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AdHoc Report Screen 3 
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AdHoc Report Screen 4 
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AdHoc Report Screen 5 

14. The system shall make available to the operators of the system a selection of 
informational viewing screens. For example, the telephone summary screen shall provide a 
listing by PIN of all outside numbers called, and a listing by called telephone number showing 
what PIN's are calling it. Copies of standard reports shall be supplied with the proposal. 

Mel Response: 

MCl has read, understands and will comply. 

Copies of sample reports are provided at the end of this Tab 6. The Focus 100 sy.stem 
provides the features requested. The flexibility of the search screen allows for the 

. operator to enter any search criteria desired to find the results you are looking for, 
including but not limited to a listing by PIN of all outside numbers called and a listmg 
by called telephone numbers showing what PIN's are calling it. An additional report 
that may be of use in the same line of requests would be the report showing the most 
frequently dialed numbers and the inmates that are dialing these numbers. 
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Frequently Dialed N!lmbers, Parameter Screen 
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CDR Browser Screen 

15. The system shall provide a case summary screen to include all numbers called that are 
under investigation and linked through the same case number. Copies of current standard 
screens shall be supplied with the proposal. 

Mel Response: 

Mer has read, understands and will comply. 

Copies of current screens are provided at the' end of Tab 6. The Alert Notification 
report displays all accounts or telephone numbers placed on an Alert Status indicating 
that they are under. investigation and can be linked together with an ro' Number. A 
copy of such report is listed here below. 
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Ttl:~.Afeit Notification reporlrlispi.ays :a~I:,a;Gtpl.Ints8r t~[epf;lon~nlUlJ.i1b,er.s, p.la:c;ed'ql~"AI$dstatus byihe ' , 
fuc,ilitystffif. This [s il"8;gardiess'ofWhefue'rlhe:a~~rlv~.a:s fpr ~11 calls bya"particlilar fnmate or calrs itO: a ' 
parTIcular number. An .alerllP~ac~d"qn ,an account occurs if th,e inma.te does!n6fh~e a phone"list .Bnd 
. places a ~.1,·tQ a, telephone f;lumb~rJn~t:'ha,s.'<i!lil'a!E?rt" Tpe a~mty,tos~e' gll,a[e.~~~~n:Jetennlned :byfue ". 
seq.ariLy. [~\lf?I~of ine User 10 req~ei:i.fibg'1Ji~: repQJi Th.e i\J.\3!rl; N.o~ftcation r~pqrl qfsplayp thefqno1Ni~g 
~nf\Jr.m.~tionin chtor.nolpginal. Qrd~r:::: . . . , 

'il Faiiilj~fName 
• F~bi~ity'Code 
,~ Ip Jin,~ate"$ ID number) 
'- . 'Inmate ··Name 

'D" r '..It""\" it ".':J.~I!~I:.l:Lil.9 s 
.• -Alert· , : . 
. ~ .Dat~ttl.e, (of,c~lI) 
:".:St~tian: '. 
,~' d6sti6f.,ca~D 
·:f!t'ToUiI,:)'!:uii,"1herof A[~rted ·Calf?fu.(tplH:~ciljtY 

1.ffi~~~~¥.~{~~~~W.~1 
:. ~~i~~~: ,r~~1~#~g; 

?::.;:r~·~·:·· .~:-:~. :-. ,""" -.. . .. :::;:,.':.:;: .. ::' .. -:;.: ... :.-'-:.-

16. The system shall pro~ide a 98/NTIWindows 2000 compatible operating system. 

MCIResponse: 

Mel has read, understands and will comply. 

Section 2 Tab 6 - Technical Requirements 

..... :: 

281 



C) u 

--.L- Payphone and Inmate Telephone Services 
-,----~--~--------------------------------Mel. RFP No. 2005~081-011 

The Focus 100 operates on the Windows 2000 or later operating system. 

b. A hardware package that includes, but is not limited, to, the following items: 

1. The recording system shall be an archival storage/retrieval system designed to provide 
recording· of the total number of inmate stations, plus 30% for growth. The equipment proposed 
shall be designed for continuous recording operation, including silent periods, i.e., 24 hours per 
day, 365 days per year. Silent periods are when the phone is opened and operational, however 
when the phone is not in use no recording would occur. 

Mel Response: 

MCI has read, understands and will comply. 

The Focus 100 ITS has a state ofthe art integrated recording system built with a RAID­
S Mass Storage array with hot swappab1e power supplies and hard drives. This allows 
for the upgrade of the mass storage drives at anytime without loss of data The system 
will be provided with enough mass storage to record· all phones. simultaneously.. with 
more than 30% of growth potential. 

2. All equipment supplied under thisRFP shall be completely operational when installed. 

Mel Response: 

MCI :(las read, understands and will comply.. 

The Focus 100 ITS will be built to the specifications required for each facility and wilL 
have a burn in period.that will ensure that the system will be fully operational when 
installed. 

3. SerVice technicians trained by the equipment 'manufacturer shall be available to respond. 
daily in the event service is required . 

. Mel Response: 

MCl has read, understands and will comply.. 

In conjunction with V AC, ShawnTech and the lead MCl technician dedicated to the 
Commonwealth will be responsible for managing the installation and maintenance. of all 
call control, call processing, and call recording equipment. ShawnTech will also be 
responsible for the installation and maintenance of the inmate phones. All technicians 
will be certified in tniining of all V AC equipment and systems that are to be installed 
within the Commonwealth. 

Our proposed maintenance solution will give a single vendor,. ShawnTech 
Communications, the -responsibility for all on-site equipment and system maintenance. 
ShawnTech will also maintain the irimate telephones, station cabling, inmate 
communications access lines, and the call control, recording and monitoring systems 
equipm~nt at each DOC institution. By using a single on-site maintenance vendor, we 

Section 2 Tab 6 .-Technical Requirements 282 

. .;'1' 

-------------------------------~~-------------------------------------------~--~------, 



(~\ 

'\:!) 

B., 

~ . Payphone and Inmate Telephone Services 
-,----------------------~~--------~------Mel, . RFP No. 2005-081-011 

have eliminated the potential for confusion and finger pointing that can occur with 
multiple vendor maintenance solutions. 

ShawnTech will maintain an in~state presence and maintenance with five (5) fully trained 
technicians tha,t will be strategically located within the state that will be able to provide' 
overlapping territories. ShawnTech also has additional field technicians in neighboring: 
states that could provide assistance if required . 

. V AC and MCr also have maintenance facilities and staff throughout the United States· 
that could be made available for assistance and dispatched to any of the DOC sites, 
should the need arise. 

4. The selected Contractor shall supply a comprehensive operational manual to each 
location monitoring and recording eqUipment/system is.installed. 

MCl Response: 
'.' .. 

MCthas read, understands and will comply. 

A complete set of reference manuals that details installation specifications will be 
provided by facility which includes. not only comprehensive operational and reference 

. manua1s~ but copies of the actual site surveys performed)' matrix of phone installations, " II'" ';,', ',' 

PINs, CDRs, etc. 

5.. "The Contractor shall be responsible for the installation of all equipment proposed. 

; MCI Response: 

MCr has read, understands and will comply. 

rtis understood that all of our installation and support staffwill be responsible for the 
install~ticin of all equipment proposed. . ."', . 

6, Equipment covered bythis'RFP shall be supported by a service response network 
conSisting of a 24 hour on line system diagnostic center, accessed by a toll free services 
800/8~8/877/etc number, to provide system monitoring, servic,e alert and rapid service dispatch, ' 
if re'qLiired. ' ' . " . 

Mel Response: 

, Mcr 'has read, understands and will comply. 

Anytime there is a question, as to maintenance issues, support of any kind, the DOC will 
have a list of all contact numbers. There will be a primary contact that will be dedicated 

, to the Commonwealth of Pennsylvania, and there. will be a list of additional contacts 
that· the DOC may contact at any time.· 111 addition to the dedicated Technical 
Consultant for the DOC, the 24 hour Help Desk can always be contacted directly to 
answer questions, report problems, or any other technical assistance. Voice Telephone 
(Toll Free Number): Mer Ticket Desk (800) 743~4569. . 
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7. A master control module/workstation shall be supplied that can fully control the proposed 
system. 

MCI Response: 

Mer has read, understands and will comply. 

Mer will provide workstations as required within this RFP. Each workstation will have 
the same feature and functionality limited by each user's access / password level. With 
the proper password authentication, a user can control any system within the 
Commonwealth's Wide Area Network that is provided by Mer. 

~Ol1ltlPlex 170L MT Celeron DOptlPlex 170L 
MicroTower Celeron: 
Intel® Celeron® D Processor 320 (2.40GHz, 256KB, 533MHz FSB)OPERATING 
SYSTEM(s): 
Microsoft® Windows® XP Professional, SP2, with MediaFile system: NTFS File System 
for all Operating SystemsMEMORY: 512MB DDR Non-ECC SDRAM, 400MHz, (1 DIMM) 

I .: 

Hard Drive: 40GB EIDE 7200RPM 

Floppy: 1.44MB 3.5 Inch Floppy Drive 

Mouse Pad 

KEYBOARD: Dell USB Keyboard, No Hot Keys 

Mouse: Logitech USB 2-Sulton Optical Mouse with Scroll 

Monitors:DeH 17 inch E773s' (16.0 inch viewable).Convehtional·CRT' 

Audio Solutions: Integrated Audio 

Speakers:Dell™ A215 Speakers 

Removable Media Storage Devices: 4BX CDRW 

Graphics Cards: Embedded Intel® Extreme® Graphics 

Integrated Network Adapter (NIC):lntegrated Inlel10/1 OOMb LOM wI rem ole wake-up 

Energy Star Setting:Energy Star Enable 

8. The control unit shall act as a system controller and shall provide all control and 
monitoring for the proposed system. 

MCI Response: 

Mer has read, understands and will comply. 
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The System 100 is housed in a space-efficient cabinet that contains all system 
components and provides easy access to system. The focus 100 is an integrated system 
controller which controls; records, and allows for monitoring of all inmate calls from a 
single unit. 

VAC and MCI will install a state-of-the-art fully automated inmate call management 
system to meet the'specific needs of the CUSTOMER. This CPU based system is based 
on proven telephony technology, designed. specifically to operate with the highest 
degree of reliability in the challenging environment of a correctional setting. V AC 
developed the proposed system on a foundation of accurate, reliable call processing -
followed by the integration of an extensive array of call management features and 
investigative tools unparalleled in this industry. 

As speci:qed, the proposed system will provide inmate specific controls using a Personal 
Identification Number for each inmate. Each inmate PIN account can be further . 
managed through the use of a limited allowed call list, call duration control, calling 
hours control, and defined phone access.. Each and every call attempted through the 
system generates a call detail record. This record is the cornerstone to the system's 

. investigative capabilities. VAC offers' a'variety of means to s~arch call records (CDRs) 
bY'inmate, called number, date, time, or inmate phone. Harassing phone calls can be 
quickly isolated and the offender identified using CDR data. In addition, each call, will'-; 
be digital1.y recorded using VAC's Shadow technology. Through that same CDR, the ,', .. 
investigator may quickly retrieve and play the recorded conversation. '" .. 

MCI will:provide the Focus 100 Call processing technology along with the required, 
investigative and call control features specified by the Commonwealth. BothMCI's; .. 
and VAC's team of seasoned professionals will install and test the system and·.will .' 

. provide training to appropriate facility persOlUlel. fu addition, VAC will provide both . .'\ 
remote ~d local technica~ support to (~rj.me) as needed throughout the project duration. ,c. c"" :, 

Inmate Telephone Capacity Up to 270 stations x 216 trunks 

. Dimensions 23.5" x 31" x 76" 
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Environmental 

Power Requirements 

Temperature: 35-90°F; Humidity: 2-98% non­
condensing 

115V AC, 20 amps 

FCC Certification Meets the requirements of FCC Part 68 and Part 15 

Voice Network Interface 

Operating System WindowsXP 

9. The control. unit shall provide a channel audio activity monitor. This monitor shall provide 
visual indication of active audio ,recording. pr active playback audio by channel. 

MCI Response: . 

MCl has read, uriderstands and will comply. 

As detailed in previous sections, remote access is' available to investigators and DOC 
personnel for the purpose of monitoring calls. The VPN network and Frame Relay 
capabilities that MCr is offering, will allow remote and local users to access the entire 
network and any facility within that network as though they were physically attached to 
that res server 8:t the faci1ity.Monito~ng of the audio. activity is performed form the 
workstation by viewing the Live MOllltor Scre.en. . . 

