












































 CenturyLink Public Communications, Inc. dba CenturyLink
 Item: JM14012

 Attachments
 CenturyLink Response to UDC RFP JM14012 - Sample Bill.pdf
 CenturyLink Response to UDC RFP JM14012 - Sample Reports.pdf
 CenturyLink UDC JM14012 - Attachment D - Cost and Commission Revenue Sheet.xlsx
 CenturyLink Response to UDC RFP JM14012 - Alternative Cost Proposal.pdf
 CenturyLink Response to UDC RFP JM14012 - 2. Executive Summary.pdf
 CenturyLink Response to UDC RFP JM14012 - 3. Protected Information.pdf
 CenturyLink Response to UDC RFP JM14012 - 4. Financial Stability.pdf
 CenturyLink Response to UDC RFP JM14012 - 5. Detailed Response.pdf
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Account Number: 555555555 Page: 3 of  6 
Bill Date: Jul. 20, 2014

Carrier Changes and Information

555-555-5555
Local Toll Carrier: NO PIC (10X1)
Long Distance Carrier: NO PIC (10X1)

Details of Your CenturyLink Voice Services
Local Service Period: JUL 20 - AUG 19

Services for: 555-555-5555

Monthly Charges
Local Services

1 Pty Residence Line 17.50
Expanded Local Call Serv 1.00
Federal Subscriber Line & Access Recovery Charge 7.66

Total Monthly Charges $26.16

One Time Charges
** Installment 5 of 6 Inside Wire 1st Hour T/M 14.16
Total One Time Charges $14.16

Adjustments
** Access Recovery Charge JUL 01 To JUL 19 .32
Total Adjustments $.32

Taxes, Fees, and Surcharges
Local Phone Service

CORYELL 9-1-1 Fee .50
CORYELL Sales Tax .07
Federal Excise Tax .84
TEXAS Sales Tax 2.66
TEXAS State 911 .06
TEXAS Universal Service Fee .69
Universal Service Fund Surcharge 1.26

Total Taxes, Fees and Surcharges $6.08

Total Voice (including Taxes, Fees and Surcharges) $46.72

** Nonregulated Charge(s) - nonpayment for NONREGULATED SERVICES OR 
PRODUCTS may result in the disconnection or restriction of such services, and 
such delinquencies may be subject to collection. Local services will not be 
disconnected for nonpayment of nonregulated charges. Nonpayment of toll 
charges may result in the disconnection of toll service, and such delinquencies 
may be subject to collection.
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Account Number: 555555555 Page: 4 of  6 
Bill Date: Jul. 20, 2014

Item Date Time Called From Called To Number Type Plan Min Charge
1 JUN18 8:05P LANSING KS COPPERASCV TX 555-555-5555 Collect 26 4.68
2 JUN21 12:01A UNIV SVC FUND FEE 555-555-5555 0 .78

Total f r 555-555-5555 26 5.46

Details of Other Companies

3rd-Party Charges

The billing parties on these pages are not carriers, 
although they may contain some carrier charges.

Non-Telecom Services

Detail of Charges

o

Total of Itemized Charges 26  5.46

Total for ILD TELESERVICES INC 26  5.46

The above calls are presented for carrier ILD TELESERVICES INC 
If you have questions regarding these calls please contact
ILD TELESERVICES INC at800-433-4518.

ILD TELESERVICES INC billing on behalf of CenturyLink

Taxes, Fees, and Surcharges
TEXAS Sales Tax .34

Total Taxes, Fees, and Surcharges $.34

Total 3rd-Party Providers (including Taxes, Fees and Surcharges) $5.80
Includes 3rd-Party Charges of $.00 Telecom and $5.80 Non-Telecom.

