“DRAFT”

Statement of Work

Private Sector Collection Activity

For Student Related Debts

1.1 
INTRODUCTION

The U.S. Department of Education (ED), Federal Student Aid, performs collection and administrative resolution activities on debts resulting from non-payment of student loans made under the Federal Family Education Loan (FFEL) Program: Stafford Loans (formerly the Guaranteed Student Loan Program and including Federally Insured Student Loans), Supplemental Loans for Students, PLUS Loans (formerly Parental Loans for Undergraduate Students), and Consolidation Loans; the William D. Ford Federal Direct Student Loan (Direct Loan) Program (formerly known as the Federal Direct Student Loan Program): Federal Direct Stafford/Ford Loan Program, Federal Direct Unsubsidized Stafford/Ford Loan Program, Federal Direct Consolidation Loan, and Federal Direct Plus Loans; and Federal Perkins Loans (formerly National Direct/Defense Student Loans). ED conducts similar collection and administrative resolution activities on debts resulting from a student's failure to fulfill grant requirements under the Pell Grant Program and the Supplemental Educational Opportunity Grant Program.  Background information on each of these programs can be found in Appendix I [which will be included in the task order request].

Since 1981, ED has contracted for the services of Private Collection Agencies to support collection and administrative resolution activities on debts maintained by ED. Under this Task Order, the contractor shall:

--Perform duties in coordination with the ED Service Centers. The Service Centers are: Washington Service Center, 830 First Street, NE, Washington, D.C.; Atlanta Service Center, 61 Forsyth Street, Atlanta, Georgia; Chicago Service Center, 111 N. Canal Street, Chicago, Illinois; and San Francisco Service Center, 50 United Nations Plaza, San Francisco, California.

-- Establish within ninety (90) calendar days of Task Order award, administrative and collection office(s) dedicated exclusively to the collection and resolution of ED accounts.

The collection office need not be located at the same site as the administrative office. The administrative office shall also function as a liaison office between ED and the contractor. Meetings between the Contracting Officer's Representative (COR), Assistant Contracting Officer’s Representative, the monitor and the individual contractor may take place either in the contractor's administrative office, their collection office or the Service Center Office.

The contractor may, at its option, establish additional collection offices (referred to as a satellite-collection office) at any time during the Task Order period; however, the contractor must incur the cost of the additional telecommunication line(s). These satellite-collection offices shall conform to all applicable requirements set forth in the contract and Task Order. The same contractor employee shall maintain direct management control over both the primary office and the sub offices. Only one administrative office shall service these offices. The establishment of satellite-collection offices shall be approved by the Contracting Officer's Representative.

-- Accept and return account data for collection by electronic file transfer  in the specified formats set forth in Appendix VI [which will be included in the task order]. 

-- Establish and maintain computer software and hardware which can accept and accommodate data on all ED accounts, be updated on a daily basis, and provide the information specified in this Statement of Work. The contractor shall generate Billing Statements through the ED System. The contractor shall generate all letters through their computer system and transfer to the ED System letter history screen via secure electronic file transfer (EFT). Access to all ED account data shall be restricted to the collection and resolution activities on ED accounts exclusively.

-- Adhere to all ED security requirements as outlined in the FSA Security Policy and the Common Services for Borrowers (CSB) Security Policy/Manual; maintaining, at the contractor location, the same level of security for all ED account data as is maintained on ED's system.

-- Establish a training program for each loan program and related ED campaigns and initiatives to encompass the complete range of collection activity specified in this Task Order. This program shall include comprehensive initial and follow-up training of contractor and subcontractor employees relative to the activities to be performed and the laws and regulations, which govern such activities received.

-- Provide a box to receive ED correspondence, exclusively, at a U.S. Post Office located in the area of the administrative office, and pick-up correspondence received at this box at least once each workday.

-- Perform activities in strict adherence with all applicable Federal and State laws and regulations in a professional and courteous manner; and support the mission of the ED/Collections, which is to: "Provide quality customer service and sound credit management to maximize net revenue".

-- Provide facilities, equipment and perform actions necessary for large-scale nationwide collection of Federal Government debts.

-- Locate and contact borrowers to demand payment of their debts to the Federal Government, or otherwise resolve their debt.

-- Prepare eligible cases for administrative resolution, Administrative Wage Garnishment (AWG) and litigation, based on the criteria in the Task Order, and meet established goals set by ED. The contractor shall be responsible for obtaining documentation in accordance with administrative resolution procedures [as outlined in the Procedures Manual], or as requested by ED, and the forwarding of all such materials upon request.

-- Return all accounts and associated records, accompanied by all required documentation, to ED within timeframes specified in the Task Order, as outlined in the Deliverable Section.

-- Protect the Federal Government against loss of monies and loss of or damage to property.

-- Agree to indemnify, defend and hold the Federal Government harmless from all liability, loss, damages, claims and other expenses, including attorney's fees and court costs, originating from or in connection with the contractor's performance under this Task Order.

-- Take all necessary steps, as warranted, by each State or locality to insure that it is operating within the laws of the jurisdiction except insofar as Federal law supersedes these requirements, as specifically directed or approved by ED in the collection of monies owed to the Federal Government. This includes meeting all applicable State-licensing requirements, including the successful completion by contractor employees of any State mandated exams prior to the first placement of accounts. ED anticipates face-to-face meetings three or four times per year coordinated by either ED or the contractors at a designated location within the continental United States. ED will also hold periodic update/training meetings. Registration fees may be required of participants.  Contractors are responsible for their travel expenses to the meetings and periodic update/training.

Related data on ED accounts shall not be accessed by the contractor in connection with other collection efforts involving the same borrower under any other contract. More specifically, no information relative to an ED account may be exchanged or consolidated in any medium with information regarding the same borrower from another Federal agency, school, etc.

1.2 
GENERAL ACCOUNT CHARACTERISTICS

The general characteristics of the portfolio, as of December 31, 2003, having a balance (principal, interest, penalty fees, fees, administrative costs) of $500.00 or more are presented in Appendix II [which will be included in the task order request].  ED does not guarantee that these numbers and values will precisely reflect the accounts eligible for transfer. They are presented as general portfolio characteristics.