'. ,': ,. " 

',:-
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Live Monitor Screen 

. : •... 

Remote Monitoring via VPN 

Administrative 
\iVorkstatton 

Remote monitoring is performed just like any other monitoring at a facility whether live 
playing back a recorded call. Simply select the call to listen to, and with the click of a 
button, you are momtoring that call. 

Monitoring occurs via the investigative workstation using built-in speakers or an dPtional 
headphone set. The investigator can view calls in progress, select the one to monitor and 
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begin listening in a matter of seconds. Monitoring is undetectable by the calling or the 
called parties. If deemed necessary (following discovery of harassment or other 
threatening conversation) the investigator may disconnect the call in progress . 

. A great feature which many other vendors do not currently provide is the ability for an 
investigator to scan all active conversations in a rotating sequence, with the option of 
stopping on any call that requires further attention. This feature of AutoScan can be set 
at a desirable scanning interval of seconds as shown in the screen snapshot below. In 
other words, the investigator can have the system play the first conversation listed on the 
screen below over the speakers for set time period (e.g. 15 seconds). After that period of 
time is over, the system will automatically move to the next call listed and play that 
conversation for the same period of time. This will continue until sca:rming is shut off. 
The advantage of this feature is that an investigator can perform other tasks while 
li$tening to portions of calls. If during this scanning the investigator determines based on 
the conversation that they would like to continue to listen to a specific call the scanning 
feature can be disabled with a click. 

Call Monit.or in Progress 
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10. The control unit shall provide the ability to automatically search any previously recorded 
media. The date/time desired shall be displayed. The unit shall be able to search at a high 

, speed to a specific point in time/date and stop with no overshoot and begin playing. 

Mel Response: 

Mel has read, understands and will comply. 

If you will note the screen snapshot below, you have the ability to scan through and 
playa previously recorded call with full feature functionality. '. This entails the ability to 
fast forward at 25% or 50% the normal speed, or slow the playback down at 12% to 
25%. The full details of the call are displayed including but not limited to the person 
making the call, the trunk from which the call was sent to the called party on, the date 
and time in which it was made, and the phone station that it was made from. You may 
additionally convert the encapsulated call into a Wave format for playback on other 
media. . 

. Call Monitor in Progress 
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11. The system shall have an audio search mode that allows search for audio on any 
selected channel. 

Mel Response: 

MCI has read, understands and will comply. 

Searching by channel is old school as today's technology records digitally with call 
control' that indicates which digitally recorded file is associated with each CDR (call 
detail record). If you want to listen to a specific recording from a certain date / time, or 
from a specific inmate, you simply search for those specifics and select to play the 
recording and the digitally recorded file is played back for you immediately. There is 
no need to search for a specific' channel of, audio. 

, 

12. Working· in conjunction with t.he search for audio function, the control unit shall provide 
the ability to auto re-record. . 

Mel Response: 

Mcr has read, understands and will comply. 

Auto re-record is a function of the workstation software that allows the user to.re-,··; 
. 'recdrd, or· transfer is a better word to describe the transference of the digital call: 

recording from the server to another medium, weather it be to cassette, CD ROM, USB 
Memory stick, or whatever. But yes, the re-record feature is readily available. . , . 

13. The control unit shall. be capable of being programmed to provide automatic start up and 
automatic shut down of the entire system at each SCI at preset times on preset days. 

'. Mel Response: .... ;. 

Mcr has read, understands and will comply. 

The System Timer feature is 'controlled using the Workstation offering complete 
flexibility by day of week and hour as seen below and can be programmed to turn off all 
phones on the sy.stem at each "facility at a predetermip.ed time, as well as turning the 
phones on at a certain time. General operating hours can be established for' the entire 
DOC, by facility, or by PIN at the DOC's discretion. In addition to. general operating 
hours control for the entire facility, the workstation application offers the option to 
control a group of phones or individual inmates calling hours. For example, an inmate 
who is a trustee may' have extended calling hours while an inmate who has abused 
phone privileges may be restricted to limited calling hours. 

The DOC may also choose to control a group of phones' calling hours, such as the 
infirmary. A separate holiday schedule may also be established in order to offer alternate 
calling' on these defined day.s. Once these schedules are established, calling IS 

automatically controlled by the system. No administrative intervention is required. 
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14: The control unit at each SCI shall offer complete system security and allow only 
operators with the appropriate level clearance to access specific functions. This shall be 
accomplished by multiple levels of access by programmed passwords. 

Mel Response: 

. 'MCl has read, ill1derstands and will com~l'y; 
, .... " 

As discussed earlier in section 2.S-B. 2.a.8, security is nottaken lightly. Operators with· 
security password protection, and authentication is required for each specific function. 

The workstation provides user-specific, multi-level access control of all system 
functions. The Security Level Access screen (shown below) is used to determine the 

. access level for each facility' staff member. For each security level, the access 
capabilities can be set for each feature, as indicated by the radio button. This access 

. ranges from 'None' to 'Full' access. Full access allows the user to 'View, Add, . 
. Change, Delete' records or settings within the feature.· Individual password protection 
levels do exist for both the databases and the report levels and are fully customizable . 

. The following levels are standard: 

• CIPS OPR - Facility Operators 
• MON - Monitors 
• INTEL - Facility Intelligence Officers 
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• 
• 
• 
• 
• 
• 

Section 2 

cm - Investigators 
CHIEF INV - Investigative Supervisor 
TECH - Technical support, remote and on-site 
SUPER - Facility HQ Supervisors 
FACILITY HQ - Facility HQ Operators 
ADMIN-VAC 
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15.. The control unit shall immediately display visual alarms and sound audible alarms when 
any system malfunction is detected. These visual alarms shall appear on the operator console 
and indicate where the failure occurred. 

Mel Response: 

MCr has read, understands and will comply. .,. 

As part of MCl's Value Added Services, the DOC will be provided a network 
monitoring feature that will present all network and equipment problems as they occur 
on a customer accessible Web page. Alarm updates occur via an alann monitoring . 
agent that mns on the Site Server in the Centralized Platform. The agent monitor~ all 
equipment and processes for proper operations and, when a problem is detected, sends 

. an alert to a server at VAC and MCr that in-turn alerts the Project Manager, VAC 
technicians and the MCr help Center and updates the Web page. Customers that are 
viewing the Network Status web page will see the alarm status change on the scheduled 
refresh cycle of the Web page. Depending on when the alarm status change occurs, .. 
there can be a 1 to 2 minute delay before the alarm is updated on the web page. i ,.' 

.... 

Network Status Screen 

Site Monitor Tool 

The site monitoring application is a value-added feature that MCr can offer to the 
Commonwealth at no additional cost. MCr will provide access to this tool and data to a 
limited number of DOC and Headquarters staff. Upon request for this feature, MCl will 
work with DOC representatives and site personnel to implement the feature and provide 
the necessary training to DOC staff. . 
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The Site Monitor tool is a revolutionary method for monitoring the health of the entire 
lCS solution from a frame relay wide area network (WAN) connection to the rcs 

. platform. rt communicates with each system every 15 minutes to verify that the platfonn 
and network are fully operational. Thus, it will notify MCr on a near-real-time basis of 
any suspected service-impacting event, enabling Mer to begin problem resolution before 
facility staff become aware ofthe problem. 

, In addition to checking the health of the system every 15 minutes, the Site Monitor 
,.; application performs the following tests and checks: . 

• IPing. Site Monitor will proactively "ping" the Cisco IP router and rcs server 
located at each DOC site to verify network connectivity to the facility systems 
and that they. are active. Mcr will immediately take steps to resolve the problem 
before it is evident to facility personnel. 

• Call Failures. Once per hour the Site Monitor will calculate the number offailed 
call attempts against the total number of attempts-un billable and/or failed vs. 
completed billable calls. When a high failure rate is detected, the system will 
automatically generate an alarm, prompting the MCl Service Center and Network 
Operations Center to troubleshoot the problem and begin appropriate resolution", 
activities. 

• Call Blocks. Once per hour the Site Monitor will calculate the number of 
blocked calls against the number of completed or billable attempts. If a high 
block rate is detected, the system will automatically generate an alarm that 
prompts MCl's investigation and resolution activities. 

• Billable Calls. Once per hour the Site Monitor will compare each facility's 
number of billable calls, agafust historical 'volum~ for the same day and time 
period (e.g., th(fpa#:t1#ee Tues,daY~,for the one~R~ur time period of 5 :00 PM to 
6:00PM CDT}'t~,i4eAtify ab:errations in call voli.llpe. This process helps identify 
possible servic~~impa9iing eyent~~ For example,"a site that shows a zero usage 
traffic volumeco,UJ.~ mdicate the ocqurrence of a' major outage or simply that the 
site is in lockdown or delayed inmate count status. 

Mcrs Site Monitor tool is, an intelligent device that can monitor multiple, geographically 
diverse locations, each with unique features, resolution, time frames and calling 
parameters. The functions of MCl's· Site Monitor are perfonned from MCl's 
development facilities in Sacramento, CA. By maintaining a physically diverse location 
for monitoring, MCl can initiate trouble tickets even if the entire Commonwealth is 
without service. Another benefit of placing the Site Monitor functions in Sacramento is 
that MCl's DOC Account Team can leverage its internal on-site development resources 
and implement programming enhancements to'the system. 

rdentifying potential service-impacting events is the first step of proactive monitoring, 
and alerting key staff to these events is second. Once an· event is identified, key Mer 
Account Team personal; field operations personnel, and the Service Center staff are sent 
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a text page as well as a priority email alerting them of the event. lfrequested, MCr can 
also ensure that DOC personal are notified. 

The figures below depict the MCl Site Monitor tool's screen shots. Red indicates a 
·potential service-affecting issue worthy of investigation. Yellow indicates ·that a red 
issue has occurred and is in the problem resolution pr6cess. Blue indicates all is well and 
normal. Black indicates the absence of site traffic. 

Site Monitor Report I State View 
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Site Monitor Report I Site View 

": :', . ~: 

As an added diagnostic reporting feature, MCl's MaxPrm Daily Performance reporting "1':.:',.: ... ;'. ';'i, 

application will poll all Focus 100 system installations on a daily basis. This appliC,ation;:.,"'(:':. ," ': i' 

measures and reports daily performance levels, such as the number.;, :. of..· ,'.- ::. 
completed/accepted calls, the total number of call attempts, call validation performanc.e, ... ' '" " 
the number of failed call attempts, and the number of blocked calls. The MaxPnn', ,', .. 
application then compares this data against a sophisticated measurement model that it,: II 
builds from historical data to identify any irregularities or sudden changes. If established 
thresholds are exceeded or fall short of expectations, they will be flagged and reponed 
daily to MCl's Technical Support and Field Operations Team. 

This measurement model can be adjusted on an installation-by-installation basis to 
ensure accurate comparisons. The DOC can request these customized reports on a daily 
basis. 

The figure below is an example of a MaxPrm daily report showing attempted calls and 
completed calls by site. 
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) 'c [Uni t Details] 
MCI-Vendor ID Files Billable UnBill Sus Unit Name 

------------------- -------- -------- -----------------------

VADC:AUOl-9103 1 297 736 3 AUG-Augusta Corr Ctr 
VADC:BAOl-9160 1 6 45 3 BON-Bon Air Juvenile 

Just 
VADC :BCOl-9104 1 363 724 1 BCK-Buckingham Corr. 

Ctr. 
VADC:BL01-9106 1 199 487 4 BLN-Bland Corr Ctr 
VADC:BMOl-9159 1 39 B6 4 BEA-Beaumont Juvenile 

Jus 
VADC:BOOl-9109 1 216 487 2 BTT-Botetourt Cerro 

Ctr. 
VADC:BR01-9107 1 284 593 3 BRS-Brunswick Corr. 

Ctr. 
VADC:BSOl-910B 1 177 453 2 BSK-Baskerville Corr' 

Ctr 
VADC:BTOl-9158 1 17 30 3 BAR-Barrett Juvenile 

Just 
VADC:CDOl-9115 1 468 989 7 CWD-Coffeewood Corr. 

Ctr 
VADC:CHOl-91l0 1 30 112 0 CHF-Chesterfield Men. 

Div 
·VADC: CMO 1-9111 1 55 114 0 CHM-Chatham Diversion· 

C] 
Ctr 
VADC:CPOl-9161 1 27 33 0 CLP-CulpepperJuve J:ust 
VADC:CROl-9112 1 107 214 0 CRL-Caroline Corr. Ctr 
VADC:CS01:"'9113 1 115 242 2 CSP-Cold Springs Corr 

Ctr 
VADC:DNOl-9116. 1 61 168 1 DNW-Dinwiddie Corr. Ctr 
VADC:DPOl-9117 1 712 1600 10 DPM-Deep Meadoow Corr .' 

