designed to meet the runtime 
requirements for each individual facility. Rather than suggest a single unit for all sites, PCS 
will match the UPS to the hardware and network design for each facility to ensure that the unit 
is of the proper size to support the on-site hardware for the time required. "\n·example of a 
UPS that may be used in a cetitralized network model for a small-ta-medium sized facility 
would be the Smart-UPS l000V A from APC, which offers more than an hour and a half of 
runtime on a power dnlw of l00W . 

.... 
lntemgent. One-Interactive network power management system 

. wah Remote Ma~ernent Capablllly 

Ancillary Hardware 
The following list includes some of the ancillary hardware that may be installed during the 
implementation of the rCM. 

Amphenol Cables - Amphenol designs, 
manufactures and markets electrical, 
electronic and fiber optic connectors, coaxial 
and flat-ribbon cable, and interconnect 
systems 

Switch-8 port - The EtherF~st 8-Port . 
10/100 Workgroup Switch is a quick and 
easy way to boost your network's 
performance while migrating to the power of 
Fast Ethernet' . 

Network Patch Cables-(YeUow or Blue)
Se (CatSe) patch cable with gold plated RJ45 
molded male connector plugs features a 

8 

66 Blocks w / Amphenol Connectors - 66 
Block with single male Amphenol connecting 
block (25-pair). Suitable as an alternative to 
the ICC 24-Port Telco Patch Panel. 

Station Cross-Connect Wire
White/Orange - providing modular 
integration of voice and data traffic over 
copper services. It Can also serve as a rate and 
interface converter or as an integrating 
multiplexer 

Inmate Station Covers-Orange - Provides 
easy system administration and provides a 
clean and neat appearance. 

D. Equipment Specification Sheets 
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snagless I:ioot for trouble-free installations 

Trunk Cross-Connect Wire-White/Blue -
prm;ding modular integration of voice and 
data traffic over copper services. It can also 
serve as a rate and interface converter or as 
an integrating multiplexer 

Cable Ties - Preformed tie straps on a 
continuous roll that pull apart without any 
cutting 

Wood scre:ws." - Required for rnounting 
. on communication backboard 

Trunk Covers-Blue - Prm;des easy system 
administration and provides a clean and neat 
appearance. 

Bridge Clips - connection between two test 
points. 

Mushrooms - Wire Distribution Spool 

D-rings (small) - Wire Distribution Rings, 
Aluminum 

After installation all extension cabling, old equipment, and unused components will be 
removed and the workspace will be returned to its pre-existing condition. . 

Workstation Hardware' 
The DC 5800' E5200 PC delivers 
mainstream features and flexibility for 
organizations of any size or sector. 
Mainstream technology, productivity 
tools, and security features combine to 
deliver a PC designed to support your 
business needs, so you can focus on 
results. 

• Pentium Dual Core 

• RAM 2-4 GB 

• 
• 

HOD I x 80GB 

HP DVD 1070i :WX Multi DVD 
Writer, intemal, SATA 

• 

• 
• 
• 

DC 5800 E5200 

GMA 3000 Dynamic Video Memory 
Technology 4.0 

Gigabit Ethernet 

XPPro 

Mc.Affee Anti\;rus protection 

Because ITS administrators may need to burn thousands of call recordings quickly all PCS
provided workstations will include high speed CD /DVD ROM burners for archi\mg large 
numbers of calls at once_ 