1.3 
LAWS AND REGULATIONS GOVERNING COLLECTION ACTIVITY

The principal statutes and regulations governing ED's collection activity are listed herein. The contractor is required to comply with all applicable Federal and State laws relating to debt collection and the Privacy Act. Failure to comply may result in immediate punitive measures and/or termination of the Task Order.

-- Title IV, Part B of the HEA (20 U.S.C. 1071 et seq.) and the implementing regulations (34 CFR Part 682 -- formerly 45 CFR Part 177); Title IV, Part E of the HEA (20 U.S.C. 1087aa et seq.) and implementing regulations (34 CFR Part 674 -- formerly 45 CFR Part 174): and other provisions of Title IV of the Higher Education Act, as amended, including 20 U.S.C. 1091a and 1095a.

-- The Federal Claims Collection Standards (4 CFR Parts 101-105).

-- The Bankruptcy Code, as amended (11 U.S.C. 101 et seq.), especially section 523(a)(8)(B).

-- The Privacy Act of 1974 (5 U.S.C. 522a).

-- ED Debt Collection Regulations (34 CFR Part 30).

-- Debt Collection Improvement Act of 1996

Section 3718 of Title 31 of the U.S. Code authorizes the use of contract collection services. This law requires that a collection contractor, in addition to complying with the laws cited above, and specifically the Privacy Act, shall also comply with applicable Federal and State laws and regulations pertaining to debt collection practices, such as the Fair Debt Collection Practices Act, 15 U.S.C. section 1692.

The Secretary of Education has statutory authority to contract for Collection services section 430(b) of the HEA (20 U.S.C. 1080(b) and 20 U.S.C. section 1087hh(e)(4)), and the Department of Education Organization Act of 1980 (20 U.S.C. 3475).

1.4 
TRANSFER OF ACCOUNTS

ED will transfer 20,000 accounts to each large business contractor and 5,000 accounts to each small business contractor no earlier than March 15, 2005, upon successful implementation of the deliverables as outlined in Section 5.1 Task Order Deliverables.   It is ED’s intent to time the first placement of accounts with or after implementation of the CSB file transfer capabilities.
ED has performed at least minimum collection activity on all accounts. Most accounts have also been worked by one or more private collection agencies. ED will not distinguish an account by the number of times it has been placed with a collection agency or make transfers based on the default date of the loan. The only common characteristic is that each account will be categorized as delinquent and the minimum balance (principal, interest, penalty fees, fees, administrative costs) of an account to be transferred is at least $500.00.

Additional account transfers will be based on contractor performance and evaluations conducted by ED.  Failure to achieve a level of performance that falls within the “competitive range” of performance for small business collection agencies may result in no additional account transfers to poor performers until performance within the  competitive range is achieved.  [Description and timing of evaluations to be conducted in determining contractor performance are elsewhere in the task order request.]

2.1 
IMPLEMENTATION

In implementing their collections program, the contractor shall establish an operational system to store ED account records on its own computer system; the necessary communications software to be installed on ED PC workstations which will allow access from the ED Regional Service Center and the contractor's computer site; finalize procedures relating to the transfer of accounts, reports and other information between ED and the contractor; prepare a Collections Training Manual and a Standard Operating Procedures Manual (including letters that will be generated from the contractor's collection system); and finalize a Quality Control Plan for use by contractor and subcontractor personnel. These requirements shall be completed by the contractor prior to the first transfer of accounts.

After the initial account transfer, the Government shall perform a Contract Implementation Evaluation (CIE) to assess system related operations, the interface between the contractor’s computer system(s) and the ED-System, and administrative interface between the contractor and ED.  Reference the attachment CIE [which will be included in the task order request].
  

2.2 
TRAINING

The contractor's Collection Training Manual, Standard Operating Procedures Manual (that shall include all Industry abbreviations in use by its collections), and the Quality Control Plan shall be approved by the Contracting Officer’s Representative (COR) and Assistant Contracting Officer’s Representative. ED will provide training on appropriate ED Procedures to the contractor's Training Staff. Thereafter, the contractor's Training Staff shall train all other contractor employees and conduct regular training sessions for its employees and any subcontractor employees to ensure adherence to applicable laws, regulations and ED policies. The contractor shall conduct additional training to inform its employees and any subcontractor employees of all changes in operational procedures, laws or regulations as they are modified or updated with training reports provided to ED. The contractor shall measure the effectiveness of the training by administering post-training tests. The COR and Assistant COR may review the results to ascertain the need for additional training and testing.

The contractor may request  site visits for technical assistance and/or training.   The contractor will  be responsible for travel costs incurred for requested technical assistance and/or training site visits.  Proposed costs must be consistent with the most current Government per diem rates for lodging and meals.    The PCA Training Manual may be referenced for additional information relative to request procedures.  All payments by the contractor for site visit costs must be made to the Government.  E.g., the contractor may not make payments to a hotel or a Federal employee.
A schedule of all update training conducted during the month and a brief synopsis of the subject matter covered in each training session shall be included in the contractor’s Management and Fiscal Reports.

Each employee and subcontractor employee assigned to this Task Order shall receive training relevant to the Privacy Act of 1974, and shall certify, in writing, that they have received this training before they begin any collection activity on ED accounts. Appendix III [which will be included in the task order request] is the certification form to be signed by each employee and subcontractor employee. Signed certifications shall be forwarded to the ED Monitor within five (5) calendar days after completion of training.

2.3 
QUALITY CONTROL

ED is committed to quality control as a means of ensuring quality performance and achievement. The contractor shall also adopt this philosophy and, to that end, shall design a quality control plan and, upon final approval by the COR, shall implement the plan.  To monitor and provide contractor oversight, one on-site audit will be performed annually.  The audits will review compliance with federal regulations, Task Order and contract requirements, policies, etc.  Audit Reports and findings, and corrective action, will be issued at the completion of each audit.  
 2.4 
RESOLUTION OF COMPLAINTS

ED will maintain a Complaint Tracking System that will include both verbal and written complaints. ED will track by agency, individual collector, and nature of the complaint. When ED has received two or more complaints of a type that is a concern to ED on the same collector, the contractor shall, upon notification, immediately remove that collector from the ED Task Order. When the subject of any complaint is a concern to ED, the COR/Assistant COR will notify the Contract Administrator to immediately cease the activity causing the concern. If there are complaints regarding this activity after the Contract Administrator has been notified, a  two (2) point reduction in the next quarterly CPCS score will occur. 