Ctr 
r;," ",iI,'·:. iNADC: DR01-9118 1 65 150 1 DRF-Deerfield Corr. .Ctr .r 

.. , ': :;::,·il:·<,~,:i:,:,,)Iv.ADC :DY01-:9119 '1 3~9 928 3 DYL-Dillwyn Corx: Ctr.' " , ' , ' 

: : ,,~ '" ',' 
.VADC: FLOl-9121 

" . 1 4~q 1110 17 FLU-Fluvanna Cor~ Ctr"· , , 

; ," ,,',,;" }~ADC: GNO 1-912 2 
i: 

'1 1012 2073 18 GNV':'Greensville Corr " ; 
." ':;:. ;"Ctr 

~ i .; VADC:HAOl-9126 ,1 447 1031 3 HVN-Haynesville Corr • i,' 

. ·Ctr 
" VADC:HLOi-9124 1 92 226 1 HLF..,Halifax Corr Ctr· 

VADC:HROl-9125 .1 79 162 2 HRR-Harrisonburg Dent' 
Ctr 
VADC:HVOl-9162· 1 35 70 2 HAN-Hanover Juvenile 

Just 
VADC:HYOl-9127 1 41 94 0 HYV-Haynesville Corr 

Unit 
VADC:RSOl-9143 1 66 120 0 RSB-Rustburg Corr Unit 
VADC:SBOl-9144 1 413 1011 10 SBR-St Bridels Corr Ctr 
VADC:SCOl-9145 1 349' 799 3 SCX-Sussex .I St Prison 
VADC : SH01-914 6 1 336 827 11 SEN-Southampton Corr 

cY 
Ctr 
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VADC:STOl-9147 
VADC:SXOl-9149 

Prison 
VADC:TZOl-9151 
VADC:VROl-9152 
VADC:WHOl-9153 

Unit 
VADC :WRO.1-9155 

1 
1 

1 
1 
1 

1 

55 
563 

53 
219 

52 

255 

RFP No. 2005·081·011 

89 1 STF-Stafford Det Ctr 
1602 22 SUX-Sussex II st. 

88 o TZW-Tazewell Corr Unit 
416 2 VRG-Virginia Corr Unit 
154 2 WHP-White Post Corr 

660 13 WRD-Wallens Ridge Corr 

MaxPrm Daily Performance Report 

16. The multi-channel recorder shall allow for the preprogramming of the transfer to and from 
daylight saving time automatically. 

MCI Response: 

Mer ha~ read, understands and will comply. 

The multi-channel recorder is replaced by a state of the art digitally recorder that is built .: 
within the Focus 100 server that is maintained on a RAJD-5 Array mass' storage unit. 

; . The recorder is a part of the server which operates with Microsoft Server software 'and . 
,is configured to transfer to and from daylight savings time automatically. , : '. i .. ~,i: 

'17.· Each transport shall be capable of recording the total number of inmate telephones, plus 
30% for growth. 

MCI Response: 

. Mer has read, understands and will comply. 

Tp.e system will be preconfigured to digitally record all phones simultaneously ford,;· .. ..,:. (" .. , . '.' 
. . year with an excess of 30% growth factored in. Additionally, all recordings and CDRs: ". i .. ' 

.. ' ,:... . : are backed up daily to an onsite external backup device for redundancy. .:l:, :-'-::'~ .. 

18. The system shall have the ability to playback the audio at the location of the call records 
software system. . 

MCI Response: 

.Mer has read, understands and will comply. 

Playback of all recordings is provided at any workstation within the WAN at the· 
provided workstations, again with the proper access and password security level. 

19. A complete back up UPS power supply of a minimum of four (4) hours shall be provided 
at each SCI that shall automatically switch on upon any failure of the primary unit. . 

MCIResponse: 
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MCI has read, understands and will comply. 

MCI is offering a 4 hour battery back-up UPS device for each facility. Such device 
automatically switches on upon any failure of the primary unit. . 

20. All clocks for the system shall be synchronized to System B. 

Mel Response: 

MCI has read, understands and will comply. 

As with all MCI install ITS systems, all system clocks will be synchronized with the 
atomic clock for accuracy. 

21. Headphones and hands free headsets shall be supplied for monitoring each workstation. 

Mel Response: 

MCI has read, Understands and will c(jmply. 

Headphones and hands free headsets will be supplied Tor each monitoring workstation:. 

. 22. Two playback units shall be supplied to each SCI. The purpose of these units is to 
duplicate for purposes of court apPearances, etc. Currently, this is done in the same room in 

. which the recording unit is located. 

Mel Response: 

MCI has read, understands and will comply. , 

Two (2) playback·uiilt~ will be'provided for each SCI. 

. \. . 

23. System C shall be integrated with System B so that call detail records are easily and. 
expeditiously matched. The ·Contrador shall explain how this interface shall fun"ction. 

Mel Response: 

. MCI has read, understands and will comply. 

-The Call Recording and Call Monitoring functions are an integrated part of the Focus 
100 system. System B and System C are comprised of the same Focus 100 ITS 
controlling server and are integrated within one another for a single state of the art 
controller. Each server or Focus 100 ITS is connected via the WAN / Frame Relay 
network that MCI is . supplying. Synchronization between· the two systems is 
automatically accomplished since they are a single unit. The CDR from the ITS is 
copied on the WAN for redrindancypurposes and ensures that adequate record keeping 
is maintained andbacked up. 
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24.. Remote monitoring and recording of selected inmate conversations shall be provided to 
the Headquarters Security and Professional Responsibility Offices. The Contractor shall explain 
how these interfaces shall function. 

Mel Response: 

MCr has read, understands and will c~mply . 

. The VAC Focus 100 call processingplatfonn is a digital premise based centralized', 
platform. This means that the rcs system equipment will be located at each facility·· 
processing offender calls. Specifically, each facility will have a VAC Focus 100 call 
processing system, administrative workstations to perform all Focus 100 system· 
functions (e.g. 'investigative functions, reports, offender identification and PIN and, 
allowed call list' administration, etc.), along with a minimal amount of . network.:: . 
equipmen~. MCr will install a secure private WAN network to connect all Focus 100. 
sy.stems (and Headquarters) together. This WAN network will allow investigators at-· 
any facility the ability to' acce?s all calls and any call at' any otp.er facility; with proper 
system access, authorization, and password(s). Each Focus 100 system will have hard, 
drive arrays for the storage of the P A DOCS stated one (1) year of call recordings. 

In' addition, Call Detail Records (CDR) will be stored for the life of the contract plus 7 
,additional years. MCl is also proposing to install a fully redundant onsite and offsite 
backup .of all recordings. ' 
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1. Foous 100 writes all recordings to Mass 
Storage within seoonds of call completion. 

2. RecSync application (on MCl-Temp Storage PC) pulls recording files from Mass 
8toragewithin minutes of call completion. RecSync also pulls any recording 'files 
missing from MCI-Mass Storage Data Warehouse Server. . 

3. "Firewlre"!USB Drive ls swapped onpe a week, byfield techs and sent to MCI for 
Downloading to MCI.-MASSStorage. 

4. In the event of a server's mass storage unit crashing, MCI could provide the call 
recordings to be restored. 

Focus 100 
Controller 

EtherNet 

VAC Mass 
Storage Administrative 

Warks!.;luon 

MCI-Temp 
Storage PC 

The Focus 100 Controller. Mass stoJ<1ge. anti. '1he /lew Temp Storage devices 
are all mounted fn the Rack Cabinel There is no addllional spare required. 

Fully Redundant Call Recording Backups Onsite and Off site 

," : ',.: I:'. ,The MCr private network will also be used to allow investigators and staffto access calls 
"., ·,.1" 'being placed from one 'facility, mUltiple facilities, or all .facilities. The . Focus 'lOa 

solution provides a web based, GUI user friendly, robust I system with administrative 
, ,. screens while providing the most teclmologically advanced features and functionality., 

The hallmark of VAC's products and services is its unique 'software control system, 
Focus 100, one of the most advanced-y.et user-frienclly-inmate calling systems on the 
market today. MCl selected the V AC Focus 100 platform for our solution because it:· 

• Meets or exceeds the RFP's functional requirements 

• Is aproven, fully integrated call processing, monitoring and recording 
solution 

• Provides superior reliability and performance, continuously executes self 
diagnostics, and automaticallyperforms system software maintenance 
upgrades 

• ,Can be upgraded easily to accommodate inmate population growth .. 
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• Ea:se offeature and functionality updates and technological advancements 
via remote system downloading. . 

• Superior administrative and investigative support tlrrough special control 
and reporting features 

• Export function for investigative support and importing into other special 
applications like "i2 - Investigative Analysis Software" 

The Focus 100 solution will be protected from unauthorized access by secure 
passwords, an4 ~11 offender .call data will be secured against loss or corruption by,: 
redundant system components and data back-up processes. 

Remote monitoring is easily accomplished by means of theW AN I Frame Relay. 
circuit that Mel is providing, Any. workstation, even those at the Headquarters 
Secur:ity and Professional Responsibility. Offices have the ability, with the proper 
password or security level can monitor any call, live. or recorded, within the 
Commonwealth's WAN. . 

c. Clear Audio Recording: 

Admirnisiratiy;e 
W,orkstatton 

DOC staff is involved in many technology committees investigating th.e newest and future 
technologies. In a typical inmate telephone system located in SCI facility, the problem exists·in 
providing clear audio recording for investigators, because from outside the system, the only 
available speech is a combination of both the caller (station side) and the called party (trunk 
side). The result is a speech signal that sounds natural, but is almost impossible to use in most 
audio/signal processing systems. Some technologies evolve, in which the individual, incoming 
speech signals on the station side and trunk side can be recorded individually. The Contractor 
shall explain how clear audio recording is provided or when available with its proposed inmate 
telephone system; 
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MCI Response: 

Mcr has read, understands and submits that The Focus 100 will :he configured with the 
Shadow Full Channel Monitoring and Recording feature. Shadow is an integrated feature 
of the ITS and is a digital recording and monitoring solution with the highest possible . 
quality in recording digitally. MChvill be ordering T1lines for each f~cility to handle 
the outbound traffic from the Focus 100 rTS to the called party. Part of the installation 
process is to verify the clarity of the outbound trunks to ensure that there is no static or 
hum on the lines from either party. MCr willprovide telephone reception and 
transmission quality which meets if not exceeds all industry standards for service quality 
as defmed by the FCC as. well as BellCore standards. MCl's network is also engineered 
for a minimum ofP.Ollevel or grade of service. This ensures the quality of the recording 
of both the inmate and the called party. ' -

The Shadow digital Call recording technology is an integrated component of the inmate 
call processing system and will record each and every conversation initiated through the 
system (except identified attorney/privileged'calls) twenty-:four (24) hours a day 365 days 
'a year and at any time a call is placed, even all calls simultaneously, which includes both 
the inmate and the called party. 

Even call attempts are recorded, the call does not have to be accepted before it is 
recorded. This allows the investigators to monitor call-attempts which is a maj or 
breakthrough for the investigators that other vendors do not support or offer. 

MCr will work with V AC to ensure that the Focus 100 rTS is configured to handle all 
traffic in a 1: 1 ratio that will afford the system the ability to process each call at a facility -
utilizing 100% of all inmate phones at the exact time and will have enough disk space to 
peIT.rlanently store all records (CDR & Recordings) for one (1) year, or longer if 
negotiated with'the DOC. Each inmate telephone will be independently wired to the" -
Focus 100 res and the outbound trunks will provide for a 1: 1 ratio allowing each phone 
to be processed simultaneously. 

d. Contractor will provide when required inmate notices/letters in English and Spanish, 
videos in English and Spanish, plus when new enhancements ,are added and/or when other 
languages are required in the future. 

, Mel Response: 

Mer has read, understands and will comply. 

Inmate notifications are currently offered in both English and Spanish and Mer will 
work with the DOC to provide additional languages as deemed necessary in the formats 
requested. 

Section 2 Tab 6 - Technical Requirements 303 

, .. :' 
"': 

, .. ; "", •... , .. '!L: 

"~ ::' .... 