D. Equipment Specification Sheets 9 / 
/ 

/ 



\ 
\ 

\ 

EX H I B 1 I _C.:=:::' ::."..-._ .. 
Page 2-qq of ij 15 

tapes Indiana Departments of Administration & Corrections 
RFP No. 10-55 

~~~~ ________ ~ ______________________ ~O~~ffe~o~d~m~P~qyDUT~e~leaP~h~0~n~e~S~e~~gic~e2 

• 

• 

Get excellent playback 
compatibility on DVD 
drives and players 

Record to all maior formats 
on one drive: ±R/±RW, 
DVD-RAl\l, CD-R/RW, 
UghtScribe 

Monitor 

HP DVD 107Ol20X 
Mulli DVD WrBer 

The ACER V173BB 17" LCD widescreen monitor 
combines high contrast ratios with super-fast video 
response. This earth-friendly LCD uses two lamps 
instead of four which cuts power· consumption by 30-
40%, saving you electricity cost. The widescreen diSplay 
that lets you work in two applications or documents 
side-by-side. Broadcast-quality 5ms video. response 
delivers crystal-clear, blur-free video and graphics. 

• 
• 
• 

17"TFfLCD 

1280 x 1024'Max. Resolution" 

Dynamic Contrast Ratio 7,000:1 

• 5. ms Response TIme 

Printer 
The HP LaserJet Printer offers high-end output in an 
affordable, personal design. It's excellent for printing 
everything from envelopes and labels to spreadsheets, 
reports, and invoices. 

• Laser 

• 
• 
• 

Up to 17ppm 

Up to 600 x 600 dpi 

USB 

• 

• 

Record to single- or double
layer DVDs, and to DVD
RAMs 

Get higher transfer rates 
with the SATA interface, 
use the latest optical storage 
features, burn discs at high 
speeds . 

17"wldescreen LCD 

LaSerJet Printer 

Any PC that is capable of running Microsoft Internet Explorer 6.0 or greater and that has a 
connection of sufficient bandwidth, may conveniently use all of the ITS's features, including 
live monitoring and playback of call recordings. 

10 D, Equipment Specification Sheets 
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Page 3ci? oL '1:/5.'r 

I.U.R.C Tariff No: I 

-.-- --- Original Page I 

INDIANA 

Public Communications Services, Inc. 

This Tariff, filed with the Indiana Utility Regulatory Commission contains the rates, 
tenDs and conditions applicable to the operator assisted resold telecommunication 
services provided by Public Communications Services, Inc. ("PCS") within the Slate of 
Indiana. 

Issued: April12, 200 I 

Issued by: Joe Pekarovic, Vice President of Sales 
11859 Wilshire Boulevard, Suite 600 
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Effective: July 25, 200 I 
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PUBLIC COMMUNICATIONS SERVICES, INC. 

CBECKSHEET 

EXHIBIT C 
Page 3D/ of~ L/)S-C;:-

, I.U.R.C Tariff No; I 
7'" Revised Page 2 

Cancels 6"' Revised Page 2 

Pages of this Tariff are effective as of the date shown at the bottom of the respective page(s). Original 
and revised pages as named below comprise all changes from the original Tariff and are currently in 
effect as of the date on the bottom of this page. . 

Page # 
I 
2 
3 
4 
5 
6 
7 
8 
9 
10 
II 
12 
13 
14 
15. 
16 
17 
18 
19 
20 
21 
22 
23 
24 
25 
26 

Issued: January 27, 2010 

Issued by: 

RevisioD Page # RevisioD 
Original 27 Original . 
7"'Revised • 28 I" Revised 
Origirial 29 Original 
Original 30 Original 
Original 31 Original 
Original 32 4" Revised • 
Original 33 4" Revised • 
Original 33.1 I" Revised 
Original 33.0.1 2'" Revised • 
Original 33.02 I" Revised • 
Original 33.2 3'" Revised • 
Original . 333 2'" Revised • 
Original 333.1 I" Revised • 
Original 3332 I" Revised • 
Origmat 33.4 Original 
'Ori~ 33.5 ' 3'" Revised • 
Original., . 33.6 2'" Revised • 
I" Revised 33.6.1 I"Revised • 
Original· 33.6.1.1 ,,, Revised • 
Original 33.62 Original 

. Original 33.7 2'" Revised 
Original 33.8 Original 
Original 33.9 Original 
Original 34 Original 
Original 
Original 

• Indicates pages included with this filing. 

Joe Pekarovic,Vice President of Sales 
11859. Wilshire Boulevard, Suite 600 

Los Angeles, California 90025 

Effective: Febrwuy 26, 2010 
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PUBLIC COMMUNICATIONS SERVICES, INC. 

SYMBOLS 

Changes to this Tariff shall be identified on the revised page(s) through the use of SJfIllbols. The 
following are the only SJfIllbols used for the purposes indicated below: 

C Changed regulation. 

D Delete or discontinue. 

I Change Resulting in ·an increase to a Customer's bill. 

M Moved from another Tariff location. 

N New. 

R Change resulting in a reduction to a Customer's bill. 

T . Change in text or regulation. 
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PUBLIC COMMUNICATIONS SERVICES, INC. 

TARIFF FORMAT 

A. Page Numbering - Page nmnbers appear in the upper right comer of the page. Pages are nmnbered 
sequentially. However, new pages are occasionally added to the Tariff. When a new page" is added 
between pages already in effect, a decimal is added. For example, a new page added between pages 14 
and 15 would be 14.1. 

B. Page Revision Numbers - Revision nmnbers also appear in the upper right comer of each page. 
These' nmnbers are used to determine the most current page version on· file with the Commission. For 
example, the 4th revised Page 14 cancels the 3rd revised Page 14. Because ofvarlous suspension periods, 
deferrals, etc., the most current page nmnber. on file with the Commission is not always the Tariff page in 
effect. Consult the Check Sheet for the page cWTently in effect 

C. Paragrapb Numbering Sequence - There are nine levels of paragrapb coding. Each level of coding 
is subservient to its next higher level: 

2. 
2.1. 

. 2.1.1. 
2. 1. I.A. 
2. 1. I.A. 1. 
2. 1. I.A. l.(a). 
2. 1. 1.A. l.(a).1. 
2.1.I.A.l.(a).l.(i). 
2.1.I.A.l.(a).I.(i).(l ). 

D: Check Sbeets - When a Tariff filing is made with the Commission, an updated Check Sheet 
accompanies the Tariff filing.· The Check Sheet lists the pages contained in the Tariff, with a cross 
reference to the current revision nmnber. When new pages are added, the Check Sheet is changed to 
reflect the revision. All revisions made in a given filing are designated by an asterisk (0). There will be 
no other symbols used on this page if these are the only changes made to it (i.e., the format, etc. remain 
the same, just revised revision levels on some pages). The Tariff user should refer to the latest Check 
Sheet to find out if a particular page is the most current on file with the Commission. 
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EXHIBIT c· . 
Page 3{)Zof~ 

PUBLIC COMMUNICATIONS SERVICES, INC. LU.R.CTariffNo.l 
Original Page 6 

APPLICATION OF TARIFF 

This Tariff contains the regulations and rates applicable to the provision of intrastate 
operator assisted resale common carrier communications by PCS within the State of 
Indiana. 

Issued: April12, 2001 

Issued by: 

, _ .. 

Joe Pekarovic, Vice·PresidentofSaIes 
11859 Wilshire Boulevard, Suite 600 
Los Angeles, ,California 90025 

Effective: July 25, 2001 

ino0201 



.. '-" . 

PUBUC COMMUNICATIONS SERVICES, INC. 

EXHIBIT C~. " 
, Page :?&tRl_ i!-?~I--

Origiila1 Page, 7 

SECTION 1 - TERMS AND ABBREVIATIONS 

Access line - An arrangement which connects the Customer's telephone to a PCS designated switching 
center or point of presence. 

Aggregator - A Customer of the Company, including any person, finn, corPoration, or other legal entity 
which contracts with PCS for installation of the Company's services and makes such services available for 

, use 'by guests; patrons, visitors or other transient third parties at the Aggregator's location. The 
Aggregator is responsible for compliance with the terms and conditions of this Tariff. ' 

Authorized User - A person, finn, partnership, corporation or other entity who is authorized by -the 
CuStomer to be connected to and utilize the Company's services under the terms and regulations of this 
Tariff. : . 

Commissiou - Refers to the Indiana Utility Regulatory Commission. 
, 0 , 

Compauy or Carrier - Public Commtmications Services, Inc. unless otherwise clearly indicated by the 
conteXt. ,.' . . 

Coufinemeut Institution - Used throughout this Tariff to refer to priSons, jails, penal facilities or other 
institutions used for penalty purposes which contract with PCS for the provision of service for use-by 
their Inmate population. 

Customer - A person, firm, partnership, Corporation or other entity which arranges for the Company to 
provide, discontinue or rearrange telecommtmications services on behalf of itself or others; uses the 
Company's teleoommtmications services; and is responsible for payment of charges, all under the 
provisions and tenns 'of this Tariff. The term Customer includes persons, firms, partnerships, 
corporations or other legal entities who do not have a pre-existing account or relationship with the 
Company but use the services of the Company on a per call basis from Aggregator locations or through 
equipment provided by an Aggregator. In the case of collect-only calling services provided to Inmates of 
Confinement Institutions, the called party is the Customer and is responsible for payment of charges. 

Equal Access - Where the local exchange company central office provides interconnection to 
interexchange carriers with Feature Group D circuits. In such end offices, Customers can presubscribe 
their telephone line( s) to their preferred interexchange carrier. 

Issued: Aprill 2, 200 I 
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PUBLIC COMMUNICATIONS SERVICES, INC. 

EXHIBIT C-t//~, 
Page ~ of \'u'R:ei'aiiffN~,1 

Original P 8 ,age 

SECTION I - TERMS AND ABBREVIATIONS, (CONT'D.) 

Inmates - The confined population of Institutions. 

IDstitutiODS - See Confinement Institution 

LATA - Local access and transport area. A geographic area established by the US District Court for the 
District of Columbia in Civil Action No. 17-49, within which a local exchange company provides 
communications services. 

LEC - Local Exchange Company. 

Operator Station CaD - A service whereby the caller places a non-Person to Person call with the 
assistance of an operator (live or automated). 

PCS - Used throughout this Tariff to refer to Public Communications Services, Inc. 

Pay Telepbone - Telephone instruments provided by the Company, Customer, Aggreg&tor or Institution 
for use by its guests, patrons, visitors, transient third -parties or for use by inmates of confinement 
institutions. Pay Telephones permit the user'to place calls to other parties and bill such calls on a non 

, sent-paid or sent paid-basis. , To facilitate sent-paid calling, Pay Telephones caD be equippeil with a credit 
card reader, Coin box, or similar device that allows charges to be collected for each call at the instrunient, 

Premises - The physical space designated by the Customer f<:>r the termination of the Company's service. 

Person to Penon CaD - A service whereby the person originating the call specifies a particular person to 
be reached, or a particular station, room number, department or office to be reached through a PBX 

, attendant. 

Issued: Aprill2, 200 I Effective: July 25, 200 I 
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EXHIBIT c." ., 

PUBUC COMMUNICATIONS SERVICES, INC Page 308' mfL qt~ 
. __ - __ i.e9 

SECTION 1 - TERMS AND ABBREVIATIONS, (CONT'D.) 

Subscriber - Used throughout this Tariff to refer to Customers, Aggregators or Institutions which arrange 
fOr the Company to provide, discontinue or rearrange for telecommunication services on behalf of itself or 
others. ' 

Switched Access OrigiuatioolTermiuatiou - Where access between the Customer and the interexchange 
carrier is provided on local exchange company Feature Group circuits and the connection to the Customer 
is a LEC-provided business or reSidential acCess line. The cost of switched Feature Group access is billed 
to the interexchange carrier. 

V&' HCooniinates - Geographic points which define the originating and terminating points of a call in 
mathematical terms so that the airline mileage of the call may be determined, Call mileage may be used 
for the purpose of rating calls . 

Issued: April12, 200 I 
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-' , 

PUBUCCOMMUNICATIONS SERVICES, INC. 

SECI'ION 2 - R~'AND REGULATIONS 

2.1 Undertaking of Pobtic Commnnications Services, Inc. 

2.1.1 The Company \Dldertakes to fwnish communications service pW'Suant to the terms of this 
Tariff in connection with one-way and/or two-way communications originating and 
terminating between points within the State of Indiana. The Company's services. and 
facilities are available twenty-four (24) hoW'S per day, seven (7) days per week. 

2.1.2 The Company is responsible \Dlder this Tariff only for the services and facilities provided 
bere\Dlder, and it assmnes no responsibility for any service provided by any other entity 
that purchases access to the Company network in order to originate or terminate its own 
services, or to communieate with its own Customers. 

2.1.3 PCS arranges for installation, operation, and maintenance of the communications services 
provided in this Tariff for Customers in accordance with the terms. and conditions set 
forth \Dlder this Tariff. PCS may act as the Subscriber's agent for ordering access 
connection facilities provided by other carriers or entities, when authorized by the 
Customer, to allow connection of a Subscriber's location to the PCS network. The 
Subscriber shall be responsible for all charges due for such service arrangements. 

2.1.4 Service provided to inmates of correctional institutions is provided PW'SUaDt to 
Commission Orders in Cause No. 38812. 

2.2 . Use of the Company's Serviee 

2.2.1 Services provided \Dlder this Tariff may be used by the Customer for any lawful 
telecommunications purpose for which the service is technically suited. 

2.2.2 The services the Company offers shall not be: used for any unlawful purpose or for any 
use as to which the Custoriter bas not obtained all required governmental approvals, 
authorizations, licenses, consents and permits. 

2.2.3 A Customer may transmit or receive information or signals via the facilities of the 
Company. The Company's services are designed primarily for the transmission of voice
grade telephonic signals, except as otherwise stated in this Tariff. A user may transmit 
any form of signal that is compatible with the Company's equipment, but the Company 
does not guarantee that its services will be suitable for purposes other than voice-grade 
telephonic communication except as specifically stated in this Tariff. 

Issued: ApriIl2,2001· 

Issued by: Joe Pekarovic,Vice President of Sales 
11859 Wilshire Boulevard, Suite 600 
Los Angeles, California 90025 

Effective: July 25,2001 

ino0201 



XHIBIT £: . . 
PuBUC COMMUNICATIONS SERVICES, INC. 

"- .' 
Page }dO of 

SECTION 2 - RULES AND REGULATIONS, (CONT'D.) 

2.3 limitations 

L- .. 
·,lfltl:.:. 
U'.iCC lann No. I 

Ori~Pagell 

2.3.1 The Company reserves the right to. discontinue service when necessitaled by conditions 
beyond its control, or when the Customer is using the service in violation of the 
provisions of this Tariff, or in violation of the law. 

2.3.2 Service is offered subject to the availability of the necessary facilities and equipment, or 
both facilities and equipment, and subject to the provisions of this Tariff. 

. 2.3.3. The Company does not undertake to ~mit messages, but offers the use of its facilities 
when available, and will not be liable for errorS intransmission or for failure to establish 
connections. 

,2.3.4 Service may be limited or discontinued by the Company, without notice to the Customer, 
by blocking traffic to certain countries, cities, or NXX exchanges, or by blocking calls 
using certain Account Codes or Authorization Codes, when the Company deems it 
necessary to take such action to prevent unlawful use of its service. Service will be 
restored service as soon as it can be provided without undue risk. 

2.3.5 The Company reserves the right to limit or to allocate the use of existing facilities, or of 
additional facilities offered by the Company, when necessary because oflack of facilities, 
or due to some other cause beyond the Company's control. 

2.3.6 Service provided to Institutions for use by Inmates may be restricted or otherwise limited 
under the direCtion of authorized personnel of the Institution's administration at their own 
discretion. 

2.4 Assignment and Transfer 

2.4.1 All facilities provided under this Tariff are directly or indirectly controlled by Company 
and the Customer may not transfer or assign the use of service or facilities without the 
express written consent of the Company. All regulations and conditions contained in this 
Tariff shall apply to all such permitted assignees or transferees, as well as all conditions 
of service. Such transfer or assignment, when permitted, shall only apply where there is 
no interruption of the use or location of the service or facilities. 
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EXHIBIT ~ . 
PUBUC COMMUNICATIONS SERVICES, INC. -Page ?/"· of.. 'f /5 

..2.l.L 0rigiiJa1 Page 12 

SECfION 2 - RULES AND REGULATIONS, (CONY'D.) 

2.S Liability of tbe Company 

2.5.1 The Company's liability for damages arising out of mistakes, interruptions, omissions, 
delays, errors, or defects in transmission which occur in the coUrse of fwnishing service 
or facilities, in no event shall exceed $100.00 or an amount equivalent to the 
proportionate charge to the Customer as described in Section 2.10, whichever is greater, 
for the period during which the faults in transmission occur. 

2.5.2 The Company shall not be liable for any claim or loss, expense or damage (including 
indirect, special or consequential damage), for any interruption, delay, error, omission, or 
defect in any service, facility or transmission provided under_ this Tariff; if caused by any 
person or entity other than the Company, by any malfimction of any service or facility 
provided by any other carrier, by an Act of God, fire, war, civil disturbance, or act of 
government, or by any other cause beyond the Company's direct control. 

2.5.3 The Corripany shall not be liable for, and shall be fully indemnified and held harmless by 
the Subscriber against any claim or loss, expense, or damage (including indirect, special 
or consequential damage) for defamation, libel, slander, invasion,:infiingement of 
copyright or· patent, unauthorized use of any trademaIk, trade name or service mark, 
unfair competition, interference with or, misappropriation. or, violation of any contract, 
proprietary or creative right, or any other injury to any person, property or entity arising 
out of the rruiterial, data, information, or other content revealed to, transmitted, or used by 
the Company under this Tariff;' or for any act or omission of the Subscriber; or for any 
personal injury or death of any person caused directly or indirectly by the insta\lation, 
maintenance, location, condition, operation, failure, presence, use or removal of 
equipment or wiring provided by the Company, if not directly caused by negligence of 
the Company. . 

2.5.4 The Company shall not be liable for any defacement of or damages to the premises of a 
Subscriber resulting from the furnishing of service which is not the direct result of the 
Company's negligence .. 

2.5.5 . Service furnished by the Company may be interconnected with the services or facilities 
of other carriers or private systems. However, service furnished is provided solely by the 
Company and is nnt ajoint undertaking with other parties. 
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PUBLIC COMMUNICATIONS SERVICES, INC. 

SECI'ION 2 - RULES AND REGULATIONS, (CONT'D.) 

2.5 Liability of theCompaDY; (CoDt'd.) 

2.5.6 The liability of the Company for errors in billing that reSult in overpayment by the 
Customer shall be limited to a credit equal to the dollar amount erroneously billed or, in 
the everit that payment has been made and service has been discontinued, to a refund of 
the 3IDount erroneously billed.· 

2.5.7 The Company shall be indemnified and saved harmless by the SubsCriber from and 
against all loss, liability, damage and expense, including reasonable counsel fees, due to: 

I) Any actor omission of: (a) the Subscriber, (b) any other entity furnishing 
service, equipment or facilities for use in conjunction with serviceS or facilities 
provided by the Company; or (c) common carriers, except as contracted by the 
Company; 

2) Any delay or failure of performance or equipment due to causes beyond the 
Company's control, including but not limited to, acts of God, fires, floods, 
earthquakes, hurricanes, or other catastrophes; national emergencies, 