This portion of your bill is provided as a service to the company identified above. There is no connection between
CenturyLink and this company. If you have any questions concerning this section of your bill, please call 
the company contact number(s) listed above.
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Account Number: 555555555 Page: 5 of  6 
Bill Date: Jul. 20, 2014

¦¦ Texas Division of Emergency Management - Hurricane Preparedness Guidelines
¦¦ Preparing for Hurricane Season: June 1- November 30.
¦¦ Evacuation Planning: When a hurricane threatens, listen for instructions from local officials. When they
¦¦ call for an evacuation in your area, get going without delay. Discuss evacuation plans with your family
¦¦ BEFORE hurricane season June 1 -- Nov. 30. Make a checklist of what you need to do before you leave town
¦¦ and review it. Monitor NOAA weather radio and local TV and radio broadcasts during storm season. Prepare an
¦¦ emergency supply kit including: radio, flashlight, extra batteries, extra eye glasses, bottled water,
¦¦ non-perishable food, dry clothes, bedding, insurance information, important documents, medications, copies
¦¦ of prescriptions and special products for babies, the elderly and medically fragile family members. Learn
¦¦ evacuation routes before storm season. When there is a hurricane in the Gulf, keep your gas tank as full as
¦¦ possible. Expect traffic delays in an evacuation. Register in the State of Texas Emergency Assistance
¦¦ Registry (STEAR) on line at https://STEAR.dps.texas.gov or Dial 2-1-1 to register if you have a disability
¦¦ or medical needs or if you simply do not have transportation: Gulf coast residents in evacuation zones with
¦¦ a disability or medical needs -- who do not have friends or family to help -- or do not have transportation
¦¦ should register in STEAR in advance.
¦¦
¦¦ Division de Administracion de Emergencias de Texas Directrices para Huracanes Preparando para la temporada
¦¦ de huracanes durante el 1 de junio hasta el 30 de noviembre.
¦¦ Evacuacion en caso de Huracan: Cuando exista una amenaza de huracan, escucha las instrucciones de
¦¦ funcionarios locales. Cuando llamen para una evacuacion en su area, salgase del area lo mas pronto posible.
¦¦ Discute los planes de evacuacion con su familia ANTES de la temporada de huracan, que
¦¦ comienza el 1 de junio hasta 30 de noviembre. Haga una lista de lo que usted debe hacer antes de salir de la
¦¦ ciudad y revisela. Escuche la radio y television durante la temporada de huracanes. Prepare un equipo de
¦¦ emergencia incluyendo: radio, linterna, repuesto de baterias, anteojos extras, agua embotellada, alimentos
¦¦ no perecederos, ropa extra, ropa de cama, informacion de seguro, documentos importantes, medicinas, copias
¦¦ de recetas medicas y productos especiales para bebes, las personas mayores y miembros de la familia
¦¦ medicamente fragiles. Aprenda sus rutas de evacuacion antes de la temporada de huracanes. Cuando hay un
¦¦ huracan en el Golfo, mantenga el tanque de gasolina lleno. Este consiente de que habra demoras de trafico.
¦¦ Puede registrese con el 'State of Texas Emergency Assistance Registry' (STEAR) via su sitio web:
¦¦ https://STEAR.dps.texas.gov o llamando al 211 para registrarse, si usted tiene una discapacidad o
¦¦ necesidades medicas o si simplemente no tiene transporte. Los residentes de la
¦¦ costa del golfo en zonas de evacuacion con una discapacidad o necesidades medicas -- quienes
¦¦ no tienen amigos.

¦¦ FREE Enrollment| With CenturyLink's My Account service, you can update your billing information, view and pay
¦¦ your bill and much more. Visit us online at www.centurylink.com/myaccount.
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Account Number: 555555555 Page: 6 of  6 
Bill Date: Jul. 20, 2014
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Admin Setup Only Report 

 

Attorney Registration Status Report 
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Call Detail Report 

 

 

 

Call Record Statistics Report 
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Debit Balance Report 

Debit Statement Report 
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Debit Activity Report 
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Debit Transaction Report 
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Frequently Used PANs Summary Report 
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Frequently Used PANs Detail Report 
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Frequently Called Numbers Report 
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Global Number Report 

 

 

 

  

Bid JM14012State of Utah

BidSync10/23/2014 p. 694



10

Global Number History Report 
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Inmate Alerts Report 

 

Inmate PANs Report 
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Inmate Status Report 