*' Payphone and Inmate Telephone Services rvt<:l. -------------------------------------R-F-P-N-o-.2-0-05-.0-8-1.-01--1 

Attachment 5 - Section 2 
Department of Corrections I nmate Telephone 
Cutover Sched ule 

The inmate control system technical requirements are listed in Section 5-8 of this RFP. These 
requirements are to be considered minimum and must be included in any proposal, regardless 

. of what other services the Contractor includes in its proposal. All inmate telephone systems 
shall be installed using aJprocedure such that there shall be no interruption of inmate telephone 
service. The installation schedule below is alphabetical listed and will be used to evaluate the 
Contractor's cutover schedule. The order of the installations at the DOC·SCls will be 
determined by the DOC after the award has been made. Each responding Contractor must 
submit a detailed cutover schedule with its proposal, Including time frames for the various 
stages of installation, including tests, a.cceptance by the Commonwealth including ending time 
of the project. 

The following timetable will be completed by the Contractor and is to start with the signing of 
the contract: . 

Time of Installation including tests T~st & Acceptarice Date State Correctional Institution 
(SCI) 

Mel Response: 

Inmate Phone lnstana~ion - System~Wide Activities 
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Attachment 11 - Sectio:n 2 
Installed Equipment Fo"rm 

(1) A minimum list of five customers located in the United States with a system having all of the 
operational characteristics as the system being proposed in response to this RFP. Names, 
addresses, points of contact and telephone numbers are required. System B Inmate 
Telephone Service and System C Monitoring and Recording Equipment/system 

Mel Response: 

MCI has read, understands and has provided below' and on the pages to follow a complete 
listing ofMCl's customers as well as five (5) customer references for MCI and VAC. 

Mel ~as more than sixteen (16) -years :experience in providing fully managed ITS 
services (equipment, maintenance, network, training, billing, reporting, and. 
commissioning) as a prime contractor. All of MCI's sixteen (16) years experience has 

. come from our focus on providing ~lly managed ItS services to the state/commonwealth 
depart.ment of corrections mark~tp1ace .. State/Commonwealth department of correction . 

, .fully managed ITS services is w;hat we do, and what we do well. No other vendor has 'the··: . '.1':'.' , 

.. depthofMCI knowledge, expertise~ and experience in managing a state/commonwealth-
, _. wide .IT~ system and meeting the needs and requirements of state/commonwealth 

department of corrections, its staff, and Inmate families and friends for ITS services. 

MCI provides fully managed ITS services to more state/commonwealth department of 
corrections and correctional facilities than any other company in the industry today. MCI 
handles more than 50% of state/commonwealth institutional Inmate calling nationwide, . 
facilitating over 47 million calls from approximately 600,000 Inmates. MCI provides.·..-. 
fully managed ITS services to 16 state/commonwealth departments of correction agencies 
consisting of more than 542 correctional facilities and over 22,040 Inmat.e phones. -

MCI feels it is importaI}t for the Department to understand the breath ofMCl's 
experience in the state/commonwealth ITS marketplace as compared to other providers. 
The below table provides the Department with a list of all state/commonwealth 
department of corrections customers currently supported by MCI, including the number 
of facilities and approximate number of telephones supported under the existing contract. 
MClprovides a complete managed service to each of these customers, which includes 
call control systems, system installations and upgrades, features and functionality, 
investigative tools, recording and monitoring needs, field support maintenance services, 
staff training, trouble desk and customer service call centers, called party. billing and 
collection, and overall quality customer service. 
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MCl's Current Inmate Telephone Service (ITS) Cus.tomers 

State of Arkansas Department of 
Corrections 

State of California Department of 
Corrections 

State of Colorado Department qf 
Corrections 

State of Connecticut Department of 
Corrections : 

State of Florida Department of' 
Corrections 

State of Georgia Department of 
Corrections 

State ofIdaho Department of 
Corrections 

Section 2 

Prime Contractor providing fully managed ITS services 
since 1995. 
Facilities: 20 
Phones: 555 
Prime Contractor providing fully managed ITS services 
since 1992. 
Facilities: 82 
Phones: 0 
Prime Contractor providing fully managed ITS services 
since 1996. ' 
Facilities: 23 
Phones: 861 
Prime Contractor providing fully managed ITS services 
since 1994. 
Facilities: 21 
'Phones: 1 
Prime Contractor providing fully manageq. ITS services 
since 1~95:, 
Facilities: 74 
Phones: 03 
Prime Contractor providing fully managed ITS services 
since 2001. 
Facilities: 58 
Phones: 803 
Prime Contractor providing fully managed ITS services 
since 2001. 
Facilities: 8 
Phones: '391' 

Attachment 11 307 



I~~----- . 
I 

~ Payphone and Inmate Telephone Services 
-,------------------~------------~-------Mel. RFP No. 2005-081-011 

Connnonwealth of Kentucky 
Department. of Corrections 

State of Louisiana Department of 
Corrections 

State of Minnesota Department of 
Corrections 

. State of Missouri Department of 
Corrections 

State of Nevada Department of 
Corrections 

. State of New York Department of 
Corrections 

State of Ohio Department of 
Corrections 

Connnonwealth of Virginia 
Department of Corrections 

State of Wyoming Department of 
Corrections 

Section 2 

Prime Contractor providing fully managed ITS services 
since 1994. 
Facilities: 18 
Phones.: 878 
Prime Contractor providing fully managed ITS services 
since 1996 .. 
Facilities: 15 
Phones: 980 
Prime Contractor providing fully managed ITS services '., 
since. 1994. 
Facilities: 9 
Phones: 622 
. Prime Contractor providing fully managed ITS services 
since 1989. 
Facilities: 21 
Phones: '1'545 
Prime Contractor providing fully managed ITS services·· .' 
since 2000. . 
Facilities: 19 
Phones: 509 
Prime Contractor providing fully managed ITS . services 
since 1996.' 
Facilities: 70 
Phones: 
Prime Contractor providing fully managed ITS services . 
since 1989. 
Facilities: 33 
Phones: 1 
Prime Contractor providing fully managed ITS services 
since 1993. 
Facilities: 60 . 
Phones: 
Prime Contractor providing fully managed ITS services 
since 1994. 
Facilities: 4 
Phones: 109 
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References 

MCl provides the following Five (5) MCl departments of correction references, and 
associated detail of the ITS system services provided and two (2) Value Added 
Connnunications (V AC) customer reference. 

It is important to note that although no separate references have been provided for 
ShawnTech, ShawnTech is MCl's primary subcontracted service provider and is the 
current provider of PIN Administration Personnel in the Commonwealth of Pennsylvania. 
The below table provides a view of all references provided and their applicability as 
references to MCr and each of the two subcontractors being proposed. 

Upon request MCr can provide Reference 'contact for any of MCl's other customers 
provided within this section. 

" State of Colorado, X' X ':.: 

Department of ., 
Corrections 

State of New York, X X ," 

Department of 
Corrections 

Connnonwealth of ,X X 
Virginia, 

Department of 
Corrections 

State of Missouri, ' 'x X 
Department of 

Corrections 

State ofIdaho, X 
Department of 

Correction 

Federal Bureau of X 
Prisons (FBPO) 
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Commonwealth of X 
Delaware, -Department of 

Corrections . 

·.:- ... 
. . 
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STATE OF COLORADO 

(Customer since 1996) 

State of Colorado Department of Corrections 
275 West Hwy 50 

Canon City, CO 81212 

Prime Contractor: MCI 
Call Processing System Provider: V AC 
System Maintenance Provider: V AC 

Facilities: 
Phones: 
Iinnates: 
WorkstationslMonitor Stations: 

Contact Person 

23 
880 

15,000 
24 

Mrs. Sue Grisenti, InmateTelephone Operations Manager 
(719) 269-4262 

CO DOC Inmate Telephone System Project Description and Technical 
Environment 

MCl has been providing the State of Colorado Department of Corrections Inmate 
telephone service since 1996 and is currently providing prime contractor service to CO 
DOCS under its second contract. Since 1996 MCI has installed two separate ITS systems 
through out the state at all contracted CO DOCS correctional facilities. Under the current 
contract, MCI provided and continues to provide services consisting of but not limited to: 

1. Overall prime contract responsibility for all contractual and operational 
requirements, including single point of contact for all subcontractors and 
associated subcontractor activities. 

2. Installation and upgrades of call processing systems, workstations, phones, TDDs, 
and any other associated ITS equipment. 

3. Installation and management of a fully integrated private WAN data network 
allowing for secured access to system wide data (i.e. CDR, call recordings, live 
call monitoring capabilities, etc.) from any CO DOC system workstation location. 
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4. Installation and management of network access to CO DOCS facilities to allow 
for completion of collect and debit calls, and all call types (local, intra-lata, inter­
lata, inter-state, and debit international calls) made by Inmates to called parties. 

5. Installation and management of TIPS service that allows Inmates to call into a 
voice messaging server and leave messages (TIPS) with the inspector about 
crimes that have .occurred within and outside of the facility walls. 

6. Installation ofimaging system for electronic storage of all Inmate 
correspondence, Inmates allowed call lists etc. with online access to these 
documents by any authorized user. 

7. Field support services and trouble desk call center service for trouble ticket 
management, and system, phone, network repair. 

8. Called party call center services for handling billing and payment questions, 
customer block and contract rate information, and call party MCI direct billing 
account creation and account/call management. -

9. Collect and debit call proc~ssing, billing of the called party, call and commission 
report generation to CO DOCS, and accurate and timely payment of commission 
payments to CO DOCS. . 

10. Call processing system initial user training, system refresher training, sy,stem 
upgraded training and new user training on call processing systems and features. 

11. ITS and private WAN proactive network management of circuits, routers, and any 
other network cOllfponents. 

'. I ",I 
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STATE OF NEW YORK 

(Customer since 1996) 

State of New York Department of Corrections 
1220 Washington Avenue 

Albany, NY 12226 

Prime Contractor: MCI 
Maintenance Service Provider: ShawnTech 

Facilities: 
Phones: 
Inmates: . 
WorkstationslMonitor Stations: 

.. ';,.' . ;Contact Person 

88 (including 18 Non-Core sites) 
3,409 
64,000 
85 

Mr. Ed Koherger, Supervisor ofDataProcessinglIiunate Services 
(518) 457-4414 

NY DOC Inmate Telephone System Project Description and Technical Environment 

Mcr has been providing the State of New York Department of Corrections fully managed 
Inmate telephone service since 1996 and is currently providing prime contractor service 
to NY DOCS under its second competitive contract. Since 1996 MCl has installed two 
separate ITS sy.stems through out the state at all contractedNYDOCS correctional 
facilities. Under the current contract, MCr provided and continues to provide services 
consistirig of but not limited to: 

1. Overall prime contract responsibility for all contractual.and operational 
requirements, including single point of contact for all subcontractors and 
associated subcontractor activities. 

2. Installation and upgrades of call processing systems, workstations, 
phones/enclosures, and any other associated equipment. 

3. Installation and management of a fu~ly integrated private W AN data network 
allowing for secured access to system wide data (i.e. CDR, call recordings, live 
call monitoring capabilities, etc.) from any NY DOC system workstation location. 

4. Installation and management of network access to NY DOCS facilities to allow 
for completion of collect calls, and all call types (local, intralata, interlata, 
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interstate, and limited international calls) made by Inmates to called parties. 
5. Field support services and trouble desk call center service for trouble ticket 

management, and system, phone, network repair. 
6. Called party call center services for handling billing and payment questions, 

customer block and contract rate information, and call party Mcr direct'bi1ling 
account creation and account/call management. 

7. Collect call processing, billing of the called party, call and commission report 
generation to NY DOCS, and accurate and timely payment of commission 
payments to NY DOCS. 

8. Call processing system initial user training, system refresher training, system 
upgraded training ~d new user training on call processing systems and features. 

9. ITS and private WAN proactive network management of circuits, routers, and any 
other network components. 

10. Management and provision of video conferencing and bridging network to 
support NY DOCS provided video arraignment, NY DOCS administrative video 
conferences, and video remote training. 

11. Management and provision of network and facilities to carry all administrative 
Department telecommunications calls, including facility-to-facility (On-Network) 
calling, and external departmental long distance calling. 

12. Management and provision of frame relay network to carry all NY DOCS 
administrative data traffic. Including proactive network management of circuits~ 
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COMMONWEALTH OF VIRGINIA 

(Customer since 1996) 

Commonwealth of Virginia Department of Corrections 
6900 Atmore Drive 

Richmond, VA 23225 

Prime Contractor: MCI 
Maintenance Service Provider: ShawnTech 

. Facilities: 
Phones: 
Inmates: 

54 (including juvenile) 
. 2,265 
30,250 

, WorkstationslMonitor Stations: 102 

\ .... 