insurrections, riots, wars or other civil commotions; strikes, lockouts, work 
stoppages or other labor difficulties; criminal actions taken against the Company; 
unavailability, failure or malfunction of equipment or facilities provided by the 
SubsCriber. or third parties; and any law, order, regulation or other action of any 
governing authority or agency thereof; 

3) Any unlawful or unauthorized use of the Company's facilities and services; 

4) Breach in the privacy or security of communications transmitted over the 
Company's facilities; 

5) Any noncompletion of calls due to network busy conditions; 

6) And any other claim relating to the use of or furnishing of use of the Company's 
services or facilities which resulted from any act or omission of the Subscriber, 
Authorized Users, inmates, guests, patrons, visitors or other transient third parties 
using the services of the Company through the Company's or Subscriber'S 
equipment; or any other entity. 

Issued: Apri112,2001 Effective: July 25, 200 I 
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PUBUC COMMUNICATIONS SERVICES, INC. P ago - w.R.e Tariff No. I 

, 0rigiria1 Page 14 

SECTION 2 - RULES AND REGULA nONs, (CONT'D.) 

2.5 Liability of the Company, (Cont'd.) 

2.5.8 The included Tariff language does not constitute a detennination by the Commission that 
a limitation of liability imposed by the Company should be upheld in a court of law. 
Acceptance for filing by the Commission recognizes that it is a court's responsibility to 
adjudicate negligence and· consequential damage claims. 11 is alsO· the court's 
responsibility to determine the validity of the exCulpatory clause. 
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EXHIBIT C:; 
,~ 

\ .. 
PUBUC COMMUNICATIONS SERVICES, INC. Page 3J![ of, '179' r 

. Origmai PagelS 

SECTION 2 - RULES AND REGULATIONS, (CONT'D.) 

2.6 Respoasibilities of the Subscriber or Customer 

2.6.1 The Subscriber is responsible for making proper application for service; placing any 
necessary orders; for complying with Tariff regulations; and payment of charges for 
services provided, Specific responsibilities include, but are nOlliinited to the following: 

I) 

2) 

_ 3) 

4) 

The Subscriber shall ensure compliance with. any applicable laws, regulations, 
orders or other requirements (as they exist from time to time) of any 
governmental entity -relating to services provided or made available to other users 
by the Subscriber. 

If required for the provision of the Company's services, the Subscriber must 
provide any equipment space, supporting stiucture, conduit and electrical power 
without charge to the Company. 

The Subscriber is' responsible for arranging access to its premises at times 
, acceptable to the' Company when required for the ComPany personnel to install, 
repair, maintain, program, inspect or remove equipnient associated with the 
provision of PCS's services. 

The Subscriber shall ensure that any Subscriber provided equipment and/or 
systems are properly interfaced with Company facilities or services, that the 
signals emitted into Company's network are of the proper mode, bandwidth, 
power, and signal level for the intended use and in compliance with the criteria 
set forth in this Tariff, and that the signals do not damage equipment, injure 
personnel, or degrade service to other Customers. 
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EXHIBIT~ IIi--
PUBLIC COMMUNICATIONS S~VICEs, INC. Page 21Z. ruRCta'lffNtI:1 

Original Page 16 

SECTION 2 - RULES AND REGULATIONS, (CONT'D.) 

2.6 Responsibilities of tbe Subscriber or Customer, (Cont'd.) 

2.6.1 (Cont'd.) 

5) 

6) 

7) 

8) 

]be Subscnber must pay the Company for replacement or repair of damage to 
the equipment or facilities of the Company caused by negligence or willful act of 
the Subscriber or others, by improper use of the Services, or by use of equipment 
provided by the Subsc.riber or others: . 

The Subscriber must pay for the loss through theft of any Company equipment 
installed at Subscriber's premises. 

The SubsCriber is responsible for establishing its identity as often as necessary 
. during the course of a call. . 

The Subscriber is responsible for identitying the station, party, or person with 
. whom commtmications is desired and/or made at the called number. 
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EXHIBIT . . .. j' 

PUBUCCOMMUNICATIONSSERVICES,INC. . Page ~ of_ 'f I ~:;;,); 1 
Ungmall'age 17 

SECTION 2 - RULES AND REGULATIONS, (CONT'D.) 

2.7 Billing and Payment For Service 

. 2.7.1 Responsibility for Cbarges 

The Customer is responsible for payment of all charges for services and equipment 
furnished to the' Customer or'its Authorized Users for transmission of calls via the 
Company's network. In particular and without limitation to the foregoing, the Customer 
is responsible for any and all cost(s) incurred as the result of: 

1) any delegation of authority resulting in the use of Customer's communiCations 
equipment and/or network services which result in the placement of calls via the 
Company; 

2) any and all use of the services provided by the Company, including calls which 
the Customer did not individually authorize; 

3) any calls placed by or through the Customer's equipment via any remote access 
feature(s ); 

2.7.2 Payment for Service 

All charges due by the Customer are payable to the Company or any agent duly 
authorized to receive such payments. The billing agent may be the Company, a local 
exchange telephone company, credit card company, or other billing service. Terms of 
payment shall be according to the ruleS and regulations of the agent and subject to the 
rules of regulatory bodies having jurisdiction. 

Issued: Apri112,2001 Effective: July 25,2001 
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SECTION 2 - RULES AND REGULATIONS, (CONT'D.) 

2.7 Billing and Payment For Service, (Cont'd.) 

2.7.3' Dispnted Charges 

2.7.4 

Any objections to billcid charges must be reported to the Company or its billing agent 
within twenty (20) days of the closing date printed on the bill issued to the Customer. 
Adjustments to Customers' bills shall be made to the extent that circwnstances exist 
which reasonably indicate that such changes are appropriate. Customers may contact the 
Indiana Utility Regulatory Commission with I) any wrresolved dispute or 2) disputed 
charges for which the Company refuses an adjustment if disputed charges were reported 
to the Company after twenty (20) days from the closing date on the Customer's bill. 

Taxes and Surcbarges 

PCS reserves the right to. bill any and all applicable taxes in addition to any recurring, 
non-recurring, per call charges, usage charges or charges for special arrangements and 
construction, including,. but not limited to any Federal Excise Tax, State Sales Tax, 
MWlicipaI Taxes and Gross Receipts Tax. Unless otherwise specified in this Tariff. such 
taxes will be itemized separately on Customer bills. 

(T) 

A. Indiana UniVersal Service Fond (lUSF) (N) 

I 
The Company. Concurs in the Indiana Utility Regulatory Commission Tariff I 
I.URC. No. T-7. All Customer billirigs on or after October 2007 shall reflect an I 
additioDaI charge to timd the Indiana Universal Service FWld (JUSF). (N) 

2.7.5 Late Payment Fees 

A late payment' fee of I ()O/O of first $3.00; 3% of excess one time only on. any past due 
baIaitce. Any applicable late· paynient fees will be assessed according to the terms and 
conditions of the Company or its billing agent and pursuant to Indiana law. 

2.7.6 Retnrn Check Charge 

A return check charge of $20.00 will be. assessed for checks returned for insufficient 
fimds. Any applicable return check charges will be assessed according to the terms and 
conditions of the Company or its billing agent and pursuant to Indiana law. 

Issued: August I. 2007 Effective: August 2. 2007 
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SECI10N 2 - RULES AND REGULATIONS, (CONT'D.) 

2.7 Billing and Payment For Service, (Cont'd.) 

2.7.7 Minimnm Service Period 

The minimum period for which services are provided and for which rates and charges are 
applicable is one (I) month unless otherwise specified in this Tariff or by mutually 
agreed upon contract. When a service is discontinued prior to the expiration of the 
minimum period, charges are applicable, whether the service is used or not 

2.7.8 Validation of Credit 

The Company reserves the right to validate _ the creditworthiness of Customers and billed 
Parties through available verification procedures and to establish a maximum 
predetermined credit limit Where a requested billing method cannot be validated or 
maximum credit limit established, the Company may refuse to provide Service or 
otherwise restrict or interrupt service to, a Customer. The Company may also refuse 
service for invalid telephone numbers, invalid calling card or commercial credit card . 
numbers, refusal of a called party to accept responsibility for payment, failure to keep the 
outstanding balance due below the credit limit or any other circumstances which may 
prevent the Company from collecting the charges due for a call. 

Service provided by the Company are available to irunates of confinement facilities in 
accordance with facility·authorized programs. The Company may request that the 
confinement facility adopt, as part of its program, terms that enable the Company to 
collect the charges for all inmate calls, including without limitation, the blocking of calls 
by the Company to certain telephone numbers when the amount charged to -such 
telephone numbers when the amount charged to such a telephone number exceeds a 
predetermined amount or becomes past due. 

Issued: April12, 200 I Effective: July 25, 2001 
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SECTION 2 - RULES AND REGULATIONS, (CONT'D.) 

2.8 Deposits 

The Company does not normally require deposits. However the Company reserves the right to 
collect an amount not to exceed two (2) months estimated charges as a deposit from Customer.; 
whose credit history is unacceptable or unknown to the Company. Deposits,' if collected, will be 
collected and maintained in accordance with Commission rules. 

For services provided to inmates of confinement facilities, the Company may require a deposit 
from billed parties for charges which exceed a maximum credit amount predetermined by the 
Company based on the Customer's credit worthiness. The Customer may exceed this 
predetermined credit amount by first paying a deposit to the Company in an amount equal to the 
amount of additional credit authorization requested by the Customer. 

2.9 Adv8Dce Payments 

The Company does not normally require advance payments for service. However, for Customer.; 
whom the Company determines an advance payment is necessary, PCS reserves the right to 
collect an amount nollo exceed one (I) month's estimated charges as an advance payment for 
service. This will be applied. agIlinst the next month's charges and a new advance paymeot may 
be collected for the next month, if necessary. 

Issued: Aprill 2, 200 1 
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SECTION 2 - RULES AND REGULATIONS, (CONT'D.) 

2.10 Refuuds or Credits for Service Outages or IuterruptiODS 

2.10.1 Credit allowances for interruption periods which are not due to the Company's testing or 
adjusting, to the negligence of the Customer, or to the failure of channels, equipment 
and/or colnmunications systems provided by the Customer, are subject to the general 
liability pfovisions set forth in this Tariff. It shall be the obligation of the Customer to 
notifY Coinpany immediately of any interruption in service for which a credit allowance 
is desired by Customer. Before giving such notice, the Customer shall ascertain that the 
,trouble is,not within his or her control, or is not in wiring or equipment, if any, furnished 
by Customer~ 

2.10.2 For purposes of credit computation every month shall be considered to have seven 
hundred and' twenty (720) hours. For services with a monthly recurring charge, no credit 
shall be allowed for an interruption of continuous duration of less than four (4) hours. 
The Customer shall be credited for an interruption of four (4) or more hours at the rate of 

. In20th of the monthly charge for the services affected for each day that the interruption 
. continues., The formula used for computation of credits is as follows: 

Credit = Al720 x B 

A = outage time in hours (must be 4 or more). 
B = total monthly recurring charge for affected service . 

. 2.10.3 For usage sensitive long distance services, credits will be limited to, at maximum, the 
price of the initial period of the individual call that was interrupted plus any operator 
service charges or surcharges required to reconnect the caller. 
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Original Page 22 

SECTION 2 - RVLFS AND REGULATIONS, (CONT'D.) 

2.11 Cancellation Or Termination of Service 

2.11.1. Cancellation by Cnstomer 

A) Customers of presubscribed long distance services may cancel service by providing 
the Company with written or verbal notification thirty (30) days prior to the requested 
cancellation date. The Company shall hold the Customer responsible for payment of 
all bills for service furnished until the cancellation date specified by the Customer or 
until thirty (30) days after the date that the cancellation notice is received, whichever 
is later. 

2.11.2 Cancellation by Cnmpaoy 

A) The Company may terminate service to a Customer for nonpayment of undisputed 
charges or other violation of this Tariff or provision of law upon five (5) days written 
notice to the Customer without incurring any liability for damages due to loss of 
telephone service to the Customer. Charges will not be considered past due until 
twenty (20) days from the closing date prlDted on the Customer's bill. 

B) The Company may refuse or discontinue service under the following cOnditions 
provided that, unless otherwise stated, the Subscriber shall be given five (5) days 
notice to comply with any rule or remedy any deficiency: 

I) 

2) 

3) 

Issued: Apri1l2,2001 

Issued by: 

For notH:Ompliance with or violation of any State, municipal, or Federal 
law, ordinance or regulation pertaining to telephone service. 

For use of telephone service for any purpose other than that described in 
the application. 

For neglect or refusaI to provide reasonable access to PCS or its agents 
for the purpose of inspection and maintenance of equipment owned by 
PCS or its agents. 

Joe Pekarovic, Vice President of Sales 
11859 Wilshire Boulevard, Suite 600 
Los Angeles, California 90025 

Effective: July 25, 2001 
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Original Page 23 

SECfION 2 - RULES AND REGULATIONS, (CONT'D.) 

2.11 Cancellation or Termination of Service, (Cont'd.) 

2.11.2 (Cont'.) 

8) (Cont'd.) 

4) 

5) 

6) 

7) 

8) 

9) 

Issued: April12, 200 I 

Issued by: 

For noncompliance with or violation of Commission regulation or PCS's 
rules and regulations on file with the Commission. 

Without notice in the event of Subscriber use of equipment or services in 
such a manner as to adversely affect the Company's equipment or service 
to,others. 

Wllhout notice in the event of tampering with the equipment or services 
owned by the, Company or its agents, 

Wllhout notice in the event of unauthorized or fraudulent use of service. 
Whenever service is discontinued for fraudulent use of service; PCS 
may, before restoring service; require the Subscriber to make, at his or 
her: own expense, all changes in facilities or equipment necessmy to 
eliminate illegal use and to pay an amount reasonably estimated as the 
loSs in revenues resulting from such fraudulent use. 

Without notice by reason of any order or decision of a court or other 
government authority having jurisdiction which prohibits the Company 
from furnishing such services. 

For periods of inactivity over sixty (60) days: 

Joe Pekarovic, Vice President of Sales 
11859 Wilshire Boulevard, Suite 600 
Los Angeles, California 90025 

Effective: July 25, 2001 
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SECfION 2 - RULES AND REGULATIONS, (CONTO.) 

2.12 IDterroDDectiOD 

Service furnished by PCS may be COIUlected with the services or facilities of other carriers. Such 
service or facilities are provided WIder the tenns, rates and conditions of the other carrier. The 
Subscriber is responsible for all charges billed by other carriers for use in connection with the 
Company's service. Any special interface equipment or facilities necessary to achieve 
compatibility between carriers is the responsibility of the Subscriber. 

2.13 Subseriber ProvIded Equipment 

2.13.1 The Company's facilities and service may be used with or tenninated in terminal 
equipment or communications systems such as a PBX, key system, single line telephOne, 
or Pay Telephone. Such teiminaI equipment shall be furnished and niaintained at the 
expense of the Subscriber. 'The Subscriber is responsible for all costs at his or her 
premises, including personnel, wiring, electrical power, and the like, incurred in the use 
of PCS's service. 

2.13.2 When such termina\ equipment is used, the equipment shall comply with the generally 
accepted minimum protective criteria standards of the telecommunications industrY. 'The 
SubsCriber is, responsible' for enswing that Subscri!Jer-provided equipment COIUlected to 
Company equipment ,and, facilities is cOmpatible with such equipment. and facilities. The 
magnitude and character of the voltages 'and currents impressed on Company-provided 
equipment and wiring by the connection, operatio~ or. maintenance of such equipment 
and wiring shall be such as not to cause damage to Company-provided equipment and 
wiring or injury to the Company's employees or to other persons. Any additional 
protective equipment required to prevent such damage or injury shall be provided by the 
Company at the Subsciber's expense, subject to prior Subscriber approval of the 
equipinentexpense. 

Issued: Apri112, 200 I 
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PUBLIC COMMuNICATIONS SERVICES, INC. 

SECTION 2 - RULES AND REGULA nONs, (CONT'D.) 

2.14 Company Provided Eqnipment 

The Company shall use reasonable efforts to maintain only the facilities and equipment that it 
furnisheS to the Subscriber. The Subscriber may not nor may they permit others'to rearrange, 
disconnect, remove, attempt to repair, or otherwise interfere with any of the facilities or 
equipment installed by the Company, except upon the written consent of the Company. 

2.1S Inspection, Testing and Adjustment 

Upon' reasonable notice, the facilities, or equipment provided by the Company shall be made 
available to the Company for such tests and adjuStments as may' be necessary, for their 
maintenance in a condition satisfactory to the Company. No interruption allowance shall be 
granted for the time during which such tests and adjustments are made, unless such interruption 
exceeds twenty-four (24) hours in length and credit for the interruption is requested by the 
Customer. ' 
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Original Page 26 

SECTION 3 - SERVICE DESCRIPTIONS AND RATES 

3.1 General 

PCS provides operator assisted calling services for communications originating and terminating 
within the State of Indiana . The Company's services are available twenty-four (24) hoUlS per day, 
seven (7) days a week. Unless otherwise specified in this Tariff, intrastate service is offered in 
conjunction with interstate service. 

In addition, the Company offers automated operator assisted collect-on1y calling services for use 
by inmates of prisons, jails or other Confinement Institutions. Inmate access to the Company's 
services may be restricted by the administration of the Institution served. 

Customers are charged individually for each call placed through the Company's network. Charges 
may.vary by service offering, mileage band, class of call,. time of day, day of week and/or call 
duration. -Customers are billed based on their use of the Company's services and network. 
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SECTION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

3.2 Tuning of Calls 

3~ 1 Billing for calls placed over the PCS network is based in part on the duration of the call 
as follows, unlesS otherwise specified in this Tariff. 

3.2.2 Timing of each call begins when the called station is answered (Le. when two way 
commtmications are established) .. Answer detection is based on standanl indusny answer 