 

 

Number Alerts Report 
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PIN Fraud Report 

 

Prepaid Summary Report 
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Recording Access Report 
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Revenue Report 
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Revenue Summary Report 

 

 

Station Activity Report 
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Station Group Report 
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Inmate Suspensions Report 
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Trunk Usage Report 
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Volume Users Report 
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JM14012 - Inmate Telephone Service Cost Sheet

Offeror Name:

Points Possible 317
Rates and Commissio 251* Total cost points will be made up of the two listed areas. 
Guaranteed Monthly 66**

Rates and Commissions Total Minutes Used for Evaluation

Inmate Collect
Maximum 

Connect Fee 
Allowed

Proposed 
Connect Fee

Maximum 
Per Minute 

Fee Allowed

Proposed Per 
Minute Fee

Minutes Used 
for Evaluation of 

Cost

Estimate of 
Mandated Fees 

per call

Subtotal of 
Estimated 
Revenues

Proposed 
Commission %

Subtotal of Proposed 
Commission Payments

Description Minutes # of Calls Collect
# of Calls Debit  Pre-
Paid Card or Advance 

Pay

Local $2.10 $2.10 $0.00 $0.00 482 541 $0.15 $43 371.59 90% $39 034.43 Local 3 216 940 19 302                                 109 376                         
Intra-Lata $2.00 $2.00 $0.15 $0.15 451 395 $0.40 $111 088.81 90% $99 979.93 Intra-Lata 3 009 303 18 056                                 102 316                         
Intra-State $2.00 $2.00 $0.15 $0.15 4 $0.18 $0.56 90% $0.51 Intra-State 25 -                                        1                                     
Inter-State $0.00 $0.00 $0.25 $0.23 45 847 $1.31 $12 938.45 0% $0.00 Inter-State 305 646 1 834                                   10 392                           
Mexico $2.75 $2.75 $0.85 $0.85 38 $4.24 $45.86 90% $41.27 Mexico 250 2                                           9                                     
All Other Countries $3.75 $3.75 $1.10 $1.10 42 $6.04 $65.28 90% $58.75 All Other Countries 277 2                                           9                                     

Inmate Debit, Pre-Paid Card or 
Advance Pay
Local $1.80 $1.80 $0.00 $0.00 2 734 399 $0.13 $210 658.18 90% $189 592.36
Intra-Lata $1.50 $1.50 $0.15 $0.15 2 557 908 $0.37 $574 761.34 90% $517 285.21
Intra-State $1.50 $1.50 $0.15 $0.15 21 $0.33 $5.02 90% $4.51
Inter-State $0.00 $0.00 $0.21 $0.19 259 799 $1.08 $60 566.96 0% $0.00
Mexico $2.75 $2.75 $0.85 $0.85 213 $5.18 $252.00 90% $226.80
All Other Countries $3.75 $3.75 $1.10 $1.10 235 $7.38 $359.20 90% $323.28

$1 014 113.25

$846 547.05 *

Guaranteed Monthly Payment $81 000.00 **

Payphone Call Cost $1.00
Payphone Commission 55.00%

Evaluation Revenue Total:

Commission Payments Total for Evaluation:

CenturyLink Public Communications  Inc.

Column C  E  G  I  B34  B35 and C32 are Required Fields
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State of Utah CenturyLink: Page 1 of 1
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Due Date: August 11, 2014

CenturyLink Response: Accept and comply.

CenturyLink offers the following commission rate offers to other interested political subdivisions 
located within Utah.

As required, these facilities would be extended the same level of service as the State DOC
facilities.
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Section 5 – Detailed Response 

State of Utah CenturyLink: Page 1 
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  July 31, 2014

Beginning of Redacted Proprietary / Confidential Information

End of Redacted Proprietary / Confidential Information
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Section 5 – Detailed Response 

State of Utah CenturyLink: Page 2 
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  July 31, 2014

CenturyLink Response: Accept and comply.