Contact Person 

Mr. J Qhn J abe, Deputy Director - Operations 
(804) 674-3010 

VA DOC Inmate Telephone System Project Description and Technical Environment 

Mcr has been providing the Commonwealth of Virginia Department of Corrections fully 
managed Imnate telephone service since 1993 and is currently in final negotiations to 
provide prime contractor service to the Commonwealth Under its third competitive 
contract. Since 1993 MCr has installed and upgraded the rTS systems through out the 
state atall contracted VA DOCS correctional facilities. Under the current contract, MCr 
provided and continues to provide services consisting of but not limited to: 

1. Overall prime contract responsibility for all contractual and operational 
requirements, including single point of contact for all subcontractors and 
associated subcontractor activities. 

2. Installation and upgrades of call processing systems, workstations, 
phones/enclosures, TDDs, and any other associated equipment. 

3. Installation and management of a fully integrated private W.AN. data network 
allowing for secured access to system wide data (i.e. CDR, call recordings, live 
call monitoring capabilitie~, etc.) from any VA DOC system workstation location. 
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4 .. Installation and management of network access to VA DOCS facilities to allow 
for completion of collect calls, and all call types (local, intralata, interlata, 
interstate, and limited international calls) made by Inmates to called parties. 

5. Field support services and trouble desk call center service for trouble ticket 
management, and sy.stem, phone, network repair. 

6. Called party call center services for handling billing and payment questions, 
customer block and contract rate information, and call party MCI direct billing 
account creation and account/call management. . 

7. Collect call processing, billing of the called party, call and commission report 
generation to VA DOCS, and accurate and tim¥ly payment of commission 
payments to VA DOCS. I 

8. Call processing sy.stem initial user training, system refresher training, sy.stem 
upgraded training and new 'user training on call processing systems and features. 

9. ITS and private WAN proactive network management of circuits, routers, and any 
other network components. 

. " ' 
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MISSOURI 

(Customer since 1989) 

. Missouri Department of Corrections 
2729 Plaza Drive 

Jefferson City, MO 65109 

Prime Contractor: Mel 
System Maintenance Provider: ShawnTech (through subcontract with DVBE 
vendor) 

Facilities: 
Phones: 
Inmates: 
W orkstations!.Monitor Stations: 

l)) Contact Person 

20 
1,533 
30,416 
24 

Ms Theresa Roedel, Communications Manager 
(573) 522-2783 

MO DOC Inmate Telephone System Project Description and Technical 
Environment 

MCl has been providing the Missouri Department of Corrections fully managed hunate 
telephone service (ITS) since 1989. Since 1989 MClhas installed and upgraded the ITS 
systems through out the state at all contracted MO DOCS correctional facilities. Under 
the current contract, MCr provided and continues to provide services consisting of but not 
limited to: 

1. Overall prime contract responsibility for all contractual and operational 
requirements, including single point of contact for all subcontractors and 
associated subcontractor activities. 

2. fustallation and upgrades of call processing systems, workstations, 
phones/enclosures~ TDDs, and any other associated equipment. 

3. fustallation and management of a fully integrated private WAN data network 
allowing for secured access to system wide data (i.e. CDR, call recordings, live 
call monitoring capabilities, etc.) from any MO DOC system workstation 
location. 
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4. fustallation and management of network access to MO DOCS facilities to allow 
for completion of collect calls, and all call types (local, intralata, interlata, 
interstate, and limited international calls) made, by Inmates to called parties. 

5. Field support services and trouble desk call center service for trouble ticket 
management, and system, phone, netWork repair. . 

6. Called party call center services for handling billing and payment questions, 
customer block and contract rate infonnation, and call party MCr direct billing 
account creation and account/call management. 

7. Collect call processing, billing ofthe called party, call and commission report 
generation to MO DOCS, and accurate and timely payment of cOnllnission 
payments to MO DOCS. . 

8,. Call processing system initial user training, system refresher training, system 
upgraded training and new user training on call processing systems and features. 

9. ITS and privateW AN proactive network management of circuits, routers, and any 
other network components. :'! 
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IDAHO DEPARTMENT OF CORRECTION 

(Customer since 2001) 

Idaho Department of Correction 
1299 N. Orchard, Suite 110 

Boise, Idaho 83706 

Prime Contractor: Mel 

Facilities: 
Phones: 
Inmates: 
WorkstationslMonitor Stations: 

Contact Person 

13 
487 
6,526 
9 

Ms. Tammy Majors, Contract Manager/Grants Officer 
(208)658-2129 

ID DOC Inmate Telephone System Project Description and Technical Environment· 

MCl has been providing a fully managed Inmate telephone service since 2001. MCl has· ; ... 
iristalled a collect/debit ITS system through out the state at all contracted ID DOC 
correctional facilities. MCl provided and continues to provide services consisting of but 
not limited to: 

1. Overall prime contract responsibility for all contractual and operational 
requirements, including single point of contact for all subcontractors and 
associated subcontractor activities. 

2. Installation and upgrades of call processing systems, workstations, 
phones/enclosures, TDDs, and any other associated equipment. 

3. Installation and management of a fully integrated private WAN. data network 
allowing for secured access to system wide data (i.e. CDR, 'call recordings, live 
call monitoring capabilities, etc.) from any ID DOC system workstation location. 

4. Installation and management of network access to ID DOC facilities to allow for 
completion of collect and debit calls, and all call types (local, intralata, interlata, 
interstate, and limited international calls) made by Inmates to called parties. 
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5. Field support services and trouble desk call center service for trouble ticket 
management, and system, phone, network repair. 

6. Called party call center services for handling billing anq payment questions, 
customer block and contract rate information, and call party MCl direct billing 
account creation and account/call management. . 

7. Collect call processing, billing of the called party, call and corinnission report 
generation to ID DOC, and accurate and timely payment of commission payments 
to ID DOC. 

8. Hybrid inmate/pay telephone services for Inmates retained at the ID DOC low 
security Correctional Work Centers (CWCs). Inmates are allowed to make 
allocated calls utilizing collect and coin call origination. 

9. Call processing system· initial user training, system refresher training, system 
upgraded training and new user training on call processing systems and features. 

10. ITS and private WAN proactive network management of circuits, routers, and any 
other network components. 
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FEDERAL BUREAU OF PRISONS 

(Customer since 1990's) 

Federal Bureau of Prisons (FBOP) 
320 First Street, NW 

Washington, DC 20534 

Call Processing System Provider: V AC 
SysteD;1 Maintenance Pr~vider: V AC 

Facilities: 
Phones: 
Inmates: 

Contact Person 

104 
6000 
145,000 

Master Chief David Casillas, FBOP Trust Fund Branch 
(202) 616-2060 

FBOP Inmate Telephone System Project Description and Technical Environment 

V AC has proVIded the call processing equipment and system maintenance to FBOP' since, .. 
the 1990's in support of a federal prime contractor. VAC will be installation the Focus .. , 
100 system, the same system offered to P A DOC under this proposal, under a new ITS 
service contract recently awarded. In support of the FBOP nation-wide, multi-site, 
WAN-based Inmate Call Control System, V AC provides the following: 

1. Collect and debit call processing equipment features and functionalities, 
investigative features and functionalities, workstations, etc. 

2. Collect and debit call Completion for all call types (local, intra-lata, inter-lata, 
inter-state, and(debit international calls) made by inmates to called parties. 

3. ITS and private WAN proactive network management of circuits, TOuters, and any 
other network components. 

4. Installation and upgrades of call processing systems, workstations, phones, TDDs, 
and any other associated ITS equipment. 

5. Field support services and trouble desk call center service for trouble 
management, and system and network repair. 
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6. Call processing system initial user training, system refresher training, system 
upgraded training and new user training on call processing systems and features. 

7. Back Office support, consisting of call polling, formatting, and CDR 
transmission 

Section.2 Attachment 11 322 































Per request of the Department of Corrections, the 
Administrator of this Contract, 

 
Redacted 59 pages from  

 
 

Value Added Communications entitled: 
 

4.4 Investigative Reports 























* Payphone and Inmate Telephone Services 

Mel. ------------------~------~-----RFP No. 2005-081-011 

as the inmate completes his cal1, or a flash cut of all calls immediately upon initiation 
from the workstation. 

MCl's initial training session is designed to' cover all aspects of the call processing 
sy.stem. Should additional training be necessary, reSUlting either through a software 
upgrade or other system upgrade, VAC will work 'with MCr and the Commonwealth to 
coordinate subsequent training sessions as required and appropriate. 

3. Trainer: The Contractor shall include the name and title of the person who shall have the 
overall responsibility for training on all systems. The Contractor shall also include the number of 
years training experience the person(s) have who shall do the actual training and the number of 
sessions previously held by each in doing training on the proposed System B and System C. 

MCI Response: 

MCr has read, understands and will comply. 

The V AC employee that will have overall responsibility for training is Brian Galke -
Instal1ation Engineer - Bachelor degree from Texas Tech University, 6 years technical 
work experience, MCSE (MCP+Jntemet), TCP/IP, lIS 4.0 certifications. Brian has been 
VAC's lead trainer on numerous install~tions including but not limited ~o the 
Commonwealth of Delaware, the Commonwealth, of California, the' Commonwealth- of' 
New Jersey (during 'initial trial), and many county sites. 

4. Training. Material: Written material/pamphlet, or video utilized in the training programs, alf, 
ongoing and new training programs, Contractor shall allow the Commonwealth to make free 
use of any material provided. ' 

MCI Response: 

MCl has read, understands and will comply. 

User manuals which provide detailed step-by-step documentation are provided to each ' ,. 
facility. VAC has also created Quick Reference Guides for easy reference of the most 
used applications within the sy.stem that will be left with system users. " 

5. End User Forum Meetings: The Contractor's projeCt manager and its staff shalf be 
responsible for scheduling the User Group Forum that Will be held every six months to once a 
yearly depending the Department of Correction's needs. The forums are held at the DOC 
Training Academy in Elizabethtown, Pennsylvania. The end user forums are presentations to 
the DOC Security Officers yvho are located throughout th'~ DOC-SCls. The Contractor wifl 
provide the forum agenda, lecturer staff, training materials, demonstration, presentation, etc. 

The Contractor shall also be responsible for the travel expenses for approximately one hundred 
twenty (120) representatives of the Commonwealth DOC-SCls Security Officers for traveling 
expenses and attending t~e training at the DOC Training Academy in Elizabethtown, 

,Pennsylvania. See Attachment 13 giving the content of information on the current expenses 
under the Commonwealth of Pennsylvania Governor's Office Management Directive 230.10 for 
lodging, subsistence and transportation. DOC will provide the morning snacks and drinks, 
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lunch, and afternoon snacks and drinks for all parties attending the forums including the 
Contractor's staff and DOC staff. The Contractor must reimburse the Commonwealth for the 
traveling expenses of the Commonwealth representatives. 

For an approximate number of attendees traveling from the DOC-SCls refer to Attachment 2. 
Four to five DOC Security Offices would travel by a vehicle from the 26 DOC-SCls and any new 
DOC-SCls not listed on Attachment 2 to attend the end user forum meeting at DOC Training 
Academy in Elizabethtown, Pennsylvania. All Officers, with the exception of the Camp Hill 
Officers, would be staying over one (1) nights lodging. Attachment 13 Travel Expenses for 
Demonstration, Training End User Forum Meetings and Traveling for Reviewing New 
Technologies was provided for the C~mtractors so they could figure the expenses for its 
budgeting purposes. Commonwealth personnel will process travel documents through the 
Comptrollers Office who reviews the document and supporting documentation. The DOC 
Central Office will obtain the approved dollar amounts from all DOC SCI that attended the End 
User Forum Meetings and will issue a document to the Contractor with the dollar amount that 
the Contractor must reimburse to the Commonwealth. 

Mel Response: 

MClhas read, understands and will comply. 

Mel's project manager and its staffwill assume responsibility for User Group Forum 
meeting to be held every six months to one year. MCl will assume all travel expenses 

. :""" co~ts for all attending P A DOC personnel. " 
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Tab 8 - Maintenance Requirements 

Contractor must submit a complete and detailed description of the maintenance services that it 
will provide for systems Band'C as requested in RFP Section 2.5-F, include Attachment 20 
Maintenance Center Information (System B - System C). 

Mel Response: 

Mel has read un5ferstands and has complied in the pages that follow with detailed 
responses to RFP Section 2.5-F. Mel has also utilized Attachment 20 ofthe RFP it its 
response where appropriate. 
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2.5-F. Maintenance Reduirements: 

1. General Provisions: 

a. Requirement: Th~ selected Contractor shall provide the necessary labor, parts, materials, 
and transportation to maintain all proposed equipment, inmate telephone call control 
equipment, monitoring equipment, recording equipment, and all software in good working order 
and in compliance with the equipment manufacturer's specifications throughout the life of the 
contract. 