detection methods, including hardware and software answer detection. For Collect Calls, 
cbalges apply only if the called party accepts the responsibility for payment For Person 
to Person Calls, charges apply only if the calling party is connected with the designated . 
called party or. an agreed upon substitute. .. 

3.2.3 Chargeable time for each call ends when one of the parties disconnects from the call. 

3.2.4 Unless otherwiSe specified in thisTariff, the minimum Initial Period for billing purposes 
is one (I) minute. 

3.2.5 Unless otherwise specifiecl in this Tariff, billing f;'" Additional Periods (usage after the 
Initial Period) is in full one (I) minute increments. 

3.2.6 The Company will not knowingly bill for' unanswered calls. When a Customer indicates 
that he/she was billed for an incomplete call, the Company will reasonably issue credit 
for the call. 
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SECTION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

3.3 Rate Periods and BoUdays 

3.3.1 For time. of day sensitive services, the following rate periods apply lIIIIess otherwise 
specified in this Tariff: 

MON I' TUES 1 WED 1 TIIUR 1 FRI SAT SUN 

8:00AM 
.TO DAYTIME RATE PERIOD 

5:00PM" 

5:00PM 
TO EVENING RATE PERIOD EVE 

11:00 PM" 

11:00 PM 
TO NIGHTIWEEKEND RATE PERIOD 

8:00AM" 

. ." UP to· but not including. . .. 

3.3.2 Calis are billed based on literate in effect for the actual time period(s) during which ihe 
call occur.;. Calls that cross rate period bOlmdaries are billed the rates in effect in that 
bolDldary for each pnrtion of the call, based on ihe time of day at the Customer location. 

Issued: JlDle 30, 2009' 
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SECTION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

3.4 Calculation of Distance 

3.4.1 Usage charges for all mileage sensitive products are based on the airline distance between 
serving wire centers associated with the originating and tenninating points of the call. 
The serving wire centers of a call are detennined by the area codes and exchanges of the 
origination and destination points. The distance between the Wire Center of the 
Customer's equipment and that of the destination point is calculated by using the "V" and 

. "H" coordinates found in BellCore's V&H Tape,and NECA FCC Tariff No. 4 . 

. 3.4.2 . The airline distance between any two wi~ centers is determined as follows: 

Step I - Obtain the "V" and "H" coordinates fO! the Wire Centers serving the Customer 
and the destination point 

Step 2 - Obtain the difference between the "Y" coordinates of each of the Wire Centers. 
Obtain the Difference between the "H" coordinates. 

Step 3 - Square the differences obtained in Step 2. 

Step 4 - Add the squares of the "V" difference and "H" difference obtained in Step 3. 

Step 5 - Divide the sum of the square obtained in Step 4 by ten (10). Round to the next 
higher whole number if any fraction results from the division. ' 

Step 6 - Obtain the square root of the whole number obtained in Step 5. Round to the 
next higher whole number if any fraction is obtained. This is the distance 
between the Wire Centers. 

3.4.3 The fonnula for distance calculations is: 

SQRT {{(V SUB I-V SUB 2) SUP 2+(H SUB I-H SUB 2) SUP 2 lOVER 10} 
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SEcrION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

3.5 Institutional Operator Assisted CaIliDg 

Institutional operator assisted service allows Inmates to place Collect Calls tInough an automated 
call processing system. The call processing system prompts the Inmate and the called party such 
that the call is completed without live operator assistance. Calls are placed on a collect-only basis 
to the called party. 

A number of special' blocking and screening capabilitieS are available with institutional operator 
services provided by PCS. These capabilities allow Institutions to control 1nmate access to 
teleconuilllllications services, reduce fraudulent use of the Company's services, and eliminate 
harassing calls to persons outside the Institution. 

For services provided to Inmates 'of Institutions, the following special conditions apply: 

a 

b. 

c. 

d 

e. 

Calls to "900", "976" or other pay-per"Call services are blocked by PCS. 

At the request of the Institution, PCS may block inmate access to toll-free numbers (e.g., 
800, 888) and dialing sequences used to access other carriers or operator service 
providers (e.g., 950-xxxx, 10XXXX) . 

. .. ' 
" 

At the request of the Institution, PCS may block Inmate access to "911", "411", or local ' 
operators reached tInough "O-~ dialing. 

At the request of the Institution, PCS' may block Inmate access to specific telephone 
numbers. ',. 

Availability of PCS's services may be restricted by the Institution to certain hows and/or 
days of the week. . 
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SECTION 3 -' SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 
. . 

3.5 Institutional Operator Assisted Calling, (Cont'd) . 

f. At the request of the Institution, no notices or signage concerning the Company's services 
will be posted with its instruments. Infonnation concerning PCS's services is provided to 
the administration of each Institution where the Company's services are offered. Inmates 
may obtain information regarding rates and charges by requesting such infonnation from 
the Institution's administration. 

g. At the request of the Institution, PCS may impose time limits on local and long distance 
calls placed using its services. , . 

h. At the requeSt o{the Institution, .,qiripmentmay be provided which permits nionitoringof 
inmate,caIIS by legally authorized government officials .. 

Issued: Apri1I2,2001 

Issued by: Joe Pekarovic, Vice President of Sales 
11859 Wilshire Boulevard, Suite 600 
Los Angeles, California 90025 

Effective: July 25, 2001 

ino0201 



.. \:)<. \-\ 1 ~~,Y\ 9;-;it 5 
PUBUCCOMMUNICATlONSSERVICES,INc.?age $L I.U.R.C1:arlffNo.1 
.'.' 4" Revised Page 32 

Caricels 3'" ReVised Page 32 

SECTION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

3.5 IostitutiooaI Operator Assisted Calling, (Cont'd.) 

, The following rates and charges apply to local calls placed' by inmates of confinement 
institutions. . 

Call duration maximwn is fifteen (15) minutes. 

3.5.1 Rate Plan A 

A. LocaI Rates and Charges 

Rate Per Minute: $0.00 
Per Call S\D'Charge: $2.95 

Some material previously found on this page now found on In Revised 33,0.2 

Issued: January 27, 2010 
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SECTION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

3.5 Institutional Operator Assisted Calling, (Cont'd.) 

3.5.1 Rate Plan A, (Cont'd.) 

B. ToU Rates' and Charges 

IntraLATA 

The following rates and charges apply to intraLA T A calls placed by inmates of 
confinement institutions. Service is billed in one (I) minute increments following 
an initial, one (I), minute increment Call duration maximum is fifteen (15) 
minutes. 

Usage Charges: 

Mileage 
Day Evening NightlWeekend 

1st Add1. 1st Add'i 1st Add1 
Band Minute Minute Minute Minute Minute Minute 

All , $0.30 $0.30 , .$0.30 $0.30 $0.30 $0.30 

Per Call Charges: 

Rate per Call: $2.25 

InlerLATA 

The followi~rates and charges apply to interLA TA calls placed by inmates of 
confinement Institutions. Service is billed in one (I) minute Increments following 
an initial one (I) minute increment Call duration maximum is fifteen (15) 
minutes. 

Usage Charges: 

Mileage 
Day Evening NightlWeekend 

1st Add'i 1st Add'i 1st Add1 
Band Minute Minute Minute Minute Minute Minute 

All $025 $025 $025 $025 $025 $025. 

PER CALL CHARGES: 

Rate per Call: $1.50 

Issued: January 27, 2010 Effective: February 26, 2010 
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SECfION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

3.5 Institutional Operator Assisted Calling, (Cont'd.). 
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SECTION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

3.5 Institutional Operator Assisied CaUing, (Cont'd.) 

3.5.2 Rate Plan B 

A. Local Rates and Charges 

Rate Per Call: $3.50 

B. ToU Rates and Charges 

IntraLATA
O 

The following rates and charges apply to intraLATA calls placed by inmates of 
confinement'institutions. Service is billed in one (I) minute increments following 
an initial one"o (I) minute increment. Call duration maximum is fifteen (15) 
minutes. 

Usage Charges: 

Rate Per Minute: $0.30 

Per Call Charges: 

Rate per 'CaII: $2.25 

InterLATA 

The following rates and charges apply to interLA T A calls placed by inmates of 
confinement institutions. Service is billed in one (I) minute Increments following 
an initial one (I) "minute increment. Call duration maximum is fifteen (15) 
minutes. 

Usage Charges: 

Rate Per Minute: $0.25 

Per Call Charges: 

Rate per Call: $1.50 

Some material now found on this page previo~/y found on 3'" Revised Page 32 
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3.6 

SECTION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

lnstitutioaaI Prepaid CoDect Service 

3.6.1 Description 

Institutional Prepaid Collect Service allows recipients of collect calls fiom inmate 
facilities to set up a prepaid account with the Company from which such calls are 
decremented. 

Inmates place a collect call through the standard dialing pattern to a specific telephone 
number (station to station). The Subscriber accepts the collect call and the charges for 
that call are deducted from the Subscriber's Prepaid Account. Funds in this Prepaid 
Account may only be used for payment of calls received by Subscribers to their telephone 
number specified to the Company when the Prepaid Account is established. 

Institutional Prepaid Collect Service calls are not distance sensitive. Call timing is 
rounded up to the nearest one (I) minute increment after the initial minimum period of 
one (I) minute and therefore the Available Usage BalanCe is decremented in full minute 
increments. 

(N) 

Per call and usage for each call placed is deducted fiom the Available Usage Balance in I . 
the. Inmates's. Prepaid . Account. Customers may obtain the current Available Usage I 
Balance, last payment made and last payment date by calling .the Company's Customer. I 
Service toll free number twenty-four (24) hours a day, seven (7) days a week. I 

I 
Call duration maximum is fifteen (15) minutes. (N) 

Material previously found on this page now found on Original Page 33. 7 
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SECTION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

3.6 Institutional Prepaid CoUect Service, (Coot'd.) 

RatePlao A 

A. Local Rates aDd Charges 

B. 

Usage Rates . 

Per Minute: . 

Service Charge . 

,Per Call: 

ToO Rates aDd Charges 

IotraLATA 

Usage Rates 

Day 

$0.00 

$2.00 (R) 

Evenmg Night/Weekend 
Mileage 
Band 1st Add'i 1st Add1 1st Add'i 

Minute Minute Minute Minute Minute Minute 

All 

Service Charge 

Per Call: $1.50(R) 
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SECfION ,3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

3.6 Institutional Prepaid Collect Service, (Coot'd.) 

3.6.2 Rate Plao A, (Coot'd.) 

B. ToO Rates aod Charges, (Coot'd.) 

IoterLATA 

Usage Rates 

~Ieage . 
Day Evening Night/Weekend 

Band 1st 
Minute 

~11 $0.20 (R) 

Service Charge 

Per Call: 

Add' 1st 
Minute Minute 

$0.20 (R) $0.20(R) 

$1.50 

. Issued: January 27, 2010. 

'Issued by: Joe Pekarovic, Vice President of Sales 
11859 Wilshire Boulevard, Suite 600 

Los Angeles, California. 90025 
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SECfION 3 - SERVICE DESCRIPTIONS AND RATES, (CONY'D.) 

3.6 Institutional Prepaid Collect St;rvice, (Cont'd.) 

3.6.3 Rate Plan B 

A. Local Rates and Charges 

Rate Per Call: $3.50 

B. ToO Rates and ChargeS. 

IotraLATA . 

Usage Rates -

Rate Per Minute: $0.30(R) 

Service Charge 

Per Call: 

IoterLATA 

Usage Rates 

Rate Per Minute: $0.25 

Service Charge 

Per Call: $1.50(R) 
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SECfION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

3.6 InslitulioaaJ Prepaid CoDed Service, (Coat'd.) 
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3.7 

SECTION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

Institutional Prepaid Service (Debit) 

3.7.1 Description 

Institutional Prepaid Service (Debit) allows inmates to set up prepaid accounts for 
outbound calling. Prepaid calls are originated when the inmate enters their unique PIN 

.. and destination nwnber. ' 

With the assisla!tce oftheInstitution, the Company will set up a Prepaid Account for calls 
placed from the institution. Funds in the Prepaid Account may only be used for payment 
of calls placed by irunates. The Company's system informs the inmate of the Available 
Usage Balance remainmg· in, the Prepaid Account upon access to place a call, and 
prompts the inmate Customer to plaCe a call by entering the destination telephone 
nwnber. . 

Institutional Prepaid Service calls are not distance sensitive. Call timing is rounded up to 
the nearest one (I) minute increment after the initial minirnwn period of one (I) minute 
and therefore the Available Usage Balance is decremented in full minute increments. 

Per call and usage for each call placed is deducted from the Available Usage Balance in 
the Inmate's Prepaid Account on a real time basis'as the call progresses. 

While a call is in progress and the Available Usage Balance reaches one minute, a voice 
prompt will announce to the inmate that one minute of time remains on their Prepaid 
Account and that the call will be cut off after that time. 

Call duration maximwn is fifteen (15) minutes. 
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SECTION 3 - SERVICE DESCRIPTIONS AND RA YES, (CONTD.) 

3.7 Institutional Prepaid Service (Debit), (Cont'd.) 

3.7..2 Rate Plan A 

A Local Rates and Charges 

RatePlan·A 

Per Minute: . 
Rate Per Call: 

.$025 
$0.00 
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SECTION 3 - SERVICE DESCRIYfIONS AND RATES, (CONT'D.) 

3.7 Institutional Prepaid Service (Debit), (Cout'd.) 

3.7.2 Rate Plan'A, (Cont'd.) 

B. ToO Rates and Charges 

IntraLATA 

Usage Rates 
, 

Rate Per Minute: $0.25 

,,' 

SerVice Charge 
. 

. PerCalI: $0.00 

InterLATA 

Usage Rates 

Rate Per Minute: $0.25 

Service Charge 

Per Call: $0.00 
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SECfION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

3.7 IDstitotiooal Prepaid Service (Debit), (Cont'd.) 
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SECTION 3 - SERVICE DESCRIPTIONS AND RATES, (CONY'D.) 

3.7 Institutional Prepaid Service (Debit), (Cont'd.) 
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3.8 

SECfION 3 - SERVICE DESCRJYfIONS AND RATES, (CONT'D.) 

Pay Per Call Service 

Pay Per Call Service allows recipients of inmate collect caIls to pay on a per call basis. This_ 
-serviCe- is targeted to called parties who either do not Want to set up a prepaid account and 
. purcbase a bulk set of minutes on a prepaid basis or who may be blocked from receiviilg collect 

calls. When the caJl is placed, the called party will be prompted for credit card information and 
once received and validated, the call will be connected. Calls are billed only via a major credit 
card, as determined by the Company. Call rates are based on a caJlofup to fifteen (IS) minutes 
and may vary by facility. The Company provides pricing options that may lie selected by a 
specific Confinement InStitution. All Pay Per Call Services from a specific institution will be 
charged under the option selected. 

Per call rate (IS minute caJl): 

Option I 
Local: 
IntraLATA: 
InterLATA: 

$3.50 
$9.30 
$7.30 
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SEcrION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D.) 

3.9 Misftllaneons Rates and Charges 

3.9.1 Billing Cost RecoVery Fee 

In order to partially offset increased expenses associated with billing caIls via local 
exchange carrier.;, an Imdiscolmtable billing cost recovery fee may apply each billing 
period in which local or long distance collect calls are billed through a Customer's local 
exchange carrier. The company will implement this fee based on the arrangement with a 
specific CorreCtiOnal Institution:This fee will be charged only once per billing period 
regardless oftJtenwnber of calls, The fee will not apply in any billing period in.which no 
collect calls are Iiilled via the Customer~s local exchange carrier. This fee does not apply 
to prepaid 'services paid for by commercial credit card, check, money order or wire, or for 
services billed directly to the Customer by the Company. . 

Billing Cost Recovery Fee, per month where applicable: $2.49 

3.9.2 State Regulatory Recovery Fee 

The State Regulatory Recovery Fee assists the Company to recover costs associated with 
the provision of' in state services including state regulatory fees, proceedings and 
compliance items. The State Regulatory Recovery Fee applies each month in which an 
end-user accepts in-state calls. . 

State Regulatory Recovery Fee, per month where applicable: Up to $1.99 

3.9.3 Federal Regulatory RecoVery Fee 

The Federal Regulatory Recovery Fee helps recover costs associated with the provision 
of state-to-state and international long distance services including the administration of 
the federal universal service fund (USF), other federal regulatory fees, proceedings and 
compliance items. The Federal Regulatory Recovery Fee applies each month in which an 
end-user accepts state-to-state and/or international calls. 

Federal Regulatory Recovery Fee, per month where applicable: Upto$L99 
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SECTION 3 - SERVICE DESCRIPTIONS AND RATES, (CONTD.) 

3.9 Miscellaneous Rates and Charges, (Cout'd.) 

3.9.4 Damaged Equipment Cost Recovery Charge 

At the request of the correctional facility, this charge will apply to automated collect calls 
which are placed by inmates of the facility when such calls are provided through the 
Company's own processing equipment at'that facility. The purpose of the charge is to 
recover the costs of repair, to the phone equipment as a resuh of damage caused by 
inmates housed at the correctional facility. This charge will apply in addition to all 
applicable usage charges and operator assistance service charges specified herein. 

Damaged Equipment Cost Recovery Charge, per call, up to: $0.85 

3.9.5 Voice Verificatiou Service 

Voice Verification Service is an optional service that provides validation of the inmate's 
identity through voice verification technology for plllJlOSeS of improved security and 
reduced potential of fraud and Customer harassment by inmates. This charge appljes to 
automated calls pl~ by inmates of correctiona1, facilities when such calls are provided ' 
through the Company's own processing equipment Where Voice Verification Service is 
requested by correctional facilities, ,this charge applies in addition to all applicable 
institutional rates and charges as specified in this tariff. , 

Voice Verification Service Charge, per caU·, up to: 
• where requested by correctional facility 

$025 
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SECTION 3 - SERVICE DESCRIPTIONS AND RATES, (CONT'D_) 

3_9 MisceI1aneous Rates and Cbarges, (Cont'cL) 

3.9.6 Pay TelepboneSnrcbarge 

In order to recover the Company's expenseS to comply with the FCC's pay telephone 
compensation plan effective on October 7, 1997 (FCC 97-371), an undiscountable per 
call charge is applicable to all interstate, intrastate and international calls that originate 
from any domestic pay telephone used to access the Company's services. This surcharge, 
which is in addition to standard Tariffed usage charges and any applicable service 
charges and surcliaiges associated with the Company's' service, applies for the use of the 
instrwnent used to access The Company service and is unrelated to the Company service 
accessed from the pay telephone. 

Whenever possible, the Public Pay Telephone Surcharge will appear on the same invoice 
containing the usage charges for the surcharged call. In cases where proper pay 
telephone coding digits are not transmitted to the Company prior to completion of a call, 
the Public Pay Telephone Surcharge may be billed on a subsequent invoice after the 
Company has obtained information from a carrier that the originating station is an 
eligible pay telephone. 

Per Call Charge: SO.50 