The two tables below provide CenturyLink’s current and former customers for the last five years; they 
are labeled “Current CenturyLink Customers” and “Former CenturyLink Customers”. One of our 
customers, the Southwest Indiana Regional Youth Village (SWIRYV), was transferred to another 
inmate telephone service provider by mutual consent of CenturyLink and SWIRYV. We have not lost 
any customers prior to the expiration of the contract. 

We note that CenturyLink’s market approach is to target only those customers where we feel we can 
best serve their individual needs.  As a result, our customer list is far shorter than most other providers.  
At the same time, our unique network and corporate resources mean that our customers tend to be 
larger state DOCs.  We request special consideration from UDC as you evaluate our abilities and past 
service history.

CenturyLink wishes to exempt the following information from public disclosure. Our customer 
contact list is proprietary and disclosure would give our competitors an opportunity to 

undermine our position with these customers. Furthermore, many of these customers have 
asked that CenturyLink not release their contact information publicly.

For these reasons we request that UDC exempt it from public disclosure pursuant to Utah Code 
Subsections 63G-2-305(1) and (2), and 63G-2-309. This information is provided under PDF file 

named CenturyLink Response to UDC RFP JM14012 – Section 2. Protected Information. 
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 1 
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

Table of Contents

RFP Purpose, Background, and Other Information............................. 2

Detailed Scope of Work ........................................................................ 9

1. Technical and Security ......................................................... 9 

2. Installation Requirements ..................................................119

3. Inmate Communication Enhancements ..............................132

4. Maintenance .....................................................................159

5. Service and Reliability .......................................................169

6. Costs and Commission Structure........................................205

Minimum Mandatory Requirements/Qualif. and RFP Instructions.. 218
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 2 
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 3 
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 4 
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 5 
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 6 
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 7 
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 8 
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 9 
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink understands that UDC’s Detailed Scope of Work requirements are considered minimum 
specifications necessary to be considered for a contract and certifies that we meet or exceed all 
minimum specifications as detailed in our following responses to each Scope of Work requirement.

Summary: Security and Operational Tools

Security Features

Full call detail search, filtering, flagging, 
reporting 

Data Detective link & pattern analysis

Voice print biometric PIN verification 

Inmate-to-Inmate Call Detection (“ICER”)

Industry-leading reverse lookup

Phonetic key word search (optional)

Continuous voice biometrics (optional) 

Operational Features

The Communicator staff / inmate communication module = kiosk-like functionality

Additional automated information services for family members
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 10
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

System Upgrades and Enhancements
Upon availability of upgrades and/or enhancements to the Enforcer system UDC will be notified of the 
new release updates and provided documentation of the features and functionalities of the software 
release. The Enforcer is designed with the highest level of configurability possible. Processes are 
executed utilizing software whenever possible to ensure the system is highly flexible and adaptable to 
the varying needs of each individual facility. Based on this “soft” design and extensive networking 
capabilities, all of the features and functionality of the Enforcer can be accessed and maintained 
remotely. All upgrades will be provided at no cost. A detailed description of our Software Development 
Methodology is provided in response to Section 1.44

Inmate Communication Enhancements
CenturyLink’s detailed description and offer concerning technology available for inmate systems and 
methods to enhance communications with friends and family is provided in response to Section 3 - 
Inmate Communication Enhancements.

Maintenance and Service
CenturyLink’s detailed description for Maintenance and Service is provided in response to Section 4. 
Maintenance and Section 5. Service. As an introduction to these Sections, we would like emphasize 
that CenturyLink’s focus is on preventative maintenance so that we identify and resolve equipment, 
software, and network issues before they are customer impacting. Our Operations Team will perform 
hands-on preventative maintenance inspections on the Enforcer system calling platform and all 
inmate phones on a regularly scheduled basis. 

A trouble ticket will be established to document the preventative maintenance process, and 
additional trouble tickets will be opened and tracked as necessary, if the need for additional 
repairs is identified. 

Through remote access, verification of telephone and trunk usage is completed prior to 
arriving on site to ensure quality repairs. 

The inmate telephone dial pads and handsets are checked for functionality, usability, 
appearance and voice quality. 