2.5 
COLLECTION LETTERS 

All collection letters used by the contractor, generated from the contractor's own computer system, shall be approved by ED prior to usage.  ED shall also approve any changes made to collection letters. Any letter requesting repayment from the borrower must be generated with a coupon as specified under SPECIAL REQUIREMENTS Section 6.1. The contractor shall transmit to ED on a weekly basis the letter history to include any return mail as outlined in Appendix V [which will be included in the task order request]. 

If changes and or corrections are needed on contract letters and the contractor has been notified to make the changes, the contractor must have all changes/corrections made and notify the ED contact person to review and approve the letters within 30 days. If the contractor does not comply with this timeframe, transfer of accounts will be withheld until the letters are approved.  The contractor must provide a final copy of all approved letters to the ED contact person and the COR, Assistant COR and Monitor within 10 days after notification by ED that the letters have been approved.  

 2.6 
DOCUMENTATION OF COLLECTION ACTIVITY

The contractor shall immediately record, on its own computer system, all collection activity occurring on an account.  The contractor shall update the ED-System with borrower's name, address, home and work telephone number changes and information regarding the borrower's employment, i.e., employer's name, address and telephone number. Reference the Procedures Manual for transmission mechanisms, security constraints and other specific data of inputs required by the ED-System.


2.7 
REPAYMENTS

The contractor is strictly prohibited from soliciting the receipt and processing of payments under this Task Order. The contractor is also prohibited from soliciting post-dated checks. ED's Lockbox will not accept post-dated checks. Reference the Procedures Manual for instructions relative to this subject.

2.8 
CORRESPONDENCE

Routine:  The contractor shall process routine incoming correspondence within five (5) calendar days of receipt. Correspondence shall be received, and maintained at the contractor's administrative office.  Correspondence shall be retained at the administrative office when the collector is located at the sub office.

Other:  The contractor shall receive other incoming correspondence and refer to ED within  one (1) business day.  See Procedures Manual for detailed instructions.

ED will perform periodic audits of incoming correspondence received by the contractor to ensure that contract and Task Order requirements have been met. If the error rate exceeds five percent, the contractor will be notified to make all corrections necessary to reduce its error rate to five percent or less. If the error rate is not reduced to five percent or less within the timeframe specified, transfer of accounts will be withheld until all problems are resolved.

3.1 
RESOLUTION OF ACCOUNTS

The contractor shall systematically resolve all accounts transferred in accordance with the terms and conditions of the Task Order.

The contractor shall ensure that all attempts to collect on accounts transferred do not involve harassment, intimidation, false, or misleading representation. There shall be no unnecessary communications concerning such debt to persons other than the borrower or the borrower's designated representative. All requests for information from third parties shall be referred to ED upon receipt.

3.2 
REQUIRED ACTIVITIES, DOCUMENTATION AND STANDARDS

Listed below are the required collection activities to be performed by the contractor, the required documentation to be obtained by the contractor, and ED standards to be followed by the contractor.

A. 
LOCATING AND CONTACTING THE BORROWER

Upon initial contact with the borrower, the contractor’s employee shall clearly identify themselves as working for a firm under contract to ED, verify that the borrower's name, address, email address, and telephone numbers are current and obtain employer's name, address and telephone numbers. This information, including all changes, shall be updated to the ED-System via the next regular transmission of data.

Whenever the contractor determines that the address last known to ED is undeliverable or the account address record has been coded 'U', the contractor shall perform skiptracing efforts. If the contractor contacts the borrower at an address other than the last address known to ED, the contractor shall reissue its first demand letter to the borrower at the new address. The contractor shall process the address update in the next regular transmission of such data. 

B. 
REPAYMENT OF ACCOUNTS

The contractor will attempt to obtain payment in full or settlement.  Whenever the contractor determines that repayment in full is not immediately possible, the contractor shall negotiate a mutually agreed upon reasonable and affordable repayment schedule employing ED’s philosophy relative to repayment recovery of accounts. Generally, repayment schedules should affect resolution of the account within four (4) years or forty-eight(48) months from the first payment date. The contractor shall draft and send a "Repayment Agreement" letter (See Appendix V, Standard Letters, Forms, Repayment Agreement Letter for sample text [which will be included in the task order request]) to the borrower confirming the payment arrangement which the borrower has agreed to and shall flag the account to receive the ED-System generated monthly billing statement.

The contractor may determine that a borrower wishes to repay the debt but is unable to make the minimum monthly payment amount to pay the debt in full within four years. At that point, the contractor shall obtain verbal financial information and forward to the borrower a standard financial statement form (See Appendix V, Standard Letters and Forms, Financial Statement [which will be included in the task order request]). The contractor shall establish a temporary repayment plan based on the verbal information. Once the statement is returned to the contractor by the borrower, the contractor shall determine if the temporary repayment plan is supported by the financial data. If not, the contractor shall negotiate a new repayment schedule.

The contractor shall draft and send a "Repayment Agreement" Letter (See Appendix V Standard Letters, Forms, Repayment Agreement Letter sample text [which will be included in the task order request]) to the borrower confirming the payment arrangement which the borrower has agreed to and shall flag the account to receive the ED-System generated monthly billing statement.

However, if based on the financial information received, it is determined that the borrower is unable to pay, the account should be returned as “INA” (Inability to Pay at Present).  The contractor shall also document their collection history as to why the borrower is unable to pay.

Gratuitous payments do not constitute an agreed upon repayment arrangement.

1.  Accounts Eligible for Compromise
 
The following restrictions apply to compromise activities:

a) Compromise settlements shall not be offered as the first option in collection negotiations.

b) Contractor personnel may only discuss compromise settlements after negotiations on the borrower's ability to pay have progressed, and only under those circumstances wherein ED has not forbidden the compromise. Reference the Procedures Manual for instructions relative to this subject. All accounts on which the compromise payment is received shall be returned by the contractor as outlined in Section 4.2 of the Statement of Work.