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SECTION 4 - CONTRACI'SAND PROMOTIONS 

4.1 Contracts 

At the option of the Company, service may be offered ona contract basis to meet specialized 
requirements of the Customer not cootemplated in this Tariff. The terms of each contract shall be 
mutually agreed upon beJween the Customer and Company and may include discounts off of rates 
cootained herein, waiver of recurring or nonrecurring charges, charges for specially designed and 
constructed . services not cootained in the Company's genera1 service offerings, or other 
customized features. The tenns of the coritract may be based partially or completely on the term 
and volume commitment, type of originating or terminating access, mixture of services or other 
distinguishing features.' Service shall be available to all similarly situated Customers for a fixed 
period of time following the initial offering to the first contract Customer as specific in each 
individual contract. 

4.2 Promotions 

From time to .time the Company shall, at its option, promote subscription or stimulate network 
usage by offering to waive some or all of the nonrecurring or reairring charges for the Customer 
(ifeJigible) of target services for. a limited dW'ation. Such promotions shall be made available to 
all similarly situated Customers in the target market area. 

4.3 Demonstration of Service Promotion 

From time to time the Company may. demonstrate service for potential Customers by providing 
free use of its network on a limited basis for a period of time, not to exceed one (I) month. 
Demonstration of service and the type, duration or quantity of service provided will be at the 
Company's discretion. 

"~". 
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M o1'Mond:llly. Aug 10, 2009 12:()1 
Pige 5 011. 

• No Olllhlrlmmlt 

".:: I I . 

r( :'::;: "-/'~','''. "': .. 

"', ..... ~ 

~:', ,:J: 
,I'.).';' 

~i i I" ,. ,. 

CIoHd 09I281Z0D8' 14:27:'7 

C\(J~d "'Q/I~ 08:31:3f1 

'-42221 

~, !' 

. ." 

1,';.1 

"l,' . .',. 

..'" ., , .' ;" 
OGJ26i2D08 14:27:23 

11112/Z008 12:18:21 

Facllty WlIIklhrOugtl , 

WoIklhN 

teat - not I1I()8Iv1ng 
&-mall notifl~nJ 

iMiate-tOsos24 
KlmtiootyKliIer 

~·:'~_trt~~1 
(lnrnOtet ire In. 

, .' • " 1Ockdown;-no pirie 
: ,houid be In u.:aj .Iio 

faundnotrunk.:advlHi:J ' 
Manua til lIak'1iK:n 
~tD,.8iookat 
~ -, '"",' 

Denny repaired HU 88 0 
phones 2 through 5 and 
HU SA phono. 2 lind 4. 
Ok to doM. 
ROQIiIcOd phones In SA 0 

.• &' & sA :renCi H14 
".' . 

Mortua, please ..".U 0 
e reply when you get 
IhII Cloaed Tit:Ut to lei 
UI knOW your .. mall is . 
working. 
I oXpiaJnod io -Capt RaY' 0 

.th8t WI Uiuanv dO'not ' 
,_ '6.000 In'dBPOalIl: 
:foranv,~., 

" I' ',' 
"j..<,', 

.. " 
; .' .;' 

',I' 

00:05:00 

, , 

00:00:00 

OD;QO:QO 

'.,1 " 
.,: 

"0' 

,,, 
:, 

:"",-
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X 
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or Incidents Opened from'8/10/2008 through 8110/2009 
r Company:ACJ • ALLEN COUNTY JAIL 

CWorAII Facilities or Facility Is Null 
o,or All Clients or Client Ie Null 

Ii('.,} - 1111"11 C"IIII:, J"iI Conluu!I d II.mll"PY""IS P ''1'' 

Nfl UIJI,.ulnll~n' ' 
/, 

" ,~ .' 

. ' .• \::;,:,~:r~:;tTI~" 
;~.::"~.;.~,:.,.~. "'--. "M";''''' It: 13;.34 MlK:eIanDaus III'" 

.. ' .... i;·:.:::th!:~:":,~'···'·~:"::';;::;'·;~~~~fu1:,i:;:,!;:·,::,::~i;i;';;~f~?;i1i!il;\r'::""'I;' .• ":' .. :' ' 
In~ 394549 • need 10 Poited money to, 0 00;00:00 
c:recIIt 3.19 per DennY
pI'IOne waa bad • 

J.4 of Melnday. Aug 10,2001 '2:01 
P81111uot 14 



;{~,;. \I\ J$ 
~; I-., 0 
'.. - ~--,;r-"'''''''''~''--:-;'~''-.. -, -:1"'--, -,.'--:---------. ------------

l- ~!PlB~ 
F r Incidents Opened from 8110/2008 through 8/10/2009 

5?or Company: ACJ • ALLEN COUNTY JAIL 
;&,r All Facilities or Facility Is Null 
'For All Clients or Client Is Null 

As of Monday. Aug 10,200912:1)1 

P.g. 7 af'" 

f..CJ - Alh'll C(Jllnty J,LlI CUlltlllllt'(ilr')[I1 pI."JIOU', r,ujt ; 

• No Oaparllllollt - a....fiIt. /IIoOi'" on ~~ '"""~ - """"" ~. " . , , ,. 
137,HU 

. ... 
" 

no promPt> (bad port?) , ;"", 

121illiOoa - 07:05:18 ,iI,inOO8 0.1:07:58 Phoni Cim8gld Bb 5 wino hookJwIth is VIIork WIll done by 2 00:05:00 'oii'10:Oti 
bad; Db 3 ¥ling card wa5 Denny. Ok to close, 
damaged 

~14 .C1oood "2J1812OO~.;07:09:24 ," .1.JJ1~B D7j)9:31 . Fdly~k1Iriugh iaollliWaJk~ nO tiWbte found :. ok to • 00:05:00, . i 00:00:00' ,";'''' ,." ,.: , .' 
" 

" '; "I ~ "J' . ,-I. ':.'" dDae ticket. , , 

1:,,;:,::1' 
,. ,. .. , ' . 

" , ~. ";";"" ~,::; "i' .. , ;>!} ''1' 
""-1 , 

."'1 ' ' .... -
" 

j ,~. ',,, .' .sgoo Ciand -oii'isnOO9 0e:;1:22 0211712009 18=30:35 Dehli monlH noI Allen 20048Comrrissaly I bied to call again. thlll • 00:00:0'" 00:00:00 
pa~vallsble debit money nol posting time auto-atlendanl 

ID tho ec:coun1. property, went to generic vmail 
efther not at all, or VOfy I prompt with no option to 

leave • rneuage, 
closing ticket due 10 no con_ 

-...,.. C"'" 0112l1201Kt'DIt.5a:5ll, .. 01~312D08 01:59:10 p-- ~U8n - 4 phOnes . -, .. rOoaftt.n.v" - 00:00;00 00;00:00 .. . .. ' , 
. ,i' damaged CI1IIIIInQ Of!" -no, .. , . ";<1: ;" .... ue .. roady_~ 

, .. ,.,. CIo •• is ol1231iOoa 08:01:12 ' 01'12112009 15:05:.0 ordei Phont' Pal'll Allen need! handsets PARTS SHIPPED • 00:00:00 00:00:00 

.. da ... UPst1Z9VOW0802972 
28717,. 
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I- """ rlncldents Opened from 811012008 through 811012009 .... Mo_,Au. ,a, 2008 "", 

a::, r'C r Company: ACJ • ALLEN COUNTY JAIL . • ........ 

:cl-l ~r AII;Faclllties or Facility Is Null 
ItJ)r All Clients or Client Is Null 

X 
UJ 

-
/I\;J fllI.~!' C'"llltv JoI,1 CUlltu",,'d Ii ('I " PI"~''''\I'' 1""1" . , 
• No DCfJ<lrtrnnnl 

' .. 



cF.or Incidents Opened from 811012008 through 8/1012009 
( .For Company: ACJ • ALLEN COUNTY JAIL 

(J.For All Facilities or Facility Is Null 
For All Clients or Client Is Null 

flCJ· A II.' 11 C,HJIllj' J",l ';011\1<11<' d 110m ~,r,''''OU'. p"!}' 

AI or Mandoy, Aug Ul, 200912:01 
Page D of 1" 

• tJo Dlip"ntrlllfnt 

..... C""" , 07'"'''' """,,7 o.blllT'lClnln not 
PD.ItnQlIIWUllbio 

Morning"'" 

...... ' 

~. : . 

RAMKUMAR.MADDEL 0 
A 3/11/2009 2:33:00 
PM, 

ACJ fllaa are 
proc;:oaacd, I am doling 
the Ueket please Set 
me know I reopen the 
ticket .Jfthe same 
inues occurs again. 

"'onks 
R.m 

RAMKUMAR.MAOOE1. 
A 3/1712009 12:38:51 
FlM: 

I am vefffylng the file •. I 
wiD let vou know the 
ata1us aller processing 
the files In another 30 
minI, 

Thanks 

00,00,00 00,00,00 
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3MC SERVICE DESK.EXRRESS~. '. ,...:,.: 
'.': ,_ .,:.~ •• __ ~ .... ~~~o-J'-""""-.I .. I.I_ .... .:.:... •• : " ... ~ ...... (~.t....,.;",:, ....-___.. .... _ .•. :.. ....... __ ........ _:.. ___ ~.......,.. •.• ~. ,,~.l!.'..:.;.. .. J...L.~ ... ~.":.:l .1 ....... ~~,-J 

tfpr Incidents Opened from8/101Z008 through 8110/2009 
&r Compeny:ACJ • ALLEN COUNTY JAIL 
jtbr All Facilitlee or Facility Is Null 
Lf:'or All Clients or Client Ie Null 

,ACJ 2004B'~~'w~ik' 
Ihou(jh 

....... 

As of Mondav. AuG to. 2001 12:0t 
P.,0at"'4 
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~r Incidents Opened 'romS/10/200S through 8110/2009 
J!Or Company: ACJ • ALLEN COUNTY JAIL 
For All Facilities or Facility Is Null 
For All Clients or Client Is Null 

~ ofMonde)', Aug 10,2009 12'01 
pIIg8110r,4 

ACJ· A lit.' II C"unty J"tl Co.Umu.'11 troll' l/levl",u, p"~,,, II 
; , 
• NolDepartrnont 

" ~. 

','-, . 

51632 ClOud 0!I1MoOO 10:42:26 05/11112009 10:42:111 mlicalll"'ouJ 

: 53051. : . Cianci: _. 0SI1~9 '09:48:61 .. ,j07~1312~:O(15:35:~~~· . Parts Rique" NotTnaI 

" 
--". 

53058 0611812009 09:49:57' 0811812009 09:51)'00 

AC:J"='Allen COUr\ty ~nil anrM!ock·Up 

" 

walk tlU\! complete. 1 
phone replaced 

como 
up and ~ maijilg 'goad 
C:ds from ceI,'Me' 
1M anc(WRC3M. 
walk thnJ complete. 1 
phone rCpJaoad. 

'ADeri COu';ty.'~·NOFHA~C :r~ore~r,Dfih~,~ ,0 
-J'artuwdor ~r walttdpped out.:· 

An~ County· Facility 
walk through 

--
Completed. D 

. 'I:~" ' 

!',;>' ?:i.; 
" 

00:00:01 00:DO:01 

00:00:00 ',,'.: ,- , , .. : .. ~ :qo:~'~;~>" " .. <~:'i;:" ,I',.:';, oj;.:'., .. ::. 
,," , "I . "" 

00:00:00 00:'00:00 

".'.;. 
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Incidents Opened from 811012008 through 811012009 
Company: ACJ • ALLEN COUNTY JAIL 
All Facilities or Facility Is Null 

c'or All Clients or Client Is Null' 

fleJ - fllI!'11 Cflllllli' J.ltl 1,1'''('''''''\1 fI"", 1'" "I'll'> p.IIII' 

• AC:J '!"llll(:II~COLJr\ly"J,1I1 <.IlttlL"fJCk·Up 

. ,-;, ." 
" ',," I,. ' 

~:!r~:t1?-,~·::Ttru-~~~.i,l!;/:;'···{ .. :':~;·';j;::i!~~,·-.'~nd' ""I, I: . "'-,11' -:t::: ','~·.:.-',~:',:'1.:.~.S·~~i-.:;<:~>:,!.:~,~", ":':;,~:~~;~~,:':"~:t'·:"rl'··'f?O:r.!O'.;~'.~·~··~··:~:'~:',~~";';;::- -;";;';1"::-;' 
,",,' ". , I, ,' ... , .\ . ,~, '.. ,':-',. 

Sylteni'~~ ~~." . ~~7 .. , .. -, .1"': •.. '" ,.", oo:oe':oo .. 04:42:0:0'-' .. 1::. .. : I ... ~ ,; ,:, 

DtI/2,1OII 



(]fror Incidents Opened from 8/10/2008 through 8/10/2009 
5for Company: ACJ - ALLEN COUNTY JAIL 
&or All Facliitias or Facility Is Null 

For All Clients or Client Is Null 

~7~ CIDIod . ,~!ml2O(J9' 08~~!4~ ';:y .' 

"S'22i CIO"d 08liw2009 10':00:58 

Total For F acXIlIy: ACJ - ADen Counly Jaflllnd 
Lock-Up 

ACJ • Work. Rclcas.fConlf!r 

", ·j'I"· - ;., 

'. 07~12O!J9 

OaJo.VzOOD 

, 

~iY"""""'''' 
." 

a~~~~:.oe FacIIPi ~lkttIllIugh 

10:01:14 Phono DafTIIgod 

20048 Alen County walk Changed 82 lind 83 
through 

. ACJ ~Ik !hI'OI,i;h replilcaU'bad hendI ;2 
sets In A2 and A4 

20048 ACJ replaced Hl replaced nanclae1 . 1 . 

bult8d handlet 

00.00;10 

00:00.:01 

00:00:01 

00.00.20 

00:00:02 

00:00:01 

Aa of Monriay, Aug 10.200912:01 
Pege 13 of 14 

, . 
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ACJ· • ... !I'HI '~"11I11'{ J,ttl ,(;,,,,1,,,,,,,11 I""" 1""\1''''1', P"!I' 
r , " I 

1 h;cidcnts o .. :OD: .. DD: .. : .. 

Tolal for Company: ACJ • Allen eo..nOy Jail 10 Incidents • •• 0"0"'." . D"."""" 

Totali'hone Down TIme(HH:MM:SS) : 07:28:25 



Consolidated Commission Statement 
Prepared Specially f<>r 

PeC - PCS Customer County 
Account # ACCOOOO30888 

Period: FebNary-07 

EXHIBIT C 
Page 3ttt( of 41 ~ 

PeC - PCS Customer County 
123 ABC Street 
Los Angeles. CA 90025 

GrsndTotal 
~~ 
Prepaid CoI~ 
Inmate Debit 
Poyphone 
Toml 

LOCAL 
INTRALATA 
INTERLATA 
INTERSTAtE 
CANADA 
I_I 
Carlbbean-Oomestlc 
Carlbbean-lntematlonal 
lleolco 
Toml 

GrsndTotal 
Collect 
Prepaid Collect 
InrnaIe Debit 
Poyphone 
Toml 

GrsndTotal 
LOCAL 
INTlIALATA 
INTERLATA 
INTERSTAtE 
CANADA 
I_I 
Carlbbean-Domestic 
Caribbeen-lnterna1lonal 
Meoleo 
Toial 

LI.-____ ~co~~~_.--~Pre~ .. ~~~~~~~_.~km>do~~Debft==~._~~~~bM==.~------_.~T~om~I 
Revenue S 4,016.01 S 724.93 S S S 4,740.94 

Unbnlalllee 
T.... S (31.22) S (31.22) 
Toml-;S----~.·,O~16~.0~1~~S--------~69~3~.7~,~S.---------·s--------~s~----~~~7=09~.72~ 

CAllS 
1,058 

'64 

',222 

CAllS 
645 
385 

4 
8 

1,222 

CALLS 
1.058 

164 

1.222 

CAllS 
645 
385 

4 
8 

1,222 

IlINUTES 
",200 S 
3,026 $ 

S 
$ 

11,226 S 

IlINUTES 
13,040 S 
4,073 $ 

65 S 
48 $ 

S 
S 
S 
S 
S 

17,226 S 

AVGCHGPER 
CHARGES CALl. 

4,016.01 S 
724.93 S 

4.740.94 S 

3.80 S 
4.42 S 

3.88 S 

AVG CHG PER 
CHARGES CALl. 

3,028.36 S 
1,558.97 S 

75.53 S 
78.08 S 

4.740.94 S 

3.58 S 
4.27 $ 

18.88 S 
9.78 S 

3.88 S 

PeC - PeS Customer County 

IIINUTES 
14,200 S 

3,028 S 
$ 
S 

11,226 S 

MINUTES 
13,040 S 
4,073 $ 

65 S 
48 $ 

S 
S 
S 
S 
S 

11.226 S 

AVG CHG PER 
CHARGES CALl. 

4.016.01 S 
724.93 S 

'.740.94 S 

3.80 S 
4.42 S 

3.88 S 

AVGCHGPER 
CHARGES CALl. 

3,028.36 $ 
1,558.97 $ 

75.53 S 
78.08 $ 

4.740.94 S 

3.58 $ 
4.27 S 

18.88 S 
9.76 $ 

3.88 S 

AVGCHG 
PER IIIN AVG IIIN PER CALl. 

0.28 
0.24 

0.28 

AVGCHG 

13.42 
18.45 

14.10 

PER MIN AVG IIIN PER CALl. 

0.23 
0.38 
1.16 
1.63 

0.28 

AVGCHG 

15.43 
11. '8 
16.25 
6.00 

1 •. 10 

PER IIIN AVG IIIN PER CALl. 

0.28 
0.24 

0.28 

AVGCHG 

13.42 
18.45 

".'0 

PER IIIN AVG IIIN PER CALl. 

0.23 
0.38 
1.16 
1.63 

0.28 

15.43 
11.16 
16.25 
6.00 

14.10 

Thank you for using PUJtic Ccm'ru'kations Services. In C888 of questiors, call Revenue As:su'a'K:e G 8CIO-35O-1000. 
11859'M1shntBMt. &ate6OO-los ~ ,, .. 11M2I2OOB 



EXHIBIT C 
Page?it2 of 1-1/5 

PCC • PCS customer county 
20015 

AVG QfG PER AVGafG 
Collect CAUS IIINU1ES CHARGES CALL PER 111M AVG 111M PER CALL 

21112007 50 813 $ 235.17 $ 4.70 $ 0.38 12.26 
2J2J2007 58 888 $ 244.02 $ 4.21 $ 0.38 11.83 
2J3I2OO7 78 926 $ 326.79 $ 4.19 $ 0.35 11.87 
21412007 77 1091 $ 348.59 $ 4.50 $ 0.32 14.04 
215/2007 39 539 $ 175.13 $ 4.49 , 0.32 13.82 
21812007 27 269 $ 98.30 , 3.a. , 0.37 9.98 
2J7/21XJ7 58 731 , 231.80 , 3.99 , 0.32 12.80 
21812007 .a "3 , 175.51 , 3.88 , a..o 9.23 
2J9/21XJ7 M 526 $ 182.10 , 4.77 , 0.31 15.47 
211012007 28 458 $ 102.00 , 3.a. $ 0.22 16.38 

2/1112007 18 210 , 81.10 , 3.39 , 0.29 '1,67 
2112J2007 40 587 , 138.80 $ 3.42 , 0.2' 14.18 
2113121XJ7 M 482 , 118.20 $ 3.'2 , 0.24 14.18 
2/1412007 38 454 $ 117.40 , 3.26 , 0.26 12.61 
2/1512007 18 189 , 53.20 , 2.98 , 0.31 9.39 
2/1612007 23 305 $ 78.30 , 3.32 , 0.25 13.26 
211712007 38 505 $ 126.70 $ 3.33 $ 0.25 13.29 
2/1812007 35 509 , 120.50 S 3." , 0.24 14.54 
211912007 40 894 , 149.40 , 3.74 , 0.22 17.35 
212012007 35 431 $ 113.00 $ 3.23 $ 0.26 12.31 
2/2112007 34 384 , 106.70 , 3.14 , 0.28 11.29 
2122/2007 31 490 , 111.00 , 3.58 $ 0.23 15.81 
2J23I2OO7 25 389 $ 88.80 , 3.55 $ 0.23 15.52 
212412007 38 888 , 142.70 $ 3.78 $ 0.21 17.58 
212512007 38 809 , 136.80 $ 3.59 , 0.23 15.95 
2J28I2007 28 430 S 99.00 , 3.54 , 0.23 15.36 
212712007 26 318 , 83.80 S 3.22 $ 0.26 12.15 
212812007 24 320 $ 80.00 S 3.33 $ 0.25 13.33 

Total 1,058 1<I,2l10 , 4.016.01 , 3.80 , 0.28 13.42 

AVGafGPER AVGafG 
Collect CAUS M1NU1ES CHARGES CALL PER 111M AVG II1H PER CALL 

LOCAL 733 '_9 $ 2.509.40 , 3.42 $ 0.24 14.26 
INTRALATA 313 3838 , 1,353.00 , 4.32 , 0.37 11.62 
INTERLATA • 85 , 75.53 $ 18.88 , 1.16 18.25 
INTERSTATE 8 .a , 78.08 , 9.78 S 1.83 6.00 

CANADA 0 0 S 
liltoo lIatiollal 0 0 $ 
can~ 0 0 , 
can_llle".-.oaJ 0 0 $ 
MexIco 
Total 

0 0 $ 
1,058 1<I,2l10 , "016.01 , 3.80 S 0.28 

Tl'Iar* yautcrusing Pldc CcnmJnica!kns Services. In ca:se of qJ8IUclns, call RewnJeAs:suW1C:e CD 8Q0.350.1000. 
11859 WIIItIre Ihd. &nB6()()..Lm a DIIB! CBlbla j 025 

2"" 

13.42 

1111212008 



EXHIBIT C 
Page ~--;;tJf15 

PCC - PCS Customer County 

AVGCHGPER AVGCHG 
Prepaid CALLS IIIN1J1ES CHARGES CAll. PER MIN AVG IIIN PER CAll. 
2/112007 10 116 S 39.13 S 3.91 S 0.34 11.60 
21212007 11 146 S 45.98 S 4.18 S 0.31 13.27 
2J3J2007 11 195 S 46.26 S 4.21 S 024 17.73 
21412007 15 23. S 70.96 S 4.73 S 0.30 15.93 
21512007 9 208 S 49.47 S 5.50 S 0.24 23,1' 
216/2007 6 73 S 24.25 S 4.04 S 0.33 12.17 
21712007 • 122 S 35.31 S 3.92 $ 0.29 13.56 
2I6l2007 5 69 S 19.60 S 3.92 S 0.26 13.S0 
21912007 9 117 S 36.62 S 4.07 S 0.31 13.00 
2/1012007 5 115 S 23.32 $ 4.66 S 0.20 23.00 
2/1112007 5 131 $ 24.82 S 4.96 S 0.19 26.20 
211212007 8 137 S 31.95 S 3.99 S 0.23 17.13 
211312007 5 92 S 20.66 S 4.13 S 0.22 18.40 
211412007 5 104 S 21.93 S 4.39 S 0.21 20.80 
2/1512007 3 74 S 14.40 S 4.60 $ 0.19 24.67 
2/1612001 6 148 S 33,13 S 4.14 S 0.22 18.50 
211712007 3 66 S 15.89 S 5.23 $ 0.18 28.67 
2/1812007 5 105 S 22.15 S 4.43 S 0.21 21.00 
211912007 7 195 S 35.88 S 5.13 S 0.18 27.86 
2120/2007 3 51 S 11.95 S 3.98 $ 0.23 17.00 
212112007 3 44 S 11.19 S 3.73 S 0.25 1 •. 67 
2I22l2007 0 0 S 
212312007 0 0 S 
212412007 4 76 S 16.89 S 4.22 $ 0.22 19.50 
212512007 2 53 S 9.99 S 5.00 S 0.19 26.50 
212612007 3 81 S 15.15 S 5.05 $ 0.19 27.00 
2I'll12007 7 157 S 32.14 S 4.59 S 0.20 22.43 
212812007 3 90 S 16.11 S 5.37 S 0.18 30.00 

Total 164 3,026 S 724.93 S 4.42 S 0.24 18A5 

AVGCHGPER AVGCHG 
Prepaid CALLS IIIN111ES CHARGES CAll. PERIlIN AVG IIIN PER CAll. 

LOCAL 112 2591 S 518.96 S 4.63 S 0.20 23.13 
INTRALATA 52 435 S 205.97 S 3.96 S 0.47 8.37 
INTERLATA 0 0 S 
INTERSTATE ° 0 S 
CANADA 0 0 S 
International ° 0 S 
C8riblJean-Domestic 0 0 S 
Cerlbbean-Cntemational 0 0 S 
lIexlco 
Total 

0 0 S 
164 3,026 S 724.93 S 4.42 S 0.24 

T'hBI1I. you fOr using PI.bIie Ccm'rur'kaIicn SeMces. In case crI (JJ8Stions, call Re\Ienue Asstn1ce Gl8OQ.35D..1(XX). 
11859 WIlshire EIYI:I. &nl6OO-Lol angeIes-CaIiftA,tia-90025 ,,.. 

18.45 

1111212008 



I 

PCC - PCS Customer County 
123 ABC Stnet 
Los Angeles, CA 90025 

-~ County 1A 

" 

..... 2 

~1 

0-2 

, 

. 

Account t# ACC000030888 
FelHl7 

Station Summary 

, 

71 

T.l 

,. 

71 . 

., 

1,1781 

EXHIBIT C 
Page 7k Z--;;F tf/~ 

I 

$29.58 
$258. 

=i 
S307.87 

1] _ 

.... 1 $219 .... 

4911 $100.41 

" 7201 $259.29 

2581 ..... 7 

ThIn JG.IfDI' using PLmIic CorrmInicatians SeMcas. In aaae cl~, caJ Rewn"eAsua1c:e 0 800-350-1000. 
11859 WIIStinI fIvcL Sl.ite6lXJ.l.Ol ~ .... 1111212008 
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EXHIBIT 
PCS Solution - Sample Call DetinlrJJo9ls°

f 

Sample Call Detail Report 

~ ~ .... - COIOW!..-a 

......... 6 ~ 

-""" I! .... '" 
"" ..... -

- pmr C,lt,BDQUB. 

,,"' ... , .... = 101- 101 otI:ct'I s:I.ctl COkt KuII;u;I WIlli 0Is~ 

,,,,, ... , 
"" = ' .... 10t ".20 SU, c.- -- c'l:eo 

-" - = 1 __ 10t 
CO.tt 'U, """ _ ...... 

c::l:OO 

""""" , "',. = TIta_ lOt .,." so co CcIect -- cc:co 

"c •• '" .. " = Tnt_ll11 co:~ $:I.tto CcIBct -- 1)<):1)0 

,ce, ... , '''' = TIN1.IOI """ S:l.0lI toIIId --,.., .. " 
"" .. '" ,,.. = ''''.ICl .. " SO.., c.- ....... 
, ...... , IS .. = TINt_tOI ""'" SD.OO COIId ... "" 
""""" "" = ''''-101 00:11 52 .. c.- -- "" 
""""" ,." = Tnt. tOt Oft:" ..... """ _ ...... 

0:1:00 

""""''' 
,,,. =4;i .. M .......... ~ ..,,, S:l co C.cIIct ~WII"o.", 

"""''' '''' ~ Tnt-l0 IlO.CO stI_otI CoIect ....... """.,.... 
,"' .... , "" = TINt. tOt CO:c:J s:lotI ffW Cded PIII'b' Hvr.; Up "." _to "" = Tnt_l01 -SO,CO free ....... c.mm 

"""'to "" = 1ft1_IOI OD:CO s:I.O!l fnIe ....... """'" cc:oo 

""""'to ,,,a = '.-1_101 ..., 
'''' """ -""""" "" = Tell1-101 DO:CO stI.DO ffW -- DO." 

"""""" "" = Test- 101 CO" "" - -- ",." 

"""'" 
,,,. = Test. lOt 'UO "" - "'-- "" = '..,.101 01:' .. "" - --... 

• • 10 11 ,. 11 ,. .. T_ ." .. , 

~ .. 

~ "n On: o.tI2!U2CCO 
Re;ort 1lam!I: . ,(. 

RspoTt ran by u.er. ;tCIIt23 !:aID I I --- s..e Report n Excel FcrM I PItt -

-

<D Each line of the Call Detail Report gives 
complete information about a different inmate call 

~ Click the blue heading atop any column to 
sort the list according to that column's criteria. 
Double click to reverse the order. 

Click the inmate IDIPIN for any call to lookup 
information on that inmate or click the phone 10 # for 
a complete report on calls from that phone. 

Qlplay the call recording, bum it to CD, reverse 
look-up the dialed number, or bum all calls on the 
report to CD with a click of a mouse. 

~ Save or export the report to a format or medium 
of your choice. 
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EXHIBIT ,--,C~~ 
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PCS Solution - Sample Call Detail Reports 

Sample can Detail Report in Print Fonnat 

c.s __ 

rl'rinh.rsiOltof~1 
- -- __ -.J 

DH ......... repoII_the 
critllrillueedto __ 

lat. i"" run the repoII aI .t--rr-~~ .... - (TIme~""""" • top. - SiUDa. 
_ ... -. -- .... .....- taII"JYpr. ComptIrDon S&dua: AI Cab -- HOT mtus nICGI"d antr: ItO PrtwCe IItIdUI: reconI onIr. No ___ No 

c.s_ c.o_ 
cae .. b"c.DgidDi ED: 

ReportDde:~ 1:lS:18PU .... or- Maleme:.au Lab Sb 
-------- ---"-- ----

IIIlI II6Il nm. fIR - lHiii ,am II!IB. QIIYI!il 1m BU!!Ll 

01775J7m 
_. 

"'21 Tost· '02 00:18 ..... 1-C41oc1 --O1mmza ,....... '517 Tn1-1Q2 DO:21 ..... 1-C41oc1 --01775J7m :zm<M24 101. Tnt-l02 00;17 ..... 1-eo .... --01775J7m ,....... , .... TH1_1Q2 00:21 ... 95 '-C4IocI ._-
11775J7m 2C •• 0.,. , .. , Tnt- 102 ... 2_ ..... ,-eo .... --01775J7m ,....... 

'535 Tnt-l02 ""',. ..... 1-Co1od ._-
8177537328 

_. 
1527 Tnt- 102 ... 25 ..... 1-Co1od IllmaHuRQUp 

0117S37321 
_. 

""" Tnt-l02 .. "'" ..... 1-Co1od --11775J7m :zm<M24 1503 Tnt-l02 oo:sa ... 15 ,-eo .... . _-
8,775J7m ,....... '437 Test:-I02 1234 ..... 1-CoIod P_CP 
8171SlT3Z1 .. ...,..- "'" Tnt-102 """'" .... 0 ,-eo .... 

MoI_ 
01775J7m 

_. 
'431 Tm-102 """'" SO ... 1-Co1od --11775J7m -- 1'27 Tnt-102 .. '" 13.1' 1-Co1od --01775J7m 

_. 'c. r""·102 = ..... 1-Co1od P_CP 
11775J7m 

_. 
1408 Tnt-102 ...22 S2.95 1-Co1od ._-

0117S37321 .. - ,)40 Tnt-1C2 I2lI ..... 1-Co1od P ..... CP 
01775J7m -- 1318 T"'-102 I1It22 ... 15 ,-eo .... . _-
01775J7m ,....... 1311 1 ... ·102 117,.. ., ... 1-Co1od P ..... CP 
11775J7m :zm<M24 ,,.. Tnt-1Q2 02>8 13.3S 1-Co1od --017753m11 2C090424 , ... Test· 102 1!5:33 .,55 1-Co1od P_CP 

'177'11_ 2C09OC23 , ... Tnt-t07 """'" SO ... ,-eo .... ..-,."." .... "" 