Mel Response: 

MCl has read understands and will comply. 

MCr will provide all the necessary labor, materials, etc. to maintain the proposed Focus 
100 Inmate Telephone Sy.stem to include inmate telephones, call control equipment, 
monitoring equipment, recording equipment and all software. MCr will maintain all 
proposed equipment in good working order in compliance with the equipment 
manufacture's specifications for the life of the contract. 

b. No Charge to the Commonwealth: No charge shall be made to the Commonwealth or its ... 
using agencies for maintenance on Systems B,. or C. 

Mel Response: 

MCr has read understands and will comply. 

MCr will assume all charges related to maintenance of the rTS for the term of the 
contract with no cost to the Commonwealth or its using agencies. 

2. Certification: The contractor shall certify that all eqUipment, enclosures and software 
included shall be in good working order at test and acceptance, and that the contractor shall 
repair or replace malfunctioning equipment, enclosures and software and return them to good 
working order in accordance with the requirements of this RFP. 

Mel Response: . 

MCr has read understands and will comply. 

MCl will certifies that all equipment whether hardware or software will be in good 
working order on the day of testing and acceptance. Mcr also certifies that any 
equipment that is not working or performing in accordance with the requirements ofthis 
RFP will be replaced and/or repaired during the term ofthe agreement. 
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3. Maintenance Plan, Center Location and Personnel Profile: 

a. Maintenance Centers: Contractors shall submit a listing showing information on the 
locations from which maintenance personnel shall ~e dispatched to service Systems 8 and C. 
This information shall include, but not be limited to, the Contractor's utilization of these locations 
to insure that all requirements of this RFP are met. The Contractor shall explain, in detail, how it 
shall accomplish this. The Contractor shall submit a detailed plan explaining the geographic 
locations of the centers, the system and procedures for the Integration of maintenance at these.· 
centers, the types of parts and equipment being maintained at these centers, and the ease with 
which the using agency can request maintenance service. Attachment 20 provides the content 
and format required. 

Mel Response: 

MCI has read understands and will comply. 

As the largest provider of Inma,te Telephone Systems .to Commonwealth Departments 
of Corrections, MCl's experienqe in providing large scale ITS support deployment and -. 
management is second .to none. Many of the proposed approaches to providing 
maintenance of the ITS to the Commonwealth have been derived from providing . 
maintenance to Commonwealth Corrections customers of similar size and scope such_as .:' 
the States of Florida, Ohio, Virginia, California and New York Departments of .:: 
Corrections to name a few. 

In response to the Commonwealth's REP, MCI has proposed to contract the ITS system 
maintenance personnel to ShawnTech Commullications. Because of MCl's existing 
relationship with ShawnTech .as a service provide to many of MCl's other State 
Corrections customers and ShawnTech's experience as the existing PIN administration 
service provider in the Commo~wealth of Pennsylvania, MCl's proposed maintenance '. 
solution offers the Commonweaith a solution based upon experience and a proven track 
record. 

To support the pr9posed ITS systems B and C, MCI, through ShawnTech, has proposed 
to hire five (5) full time Field Technicians. Additionally, MCI will provide a full time 
in-Commonwealth MCI Technical Consultant. 

It is important to note that the processes and procedures described below as well as the 
personnel listed within this section are in addition to the PIN Administration Staff and 
Commonwealth PIN A4ministration Manager. 

Field Technicians: 

The Field Technicians will work from home offices strategically located throughout the 
Commonwealth. It is MCl's intent to locate the Technicians in the following Cities. 
The listed cities have been chosen as they will allow for an even split of the territory 
and will insure that upon dispatch, the Teclmicians will meet the required response 
times. 

• Crawford, P A 

• Westmoreland, P A 
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• Centre, PA 

• Luzeme,PA 

• Berks,PA 

The Field Technicians will be seasoned professionals and be fully trained on 'the 
proposed VAC System 100. These individuals will be directly responsible .. for 
performing all on-site ITS system repair and maintenance activities to include inmate 
telephone repair and maintenance. Each of the Technicians will be provided with,the 
spare parts and tools necessary to accomplish virtually any system repair. Additionally, 
the Technicians will be provided with home office Workstations and high speed internet .:: 
for remote diagnostic capability as well as trouble ticket review and comment and 
connnunications with the help desk and network operations centers. 

. ~ ,. 

MCl utilizes above Field Technician home office placement in each of its existing 
DOCs contracts and has been proven to be a successful design in responding to ITS 
maintenance requirements. MCl is confident that this approach will also work for, the 
.p A DOC and will ensure that all response time frames are met. 

MCI Dedicated Technical Consultant (MCI TC) 

As stated above, in addition to the Field Technicians, MCr will provide a full time MCr 
, .' Technical Consultant. 'This person will oversee the activities of the 5 ShawnTech Field' , 
," "'Technicians and will assist the Connnonwealth pm Administrative Manager in 
.. , fulfilling the reporting requirements associated with ITS maintenance. The MCr TC 

will also attend all customer meeting and arrange for training of the Field Technicians.· 
The TC will also arrange report direct to the MCl's Northeastern Technical Manager 
Pat Pline located in Albany New York. . 

Dispatch and Trouble Ticket Reporting Process 

Customer trouble reports will be calle,d. directly. .into Mq's Albany New York, 
Maintenance Center via the Toll Free number 800-743-4569. The Albany center is 
backed by MCl's Maintenance Center in Gainesville Florida. The two centers support 
only MCl Corrections Customers and will provide a live operator available 24x7x365. 

Upon notice of a trouble, the operator will open a Trouble Ticket in MCl's Ticket 
Manager System stating the time of the ticket and description of the trouble reported. In 
house technicians will immediately remote log into the system to determine if the 
trouble can be repaired remotely. If the trouble c.an be repaired remotely, the ticket will 
upo.ated with the repair notes, the customer will be notified and the ticket will be ~losed. 
rf the trouble cannot be repaired remotely, the Maintenance Center will contact the 
appropriate Field Technician for dispatch to the facility as well as the Dedicated 
Commonwealth TC. The help desk will notify the customer of the Technicians ETS as 
well as gain clearance for the Technician into the DOC facility. ' 

All Ticket will be presented to the DOC in the Weekly meetings are required by the 
RFP. As displayed below, the PA DOC will also have access into MCl's Ticket 
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Manager System. This access will allow the P A DOC to track tickets from any 
WorkStation connected to the ITS . 

. .1 .,:'. ' .. : TicketMana ... erLoIDri .:'. ..,., .,,: .. : , I 
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Ticket Manager Screen Display 

. Additional MCI Maintenance Support 

It is important to note that MCl's Division of Corrections, either directly or indirectly 
through subcontracts, employees over a 100 field technicians across the US. The 
Technicians will be available as resources to the P A DOC in-Commonwealth 
Technicians. 

b. Personnel Profile: The proposal shall also list the names of the maintenance personnel at 
each location and their experience working with the equipment proposed for Systems B and.C. 
Attachment 20 provides the content and format required. It is expected that the Contractor shall 
only provide the names and experience of maintenance personnel who have been fully trained 
and qualified on the equipment and software proposed and/or certified by the equipment 
manufacturer if such certification is required by the manufacturer. 

MCI Response: 

MCr has read,-understands and will comply. 

In response to the Commonwealth's RFP, MCr has proposed to contract the ITS system 
maintenance personnel to ShawnTech Communications. As stated above in response to 

Section 2 Tab 8 - Maintenance Require,ments 344 



(~J) 

• 1'. 

Payphone and Inmate Telephone Services 

RFP,No.2005-081-011 

item a, ShawnTech will provide 5 Field Technicians. As also stated above, MCI will 
p~ovide a full time MCI Dedicated Technical Consultant to assist and manage the 
ShawnTech personnel. ,It is important to note that the personnel listed within this 
section are in addition to the PIN Administration Staff and Commonwealth PIN 
Administration Manager. 

Upon contract award ShawnTech with the assistance ofMCI will begin the hiring process 
ofthe Field Technicians. The field technicians will be seasoned professionals and be fully 
trained on the proposed VAC System 100. These five technicians will be highly skilled 
and trained in all aspects of field service, maintenance and support. The five technicians 
will be interchangeable throughout the Commonwealth with the ability to not only assist 
each other but also to act as a backup in times of vacations, sick 'or other cases of absence 
may occur. 

Listed below are the minimum requirements of each Field Technician. 

MCI Field Technical Engineer, DEPARTMENT OF CORRECTIONS 

- Provided by ShawnTech Communications, Inc. -

POSITION, ROLES, AND REQUIRED EXPERIENCE 

The role of the FTE is to support the overall maintenance of the inmate call control 
system for the W A DOCS contract. Responsibilities include, but are not limited to the 
following: 

• Routine testing of connectivity to insure all sets are operational with dial tone; 
• Diagnostic testing and physical phone surveys to isolate out-of-service ',' 

conditions; ., 
• Perfonn necessary follow-up testing to insure resolution and closeout of 

trouble tickets; 
• Perfonn system upgrades and monitoring to insure perfonnance levels . 
• Maintain inside cable plant. ',' 
• Resolve all system issues within the specified response time stated in the RFP. 
• Initiate a preven,tive maintenance program to keep systems in optimal 

condition. 

EDUCATION, TRAINING, AND PROFESSIONAL CERTIFICATIONS 

Associate Degree plus minimum of seven (7) years overall technical experience. 

Degree program requirement may be substituted with 3 year minimum of US Anned 
Services electronics andlor communications training. 

Possess minimum of three (3) years experience in telecommunications or computer 
telephony troubleshooting. 
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The hiring of new personnel will NOT affect the implementation of the system of the or 
the initial maintenance during implementation. MCl's Implementation Manager Mike 
Spadoni will oversee all installation and initial maintenance. MCl's Division of ' 
Corrections, either directly or indirectly through subcontracts, employees over a 100 
field technicians across the US supporting its existing customer base. These personnel 
are unquestionably some of the most experienced installation and maintenance 
technicians in the industry with literally hundreds ofITS system installations 
completed. Mr. Spadoni will put together an installation and maintenance team using 

.. these personnel. The personnel will also playa key roll in the training of the new field 
technician team. Mcr currently manag~s the. Commonwealth ITS Contracts for New 
York, Connecticut, Ohio and Virginia. Each of these States are in close proximately to 
the Commonwealth of Pennsylvania and will offer excellent secondary coverage for the 
five (5) field technicians and field training. 

Listed below MCI has completed a Maintenance Center Information sheet as provided in 
Attachment 20 - Section 2 of the RFP. One form has been completed for each of the five, 
(5) field technicians. 
_________________________ w ______________________________________ ~--------------_----------------------~-----

Field Technician 1: 

a. Maintenance Office Location: 

Crawford, P A 

b. Telephone Number: 

To be assigned (TBA) 

c. Hours of Operation: 

24x 7x365 

d. Person in Charge: 

Will report initially to MCPs Mike Spa~oniand later to the State Technical Consultant. 

e. Number of Maintenance Personnel at this Jocation: 1 
f. Number trained on maintenance of inmate stations: 1 
g. Number trained on inmate telephone control system: 1 
h. Number trained on monitoring and recording equipment: 1 
i. Number ofirunate stations maintained from this location: 227 
J Number of inmate telephone control system maintained: 1 
k. Number of monitoring and recording systems maint~ined: 2 
1. Distance from maintenance center to the locations where 

System B, or System C is to be maintained: 

Less than 90 miles to most distant facility. 
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m. Employ.ee's titles and experience: (list all personnel by system who shall service the proposed 
systems):' -

The person to be hired for this position will be hired as a Field Service Technician. Required 
experience is as listed in MCl's Field Technician Requirements information sheet provided 
within this section. 

The above Field technician will support the Albion, Cambridge Springs, Forest and Mercer 
facilities. 

Field Technician 2: 

a. Maintenance Office Location: 

Westmoreland, PA 

b. Telephone Number: 

To be assigned (TEA) 

c. Hours of Operation: 

24 x 7 x 365 

d. Person in Charge: 

Will report initially to MCl's Mike Spadoni and later to the State Technical Consultant. 

e. Number of Maintenance Personnel at this location: 1 
f. Number trained on maintenance of inmate stations: 5 
g. Number trained on :inmate telephone control system: 5 
h. Number trained on monitoring and recording equipment: . 5 
i. Number of inmate stations maintained from this location: 463 
j. Number ofinmate telephone control system maintained: 1 
k. Number of monitoring and recording systems maintained: 2 
1. Distance from maintenance center to the locations where Sy.stem B, or System C is to be 
maintained: 

Less than 90 miles to most distant facility. 

m. Employ.ee's titles and experience: (list all personnel by system who shall service the proposed 
systems): 

The person to be hired for this position will be hired as a Field Service Technician. Required 
experience is as listed in MCI's Field Technician Requirements information sheet provided 
within this section. 