C. 
FEDERAL EMPLOYEES

Periodically, ED performs matches with Federal employee databases and if the account is not in current repayment ED retains the right to recall the account from the contractor.

D.
 LOAN REHABILITATION AND CONSOLIDATIONS

1. Loan Rehabilitation allows borrowers to have their loans (with the exception of loans with judgments) taken out of default, and their credit bureau report updated to reflect a current status. The borrower must make 12 voluntary consecutive monthly payments. The contractor shall forward accounts eligible for the monthly rehabilitation sale to ED or ED representative as designated. Required supporting documentation must be attached.
2. Consolidation allows the borrower to consolidate all student loan debts with one lender whether the loans are in default or not. The borrower must make the minimum required monthly payments. The contractor shall complete the electronic lender verification forms (EVC) and update the ED-System screen for accounts eligible for consolidation.

3. The completed lender verification forms will be forwarded to the consolidation lender. Copies of all EVCs, along with screen prints of the ED-System, must be maintained by the contractor and forwarded to the ED Monitor upon request. The contractor shall audit 100% of EVCs.

In ED’s audits of accounts referred by the contractor for consolidated accounts, the contractor error rate shall not exceed five (5) percent. 
E.
 DELINQUENT ACCOUNTS

An account is considered delinquent when a subsequent payment has not been received by the sixtieth (60) day from the last payment. If the contractor is unable to convince the borrower to bring his/her account current by the next payment due date, the contractor shall review the account to determine if it is eligible for one of the following:

1. Administrative Wage Garnishment (AWG). The contractor shall determine if the borrower is a candidate for administrative wage garnishment. If the account is eligible, the contractor shall move the account into the AWG sub-system, or

2. Litigation. If the account is eligible, the contractor shall send to the borrower a notice of intent to litigate. 

For accounts ineligible for litigation or AWG, the contractor shall pursue further collection activity.

 

3.3  CANDIDATES FOR ADMINISTRATIVE WAGE GARNISHMENT/LITIGATION

If during the course of the contractor's collection effort, the borrower indicates to the contractor no intention of repaying the debt(s), the borrower is a potential candidate for AWG or litigation.  

A.
ADMINISTRATIVE WAGE GARNISHMENT (AWG)

AWG is an alternative means of enforcing collections of defaulted loans held by ED. ED is authorized to garnish up to fifteen (15) percent of the borrower's disposable salary. The law governing AWG prohibits an employer from discharging the borrower as a result of the garnishment.

If during the contractor's research, it is determined that the borrower has the ability to but no intention of paying, the borrower may be a candidate for AWG. The contractor shall determine if the borrower is eligible for possible AWG in accordance with ED procedures.

B.
LITIGATION

The contractor shall conduct research to determine the borrower's ability to repay to include obtaining evidence that assets are in the borrower's name and that these assets can be seized or attached by lien. 

Upon preparation of the account for litigation, the contractor shall immediately submit the case file to ED for approval. ED will review each case for accuracy and compliance within thirty (30) days of receipt. If the contractor fails to meet any litigation preparation requirements, the case will be returned to the contractor for correction or completion of the requirements. Any information contained in the package, which becomes outdated due to non-compliance by the contractor shall be updated by the contractor. The contractor will receive the appropriate fixed fee for each case reviewed, and accepted by ED for referral to the Department of Justice.

3.4  ADMINISTRATIVE RESOLUTIONS

The contractor may determine that certain accounts fall within categories (A) through (D) below.  These accounts are eligible for full, non-discretionary write-off of the debt by ED.  In such situations, the contractor shall perform the steps indicated for the applicable category and obtain the required documentation.  Accounts recommended by the contractor for write-off, shall be returned by the contractor by specific categories on the weekly return files. 

A.
DEATH

The borrower's death shall be documented with an original or certified copy of the death certificate. 
NOTE: Periodically, ED may validate records against the Social Security Death Index.  Accounts on ED’s database that match the Social Security Death Index on name and Social Security number will automatically be written off.  If an exact match does not occur, an exception report will be generated.  These excepted accounts may be transferred to the contractor.  Verification of death on these accounts shall be documented as stated above.  

B.
DISABILITY

If a borrower claims to be disabled, the contractor shall advise the borrower that a "Request for Cancellation of Loans on Grounds of Permanent and Total Disability" (Refer to Appendix V, Standard Letters and Forms, OMB Form1845-0065) [which will be included in the task order request] shall be completed by a doctor of medicine or a doctor of osteopathy legally authorized to practice in the state where the borrower resides.  


The contractor shall within three (3) calendar days of the borrower's request for disability status, forward the OMB Form 1845-0065 to the borrower.  The contractor shall update the account collector notepad upon completion of this action.  


The contractor shall review the borrower’s request for disability and determine the borrower’s eligibility for discharge.  The contractor shall verify that all certificates are thoroughly completed and the doctor’s diagnosis is for a totally and permanently disabling condition.    The contractor shall secure a credit bureau report for debtor employment information and contact any listed employer for verification.  The contractor shall contact the American Medical Association or other State Licensing Agencies to verify that the doctor who signs the certificate is licensed to practice medicine in that state.  The contractor shall send a list of accounts recommended as dischargeable to ED.  This listing and all disability documentation will be forwarded to ED for review and approval.

C.
BANKRUPTCY

When the borrower states he/she has filed for bankruptcy, the contractor shall obtain a copy of the court's notice of the first meeting of creditor's and the schedule of creditors.  If the notice is received unsolicited directly from the court, the listing of creditors is not necessary.  For Chapter 13 Bankruptcy (Wage Earner Plan), the contractor shall follow the most current procedures in force at the time of the bankruptcy document receipt.


Whenever the borrower states that he/she has filed bankruptcy and the debt(s) has been discharged prior to the current date, the contractor shall obtain the following:


a)
A copy of the Discharge Notice or the Court's First meeting of Creditor's, and




b)
The Listing of Creditors.