817741198D 2CO!I04I!7 '635 TaI-124 ....... SO ... 1-Co1od --0_ 
81T7.,tace "1l!I04I!7 1m Tnt-12' """'. .. .00 1-CoIod 

MoI_ 
42<2021957 2CD904I!7 '834 Tnt- 123 .,.,.. SO ... ....... MoI_ 
42C2D21957 ....... , 1133 Tnt-l22 """" SO ... ..., ... .. _-
eC2C21957 2CD9OCI!7 ,.", T"'-121 ... .., so.oo ..., ... - ....... 
42<2021957 ..- 1m Test- t19 """'" ..... ...,- Not-e ..... .., 2CD904I!7 , ... lett- 116 ....... SO ... ....... ....... 
C2C2D2,957 ........, ,m Tnt-ttS """'" ... CO ""reo --e ..... 957 2CD904I!7 , ... Tnt- ". oocs ... CO ....... --42<2021957 ........, 

'623 Tnt-113 ..",. .0.00 ..., ... .. _-
_957 ......, , ... Tnt-H2 .,.,.. SO ... ..., ... --42<2021957 ........, 1121 Tnt-111 .,.,.. ... CO ...,- MoI_ 
e ..... 957 .. ....., '121 Test-t09 = SO ... ..., ... --, _957 

.. _ 
'''''' Teat· no """'" SO.CO ..., ... MoI_ 

e ..... 957 2CD90407 181' Tnt_teB 00'"' ..... ...... --_957 .. - t818 Tnt-tOl """'" ..... ...,- MoI_ 
"' ..... 957 2CO!I04I!7 1817 ,,,,.108 00:00 ..... ..., ... MoI_ 

1""-106 """'" SO.CO 1-Co1od --G:C20226S1 ........, 1815 
C_ ....... , ,m 222222 Test_10t ....... ... .. ,-CoIod 
_ ... 

I 
11mms ....... , 1029222222 Tnt-101 02040 S2.95 1-Co .... 

P-::J O1mma 
_, 

ICS222222 Test-101 """" ..... 1-Co1od --TaaJ CIIIlE m T~"",", 03:2t:57 T,,\: "-S343.8O .., 
<1)>1£1 Send to M'&er - I 

G) Totals f~r ali calis included in the report automatically summed at the bottom of the report. 
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EXHIBIT C 
Page ~7f of q, 

PCS Solution - Sample Call Detail RePOrts 
Sample Ad Hoc Reports - Report Builder 
Any Search from the Report Builder App will retum a Search Results screen with more tools for 
sorting your data. 

__ ... )'~ .... t mlLl!5TElb - , PlJlllatEaD 
-

~Y- -
lliia; .. ~hiiie"OQ.U--';i6i;-=iiUsr. 

~;n"E 
, 

"""'TV OJ. ... .... , LAS. PHOIIE OUR OGIG hPE 1IESlL' 

, • • '. . ~ No';; 7 V ? • • 
I Drag a coMnn here to group by !his coIunn e'~ t.at.n; 

""M.B '" 
., 

"" --
-~-

1oIJ1MJ (I , .... .. -
I 

[f!] W$ t.-. ~ a. DC E'ADCtl 57BT.!S51 :!I11lJ&17 D9'2S ~~ 
_ ... 

HU1AU (I , 
"" .. -c::EJ 1CS[ __ ~lDCIlROCtJ 51JEQ31(Ij, Zlo:EI7 1SID 

, 
""'" ........ "" ... , , .... .. -

ffiJ,,:S£ ..... ~'DCVUCl 5733l5!!93l :xl1CU17 1511 U5 .- ""M.I " " ---I CEJICSi- ...... lDCIlRDaI 51D:fl!3J2 DtUl7 1235 ,,- ""-- "" ...... • --........ 
I [LI .. !SE .... ~'DCIERDa:l '5T32211516 3n1ll611 l!1l3 ''''is HUlAUI 110 '" ..... --........ 

(E]M:S[_~lDCiERDCCJ S1lDXSS5 .2CICD>I7 D9Ci ""'" I«tI M.JI 15J7 lSO .... '*' ........... 
(K] .. IS£ .... ~'DC(Ef'ItICQ 4I118517C74 3n1DS17 11~ 

, ..... 
""'" KJIAU 29S " ~~IV'!H' 

~WlS[_'*-*"lDCIEIDXJ lICl'1C11J7 lOI1XS17 16 
Goanrtt...llIl1OJ1/ta 

""'" "" ... , , ... .. -II) WlS [~RccIpIicr> I. DC IEROCtl 31A62lX82l aTlcx:£l7 CSZl 
'-*_ ........ 1:1 

~"", ""MJ , , 
"" .. -CEJ WIS £_ ~lDCIERDCCl '-3)l1lJ&17 1& ...., ""M.I , , .... --CEJ M:S E_ ~'DCIIRDCt! 2lI1CU11 lQ) '''' ... .~- ""MJ , , .... --CEJ W!S [ ....... ~lDCIEADCCl 2lI1c.o&'17 lel1 """" 

I, .. 
HUlAUI (I , 

"" --OCJ M$ E_ ~'DCIlRtlCtl 2IJtCGI1 Im'J l1i'O:lS ....... ....... , , 
"" ........ 

CEJ w:s £_R.mpianl DCIERDO=I 2011X1>17 DS28 ~"" 
"'- "" ... , , ow --

I -,'- I -- " 
Report Bullder- Search Results 

Clicking the dropdown icon v under any column will let you apply additional filters, or you can 
drag a column heading to the "group by column" field to sort the results into blocks which can then 
be re-sorted and filtered. For instance dragging the PIN column heading onto the "group by 
column" field would bring up a screen like the following: 

-- --- - ~ - - - - - - - -~----~ 

y y • • y y v y • v v 
,.. POI: COCOUt~ 

[EJ~_a:IAtt1 2Ol1m'16 TSl!i DAVID IllUJNS I«J]·~O , ~ .... ..-
,.. "'.: ID5BOSZ: 

- -[}[] ~ .... a:~ 57.RIIiIIi25 20100l0'I; UJG ........... EST""" 14J] ...... Ta. il .... --~ IoISAlpctlA[rJ 57JG9Ii(E2!j 2tnD:E1S 1429 '"'"""'" ESTFW». fIJ]· ..... 0 , ..... ..-
CKJ I4SAlpttj,lO;) ~ 2!l'l"; 10 ......... ESTRAI)6; HJ3.a.- 0 0 "'" .. -
~ WlSAlpa'\ACCl '51lI7m!i5 2O'IIDOIS 1428 ....... "" EST~ HU3·~ 395 " .... _H .... 
C"TI IoIISAPctpu} 513O!5J9'l>1 2!l'Ia:616 143 """""" ESTRADA HU]· ..... 0 , 

'"" 
N._ 

CKJM5~CCiACCl ~ 2IJiGl6 1422 '"""""" ESTRADA KJ3 ...... 0 0 ... N._ 
CKJ ... _a:IAtt1 2l1IGl61m LAImEJa ESTfW)A HUl· ..... 0 , ... --CKJ ... _a:1'<CJ 201616 10 lAIJlIENC[ ESlFW)A KJ3.~ 0 , 

""" -" .... v~~; -------------------------------------------------------------

vA-.~en; --------------------------------------------------------------
v PIN: l1nm; 

Search Results- Group by PIN 

: 
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EXHIBIT C
PCS Solution - Sample Call Detail .f;p'ti~ of Lf I ~ 

Sample Frequently Dialed Numbers Report 

~ ... --- I: 

[ ~ 

IImlmII ...... - 12 

!l!mlm -.-""" .. -.... 27 

mI!WS ......... 27 

lIIZIlmIii ..... - .. 
IlZmIUI -.... 13 

- .... 

f1\ 
\JJI Click on the dialed number to Reverse- Look-up that number. 

End ODe ('11me); ~ 

Adhe PIlI onIJ': 
Compdon .... AlCdi 
PrtwIIIIt __ r.can:I ontr: No 

04I08QC0913:18 

cwtSQ.CQt ,,:58 

o Click on View Detail for a report on all calls made to that number between the dates used for the 
Frequently Dialed Numbers report. 
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EXHIBIT C 
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PCS Solution - Sample Call Detail Reports 

Sample Summary Report 

---~ -~-- ~ ---... ----CoII_ 

Stan Dete (Time): C5101120ca .... 
c.l1Typr. 

HOT.-us roconI onJr: H; 

.... Or. 

End OdD erma): CSI01QC09 

Adwt PSI ontr: 
CompletIon 5Iatua! Cc~ 

Prtwao dIlua rocon!I ontr: H; 

11m s;aw 

Q)~= 
27 

IlIIllIWi 
<1>.30 
.,<15 ...... 
03:38 
o:t30 

-...... 01;30 sua 
13 
B 

....".... !l 
1141C1I/2D1II 3 
.."",... 2 
.."C/2CCII " 1>4I1512OOt , 
.,,"'- • "",,12m l _. 

2 
..,.",... • 
IICI2212CIIO ,. 
IICIZI/2OOlI ,. 
-.,.".. " @) _;;:0 __ - • 

IBI 

"' ... 
00:52 
co ... 
0:>2B 
01:00& 
ono 

'""'" -au 
20.-53 
n05 2",. 

231:02 

Q) Rather than display individual Call Details 
a Summary Report gives cumulative data for 
each day on which calls of the selecled type 
were made between the start and end dates for 
the report. 

SlT.zs 
518.02 
so •• 
52.t5 
ss ... 

51'.eD 
50.00 
... co 
so ... 
so.oo 
... .20 
... .25 ...... .. ~'" so.co 
534l.BO 

.... 

CIt,.. SUB 
OD:$I 53.00 
0It06 $D.OO 
1)0:&'..0 SUS 
00:11 S2.t5 
00:nA 51.07 
00:00 stI.oo 
00:,.. SO.OO 
00:32 $1.00 
OhM StI.oo 
05.-00 5324 
02:34 53.17 
01:29 53.03 
01:43 UD7 
tI2:2O $I).CO 
01:16 ~_ .. _,",,~.90 _ -(jf-C= =-

~ The activity for calls for the selecled type 
is automatically totaled at the bottom of the 
report. 

Q) And the minutes per call and revenue per 
call are automatically averaged. 
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EXHIBIT C _ 
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PCS Solution - Sample Call Detail Reports 

Sample Daily Call Volume RePOrt 

CIII_REpoo ... 

0 __ 

-- ~-
__(fIme~Ot_ 

£nd_(fIme~Ot_ 
(12:00) - ."'-= - _ ...... -- -- C1111}pe: CoIod, c.....-._~ 

SbJpR IIDT __ "'''' ---... Vos 
CIII_ 

CIII_ c..1I: .. \:i" II: 

RIopart _1ll1201JB 5:08;33 PM -l1.li= Cleorgo-

__ 
SID 

"""'" ----
Ill! I!BIf Im !!Ill m!B. I!!& ~ 1m I!§!U 

40&5: 068 2OIJ6Ot03 1606 - 01:13 $3.15 CoIod -1U1M> 
4067l 812 2OIJ6Ot03 1S16 BIWIS 15;07 15.95 CoIod -1U1M> 
«1650 4S8 2OIJ6Ot03 1544 A~ 14013 15.75 CoIod -1U1M> 
$4111: 94D 2OIJ6Ot03 1543 C1ooo2-Ul1 1Q04 $4J15 CoIod -1U1M> 
40621 871 21IE0103 1536 C1ose2-UI1 01t17 $4.15 CoIod -1U1M> 
«1650 572 2OIJ6Ot03 1532 C1osa24.D2 211;48 18.75 CoIod -1U1M> 
4IJ6So 69& 2OIJ6Ot03 1530 Aua& 0011 12.95 CoIod ~-tVtgUp 
5136! 107 2OIJ6Ot03 1528 Aid#! 01:24 $3.15 CoIod --4Il64: 142 2OIJ6Ot03 1524 CIIIse1-Le1 07:22 $4.35 CoIod --4IIi4' 11. 2OIJ6Ot03 1521 CIosel-W1 211:1. 18J15 CoIod --4Il87! 348 21IE0103 1519 CIIIse1-lAl 07:D4 $4.35 CoIod --4CJ&2o 01. 2OIJ6Ot03 1515 ....... 1 29:43 18.75 CoIod --40BZ 480 2OIJ6Ot03 1515 CIIIse1~C1 DIlOt $4.35 CoIod --4067l 812 21IE0103 1512 CIIIse1-0C2 211:45 18J15 CoIod --II2IE 121 2OIJ6Ot03 1507 Aid#! 11l11!1 18.55 CoIod --4067l II1II 21IE0103 15116 CIIIse1.1JC1 04:18 13.75 CoIod --

A Daily Call Volume Report shows all calls made for the day. For each call it includes: 

• BTN (Bill To Number) with reverse lookup option 

• Date of the call 

• Time of the call 

• PI N (if used) 

• Phone (Inmate telephone description) 

• Duration of the call 

• Charge for the call 

• Type of Call (collect. pre-paid, debit, free, etc.) 

• Result of call (funds expired, inmate hung up, time up, etc.) 
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PCS Solution - Sample Call Detail Reports 

Sample Phone Usage Report 

1-.. __ 105/01/2009 11IiIl105iD1/2009 I. --! I 

I Report Creet:ed an: ft1dey • ..., 01. lOOt 

1- "- 1 -1_,05.,05 . . -- ---- M~!!i!,· .. .. 

r a f· a I O.O~ 

Ph;wte: '08 -106 a a Oll", 

~U3-1Z3 a a aD" 

Ptlone: '24 .124 a a aD" 
Alone: .., •• 131 a , I 0.0':10 

I'bcIM: '141 • 141 
1 

, , 
'D~ 

I Pbone: 142 • ~ I , , 0.0 "it 

Atonr., ..... UC I , , O.O~ 

Ptlone: 116. 11& a , 0.0'" 

PltMe: '31 • 13' , , I 0.0 .... 

Atone: 133 .133 I , I , 
1 

0.0 '100 

I~: tot_1ot 
1 

, a 0.0'" 

AI»e: 110 - 120 I a , I Oll':. 

I ~:127-127 
1 

, , I 0.0 " .. 

Al#ne: 134 -'34 I a 0 0.0 .... 

Phone: 145 - us 0 0 0.0· .. 

A Phone Usage Report shows how many complete and incomplete calls have been made from 
each phone or phone trunk between within any selected date range. 

7 
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Sample Rate Summary Report 

-......, 
UI • ...--ColI_ 

saart DIlle (11rrM!): ~r.zu:as ..., 
CoIITypr. 

HOT .... record ontr- NIl 

.... Dr.: ...• 

End Ddt (Tame):: 0SI011mC9 

AdM! PIlI ontr. 
"""'-...... ,~ 
Prtnte atdu8 ntCOnI ontr: No 

RfYEA" 
- -- --- 1 

SSW,85 01:34 

au," .... , 

..,. I 

G) A Rate Summary Report shows how many 
calls of each payment type within each rate 
band (local, interstate etc.) of the selected type 
were made between any two dates. 

8 

~ The revenue and minutes for the type of 
call selected is automatically summed at the 
bottom of the report. 

~ . 
':::I And the minutes per call and revenue per 
call are automatically averaged. 

I 
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PCS Solution - Sample Call Detail Reports 

Sample Call Statistics by Date Range 

Ctl1J~S Q 
.;-;"; . 

I ~ II 
~ 

II 
~ 

I e.DotoI_ ! - .:rl 
LlYo_ .... - CD/OYD lilia I --j ........... 510 II ~~ ll~~. 1[4d~~ , 

I . , , ......:~-.... ~- Logo.. I 
i SotoctDato_105I01/2009 II.' 105101/2009 ,. --I I 

~ I I_C_~'U8JM'_ 
Few Dato _ 05I0t12tJ08.<)..,."... ~ 

j Completed Cell. mIh Charge 

I CompIeIodc.n. WIIIIoutctwge 

~t8dc.u. 
__ Cal,. 

I-Id ... 
_Pm --uc_ 
HlghToll Block 

I HoTrunk 
Ho ...... 

Ho_ ---... 
SIT Tone 

IHo-, 

Buoy 

.... 

G} A Call Statistics Report simply lists all the 
types of calls. 

l1f 
€. 

10' 

1 

• 
0 

2 

0 

0 

0 

0 

0 

, 
0 

0 

0 

2 

! ..... _"_F ..... ' 
~ And how many calls of each type were 
made between the selected dates. 

9 
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PCS Solution - Sample Call Detail Reports 

Sam Die Debit Account SummarY Reoort 

I 
fa} J,3=JI rI§ IW, ~ ! aPCSI .- \.Ne_ 

il ... -.... 1 CD/DYDt&Ies I . _c-_ 
, 

!I If-$! .II~~ I~I I 
IAGULab~ ~ ~ 

.:1 ~ . Ie "o_L.;'·O." 
_Camd 

LagN 

I -_ ..... ....., 105/01J2009 I. 105/01/2009 11.1 .... 1 1 00raD_1 i 
J 

! Report Crecded on: FncIay, Ullyot, 2DOI I I For DIta Range: o5Iof/2008 _ 05I0tJl009 

i PIN ..... i~ 

_ 
....... I ....... 

1= Tell"" 2 0 0 0 1 514.10 

1= 11iR££ O1IIREE 2 0 0 0 SO.OO 

1= .... I • 0 0 0 SO.OO\ 

1= Tell"" I l 0 0 0 $'5.00 I 
!2Z2222 "lAYNE YEJUZON • 0 0 0 SllOOi -
I T_! " 1 0 1 0 1 0 ; I 

.... 1--.,--1 
A Debit Account Summary Report lists how many of each type of transaction has been made for a 
specific account, or for all accounts between any selected dates. 

10 t:1PCS ---



C,EXHIBIT 1~.,. 
Indiana Departments of Administration & Corrections Pa 9 ~peY!.s:· 
RFP No. 10-55 . PubllCCommuniCadon. .... iu> 
Offender.pov.Jele-'?hoD.e .. SeOOc_e'--_________________ '--__ _ 

frequeDIIJ Aslled QUeldODS 
IbOIII usIDg Ibe PCS Phone SVStem 

----------------.-- •. --------~ 

DlIIIII'fIIIIDdIIIIamII81'8 balleQll8lllO .. itiiiIIIdIDU l1li 011118 fg/ImII!Jg 
balalbemcao888-281H18J9or II1II PCSOIIIID881WWp"dplJldlalcom 

a Home phOne or cell phone collect cell oesb lellon 
., Call Ia dlaconnectad _III unknown reason 

EI Want III set up a prepaid account 
EI Any_q_orCOIlCelil8 

To _1118 JIIIODBIDr I118I1ns1I1me: 
o Poesa 1 for Engllah or 2 for Spanlah 
o Poesa 0 for Collect Calla 

EI EnIar your IkIIgIt Inmala In (SO number) + four (4,_ (0000, 

" You wlillhen be asked III craaIB your own four (4' digit PIN III usa for aU 
future calla 

------_._---

WbalIIIII8 ODe liliiii CUiUIIiiJ CIIIP 

If the parson IIIat you ara trying III raach has a collect call restriction on their 
phone number, the first lime IIIat you -.npt a collect caD III IIIat number PC8 
will give you and that called party a one time, one mlnutD free courtesy caD. In 
_III call1llat number again, the ca_ party will _III set up a Dally DIal'" 
Prepaid Account, by vIaItIng us onDna at _.pcadallydlal.com or calling our 
CuatDmar SarvIce number at 888.288_9879, _ wIaa the call will not go through. 

- ------------______ 1 

.... -...... 
For all __ , please _ a g_arlCe or complaint _III the PC8 
0IHIIta IBam, Iocatad at the Lubbock County SherIff'a OffIce. 

(BIPCS 
Pub&Cgmrmm' ! Sc:rvkn 

, ';=--.'-.- - ". - .. -' ~:-. -,--_ :-..:".;:-'-~~4~~~ 

~In Clinlrol. In Command. - _ -_ - ~ ,www.pcstelcom:com~ 
,-~- -- :: - - -- - - - -- - - - ..: .. - . - - -. --:: . ...:--~~ 

Inmate Phone System FAQ's 

J. Call Prompts 7 
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apes Page j8z:Qf '-(15,-
Indiana Departments of Administration & Corrections - -' 

RFP No. I [}-55 
Puhlk Ccmununiotkme.~""""" ....... -,-~ ____________ -"O>,l.ff~e~[ rgy Telephone Service 

6 

_ Before you can use-the PCS Inmate Telephone System, 
YOJl will need to set up a four digit PIN of your choosing; 

To use me.oe Iorlbe IirslIIine ami set UP vour PIli: 
D -Press 1 for English or 2 for Spanish-

~ -PreSs-O for Collect Calls -

CI Enter your 6-dlgit Inmate 10 (SO number) + four (4) zeros (0000) - , ' -

II You wlli-then be asked to create your own four (4) digit 
PIN to uSe for all future'calls -

c:r.a-._ .... 
PCS DallyDJar~ a... .... _.......,,.,...,. 

......... • ..... Pllllllllc::a ....... --
';i-'tt!ltbl&i~k1iW 

PIN Setup Instructions 

~DBbll Calls ~~oIIBCI Calls 

,'~'-
....... CIII .... CIIkI~ .... 1II ..... .,,. ... ... 

J. Call Prompts 



EXHIBjT 0 _ 
Page ~;1ti Indiana Departments of Administration & Correefions 

RFP No. 10-55 
Offend", Pay T eleohone Service 

SYSTEM TRAlSlnON NOnCE 
Greene Countv 

Starting the week of September 9, 2009 
pes will be the new provider of inmate 

telephone services at the Greene County Jail. 

, The transition may cause slight interruptions to the PCS phone service and result In you 
, not being able to place calls for a short amount of time. PCS will try to minimize any 
. down time. 

Friends Dr Family Members with Prepaid Accounts: If your friends or family members have 
current prepaid accounts, these balances will NOT transfer to the new system. Current 
prepaid account holders will need to request a refund from SECURUS by calfing 
1-800-844-6591 or by visiting _.correc:tionalbillingservices.com. They wiD receive the 
refund chedl in the mail within 3-4 weeks. To setup a NEW Daily Olaf" prepaid account, 

. friends or family members may either caD PCS's Customer Care Department at 
888.288.9819 or visit www.pcsdailydial.comtosetupanaccountonDne. 

. NEW Debit Service: PCS will be offering you a new service called prepaid debit cards. 
Prepaid debit cards will be able to be purchased through the commissary in specific 
denominations. You wiD be able to call multiple numbers including cell phones, office fines 
and other numbers that may be blocked from receiving standard collect calls, with your 
debit card. 

Pre-Cutover Inmate Information: Transition to New Phone System 

_. _. - - - - ------------
J. Call Prompts 5 
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Indiana Departments of AdministratFo~fi~ of if I ;;;-

RFP No. 10-55 
. . _ .. _ . Q!!!lw,W Pgy Telephone Service 

Sample Dialing InstrucHons 

YOURCORREcnONSCENTER 
INMATE PHONES- Dialing Instructions 

INSTRUCQONES PARA HACER UAAfADAS 

Pick up phone 
/Levame eI tefMono}-

.for EngllBh press 1 

.para EspIliIof optima eI nlimero 2 

.for 0 Coiled call preas 0 
• (optima ef nlim"'" c:ero e para hacer una IlamBda por cobrarj 

• Emar your 10 digit Inmate ID 

· (MBI'Ilue su nlim"", de ldenllflcsd6n de 10 nlimems 
• Emar the 10 digit phone number you ore otIempdng to call 
• (61B1'1lue la an.. de c6dfgo Y nlimero de tefMono) 

.for. Debit call preas 2 
-(optima ef nlim"'" 2 para hacer una 11 __ fJff'1I89-

• Enl8ryour 10 digit inm018ID 
• (MBI'Ilue su .. lim"", deldem1flcsd6n de 10 nlimems) 
• Emar your 12 digit PIN 
• (IIIB1'1lue los dace (12) nlimems de au PIN) 

· Enter Ibe 10 digit phone number you ere otIempdng to call 
• (Marque lean.. de c6dfgo ynlimero detefllfono) 

ALL CALLSARE SUBJECT TO MONITORINGAND RECORDING 
10DASSUS LLAMADAS PUEDEN SER ESCUCHADAS 0 GRASADAS 

EN 10DO MOMENTO 

INMATEFAMIUES OR FRIENDS WITH BLOCKED NUMBERS OR 
BIWNG PROBLEMS SHOULD CAll: (888) 288·9879 

Llve Operators Nonday through Friday 8:00 AN TO 5:00 PN Paclffc TIme 
Automated OperatDr 24 hrs. 

SI sus famll/ares 0 am/steeles tJenen problemas con su cuenta 
por favor lIamar" nurnero: (888) 288·9879 

Operadol"lJ5 dlsponfbles de Lunes a V1ernes a:OOAN .. 5:00 PN hora del 
Paclffco - ContesflJdor aut0m6tico dlsponlbfe las 24 hrs. 

--------- --- - - . 

4 J. Cali Prompts 



Indiana Departments of Administration & Corrections 
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EXHIBIT C 
dlptfOf L{(~ 

Olfender.~ov.T~]~ohonej;er:vice,-~~ _____________________ _ 

6. Para negar esta lIamada y prevenir otras llamadas de todo el departamento de Indiana de 
Instalaciones de correcciones, prensa 5 

Gracias por utilizar Public Communications Services. 

Uamad~ pagada por adelantado 
Para hacer un:" llamada pagada par adelantado, marque 2. 

t. Par favor introduzca su c6digo de identificacion de preso. 
2. En el tono, por favor marque el nUmero que usted est .. llamando. 
3. Espere por favor mientras que se procesa su lIamada. 
4. Espere par favor mientras que se valida su nUmero. 
5. (primera llarnada solamente): En eI tono, indique por favor su nombre . 

. Called Party Side 
Para ingles, marque uno 
Para espanol marque dos 

1. Ustedtiene una llamada de de [nombredel preso), un delinoiente· en el departamento de 
correccion de Indiana. Esta llamada es de una institucion correccional y esci conforme. 
supervision y grabacion. 
2 Esta llamada es wia lIamada pagada por addantadoy sera deducida de su cuenta pagada por 
adelantado. . 
3. Esta lliiIDada es de una institucion correccional y est .. conforme a supervision y grabacion. 
4. Caracteristicas especial no se permite durante esta conversaaon 
5. Usted tiene $ __ 
6. Si usted no des"", aceptar esta llamada, ahara 'cuelgue por favor 
7. Para aeeptar eita llamada, prensa O. 
8. Para negar esta llamada y prevenir otras llamadas de todo el departamento de Indiana de 
Instalaciones de correcciones, prensa 5 ' 

G~cias por utiliza:r Public· Communications Services. 

Le queda t minuto. 

Le queda t 5 segundos. 

--~--~~--.---------------------

J. Call Prompts 3 



EXHIBIT C " 
Indiana Departments of Administrp;~,2~~ of "'-1'15-~PCS 

PubUc: Ccmummladom Sct"ioH 0'''' .n'; • .• __ ~.~~, ________________ "'"Ce.LJ.>Aer Poy Telephone SelYjce 

I. You have a collect caD from rmmate name], an offender at Indiana Department of . 
Corrections. 1hls call is from a correctional institution and is subject to monitoring 
and Recording. 

2. 1hls call is a pre-paid call and ",ill be deducted from your pre-paid account. 
3. 1hls call is from a correctional institution and is subject to monitoring and recording 
4. Custom calling features are not allowed during this conversation 
5. You have $ __ _ 
6. If you do not wish to accept this call, please hang up now. 
7. To accept this call, press O. 
8. To deny this call and prevent further calls from all Indiana Department of Corrections 

Facilities, press 5. 

Thank you for using Public Communications Services. 

You have 1 minute remaining. 
You have 15 seconds remaining. 

Sample Call Prompts - Spanish 

Lado del Preso 
Para ingles, marque uno 
Para espanol marque dos 

Una lIamada acrobrar 
Para hacer una llamada __ ~, marque uno 

I. Por favor introduzca su cOdigo de identificacion de preso. 