The above Field technician will support the Pine Grove, Pittsburgh, Greensburg, Fayette, Laurel 
Highlands, Greene and Somerset facilities. 
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Field Technician 3: 

a. Maintenance Office Location: 

Centre, PA 

,b. Telephone Number: 

To be assigned (TBA) 

c. Hours of Operation: 

24x7x365 

d. Person in Charge: 

Will report initially to MCI's Mike Spadoni and later to the State Technical Consultant. 

e. Number of Maintenance Personnel at this location: 1 
f. Number trained on maintenance of inmate stations: 5 
g. Number trained on inmate telephone control system: 5 
h. Number trained on monitoring and recording equipment: 5 
i. Number ofinmate stations maintained from this location: 270 
j. Number of inmate telephone control system maintained: 1 
k. Number of monitoring and recording systems maintained: 2 

1. Distance from maintenance centerto the locations where System B, or System C is to be 
maintained: 

Less than 90 miles to most distant facility,. 

m. Employee's titles and experience: (list all personnel by sy.stem who shall service the proposed 
systems): 

The person to be hir'ed for this position wiII be hired as a Field Service Technician. Required 
experience is as listed;in MCl's FieldTechnician Requirements information sheet provided 
within this section. i '" 

The above Field technician will support the Boot Camp, Rockview, Houtzdale, Crees on, 
Smithfield, and Huntingdon facilities. 

------------------------_ ... ,._--------------------------------------------... -----------------------------------

Field Technician 4: 

a. Maintenance .office Location: 

Luzerne,PA 

b. Telephone Number: 

To be assigned (TBA) 

c. Hours of Operation: 

24x7x365 
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d. Person in Charge: 

Will report initially to Mq's Mike Spadoni and later to the State Technical Consultant. 

'e. Number of Maintenance Personnel at this location: 1 
f. Number trained on maintenance of inmate stations: 5 
g. Number trained on inmate telephone control system: 5 
h. Number trained on monitoring and recording equipment: 5 
i. Number ofinmate stations maintained from this location: 129 
j. Number of inmate telephone control system maintained: 1 
k. ' Number of monitoring and recording systems maintained: 2 

1. Distance from maintenance center to the locations where System B, or System C is to be 
maintained: 

Less than 90 miles to most distant facility. 

m. Employ.ee's titles and experience: (list.all personnel by. system who shall service the proposed 
systems): 

The person to be hired for this position will be hired as a Field Service Technician. Required­
experience is as listed in MCI's'Field'Technician Requirements information sheet provided 
within this section. 

The above Field technician will support the Way.mart, Muncy, Dallas and Retreat facilities. 

Field Technician 5: 

a. Maintenance Office Location: 

Berks,PA 

b. Telephone Number: 

To be assigned (TBA)' 

c. Hours of Operation: 

24 x 7x365 

d. Person in Charge: 

Will report initially to MCl's Mike Spadoni and later to the State Technical Consultant. 

e. Number of Maintenance Personnel at this location: 
f. Number trained on maintenance of inmate stations: 
g. Number trained on inmate telephone control system: 
h; Number trained on monitoring and recording equipment: 
i. Number of inmate stations maintained from this location: 
j. Number of inmate telephone control system maintained: 
k. Number of monitoring and recording systems maintained: 

1 
5 
5 
5 
496 
1 
2 

Section 2 Tab 8 - Maintenance Requirements 349 

~;;. .., 

': t ~ • 



':-. 

~ Payphone and Inmate Telephone Services 
nnC:l. ----~--------------------~---------R~FP-N-O~.2-0-05--0-8-1--01--1 

1. Distance from maintenance center to the locations where System B, or System C is to be 
maintained: 

Less than 90 miles to most distant facility. 

m. Employee's titles and experience: (list all personnel by system who shall service the proposed 
systems): 

The person to be hired for this position Will be hired as a Field Service Technician. Required 
experience is as listed in MCl's Field Technician Requirements information sheet provided 
within this section. 

The above Field technician will support the Coal, Mahonoy, Frackville, Graterford, Chester and 
Camp Hill facilities. 

4. Standards For Repair: The Contractor(s) for the non-coin collect-only and prepaid inmate 
telephones, inmate telephone cail control equipment/systems, and the monitoring and 

, recording equipment/systems shall adhere to the following minimum standards for repair: 

a. The Contractor shall have sufficient repair personnel to be able to simultaneously 
respond to multiple repair events on inmate telephones, inmate telephone call control " " 
equipment/systems, and monitoringand'recording equipment/systems located throughout :'" " 
Pennsylvania. Refer to Attachment 3 for SCI iocations. " ' ': 

MCI Response: 

MCr has read understands and will comply. 

As noted in throughout this Section, Mcr has proposed five (5) field support technicians 
that will be geographically located throughout the Commonwealth. These support 
technicians will also be supported by MCr Technical Consultant and the PIN 
Administrative Manager and Staff as well as MCr and VAC's Network Operations 
Centers. In the unlikely event that these 5 personnel and the listed additional support ' 
are not sufficient to provide cover for any multiple repair event, MCr currently has, 
contracts with the State of New York and State of Connecticut. Field support, 
technicians that provide support for these States could be called upon to help in these 
situations. 

,b. The Contractor shall provide a free-of-charge repair service number manned by a live, 
trained attendant(s) to receive trouble reports 24-hours a day, seven days a week, 365 days a 
year. Extended periods of being placed on hold will not be tolerated. Explain in detail the 
procedure for services provided. 

MCI Response: 

MCr has read understands and will comply. 

MCr will provide a 24x7x365 operation for all DOC issues. The toll free number is 
800-743-4569 and will be answered by a live attendant with vast and extensive 

. knowledge of the P A DOC ITS and or its components. 
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c. Out-of-hours and weekend repair service for stations other than those noted in 5. a. (1) 
below shall be limited to essential repairs only, as determined by the Commonwealth. The 
Contractor shall inform the Commonwealth as soon as possible of any occurrence of an 
unusual nature that may result in prolonged or serious service interruption. This notification 
shall go to the DOC-SCI involved in the case of inmate stations, the control eqUipment, and the , 
monitoring and recording equipment. The Contractor shall perform any work requiring 
prolonged or serious service interruption at a time, which shall cause minimum disruption to the 
userscin agreement with the Office of Administration and Department of Correction, and at a 
time mutually agreed upon. Essential repairs are repairs needed to provide safety and security. 

Mel Response: 

MCI has read understands and will comply. 

MCl will limit any non-essential repairs to normal business hours and keep the DOC-SCI 
informed of and gain approvals for the performance any necessary out-of-hours and 
weekend repair services that may be required during the term of the agreement. ' 

d. It is expected that Contractors shall address their maintenance/repair objectives or 
, measurement standards in the responses to this RFP. Contractors shall provide their expected. 
mean-time-to-respond and mean;time-to-repair for each of the major systems, Band C. The." .. ' 
Contractor shall be held to maintaining these standards as well as the standards noted in c,'" 

paragrap~ 5, Maintenance Liquidated Damages. 

Mel Response: 

MCl has read understands and will comply.. 

Rather than state Mel's standards for repair, MCl accepts. each of the required mean­
time-to-respond and mean-time-to-repair standards as set forth by the Commonwealth in 
this RFP. MCl will perform and complete: all· equipment JIJ,aintenance within eight (8) 

.;:> business hours after receiving notification from DOC that maintenance is required.or.· an'.. : ;'::'. 
.:. ITS outage. All maintenance services performed or provided will meet if not exceed all., : ' 

.: I ,', i. 

f: " . 1 I , 

:i ... of the various standards and requirements contained in this RFP. This also il1,cludes any.· .' " .' " .: '::' :.: 
and all preventative maintenance activities 'in accordance with the ITS hardware, and: , . 
software manufacturer"s. specifications. '., .,,'!' . ,', 

e. Each Contractor shall include a cleaning schedule for the inmate stations as part of the 
proposal. 

Mel Response: 

MClhas read understands and has complied with the following cleaning schedule. 

MCl's technicians will, as a normal part of their field service maintenance, perform a 
cleaning on any of the phones they have been dispatched to repair and will periodically '1 

review all phones for cleaning and minor repair. 

In response to this RFP requirement, the field technicians will perform a quarterly 
cleaning of all phones at all facilities. This will include a wipe down of each phone 
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with a sanitized cleaning agent. The cleaning will be noted within a maintenance log 
sheet and provided to the P A DOC at the end of each quarter. 

In addition to the above, at any point during the contract should a P A DOC employee 
notice that any phone or phones is in need of cleaning he/she may open a trouble ticket 
that will be treated as a minor repair. 

It is important to note that MCI will 'be installing all new or like new phones at the 
beginning ofthe co~tract term. 

5. Maintenance Liquidated Damages: 

a. Minor Emergency. 

(1) The Contractor shall respond, between 8 AM and 5 PM, Monday through Friday, to a 
. minor malfunction of the equipment and .cabling ;,ovithin eight (8).working hours after notification 

between the hours of 8 AM and 5 PM. The inl'Date stations, locqtion processors, the central 
processor, and the monitoring and recording equipment shall be repaired 24-hours a day, 
seven days a week, 365 days a year. Reference Attachment 3 for locations. Included in the 
repair of the inmate. stations is the repair of the software, cards, etc. that control the operation 
of the inmate telephones. If the Contractor fails to respqnd within eight (8) working hours, the 
Contractor agrees to pay tei th.e Commonwealth $300.00 as an initial liquidated damage, and 
$15.00 for each and every hour of delay"after the first eight (8) working hours. All repairs or . 
replacements shall be 'completed within twenty-four'(24) workirig hours following response to '.' 
notification of a minor emergency malfunction, and the Contractor must exhibit a best efforts 
approach to the completion of the repairs or replacement during the first twenty-four (24) 
working hours following re'sponse to notification. If the Contractor fails to exhibit best efforts, as 
determined by the using agency (DOq, with the concurrence of the Commonwealth, to 
complete the repairs or replacement within twenty-four (24) working,hours following initial 
response, the Contractor agrees to pay'the Commonwealth as liquidated damages the sum of 
$200.00 for each and every' calendar day of delay. .. 

Mel Response: .• 
•• '., : .1, 

.·MeI has read, understands and will comply.";" 

.. "'Mel will follow all Minor repair guidelines as set forth in S.a.l above. 'MCl .' 
. 'understands that failure to meet the gUidelines will result in the liquidated damages as .,' 

also described within this section. ,. , . . ... '. 

It 'is important to nqte that MeI's first line of service response is to remotely log into the 
system. Mer considers this remote access to be the initial Contractor Response to, the 
trouble ticket. , To facilitate this remote capability, Mel installs a fully networked 
Frame Relay infrastructure providing a high speed connection at each of the P A DOC 
sites. It is MeI's experience that many of the troubles can be corrected via this remote 
access. 

(2) For the purpose of this proposal, a minor emergency shall be defined as, or all of the 
following: 

(a) A failure of between 10% and 49% of the inmate stations in a bank of telephones to 
function as they are normally intended. 
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(b) A failure that incapacitates the monitoring and recording capability on up to 49% of the 
inmate lines at an SCI. 

(c) A failure of any peripheral equipment which renders it incapable of functioning as it was 
intended. 

(d) Indication of m~nor alarm condition in any of the processor equipment. 

MCI Response: 

MCl has read understands and agrees. 

MCl will respond to these types of occurrences within the time frames as set forth by 
the Commonwealth in S.a.l of this RFP Tab 8. 

b. Major Emerg.ency 

(1) The Contractorshali respond by arriving at the site on a 24-hour per day basis, 7 days 
per week, 365 days of the year, to'a major failure (Le., processor failure) to the 
equipment/software within three (3) hours after notification. If the Contractor fails to respond by 
arriving at the site within three (3) hours, the Contractor agrees to pay to the Commonwealth 
$300.00 as initial liquidated damages and $15.00 for each and every hour of delay after the first 
three (3). hours. All repairs or replacements shall be .started within ·the first contiguous twenty~ .. 
four (24) hours following response to notification ofa major system failure, and the Contractor.·· 
must exhibit a best efforts approach to completion of the repairs or replacement during the first 
contiguous twenty-four (24) hours. following response to the notification. If the Contractor fails to 
exhibit best efforts; as determined by the using agency, with the concurrence of the Office of 
Administration, to complete the repairs or replacement within twenty-four (24) hours following.; 
initial response, the Contractor agrees to pay the Commonwealth as liquidated damages the 

. sum of $300.00 for each and every calendar day of delay. 