For Chapter 7 (liquidation) and Chapter 11 (reorganization) Bankruptcies, the contractor shall determine whether the debt(s) is/are dischargeable or non-dischargeable.  The contractor shall place the accounts that the contractor is recommending as dischargeable on a “Return File” which will be forwarded to ED for review and approval prior to the actual return.  If approved by ED, the contractor will send the appropriate form letter within five (5) calendar days from the date of receipt of the bankruptcy approval by ED.


If the contractor uses one of the services (approved by the COR) that provide bankruptcy verification, a copy of their documentation showing the court, filing date, discharge date, etc. may be used in lieu of the forms stated above.
D.
PROGRAMMATIC CANCELLATIONS

Special cancellation conditions are applicable to certain Perkins notes in cases where the borrower meets specified teaching, Peace Corp, Vista law enforcement and military requirements.


If the borrower claims entitlement to cancellation, the contractor shall determine the borrower's entitlement to such cancellation within three (3) calendar days from the date of receipt of cancellation documents from the borrower.  In the case of only partial cancellation, the contractor shall submit to ED the necessary documentation for reduction of the borrower's account balance.


The contractor shall be responsible for negotiating the repayment of all remaining outstanding balances for accounts that are eligible for only partial cancellation.  The contractor will not receive payment for partial cancellation.

 3.5 SUSPENSION OF COLLECTION ACTIVITY

The contractor shall immediately suspend collection activity on an account and refer the issue, (NOT RETURN THE ACCOUNT), to ED or ED’s representative for resolution within five (5) calendar days after any of the following occur:

a) The borrower disputes the amount owed citing, for example, that the debt was never incurred, was paid off, or should have been canceled.

b) The borrower raises a legal defense against repayment (for example: closed school, ability to benefit, fraud, forgery, or circumstances under which ED may be prohibited from pursuing collection).

c) The borrower requests a written review or hearing in response to the 65-Day Notice of Federal Offset or 30 days Administrative Wage Garnishment Notice. The contractor shall process all such correspondence in accordance with ED requirements and guidelines.

Once a decision has been made by ED, the contractor will be notified to resume collection activity or close and return the account. Failure by the contractor to cease collection activity as required will result in recall of the account by ED.

3.6 CO-MAKERS

Prior to the first transfer of accounts, ED will have initiated collection efforts in pursuit of both the borrower and co-maker prior to transfer of accounts to the contractor. Once the contractor determines that the borrower is unlocatable, unable to repay the loan(s) or is delinquent, the contractor shall pursue collection from the co-maker to the extent permitted by law.


4.1 RECALL OF ACCOUNTS

A. The contractor shall have twelve (12) months, beginning with the date of each transfer, to convert defaulted accounts to payment-in-full, satisfied in full, satisfactory repayment schedules, administrative resolution, or to prepare the account for AWG or litigation.

ED shall recall accounts not converted to one of these six categories within the twelve (12) month period.

B. Periodically, ED performs matches with Federal employee databases and if the account is not in current repayment, will recall the account from the contractor.

C. In cases where an ED employee or ED representative has documented the account collector notepad with a repayment agreement, has placed the account on billing, and the first payment has posted within fifteen (15) days of the due date, the account will be immediately recalled by ED and no commission for any payment received will be granted to the contractor.

 4.2 
RETURN OF ACCOUNTS

The contractor shall work an account to the level of effort as specified in the Task Order before the contractor returns the account to ED. However, the contractor may not return an account prior to six months from the date of transfer, unless the account balance is resolved.
A. The contractor shall follow procedures relating to the return of accounts as outlined below:

1. Any account that has been settled-in-full, paid the amount quoted in the TOP Offset Notice (Principal and Interest), or worked to the level of effort set forth in the Task Order shall be returned by the contractor within thirty calendar days after it reaches the applicable status.

2. Changes in these time frames shall be made only with the approval of ED.

B. Accounts returned for Administrative Resolution shall be returned via secure electronic file transfer (EFT) by the contractor. The contractor shall complete all paperwork for administrative resolutions. Those accounts identified as meeting ED requirements for write-off shall be returned by type on one file weekly. (All deaths would be grouped together, all Chapter 7 dischargeable Bankruptcies would be grouped together and all Chapter 13 Bankruptcies would be grouped together on that one file.) The contractor shall submit to ED an electronic file by type, SSN and name for each account. The contractor shall ensure ED’s access to imaged documentation to support their request.

If ED determines that the contractor has met Task Order requirements, the Monitor will approve the transmittal and return to the contractor. The contractor will then fax the transmittal and forward the EFT records to ED’s computer contractor within two days. If the Monitor disapproves the transmittal, the contractor will be informed of its deficiencies. The contractor shall resolve these deficiencies before resubmitting the data to ED.  The contractor will prepare and forward hard copy death, disability, bankruptcy, and programmatic cancellation documents to ED’s computer contractor for association with the borrower’s file, OR electronically transfer, using specified technology, scanned death, disability and bankruptcy documents to the computer contractor, for association with the borrowers’ file. 

4.3
RETENTION OF IN-REPAYMENT ACCOUNTS

The contractor shall retain in-repayment accounts during the full period of performance (including any options, if exercised) of its Task Order with ED.  Upon expiration of the period of performance (including any options exercised to extend the period of performance), the contractor shall retain in-repayment accounts for an additional 24 months. Accounts will be recalled when there are no payments for 90 days.

The contractor shall work these accounts in accordance with the terms and conditions of the Task Order. The contractor shall provide billing and/or collection activities for the in-repayment accounts as long as they are assigned to the contractor.

The contractor will be paid for any accounts resolved via the administrative resolution process during the retention period.

4.4
TASK ORDER PHASE OUT AND CLOSE OUT OF ACCOUNTS

A. Non-Retention Accounts

ED will effect an orderly recall of all outstanding non-retention accounts on which there has been no payment within the last 90 days upon the effective date of phase out. This process will begin no later than ninety (90) calendar days prior to the last phase of the Task Order. 