2. En el tono, por favor marque el nillnero que usted esli llamando. 
3. Espere por favor rnientras que se procesa su llamada. 
4. Espere por favor rnientras que se valida su nillnero. 
5. [primera llamada solamente]: En el tono, indique por favor su nombre. 

Called Party Side 
Para ingles, marque uno 
Para espanol marque dos 

I, Usted tiene una Damada acrobrar de [nombre del preso], un delincuente en el departamento 
de correccion de Indiana. Esta llamada es de una institucion correccional y esta conforrne 
supervision y grabacion. 
2. Caracteristicas especial no se pennite durante esta conversaci6n 
3. El coste para esta llamada es $ __ 
4. Si usted no desea aceptar esta llamada, ahora cuelgue per favor 
5. Para aceptar esta llarnada, prensa O. 

2 J. Call Prompts 



Indiana Departments of Administration & COrTec"ons 
RFP No. 10-55 

EXHIBIT ~. 
PaGr.@S l{(.S-

Offender_f'av.Jeleo])pl1e~~rvice _____ ~ __________________ _ 

Sample Call Prompts - English 
Inmate Side 
For English, press 1. 
Para Espano!, marque dos. 

CollecfCal1 
To place a collect call, press 1. 

1. Please enter your Inmate Identification Code now. 
2. A t the tone, please dial the number you are calling. 
3. Please wait while your call is processed. 
4. Please ""ait while your number is validated. 
5. [First call only]: At the tone, please state your name. 

Called Party Side 
For English, press 1. 
Para Espano!, marque dos. 

t. You have a collect call from [=te name], an offender at Indiana Department of 
Correetions. lhis. call is from a correctional institution and is subject to moriitoring 
and 
recording. 

2. Custom calling features are not all';wed during this conversation 
3. The cost for this call is $_. _-'-__ 
4. If you do not wish to accept this call, please hang up now. 
5. To accept this call, press 0.' . 
6. To deny this call and prevent further calls from all Indiana Department of 

Corrections Facilities, press 5. 

Thank you for using Public Communications Services. 

Prepaid Call 
To place a prepaid call, press 2. 

1. Please enter your Inmate Identification Code now. 
2. At the tone, please dial the number you are calling. 
3. Please wait while your call is processed 
4. Please wait while your number is validated. 
5. [First call only]: At the tone, please srate your name. 

Called Party Side 
For English, press 1. 
Para Espanol, marque dos. 

J. Call Prompts 
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ANDREW MERRILL . . - ~ 

Successful Account Manager and Business Development Executive with o~er 15 years of experience in 
Inmate Communications, Information Technology, and Technical Sales. Has a proven track record of 
creating lasting relationships, providing solutions to difficult problems, and increasing customer 
satisfaction. 

• Relationship Management- Building lasting relationships with new and existing customers. 
• BUsiness Development - Rnding and capitalizing on new opportunities that:help both the 

client and PCS. 
• Problem $omng - Taking customer wants and needs and turning them into actionable plans . 

. ; 

2005 - Present PubBc CommunicatiOD.s Services; Los Angeles. CA 

Major Accounts Executiye. Kt:Y Accounts. 11 12005 - Present 
Responsible for developing strategic and long term relationships at all levels of State DOCs. Tasked 
with understanding current and future needs of an organization and wOrking' with the Solutions 
Engineer to develop a plan to meet these needs. Also responsible for training and the ongoing support 
for Key Accounts. 

Cutis Technologies Dir. of Business Deyelqpment - State and Federal 1/2004 11/2005 
Developed relationships and maintained communications with new and current government clients 
and/or partners in order to facilitate future projects and product sales. Provided system solutions and 
services to the Department of Corrections California, "CDCR", NASA, Department of Defense, 
Department of Treasury, and other federal and local government. Provided regular interaction with 
clients, service executives, and project managers, to achieve a higher level of service. 

ARAMARK. Senior Account Manager. 01/1999 - 01/2004 
Specialized in generating new business through relationship building and provided solutions to increase 
client's revenue and employee moral. 

• 2005 - Circle of Excellence - ARAMARK 
• 1995 - B.S. in Criminal Justice from Sacramento State, CA 
• 1986 - Eagle Scout - Boy Scouts of America 
• Completed coursework Professional Selling and Relationship Building 



EXHIBIT C 
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• JOSEPH PEKAROVIC 

Respected leader with over 23 years of telecommunications experience in the corrections market. 
His been with PCS since its inception and has been the key driver for business development and 
strategic alliances during that time. Excels in building and maintaining long-term relationships and 
developing clients into customer advocates. ' 

o Relationship Management - Going above and beyond to keep clients satisfied. 
o Business Development - Capitalizing on new opportunities that help both the client and PCS. 
o Strategic Alliances - Creating partnerships that add strategic value to the organization. 
o Vendor Management - Cultivating mutUally beneficial relationships with vendors to improve 

service while controlling costs. 

1987 -Present PubUc CommumCBtiODS Services; Los Arlgeles, CA 

Vice President of Business Deyelqpment and strategic Alliances. 01/2008 - Present 
Promoted to take over bus[ness development and strategic alliance initiatives for, the entire 
telecommunications division., Responsible for developing strategic alliances with companies' and 
customers in order to take into consideration the long term needs of all individuals involved. This 
includes acquisitions, mergers, partnerships and all other strategic alliances. 

Vice President ofS3Jes. 01/1999 01/2008 
Promoted to develop and lead the telecommunications Sales staff. Created processes to align sales 
efforts with implementation results to guarantee customer satisfaction. Responsible for developing and 
implementing strategic,SaI~and Marketing plans focusing on long-term Value to clients, client . 
satisfaction and the actiievement of the company's revenue objectives and product portfolio profit goals. 

Vice President of Qperations. 01/1993 - 01/1999 
Promoted to lead the planning and implementation of all telecommunications projects. Responsible for 
growing and leading Operations staff and for the installation and maintenance of all inmate call 
processing equipment and systems. 

Technical Services and Sales Manager. 01/1987 - 0111993 
Partnered with the co-founders of PCS to deliver value added telecommunications solutions in the 
corrections market. Responsible for business development. solution design, procurement, 
implementation, and client services. 

o 1990 - B.S. in Industrial Engineering from San Luis Obispo, CA 

• 
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Senior Project Marmger. 09/2003 06/2007 . 
Earned fast track promotion by consistently exceeding both internal and external expectations. 

• State of Missoori"DOC • Led three project teams over 9 weeks to implement a new offender 
phone system more than a week ahead of sChedule and 10% under budget. ' 

• San Diego Sheriff's Department - Compressed the project plan for new offender phone system 
to successfully implement a 6O-day project in less than two weeks while delivering quality and 
exceptional service to the customer. . 

• Engineered, installed, and supported accounts generating greater than $30 million per year in 
revenue. 

Pro.ject Manager. 01/2002 - 09/2003 , 
Recruited to bring stability and experience to Project Operations in the Inmate Phone Service Division. 
Immediately became the lead Project Manager for complex and large-scale implementations. 

• ,Consistendy exceeded implementation,objectives and customer expectations in regards to 
project planning, engineering, timeliness of implementation, perlOnnance against budget, and 
post-implementation support. ' 

• 'Demonstrated profiCiency engineering and implementing VoIP, WAN,VLAN, TOM, IP, Frame, , 
arid MPLS networks. 

• Work~,to mitigate project risk through adherence to PMI best practices. 

,1999-2001: PayTel COl1UlJurUcalions; Gn:e~sbom, NC 

Pro.ject Manager/Operations Manager. OS/ 1999 - 09/2001 
Responsible for all aspects of inmate operations, including: analyzing and forecasting trends in the 
telecommunications market, OVerseeing and implementing technical installations, and technical 
support for existing clients. 
• Built an effective project management and installation team that successfully implemented more 

than 30 projects in 7 states. 
• Implemented performance measurement metries to improve operational efficiency and drive 

down mean time to problem resolution. 
• Instituted quality controls to reduce operating and implementation expenses. 
• Proactively monitored Pal statements and provided action oriented recommendations to 

increase revenue on low performing accounts. 

• 2009 -Certified Project Management Professional (PMP) 
• 2008 - MBA from Florida State University (3.91 GPA) 
• 2007 - Beta Gamma Sigma Academic Honor Society 
• 2006 - Employee ofthe Year (First recipient of this award) 
• 2004 - Employee of the Month 
• 2003 - Outstanding Achievement Award 
• 1996 - B.s. in Business Management from North Carolina State University 
• 1992 -Eagle Scout - Boy Scouts of America 
• Cisco Certified Network Associate (CCNA) 
• CompTIAA+ Certified 
• Completed coursework with Management Action Program (MAP) 



CHRISTOPHER MOORE • 
Se/f-motivated. results oriented executive with a proven uack record in leading. planning. engineering. 
and implementing highly complex telecommunications projects. Strong leader with a solid work ethic 
who knows how to develop and inspire a team. Able to create and implement aligned sa ategic plans 
from corporate goals. ' 

• L.eGdership - Acliieving results through alignment with corpo~te goals. 
• Team Building'- Building highly effective cohesive teams. 
• Strategic Planning - Creating and guiding the vision and suategic direction. 
• Project Management - Utilizing Project Management Institute (PMI) best practices. 
• Sales SupfJOrt ~ Providing guidance and technical support to enhance both pre and post-sale 

customer satisfaction. 
• Vendor Management - Cultivating win-win relatiC;nships with vendors to improve service 

while controlling costs. 
• Problem Salrting - Developing cost effective best<ase scenario solutions while maintaining a 

customer focus. 
• Technical Writing - Docuin~ting Processes. pr~edures. and departmental training plan,S ... 

2002-PreseDt: Public CommurUatiODs Services; Los Angeles. CA 

Program Manager and Sales/Solutions Engineer. 06/2009 - Present 
Promoted to take over the program management and sales/solutions engineering for all key accounts. 

• Responsible for the design and implementation oHarge scale telecommunications solutions in 
State. Federal. and International Prisons. 

• Own the design of the overall solUtion. induding the network. hardware. and partner' 
products/services. 

• Responsible for the project management aPproach. methodology. and project planS. ' 
• Build all relevant cost models and pricing suategies for bids and request(s) for proposal. 

Program Manager. 06/2007 06/2009 
Promoted to develop and direct the suategic initiatiVes for the ProjeCt Operations Department. 

• Created processes and documents to align saleS efrortswith implementation results to 
guarantee customer satisfaction. 

• Aligned project budgeting with financial cost modeling to facilitate true project cost accounting. 
• Developed processes and proCedures that instill accountability and PMI best practices and guide 

the Project Operations team to improve implementation effectiveness and efficiency. , 
• T earned with Sales and Technical Services to create a Quality Assurance Program for the 

service that PCS provides to the Department of Homeland Security. Immigration & l:ustOms 
Enforcement. 

• 
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EXHIBIT C 
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PCS Solution - Sample Call Detail Reports 

Sample Telephone Numbers Called by More Than One Inmate Report 
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This report provides information for facilities utilizing the PIN option to be able to identify BTNs 
(Billed To Numbers) that have been dialed by more than one inmate_ This report includes the 
following information: 

• BTN (The number the inmates dialed) with direct link to Reverse Lookup 

• Date of Calls (with date range) 

• TIme of Calls 

• PIN (Personal Identification Number) with direct link to Inmate detail 

• Inmate phones 

• Duration of Calls 

• Charge of calls 

• Type of Calls 

• Frequency of Calls made to BTN 

al£S 13 



EXHIBIT _C_......"...... 
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pcs Solution - Sample Call Detail Reports 

Alert (Hot) Notification Report 
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The Alert (Hot) Notification report displays all inmates or telephone numbers placed on Hot status 
by facility staff. The ability to see the alerts is determined by the security role aSSigned to the User 
ID logging into the system. The Alert Notification report provides the following information: 

• BTN (The number the inmate dialed) with direct link to Reverse Lookup 

• Date of Call 

• Time of Call 

• PIN (Personal Identification Number) with direct link to Inmate detail 

• Inmate phone 

• Duration 

• Charge of call 

• Type of Call 

• Type of Alert 



EXHIBIT' C 
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PCS Solution - Sample Call Detail Reports 

Sample Inmate Account Detail Report 
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Inmate Account Detd 

fIN i4a= I Period SIart Date 11211312003 I Pertod End Date 101l03l2006 1 

RrslName I.- I TOIaI DeposiIs I S123·501 

Wlthdr_ I (0.00)1 lasIName ISmith I 
Prewous Belance I 542,501 

OobitllUnber 19210 I BeIance FOfWmll I $165501 

CInert Cal Charges 1 ($993)1 

Ending Balance I .156.671 
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This report provides the following information for any selected Inmate: 

• PIN 

• Inmate Name 

• Inmate Debit Card Number (if different) 

• DatelTime (of debit call(s» 

• Duration (of debit call(s» 

• Deposits to account 

• Withdrawals from account 

• Previous Balance 

• Previous Balance and Deposits 

• Total Call Charges 

• Ending Balance 

11 
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, ~::. .. 
RFP-IO-SS 

ATfACHMENT A 

EXHIBITc/" 
'~_"."'. ·.·.".".w .. ·. ..... ...... ...... . , $ 

I'age qqbof,-/I 

MINORITY & WOMEN'S BUSINESS ENTERPRISES RFP SUBCONTRACTOR 
COMMITMENT FORM 

In accordance with 25 lAC 5-5, the respondent is expected to submit with its proposal a MWBE SubconIractor 
Commitment Form. The Form must show that then: are, participating in the proposed conttact, Minority 
Business Enteaprises (MBE) and Women Business Enterprises (WBR) listed in the Minority and Women's 
Business EnterPrises Division (MWBED) diJeiltory of certified finns located at 
ht!p;//www.in.goy/idoal2352.h!m. . 
If participation is met 1hrough use ofvendors w!Jo supply products and/or serviceS directly to the Respondent, 
the Respondent must provide a descriptionofproduds and/or services provided that are directly related to this 
proposal and the cost of direct supplies for this proposal. Respondents must complete the Subcontractor 
Commibnent Form in its entirety .. 

Failure to meet these goals will affect the evaluation of your Proposal. The Department reserves the right to 
verify all infonnation included on the MWBR Subcontractor Commitment Form .. 

Respondents are encouraged to contact and woric with MWBED at 317-232-306\ to design a subcontractor 
commitment to meet established goals as referenced in this solicitation. 

Prime Contractore must ensure that the proposed subconbactors meet the following criteria: 

• MUst be HsIed on the IDOA DireclOIY of Celtified Fmns 
• Each fhm rriBi only serve as once chissHication - MBE or wee 
• A Prime Contractor who is an MBE or WBE must meet subcontractor goals by using other Iisled certified firms. 

Certified PrIme Contraclon. cannot count their own W011don:e or companies to meet this reqtIImnent. 
• Must 6eIVe a commercIaUy useful function. The fum must seM! a value-added purpose on the engagement 
• Must proWIe goods or service only In the IndI!sby area for which It Is certified as 6sted In the direcIoIy at 

h1!pJ!www.!n.aov[pI2352.htm 
• Must be used to provtde the goods or services specific to the contract 
• National Plans are enem not e 

MINORITY & WOMEN'S BUSINESS ENTERPRISES RFP s'vBcONTRACTOR LEITER OF 
COMMITMENT 

A signed Ietter(s), 00 company letterhead, from the MBE andloT WBE must accompany the MWBE 
Subcontractor Commitment Form. Each letter shall state and will serve as acknowledgement from the MBE 
andlor WBE of its subcootract amouot, a description of products and/or services to be provided on this project, 
and approximate date the subcontractor will perform work on this oontract. The State reserves the right to deoy 
evaluation points if the leUer(s) is not attached. The State will deny evaluation points if the letter(s) is attached, 
oot on company letterl1eed, not signed and/or does oot reference and match the subcontract amount and the 
anticipated period that the Subcontractor will perform work for this solicitation. 

By submission of the Proposal, the Respondent acknowledges and agrees to be bound by the regulatory 
processes involving the State's MlWBE Program. Questions involving the regulations governiog the MWBE 
Subcoo1raCtor Commitment Form should be directed to: M"mority and Women's Business Enterprises Division 
at (3\7) 232-3061 or h!!P:l/www.in.govOd0a!2352.htm. 
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Page 317 of L{/~ 

STATE OF INDIANA MBElWBESUBCONTRACTOR COMMITMENT 
FORM 

RFP#10-S5 

DUE DATE: October 29, 2010 

TOTAL BID AMOUNT: $22,523,799.36 for tbe4 year inItIaJ term (calculated as $5,630,949.84 per year 
based on the State's estimale oftDtal annual nMlIIue as defined by the calculation in Addendum 4) 

X MBEFIrm ·0 WBEYtrm 
Compauy Name: DC Yo""'"' CoaIDd 1'enoD: Todd Tolsoa 

Address: 10 W Market Stnet. Suile 1300 _all: 1Ddd.1DIso1I@bd'01Wlll'll.com 
lD_poIIs, IN 46Z04 

. Telepb_ Nomber. I FasNomlJen .. (317) 493.2017 . I (866)881.T76!1 
Sab-Coatrad Amooac S5,270,S69.05 (for the 4 year Daeribe servicelprocJod to be provided: 
laillal lerm) . IDformatioa Tedlaology Scmce 
Sab-Coatnlct Pen:eablgo of Total BId: Z3.4% 

l'raYIde approslmate datos ....... Sab-CoDtradDr _ perform 00 _ project: Immediately after contract award 
' . -

Cl MBEFirm X WBEFirm 
Compaay Name: CSCJ CousuItIDg Coablct Penoa: Toaya __ 

- . 

Add ...... 8225 E. 56'" Stred, SoIte B E-maIl: toDyabnnsbew@csdroMulting~ . 
IodlaDapolis, IN 46216 . 

Tokpbooe Number. . I ¥as Number:-
C31n 757.8764 . (317) 757.876!1 

Sab-Cootract AmooDt: $5,157,950.05 (for the 4 year Dcsaibe semcetprocJod to be provided: 
laltial term) . . laformatloa TedllIO\ogy 8erYIce 
Sob-Coatnict I'aceulage ofTotn\ Bid: n!I% 

.' 
.. 

ProvIde approximate datos ....... Sab-CoatradDrwill perform oa_ project: Immediately after coatractaT 

Ac!dn:ss' 
brtfJcmopNi!, IN, ~ 

Page~-

FORM MUST BE COMPLETED IN ITS ENTIRETY WITH COMPLETEDLE1 IERS OF 
COMMITMENT. 

2 
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EXHIBIT 

Page "6t;8' 
INDIANA ECONOMIC IMPACT - PROPOSALS AND CONTRACTS. 
state Form 51nB (R4/1~) 
DEPARTMENT OF ADMINISlRATION 
Approved by S1a!e Board of ~. 2006 

of 'lIt;;· 

This information is required by the Indiana Department of Administration for aU contractors, vendors/suppliers to the Slate of 
Indiana (oomplete all 22 items). 

(If 

of 

1~~~~~;(D:WD~~,a~c~co:;u:nt~~~prcibi~~~ ____________________________ ~ ____________ ~-I 
11~ 

len.plctyel!S per most recenUy 
IRS FonnW-2 

number of employees 
most recenUy completed 

W-2 distribution: 

amount of payroll paid 
all employees per the most 

lrecerllly completed IRS Form 

amount of this prc'pcl'sal,\ 
Total 

year. 

the year. 

did not have operations in Indiana tax year. 

did not operations in previous tax year. 

revenue for the 4 year oontract term 

1 



residerns 
Ispecifically for this proposal or 

19 ~u r(omoanv 
Name: 

20 
AddressiConlact 
PersonIT elephone NumberfT ax 
10 Number: 

21 u u une 
Eaulvalent tfTE) em 
that are Indiana residents . . 
specifically for this proposal or 