MCI Respon~e: 

MCl has read, understands and will comply. ~ ". ; .:1: :." I 

MCl will follow all Major repair guidelines as set forth in S.b.l above. MCl 
: i: ; 1\.:' understands that failure to meet the guidelines will result in the liquidated damages·.· as' '!' . 

. ,,'.,". also described within this section: '.'; 

It is important to note that MCl's first line of service response is to remotely log ~into . 
the system. MCl corisiders this remote access to be the initial Contractor Response to 
the trouble ticket. To facilitate this remote capability., MCl installs a fully networked 
Frame Relay infrastructure providing a high speed connection at each of the P A DOC 
sites. It is MCl's experience that many. of the troubles can be corrected via this remote 
access. 

(2) For the purpose of this RFP, a major emergency shall be defined as, but not be limited to, 
an occurrence of any or all of the following: 

a. Any failure of a processor or the common eqUipment which renders the system at a SCI 
incapable of performing normal functions. 
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. b. A failure that incapacitates the monitoring and recording capability on 49% or more of the 
inmate lines at a SCI. 

c. A failure of 50% or more of the inmate stations in a bank of telephones to function as they 
are normally intended. 

Mel Response: 

MCr has read understands and agrees. 

MCr will respond to these types of occurrences within the time frames as set forth by 
the Commonwealth in 5.a.l ofthis RFP.Tab 8 

c. Assessment of Liquidated Damages: Liquidated damage charges specified in the 
preceding paragraphs shall not be assessed where performance of the Contractor's obligations 

, are prevented or delayed by an act of God, freight embargoes, strikes, fire, or acts of 
government, provided the successful Contractor notifies the using agency of such 
circumstances and the using agency, with concurrence of the Office of Administration, 
reasonably determines thatthe failure to perform within the specified time was beyond the 
.control and without the fault or negligence· of the Contractor. " 

'; Mel Response: 

"Mcr has read understands and agrees. 

d. Maintenance Liquidated Damage Major and Minor. Monthly Report: Contractor shall 
furnish a cumulative monthly management report, which will be em ailed to the Office of 
Administration and the Department of Corrections. The Contractor shall provide report design in 
response for Systems Band C. The report shall be associated with its dispatch center(s) 
logging, tracking, and updating Commonwealth service calls as proposed in the RFP. The 
Contractor shall also manage the!Commonwealth maintenance liquidated damages in the ',',' 
same cumulative monthly report. 

'. ,·lVt~l Re~PQnse: 
• ••••• ';:;, •• ,' :' .~ •• ;,>1 .,; 

MCr has read understands and will comply. 

As'stated'within this Section, MCr will open a trouble ticket for each and every Major 
and Minor trouble reported by the Commonwealth. The Ticket Manager system offers a :;, ' 
very comprehensive suite of reports. Each month MCr will present the Commonwealth 
with a management report detailing each of the above requested items to include 
dispatches, maintenance and calculated liquidated damages. 

In addition to the monthly reporting, MCl will provide selected P A DOC personnel with 
access to Mel's Ticket Manager System. At any time, the PA DOC can view active 
tickets ticket, view history reports or a host of other helpful and informative 
information, MCl will provide training of the DOC staff at' any time during the contract 
term. 
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'i . .. .... .': .. ' " .. list Ticket Crlterill ," .,"-. :,', , .. , .. 1 -' , 

:~ 

6. Preventive Maintenance:' . 

a. Contractor Responsibilities: The Contractor shall be responsible for 

preventive maintenance as may be required by the equipment manufacturer and as necessary 
to maintain the mean-time-to-fail criteria. 

Mer Response: 

MCI has read underst~ds and will comply. 

As the Prime Contractor, MCI will assume all responsibility of preventive maintenance 
on the propose ITS as necessary to maintain the requested mean-time-to-fail criteria. 
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b. Develop Maintenance Logs: The Contractor shall develop a log for inmate station 
inspections, and for maintenanye work performed on all stations, location processors or system 
control devices, the central processor, and the monitoring and recording equipment. The log is 
to be submitted to the Office of Administration and the DOC monthly or to be included in the 
weekly Maintenance Trouble Ticket Report requested in Part 2.5-5.l.h. Weekly Maintenance 
Trouble Ticket Report. A sample log must be submitted with the proposal. 

Mel Response: 

MClhas read understands and will comply. 

MCI utilizes its Ticket Manager System for the logging and tracking of all maintenance 
activities performed on the systems to include those listed in 5.6.b above. The logs may 
be viewed directly by the DOC utilizing the Ticket Manager as described in MCls 
response to 5.2d of this section or MCl can provide the log with the monthly Trouble 
Ticket Report. A sample log report is provided below. If the below listed log is 
unacceptable to the P A DOC, MCl would be willing to duplicate and conform to any 
format that is currently in use. 

Contract: NYDC 
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7. Maintenance Obligation: Maintenance shall include, but shall not be limited to, the 
provision of facilities, personnel, transportation, lodging, labor, parts, software, modifications 
and any other items/services relating to routine and preventive maintenance at no additional 
charge to the Commonwealth or using agencies. Contractors shall consider these 
items/services In their proposals. 

Mel Response: 

MCr has read understands and will comply. 

As stated throughout this RFP respbnse, MCr currently manages 16 State Departments 
of Corrections contracts to provide inmate telephone services. The experience MCr has 
gained though the management of these contracts has allowed MCr to build a very 
detailed Contract Cost Schedule. MCr details all items required to provide the service. 
over the term ofthe agreement within this Cost Schedule. MCr has included each of the 
items listed above within the cost schedule and understands that the Commonwealth or 
any using agencies will not and can not be accessed any additional cost for the listed 
items. 
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8. Maintenance Responsibility: 

a. All Suppliers Responsible Until Problems Identified: Malfunctions which cannot be 
immediately or unequivocally diagnosed and pinpointed to a certain item of equipment, 
software, or service shall require the participation of all service suppliers until responsibility for 
the problem has been unequivocally established. 

In no instance shall the failure to resolve the issue of responsibility relieve any of the service 
suppliers of the mutual obligation to restore system operability with the least impact on the 
availability of inmate telephone service. 

Mel Response: 

MCI has read understands and will comply. 

MCI will work on all maintenance issues until completely resolved to the satisfaction of 
the Commonwealth: MCl's. success in the Inmate Telephone Market is a direct 

, reflection of its excellent working relationship with each of its service suppliers. MCI 
will ensure that all suppliers are involved with the mutual obligation to restore system 
operability in the event that MCI carmot immediately or unequivocally diagnose any 
system malfunctions. At no time, will a system malfunction whether inmate phone or 
ITS ever go unresolved. All issues will be managed and addressed until closure and 
satisfaction of the Commonwealth. 

;.', 

b. Successful Contractor is Point of Contact: As a part of main'tenance responsibilities, the 
successful Contractor shall represent the using agency in contacts with the telephone service· 
provider in order to identify. and correct problems with telephone service. 

Mel Response: 

MCI has read understands and will comply. 

As the Prime Contractor, MCI assumes all responsibility for all levels of maintenance,_ 
responsibilities to include the serving telephone lines. All access lines are ordered 
·1ili~er MCr s name to ensure that: MCI has the ability to work directly with the LEC·,AlI 
·long. distance service is provided by MCl 011- MCl's owned: and operated network and as 

.. , . stich MCl has complete control of trouble maintenance and repair ofthe services. Inthe 
unlikely event that an agency. ordered line has an impact on the ITS, MCI will represent 
the agency. 

9. Performance Requirements and Reliability/Availability: The Commonwealth requires that 
the Contractors network meet or exceed all· industry standards. On line performance 
requirements are at 99.999%. The Contractor must also meet certain performance standards 
such as Mean Time To Respond, Mean Time TO,Repair and Timely Installation as defined in 
the Commonwealth Performance Standards. Mean time to respond is located in 2.5-F 
Maintenance Requirements. Mean time to repair is located in 2.5-F 5 Maintenance Liquidated 
Damages a Minor Emergency b. Major Emergency. Installation in Part 6,31 liqUidated. 

Mel Response: 

MCI has read understands and will comply. 
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Mcr will meet each of the perfonnance requirements listed within this RFP to include 
the on line up time requirement of99.999%. 

10. Project Manager and Implementation Plan: 

The Contractor shall appoint a project manager to oversee the total installation of service for 
the overall project. This project manager shall be responsible for all coordination with the 
existing Local and/or Interexchange Telephone Companies concerning installation and 
maintenance of all inmates' telephones. However, the Contractor shall not order or place in 
service any type of eqUipment or facility, which would result in charges to the Commonwealth, 
without a written order from the Commonwealth. 

MCI Response: 

MCI has read understands and will comply. 

As th~ largest provider of Inmate Telephone Systems to' State Departments of 
Corrections in the US today, MCr is clearly the most experienced vendor with regard to 
system installation. MCr has managed the'installation of Inmate Telephone Syst,ems in 
the State's of California, New York, Florida, Ohio and Virginia just to name a few.', 

Mike Spadoni is one of MCl's most experienced installation and maintenance managers.:; , 
and will be assigned as the proj~ct manager for this procurement. He has personally : 
managed the installation of systems equivalent to the size and scope of the",: 
Commonwealth of Pennsylvania. As the Project Manager, Mike will oversee all aspects " 
of the installation of services at each PA DOC SCI. ,Mike's responsibilities will include 
but not limited to interacting with the LEes for circuit ordering and installation and " 
maintenance of inmate phones. Mike will also have a team of experienced 
professionals at his disposal to assist in the installation ta*. He will have the option ,',' 
assigning tasks to other MCr personnel with similar experience. This team approach to " 

,',1- J installation has allowed Mer to successfully'install tens of thousands ofinmate phones. ":' 

. ': 

,'1 b. The contractor shall be solely responsible for the compatibility, of the proposed service 
and equipment with any and all circuits and facilities as provided by the LEC and all other 
common carriers to meet the requirements of these specifications. 

Mel Response: 

MCI has read understands and will comply. 

c. It is imperative that the existing levels of service only be minimally interrupted or 
diminished in each facility. The contractor shall develop a plan that shall ,ensure total system 
wide interoperability for any or all services provided to the DOC. This plan shall be reviewed 
and approved by the DOC and OA prior to implementation of service. 

MCI Response: 

MCr has read understands and will comply. 
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As stated in MCl's response to item 10.a above, MCI is one of the most, if not the most 
experienced vendor with regard to system implementation. MCI will develop and 
submit for approval by DOC and OA a finalized installation time line, much like. the 
one provided in Mel response to item 10.e of this section, that will ensure minimal 
interruptions during installation and normal maintenance of each correctional facility. 
MCI will keep customer impact to a non-existent, or minimal. MCI's field service 
technicians will be highly trained and well versed in the ITS as well as in inmate and 
coin phone repair. Down time or). full scale systems will be kept to an extreme 
minimum. 

d. The Contractor shall provide a detailed time line schedule for all in service and/or change 
of service activity. Critical Patc~/GANTT charts to end testin~ on all telephones. 

MCI Response: 

MCI has read understands and,will comply. 

MCI will provide qetailed time line schedules for all in service and / or change of 
service activity. And critical Patch/GANTT charts to the end testing on all telephones. 

e. The inmate telephone serviges project is requiring completion within six (6) months from 
the date of the contract award~ If Contractor requires additional time include the reasons why.' 
and its time for completing the project.· . . 

MCI Response: 

MCI has read understands and will comply. 

MCr proposes that" a Systerri:wide' Insta1lation and conversion is estimated to take 
approximately 90 to .. 120' clays, and. iricludes site survey~, ordering of telephone· ., 
facilities, installation of new inmate 'telephone station equipment, installation: and 
testing of rcs system equipment and platform, cutover to the new system and rcs :user 
training of DOC facility staff .. The following timeline provides a more detailed account 
ofthe steps necessary to performthe system-wide installation. 

Although the listed below timeline has been built based upon MCl's experience, this 
same experience tell us that no schedule is finn until the Project Manager has met with 
the customer to understal1d the customer's specific requirements and needs. MCI is 
confident that it can complete the' process in the projected 90 to 120 days; however 
specific P A DOCs and Commonwealth requirements may add time to this schedule. 
MCI will work withPA DOC and Commonwealth to develop a customized 
implementation plan and specific time sched.ule that takes into account these special 
requirements! 
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