B. Retained in-repayment Accounts

ED will effect an orderly recall of all retained in-repayment accounts upon the effective date of expiration of the Task Order unless the contractor has been awarded a subsequent ED Collections Task Order or contract.    

The contractor shall, according to Federal and/or State laws, destroy or dispose of, in a manner, which will prevent any unauthorized disclosures, any records containing personally identifiable information, which are not to be returned to ED. The contractor may be liable for criminal penalties as specified in the Privacy Act (Subsection (i)) for failure to meet these requirements.

5.1
CONTRACTOR DELIVERABLES

The contractor's schedule of deliverables is shown below. The contractor shall forward one (1) copy of the deliverables (marked with an asterisk *) to the Contracting Officer (CO) and one (1) copy to the Contracting Officer's  Representative (COR), one (1) copy to the Assistant Contracting Officer’s Representative and one (1) copy to the Monitor, and shall notify all representatives, as listed above, of the accomplishment of all deliverables.
 

	Requirement

 
	Time-Frame from Task Order Award

	Priority A

Establishment of the administrative and collection office.

Establishment of an operational system.

Post Office Box rented at the U.S. Post Office dedicated solely to ED Task Order.

Toll-free collection telephone number dedicated solely to ED Task Order.

Provide and test software to be used on ED's PC workstations at the regional collection center office.


Submission of electronic transfer of test data for: name, address, and telephone number changes; employment data; letter history updates; billing requests;  and return of accounts.

 Procedures to transfer accounts, reports, etc. between ED and the contractor.

  

First draft version of the Collections Training Manual and the Standard Operating Procedures Manual (including letters that will be generated from the contractor's collection system);

First draft version of a Quality Control Plan outlining the quality control procedures.

Priority B

Final version of the Collections Training Manual and the Standard Operating Procedures Manual (including letters that will be generated from the contractor's collection system);

 

Final version of a Quality Control Plan outlining the quality control procedures.*

Submission of electronic file transfer of data for: name, address, and telephone number changes; employment data; billing requests; letter history update, and return of accounts.

Submission of all project staff and new hires’ SSN to be matched against the ED-System and NSLDS databases to determine no defaulted student loans.

Electronic file listing returned accounts and account files.

Submission of Quality Control Report, Management and Fiscal Report, and Security Status Report by e-mail and/or website.
	In place within ninety (90) days of Task Order award. 
In place within ninety (90) days of Task Order award. .
Obtained and functional within ninety (90) days of Task Order award. 
Obtained and functional within ninety (90) days of Task Order award. 
Completed within ninety (90) days of Task Order award. 

Completed within ninety (90) days of Task Order award. 
Completed within ninety (90) days of Task Order award. 
Completed and submitted to ED prior to first transfer.

Completed and submitted to ED prior to first transfer of accounts.

Completed within 30 days of ED approval of draft version.

Completed within 30 days of ED approval of draft version.

Daily for account updating and weekly for all others.

Monthly

Weekly

Monthly

	
	

	
	


The contractor shall submit, to the ED computer contractor, test files to be approved before the first production run can occur for the contractor.  Upon approval, the contractor is “certified”.  The contractor must be re-certified when modifications or enhancements are made to ED-System software, which impact the files submitted by the contractor. If the contractor changes its computer processing vendor/facility, or makes changes in computer hardware and/or software that affects processing of files, the contractor must be re-certified. No transfer of accounts will occur until contractor’s hardware, software, and telecommunications lines are functional and meet certification requirements.

5.2 PERIODIC CONTRACTOR DELIVERABLES

The contractor shall prepare and furnish one copy to the Contracting Officer, COR, Assistant COR and the monitor, on at least a monthly basis and due by the fifteenth (15th) day of the following month, the following deliverables:

-- Quality Control Report;

-- Management and Fiscal Reports;

-- Project Staff Report

Quality Control Report

The Quality Control Report should include the following:

Broken down by category, state size of sample, state numbers and types of problems found, corrective action taken and preventive action so that the same problems do not occur in the future.

Categories should include:

·Monitoring of collector/customer service calls

·Correspondence for proper handling/response

·Delinquent accounts

·Administrative Wage Garnishment (AWG)

·Litigation

·Accounts compromised


·Account balances on contractor’s computer system vs. ED-System

·Administrative Resolutions

·Loan Consolidation Verification Certifications (LVC)

·All Electronic File Transfer information prior to mailing/transmission (Account Updates (name, address, phone numbers, employment), Letter History Updates, Billing, Account Return, etc.)

·Computer - ED EFT prior to downloading to the contractor's system

·Training:  Date of Training, Topic, Attendees, Results of Test Given.  This data should be available for review during on site audits.
*Privacy Act (including Privacy Act Statement completed and mailed to ED)

*FDCPA (including fact that employees took test and passed)

*ED Policies, Procedures and new initiatives including fact that employees took test and passed.

Refer to sample QC Report format in Appendix VII [which will be included in the task order request]. 

 

Management and Fiscal Reports

The contractor shall produce, on at least an end of the month schedule, due by the fifteenth (15th) day of the following month, management and fiscal reports designed to monitor Task Order performance. At a minimum, these reports shall contain any problems which have been, or shall be resolved; discuss the work (including manpower requirements, administrative resolution, litigation, collections, AWG, etc.) performed over the month just completed; and report on projected activity for the upcoming month(s).

The contractor shall include in the reports, the number of complaints received, the volume of incoming correspondence from the borrowers or their representatives, number of new borrower contacts, and other information that may be requested. These reports shall be considered a part of the contractor's measuring system for its quality control plan.

On a monthly basis, the contractor shall furnish the ED Contracting Officer with a report that includes, but is not limited to, the following items:

--  Information on dollars collected (Current month and year to date); 
-- Information on any problems incurred by the contractor during the month; and resolution on problem still outstanding.

-- Other information that needs to be brought to the attention of the Contracting Officer,  late EFTs, information regarding outstanding issues awaiting an ED response, etc. 

-- The contractor shall provide adhoc reports as requested by ED.