contract 

EXHIBIT (/ , 
Page ,fir of l/f5 

Be Forwanl ~CI Consulting -

10 W Market street, Suite 1300, Indianapolis, 8225 E_ 56th Street, Suite B 
IN 46204 Indianapolis, IN 46216 
Todd Tolson, 317-493-2017 Tonya Hanshew, 317-75708764 
3502049936 61-146829 

38· 1 
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From: 
Sent: 
To: 
Cc: 
Subject: 
Attachments: 

Importance: 

Andrew Merrill,[andrew.merrill@teampcs.com] 
. Tuesday, October 19, 2010 12:57 PM 

Deaton, Teresa 
Chris Moore; Barclay, Jason 
RE: BAFO - Final Offer 
IN DOC_BAFO - PCS_20101019.pdf 

High 

Page l(jf2 

EXHIBIT: C ... 
Page '100 ,'of 'IIos=' 

Please find our SAFO update per our phone conversation this morning. If you need anything else 
please contact me directly. . 

Sincerely, 

Andrew Merrill 
Major Account Executive, United States 
Public Communications Services, Inc. 
5615 Delano Way 
Rocklin, CA 956n 
916.624.2979 Office 
916.698.8343 Mobile 
310.954.212S Fax 

Corporate Office 
11859 Wilshire Blvd, Suite 600 
los Angeles, CA 90025 
800.350.1000 
www.pcstelcom.com 

Important Notice: Proprietary/Confidentiallnfonnation belonging to pes may be contained in this message. If you 
are not the intended recipient. please so advise "and kindly delete this message from your system. Please do not 
re-transmit this message to others without the consent of the originator. 

From: Deaton, Teresa [mailto:tdeaton@idoa.IN.govj 
Sent: Tuesday, October 19, 2010 B:57 AM 
To: Andrew Merrill 
SUbject: BAFO - Rnal Offer 

Good Morning Andrew, 

Thanks for conference call today and the positive feedback. The State was very pleased with your response to 
our call regarding a final round of pricing. As stated in the conference call please find attached a spreadsheet 
that we request you complete and return to us as soon as possible. We highly encourage your company to meet 
or exceed the attached listed target prices/percentages. Please note that reducing the cost does not reduce or 
eliminate any services that have been offered in your proposal. 

Thanks for your time and patience as we have worked through this process. 

Teresa Deaton-Reese, CPPO 
Senior Account Manager 
Procurement Division 
Phone: 317.233.3818 

file://C:\Documents and Settings\nlaw\Local Settings\ Temp\ Temporary Directory 4... 2/24f'2011 



Fax: 317.232.7312 
tdeaton@idoa.in.goY 

Page 20f2 

EXHIBIT c.. 
Page !i.il of 05 

Statement of Confidentiality: The information in this message is privileged and confidential and it is intended 
only for the use of the individual or entity named above . .If the reader of this message is notthe intended 
recipient, you are hereby notified that you are prohibited from disseminating, distributing, or copying the 
information contained in this message. If you have received this message in error, please notify the sender 

immediately and destroy all copies of the original message. 

file:/IC:\Documentsand Settings\nlaw\LocalSettings\Temp\Temporary Directory 4··· 2/24/2011 
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State of Indiana 

RFP 10-55 

Offender Pay Telepbone Service 

EXHIBIT C, 
Page 't~ of Lf I? 

Please provide responses to each question below in a thorough yet concise manner. -All 
responses should be sent via email to Teresa Deaton-Reese, at tdeaton@jdoa.jn.gov. 
Written responses must be received no later than 3:00 PM ET on Friday, September 2, 
2010. 

Clarifications for PSC 

The Indiana Department of Administration on behalf of the Indiana Department of Correction (IDOC) for 

RFP 10-55 Offender Pay Telephone Service, requests, clarification from PSC with regard to certa,in 

responses in its proposal for RFP 10-55. Specifically, the IOOC would ask for PSC to clarify the following 

information in its RFP proposal: 

1. Please describe the process on the customer services calls will be routed to appropriate call 

center? How will it be determined which calls are routed to Mexico and which calls are not. 

2. Please "clarify who the President of Public Communications Services -Indiana, LLC reports to? 

3. Does the financials of Public Communications Services -Indiana, LLC roll up to the parent 

Company? 

4. Please clarify that you are stating on you Indiana Economic-Impact statement that you will have 

a total of 654 employees working on this project? If this is a true statement, please breakdown 

of duties. 



From: 
Sent: 
To: 
Subject: 

Sensitivity: 

Teresa, 

Andrew Merrill [andrew.merrill@teampcs.com) 
Wednesday, September 29, 20104:04 PM 
Deaton, Teresa 
Re: Best and Final Offer RFP-1D-SS PCS 

Confidential 

Page lof6 

Thank you for giving us the opportunity to clarify our Buy Indiana response. Since PCS-INDIANA has been in 
operation for less than a year, we have not yet had to file.a tax retum or the State Form 44275 that has been 
requested. The forms can only be filed at the end of this tax year. Please note that the letters of intent that we 
provided with our bid are the justification we have at this time for our Indiana investment Please let us know if we 
can provide any additional information or further clarification. 
Sincerely, 

Sincerely, 
Andrew Merrill 
Major Account Executive, United States 
Public Communications Services, Inc. 
5615 Delano Way 
Rocklin, CA 95677 
916.624.2979 Office 
916.698.8343 Mobile 
310.954.2125 Fax 

Corporate Office 
" : 

. 11859 Wilshire Blvd, Suite 600 
Los Angeles, CA 90025 
800.350.1000 
www·ocstelcom.com 
This email was sent from my' mobile device, please excuse any spelling mistakes. 

From: Deaton, Teresa <tdeaton@idoa.IN.gov> 
To: Andrew Merrill 
Sent: Wed Sep 29 12:1S:08 2010 
SUbject: RE: Best and Final Offer RFP-l0-55 PCS 

Andrew, 

You have answered all questions and supplied all documentation requested at this point with the exception to 
the request for additional information on the Buy Indiana status that is due by close of business tomorrow and 
the updated lEI form requested this morning. If you have a specific question regarding what needs to be 
submitted to us, please feel free to submit these in writing for clarification. The e-mail requesting the additional 
information is very specific in what we want to see so I am unsure what needs to be discussed. 

I encourage your company to respond to the e-mail by close of business tomorrow for us to review. The State 
will reach out to you with any additional questions we may have. We appreciate your patience as we work 
through this last step. 

Thanks, 

file://C:\Documents and Settings\nlaw\Local Settings\ Temp\ Temporary Directory 8... Z/24/2011 



Teresa Deatan"Reese, CPPO 
Senior Account Manager 

Procurement Division 
Phone: 317.233.3818 

Fax: 317.232.7312 
tdeaton@idoa.in.gov 

Page 2 of6 

eXHIBIT 
Page~ of--,-,-,-_ 

Statement of Confidentiality: The information in this message is privileged and confidential and it is intended 
only for the use of the individual or entity named above. If the reader of this message is not the intended 
reCipient, you are hereby notified that you are prohibited from disseminating, distributing, or copying the 
information contained in this message. if you have received this message in error; please notify the sender 

immediately and destroy all copies of the original message. 

From:' Andrew Merrill [maillD:andrew.merrill@teampcs.com] 
Sent: Wednesday, September 29, 2010 2:35 PM 
To: Deaton, Teresa 
SUbject: Re:Best and Final Offer RFP-1O-55 PCS 
SensItivity: Confidential 

We wanted to talk about the email you sent regarding buy Indiana. Chris Moore, Joe Pekarovic and my self would 
be on the call. . 

Would you be aVail3ble'in an hour or so? We want to make sure we have answered all your questions over the 
past week. . , 
Sincerely, 
Andrew Merrill 
Major Account Executive, United States 
Public Communications Services, Inc. 
5615 Delano Way 
Rocklin, CA 95677 
916.624.2979 Office' 
916.698.8343 Mobile 
310.954.2125 Fax 

Corporate Office 
11859 Wilshire Blvd, Suite 600 
Los Angeles, CA 90025 
800.350.1000 

. www.ocstelcom.com 
This email was sent from my mobile device, please excuse any spelling mistakes. 

From: Deaton, Teresa <tdeaton@idoa.IN.gov> 
To: Andrew Merrill 
sent: Wed Sep 29 09:33:54 2010 
Subject: RE: Best and Final. Offer RFP-1o-55 PCS 

What is the call in regards to and who would be on the call? 

From: Andrew Merrill [maillD:andiew.merrill@teampcs.com] 
Sent: Wednesday, September 29, 2010 11:56 AM 
To: Deaton, Teresa 

file://C:\Documentsand Settings\nlaw\Local Settings\Temp\Temporary Directory 8... 2/24/2oll 



· ; .. 

sUbject:'Re: Bestand Final Offer RFP-10-55 PCS 
Sensitivity: Confidential 

We will look at it Can we also have quick call with you today. 
Sincerely, 
Andrew Merrill 
Major Account Executive, United States 
Public Communications Services, Inc, 
5615 Delano Way , 
Rocklin, CA 95677 
916.624.2979 Office 
916.698.8343 Mobile 
310.954.2125 Fax 

Corporate Office 
11859 Wilshire Blvd, Suite 600 
Los Angeles, CA 90025 
800.350.1000 
www.pcstelcom.com 
This email.was sent from my mobile device, please excuse any spelling mistakes. 

From: Deaton, Teresa <tdeaton@idoa.IN.gov> 
To: Andrew Merrill 
Sent: Wed Sep 29 07:52:46 2010 
Subject:RE: Best and Final Offer RFP-1Q-55 PCS 

Andrew, 

eXHIBIT C>,' 
Page 'iJ.bbf lI/5 

, . 

Your best and final offer would change the total. amount of this contract. Can you please complete the lEI form 
with the correct figure in field 16, . 

Thanks, 

Teresa 

From: Andrew Merrill [rnailto:andrew.merrill@teampcs.com] 
Sent: Tuesday, September 28,20104:56 PM 
To: Deaton, Teresa 
Subject: Re: Best and Final Offer RFP-1Q-55 PCS 
Importance: High 
Sensitivity: Confidential 

Teresa, 
I can confirm that the dollar amounts with our subcontractors, MIWBE's did not change based on the BAFO. 

Sincerely, 
Andrew Merrill 
Major Account Executive, United States 
Public Communications Services, Inc. 
5615 Delano Way 
Rocklin, CA 95677 
916.624.2979 Office 
916.698.8343 Mobile 
310.954.2125 Fax 

file://C:\Documents and Settings\nlaw\LOcal Settings\ Temp\ Temporary Directory 8... '2/24/2011 



Corporate OfIice 
11859 Wilshire Blvd, Suite 600 
Los Angeles,' CA 90025 
800.350.1000 
www·DCStelcom.com 

Page4 0f6 

EXHIBIT (';, 
Page J/(J7 of I/f5 

This email was sent from my mobile device, please excuse any spelling mistakes. 

From: Deaton, Teresa <tdeaton@idoa.lN.gov> 
To: Andrew Merrill 
sent: Tue Sep 28 12:52:05,2010 
SUbject: RE: Best and Rnal Offer RfP-1Q-55 PCS 

Andrew, 

Can you confirm the dollar amounts with your subcontractors, M/WBE's did not changed based on this BAFO? 

Thanks, 

Teresa Deaton-Reese, CPPO 
Senior Account Manager 
Procurement Division 
Phone: 317.233.3818 

,Fax: 317.232.7312 
tdeaton@idoa.in.gov 

Statement of Confidentiality: The information in this message is privileged and confidential and itis intended 
only for the use ofthe individual or entity, named above. If the reader of this message is not the intended 
recipient, you are hereby notified that you are prohibited from disseminating, distributing, or copying the 
information contained in this message. If you have received this message in error, please notify the sender 
immediately and destroy all copies of the original message. 

From: Andrew Merrill [mailto:andrew.merrill@reampcs.oom] 
Sent: Friday, September 24, 2010 5:46 PM 
To: Deaton, Teresa 
SUbject: RE: Best and Rnal Offer RFP-1Q-55 PCS 
Importance: High 
Sensitivity: Confidential 

Teresa, 

Please find our Target Pricing/Best and Final Offer. 

If you have any other needs or concerns please don't hesitate to contact me. 

Sincerely, 

Andrew Merrill 
Major Account Executive, United States 

file:IIC:\Documents and settings\nlaw\Local settings\ Temp\ Temporary Directory 8... 2/24/1.011 
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Public Communications SerVices, Inc. 
5615 Delano Way 
Rocklin, CA 95677 
916.624.2979 Office 
916.698.8343 Mobile 
310.954.2125 Fax 

Corporate Office 
11859 Wilshire Blvd, Suite 600 
Los Angeles; CA 90025 
800.350.1000 
www.pcstelcom.com 

I . ~ 
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. Important Notice: Proprietary/Confidentiallnformation belonging to pes may be contained in this message. If you 
are not the intended recipient, please so advise and kindly delete this message from your system. Please do not . 
re-transmit this message to others without the consent of the originator. 

From: Deaton, Teresa [mailto:tdealDn@idoa.IN.gov] 
Sent: Tuesday, September 21, 2010 9:36 AM 
To: Andrew Merrill 
SUbject: Beset and Final Offer RFP-IQ-55 PCS 

Dear Mr. Merrill, 

In keeping with its commitment to select the Offender Pay Phone Service provider to the Indiana Department of 
Corrections, the State of Indiana requests that you provide revised pricing. 

In today's economic climate, the State has decided to give Respondents the opportunity to improve their 
Proposals by providing more competitive pricing. Respondents are strongly encouraged to get as close as 
possible to the target price on the attached spreadsheet. 

Please note that cost scores will be updated based on your revised cost proposals. In preparing your response, 
please keep the following in mind: 

• No changes to service levels, staffing levels, etc. will be accepted. We are only asking for revised pricing . 

• Your proposed price for this contract is reflected in Attachment A (MWBE Form) and Attachment C 
(Indiana Economic Impact Form). Therefore, please submit revised versions of Attachment A, Attachment 
C, and MWBE Subcontractor Commitment Letters with your revised cost proposal. 

Responses must be received via email (tdeaton@idoa.in.gov) no later than 3:00 PM Eastern Time on September 
28,2010. 

Note that the State will not accept price responses that are higher than your previous offer. Any attempt to 
manipulate the format of the document, attach caveats to pricing, or submit pricing that deviates from the 
current format will put your cost score at risk. 

Sincerely, 

Teresa Deaton-HeMe, CPPO 

file://C:\Documents and Settin~\nlaw\Locai Settin~\ Temp\ Temporary Directory 8... z/u./ZOll 



Senior Account Manager 
Procurement Division 
Phone: 317.233.3818 
Fax: 317.232.7312 
tdeaton@idoa.in.qov 
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Statement of Confidentiality: The information in this message is privileged and confidential and it is intended 
only for the use of the individual or entity named above. If the reader of this message is not the intended 
recipient, you are hereby notified that you are prohibited from disseminating, distributing, or copying the 
information contained in this message. If you have received this message in error, please notify the sender 
immediately and destroy all copies of the original message. 

"STRIVING FOR EXCElLENCE" 

Teresa Deaton-Reese, CPPO 
Senior Account Manager 
Procurement Division 
Phone: 317.233.3818 
Fax: 317.232.7312 
tdeaton@idoa.in.gov 

, . . 
Statement of Confidentiality: The information in this message is privileged and confidential and it is intended 

. only for the use of the individual or entity named above. If the reader of this message is not the intended 
recipient, you are hereby nOtified.that you are prohibited from disseminating, distributing, or copying the 
information contained in this message. If you have received this message i'1 error, please notify the sender 
immediately and destroy all copies of the original message. 
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5tate of Indiana 

RFP 10-55 

Olreod ... Pay TdepboDe Senice 

Please provide responses to each question below in a thorough yet concise manner. All 
responses should be sent via email to Teresa Deaton-Reese;at tdeaton@jdoa.jn.gov. 
Written responses must' be received rio later than 3:00 PM'ET on Friday, September 3, 
2010. 

Clarifications for PCS 

The Indiana Department of Administration on behalf of the Indiana Department of Correction (IDOC) for 

RFP 10-55 Offender PavTelephone Service,.requests, clarification from PCS with regard to certain 

responses in its proposal for RFP 10-55. Specifically, the IDOC would ask for PCS to clarify the following 

information in its RFP proposal: 

1. Please describe the process on the customer services calls will be routed to appropriate call 

center? How will it be determined which calls are routed to Mexico and which calls are not. 

pes Response: All calls to our Customer Service hotline begin with our full-service, automated 

IVR (mteractive voice response). system, From here, customers can choose to handle their 

request/issue within the automated system, or they can choose to be transferred to a live ·operator. 

At the beginning of each call, the customer has the opportunity to self-identify as Spanish speaking. 

We can configure the system to keep all English-speaking customers in our US. call centers, while 

sending only Spanish-speaking customers to our Mexico Gty call center. As an additional note - we 

only hire operators in Mexico Gtl' who are fully fluent in English. Therefore, even if an English

speaking customer were to hit the wrong button and be mistakenly routed to the Mexico Gty call 

center, that customer would not encounter any barriers to resolution. 
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2. Please clarify who the President of Public Communications Services -Indiana, LLC reports to? 

pes Response: The President of Public Communicatioos Services - Indiana, u.c is the highest 

ranking officer of the company and is responsible for all aspects of the company and reports to no 
other officer. 

3. Does the financials of Public Communications Services -Indiana, liC roll up to the parent 

Company? 

PCS Response: Yes, the financials of Public Communic:itions Services - Indiana, u.c roll up to 

the parent company, Public Communications Services, Inc. 

4. Please clarify that you are stating on your Indiana Economic Impact statement that you will have 

a total of 654 employees working on this project? -If this is a true statement, please breakdown 

of duties. 

pes Response: The PCS T earn is stating that we plan to have a total of 615 Indian" residents 

~ployed ~ei- the life of this project. This nWnberiD.i:ludes inmate laborers and Indiana residents 
who are to be employed by our subcontraCtors, and it breaks down as follows: 

-In support of the State's re-entry initiatives (and pending approval by the State and possibly 
the Department of Labor), PCS plans to train and pay no fewer than 6 inmates per month 
for the B-year maximum conttaet term. This works out to 576 inmates emplqyi:d by PCS 

over the life of the contract. 

- - Through our subcontractors, we plan to employ roughly 12 installation technicians, 1 

implementation project manager, 1 shipping/inventory coordinator, 1 integration specialist, 
4 payphone operator service call center reps, 10 site administratc:lrs/ technicians, 4 payphone 
technicians, 4 cell phone detection/ conttol technicians, 1 state service manager, and 1 
software developer - which totals 39 additional residents. 

- When added to the 576 inmate laborers, the additional 39 subcontractor employees equal the 615 

FfEs the PCS T earn listed on line 18 of the Indiana Economic Impact Statement in our RFP 

response. 

5. You have Bucher and Christian & escl Consulting listed as a sub-contractor, please provide more 

details on specific information technology services to be provided. 

pes Response: The information technology services to be provided include the fullowing: 
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a. Bucher arid Christian (J3qrmvgaf) Site Administrators, Technicians: Operator . 
Service Call Center, Cell Detect Yearly Maintenance Service Level Agreement, and 

Hardware Procurement/Install/Maintenance 

b. CSO Copsulting IT Network Services, Cell Phone Detect Cabling/Hardware,and 
Network HardwareProcurement/Install . 

. , 



Offender Calls 

Average 
Per 

Minute 
Rate-

Average 
Proposal 
Commissi 

on- $ 

PCS 

EXHIBIT 87 
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Target PricelPercentage Best and Final Offer 

PCS 

0.2917 $ 0.25 

0.35 

Public Pay Phones 

Commission Paid to the 

Target 
Price 

Connect 
Fee 

Target 
Percentage B 

Connect Fee 

Call Type Connect Fee State-
Local 

Coin Call $ 0.45 35% $ 0.32 
Local Coli $ 2.95 35% $ 2.66 
Operated 
Assisted 
Collect 
Locall $ 3.50 35% $ 3.15 
Operated 
Assisted 
LD $ 5.50 35% $ 3.20 
Automatec $ 4.95 35% $ 2.70 
Other: 
Calling 
Cards, 
etc. $ 4.95 35% $ 3.20 
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est and Final Offer 
Commission Paid to the State 
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