Project Staff Roster

The contractor shall provide the COR, Assistant COR, and ED Monitor a project staff roster at least monthly detailing the individuals employed, date of employment and security status.  The roster shall include those individuals no longer employed and date separated.
5.3 DISASTER RECOVERY

The Contractor shall maintain a comprehensive Disaster Recovery Plan to ensure continuation of services and functions in the event of a disaster.  The contractor shall review the current plan and revise it as necessary to conform to the contractor’s configuration.  The Contractor shall maintain safeguards and backup procedures for natural, deliberate, environmental, and accidental disasters.
The Disaster Recovery Plan is subject to periodic reviews by the Department.  The Contractor shall conduct at least one test at a disaster recovery center comprised of a simulation of all procedures necessary to complete the transfer of services and functions, which would be implemented in the event a disaster occurred at the processing site.
The contractor shall update the Disaster Recovery Plan when changes are approved by the Department and include environmental and/or configuration changes.

	Disaster Recovery Plan
	A Disaster Recovery Plan (DRP) - sometimes referred to as a Business Continuity Plan (BCP) or Business Process Contingency Plan (BPCP) - describes how an organization is to deal with potential disasters.  Just as a disaster is an event that makes the continuation of normal functions impossible, a disaster recovery plan consists of the precautions taken so that the effects of a disaster will be minimized, and the organization will be able to either maintain or quickly resume mission-critical functions.  Typically, disaster recovery planning involves an analysis of business processes and continuity needs; it may also include a significant focus on disaster prevention.


6.1
SPECIAL REQUIREMENTS
A. INTERFACE REQUIREMENTS 

The contractor must obtain and install the telecommunications equipment necessary to interface with the ED System.
The following mainframe workstation configuration is recommended:

Hardware




Minimum requirements for a Collections PC:

Operating System:

Windows 95/98/ME, NT 4.0, 2000

Processor:


1Ghz Pentium III

Memory:


512MB

Disk:


50MB

Monitor:


1024 x 768 (16 bit)

Network Interface Card – 3COM Etherlink III-3C509B-TCP (10 BASE_T) and Thin Coax
Software

Microsoft Windows NT or Windows XP loaded on the workstation

Protocol stack should be Microsoft TCP/IP-32

Attachmate Personal Client or Extra! Version 4.30 or any package that supports Microsoft SNA Server

The Government’s FTS 2001 contractor, MCI, will provide maintenance on the circuit.
 
B. 
1. 












2. 

C. SUMMARY OF CONTRACTOR COMPUTER SYSTEM REQUIREMENTS

Prior to the first transfer of accounts, the contractor shall establish and maintain its own computer system and software, which can accept and accommodate data on all ED accounts. Refer to Appendix VI tape layouts for more information [which will be included in the task order request].

The contractor shall ensure that all ED data is protected from unauthorized disclosure while on the contractor's computer system. The contractor shall ensure that all ED account data is, at a minimum, partitioned off from other data maintained on the contractor's computer system, and may only be password accessed by contractor personnel assigned to this project.

The contractor shall ensure that the data in its system is used exclusively for collection activities related to ED transferred accounts. The information shall not be accessed by the contractor in connection with any other collection efforts on the same borrower under another task order or contract.

The contractor shall ensure that its system balance for all accounts is within $25 of the balance on the ED System..

 The contractor shall provide ED Regional personnel access ( via dedicated data line from the contractor's computer system to the ED LAN Network in Atlanta) to ED accounts maintained on the contractor's computer system. Access through a single entry point, no matter whether sub-collection office(s) are handling accounts, is required; however, an identifier indicating the office currently responsible for servicing the account must also be clearly defined to the ED-user. Access shall include update capabilities to the ED account collection activity record so that ED may communicate to the contractor any actions. The contractor shall provide the necessary communication software to be installed at the regional service center office for use by ED staff. The contractor shall also provide training to designated ED personnel for its collection system.

The contractor shall have a computer system capable of providing ad hoc reports to ED on demand.  These reports shall be with respect to the accounts assigned to them.    

The contractor shall submit to ED test files for the transfer of data for: name, address, telephone number changes; employment data; billing requests; letter history update;  and return of accounts. The contractor must correct any deficiencies or errors found and notify the ED Monitor of the corrections within five (5) days of notification by ED's systems contractor. Failure by the contractor to make the required corrections, will result in a delay of the initial transfer of accounts until the deficiencies are corrected.

The contractor shall immediately update its computer files with information as specified in this Task Order. The contractor's computer system shall be capable of transmitting this information to the ED System via electronic file transfer. These updates shall also incorporate data from any subcontractors used under this Task Order. The contractor may transmit account information and request bills either daily or weekly depending on the method used to transmit the data listed below.

1) Account Information Update-- to update with name, address, telephone number changes and update the reference address with employer’s name, address and telephone number. The ED computer contractor’s service time commitment to process these updates is three (3) workdays from date of receipt of the file(s).

2) Billing Statement Request—to place an account on one of four billing cycles; only monthly billing is allowed per account(??). The ED computer contractor’s service time commitment to generate, print and mail all bills is six (6) workdays from date of receipt of the request. The contractor may also delete an account from billing. NOTE:  The contractor is restricted from sending billing statements to the borrower from its own computer system.

3) Letter History Update—to update the account collection activity record with information gathered by the contractor in accordance with the terms and conditions of this Task Order. The ED computer contractor’s service time commitment to process these updates is five (5) workdays from date of receipt of the file(s).

4) Weekly Account Return—to return accounts to ED. The contractor shall submit to the ED Monitor an electronic report listing the accounts for return (refer to Part 4.2.A RETURN OF ACCOUNTS). The ED Monitor will sign the transmittal letter and notify the contractor that the files may be forwarded to the ED computer contractor. The ED computer contractor’s service time commitment to process these updates is five (5) workdays from date of receipt of the file(s).

An Exception Error Report will be produced for each electronic transfer of data when processing cannot be accomplished by ED's computer contractor. The contractor shall correct all deficiencies listed on the report, resubmit, and notify the ED Monitor of the correction within five (5) calendar days from receipt of the report.

Under the data exchange program, the contractor shall format the files according to the layouts provided in Appendix VI [which will be included in the task order request].for the three or four files to be submitted to ED.  If it is determined by ED's computer contractor that the file(s) cannot be properly processed, the file(s) will be returned to the contractor for corrections.

Use of the electronic transfer of data requires the contractor to create a transmission header and trailer record for each unique record type of data transmitted to the ED-System (Refer to Appendix VI [which will be included in the task order request]).

The contractor shall ensure that the data in its system is used exclusively for collection activities related to ED transferred accounts. The information shall not be accessed by the contractor in connection with any other collection efforts on the same borrower under another task order or contract.

When problems are identified with any electronic file submissions, the contractor has 45 days to make any and all corrections necessary. If final corrections are not made within this 45-day timeframe, transfer of accounts will be withheld until all problems are resolved.

D. USE OF SUBCONTRACTORS

The contractor shall be permitted to use subcontractors to perform collection, clerical, and skiptracing activity and data processing.  Certain restrictions govern the use of subcontractors. Performance of collection activities by subcontractors shall be restricted to the contractor's primary and sub-collection offices.

The primary contractor office shall retain control over all accounts at all times, and shall ensure that the subcontractors are fully trained, receive all necessary information relative to this Task Order, and adhere to all requirements of this Task Order. Subcontractors are prohibited from the receipt and processing of payments under this Task Order.

The contractor shall ensure that subcontractors keep all ED-related information in a secure, restricted location, and prohibit its access in connection with any other collection activity on the same borrower under any other task order or contract.

E. PICK-UP AND DELIVERY OF MATERIALS

The contractor shall be responsible for daily pick-up and delivery of all reports, records, hard copy reports and other materials to be exchanged between the contractor , ED and ED's service contractors. If the contractor uses a private courier service, the courier service shall be insured and bonded.

F. DELAYS

The contractor shall be responsible for notifying the COR immediately of anticipated delays (3 days of more) in providing the services required under this Task Order. Notification of such anticipated delay does not excuse any failure of the contractor to fulfill its responsibilities under this Task Order.

G. FACILITIES, EQUIPMENT, SUPPLIES AND MATERIALS

Except where otherwise noted, the contractor shall obtain its own secured administrative and collection office facilities, equipment, supplies and materials. The specified area shall be restricted to agency collectors or staff. Separation of this function from other commercial activity shall be, at a minimum, an aisle. Contract collectors shall be dedicated 100% to working ED accounts; no collector shall be allowed to work ED accounts and other contractor accounts. Other contractor's clients or prospective clients shall be restricted from touring this area.

The contractor shall furnish at its administrative and collection office site(s) limited access; private office space which contains the necessary office furniture, telephone lines and terminals accessing both the contractor's system and the ED-System, and internet access  for the use of the ED Representative while on-site. In accordance with Federal regulations, this office space shall be a non-smoking area.

 6.2 SECURITY REQUIREMENTS 

The contractor shall ensure that all security requirements are met and in accordance with the FSA Security Policy and the CSB Security Policy/Manual, OMB Circular A-130, and the Federal Information Processing Standard (FIPS) publications. The FSA Security Policy and the CSB Security Policy/Manual provides a full list of applicable regulations and standards for what is a necessary tool for ensuring adequate controls under this Task Order.

6.2.1 Physical Security

The contractor shall implement effective physical security safeguards to ensure the protection of the ADP system, including the computer facilities, equipment, data, and personnel. A controlled, limited-access environment shall exist in all areas where government data is maintained. Areas of the facility for which the contractor shall provide protection include, but are not restricted to:

-Computer Room

-Data Control and Conversion Area

-Communications Equipment Area

-Data File Storage Area

-Form Storage Area
-Off-site Storage Areas

-Telephone Closet

-Power Supply (transformer vaults, and power panels)

-General Office Area (where sensitive data is handled)

The contractor shall ensure that all sensitive materials, such as data, software documentation, operating manuals and handbooks are labeled as sensitive and stored in a secure location.

The contractor shall provide physical security for the protection of communications equipment. Multiplexers, concentrators and terminals, especially those handling sensitive information, must be located in physically secured areas.

6.2.2 Security Clearances

The contractor shall provide to ED, position descriptions of those employees to be granted access to the computer facility or application system, as applicable. ED shall determine what type of clearance (if any) is needed based upon the position's job duties and access required to complete work assignments under this Task Order. The contractor shall supply to the COR on at least a monthly basis, a Project staff roster detailing the security status of each Project staff member and any individual no longer employed by the contractor or otherwise involved in the project.

All project staff and all new hires shall have their Social Security Numbers (SSN) matched against the ED-System and the National Student Loan Data System (NSLDS) databases to ensure that they are not a student loan defaulter.  All project staff requesting access to ED’s system will be required to complete a detailed security package.  

The sharing of ED-System system ID's and passwords is strictly prohibited. ED shall revoke the access of any contractor personnel found sharing their user ID and password. ED further reserves the right for additional actions deemed appropriate.

6.2.3 Auditability

The contractor shall make available personnel facilities and ADP resources to assist Department ADP Security Auditors, Department's Independent Validation and Verification Contractor, Inspector General, General Accounting Office, and Department systems, operations and audit staff in conducting reviews. The contractor shall provide routine access to contract facilities, personnel, and records by auditors and other review teams. Provisions for the temporary or permanent installation of audit software packages shall also be made. In addition, routine access, document retrieval and installation of audit software packages shall be provided without additional costs.

6.2.4 FAILURE OF CONTRACTOR TO MEET TASK ORDER REQUIREMENTS

ED realizes that problems in the day-to-day operations may arise; however, any continued failure on the part of the contractor to meet contractual requirements will result in ED discontinuing further transfers of accounts to the contractor until acceptable corrections have been made by the contractor. ED may also terminate the Task Order for failure to meet Task Order requirements.

ED shall recall, immediately, any account where evidence of contractor impropriety threatens the integrity of this program or in any way threatens or jeopardizes the interests of ED. ED retains the right to recall any particular account at anytime.

6.2.5 Security Training

The contractor shall ensure that each employee receives documented security training at least once per year.

6.2.6 Project Turnover

The contractor shall ensure that all data extracted from the DMCS database is destroyed or returned to the Department as appropriate. 
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