All backboards, telephones and wiring are checked. The circuit interfaces are checked for 
errors to ensure that all connections are clean and secure. 

Routine traffic analysis for stations and trunks are conducted to determine failing 
telephones or lines to provide proactive maintenance and reduce downtime for the phones. 

Ongoing remote and onsite assistance is available to all Enforcer users.
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 11
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.

CenturyLink provided inmate telephones as well as payphones will all have built-in user controlled 
sound volume capability.

CenturyLink proposes the Wintel ITC7090SS Coinless Inmate Phone with volume control, which is the 
overwhelming choice for inmate facilities throughout the industry. This hardened inmate phone meets 
and exceeds the listed requirements above. 

The Wintel ITC7090SS Coinless Inmate Phone with volume control has been
constructed to be tamperproof and is constructed of 14-gauge stainless steel and 
designed for indoor or outdoor inmate use. Features and benefits of the Wintel 
ITC7090SS are listed below: 

Magnetic hook switch
Built-in user controlled volume “LOUD” button on all inmate telephones
Meets all ADA requirements for user controlled amplification
Rugged vandal resistant housing especially designed for inmate use
Sealed handset suitable for heavy use and abuse areas
Security screws to minimize tampering
Confidencer technology filters out background noise at the 
user’s location
Armored handset cord equipped with a steel lanyard (1000 
lb. pull strength) and secured with vandal resistant retainers
Hearing aid compatible and FCC registered (DF4USA-
75652-CC-E)

If UDC prefers a different color, size, design, etc., other Wintel 
models are available. Wintel manufactures the highest quality 
inmate telephones, handsets, visitation kits, visitation phones, 
private speakerphones, cord free phones, and associated 
replacement parts for all. 
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 14
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

This is an area of particular strength for CenturyLink. As part of a Tier 1 network provider, CenturyLink 
“over-provisions” bandwidth to ensure the highest grade of service standards – P.05 GOS at a 
minimum. Local administrators will examine traffic and call termination reports to ensure the highest 
rates of call completion.

The Enforcer system is also built with multiple points of redundancy to continue to operate in the event 
a connection fails. For example, if the validation database server connection is disabled for any reason, 
the system can continue to complete debit, collect and prepaid collect calls using the on-board 
database cache until the connection is restored. Call detail record creation and storage, call recording 
storage and reporting capabilities are resident within the system and are not dependent on any outside 
or remote system to function.

In addition, adminstrators will listen to selected calls (only with UDC prior consent) to ensure calls are 
”toll quality”. Our Enforcer system architecture uses standard digital signaling protocol G.729 for 
standard voice connections. When combined with our bandwidth provisioning, we are able to ensure a 
minimum “Mean Opinion Score (MOS)”, of 4.0 or better (0 = pure noise, 5 = pure sound).

Regardless of these measures, we will work with UDC personnel to ensure call quality is to your 
satisfaction.
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 15
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.

CenturyLink will install all new “standardized” cut-off switches in the control rooms or other locations as 
desired by UDC, taking into account the inevitable uniqueness of certain locations that will be evaluated
with a thorough walkthrough and consultation with UDC staff. To meet the requirement for audible 
monitors, CenturyLink will install dedicated workstations, a net book type device for UDC staff to 
monitor live calls in the “control rooms”. 

The workstations will also have the ability to cut-off live calls as well as shut-down single phones,
groups of phones, or all (system-wide) phones from the workstation system interface in addition to the 
manual cutoff switches UDC is requesting. CenturyLink will deliver a system that meets the needs of 
UDC to monitor and control the inmate phones. The “system” will have the ability to be remotely 
shutdown from an authorized workstation.

CenturyLink will work with the incumbent contractor to coordinate a systematic change-out of inmate 
communications system(s)/services while minimizing disruption of service. CenturyLink and the 
incumbent contractor have experience, over the past couple of years, of transitioning services for other 
state department of corrections’ prison facilities with minimal disruption of service and in cooperation 
with each other.

The local workstations that CenturyLink is offering will be connected locally to our premise based 
system. Remote UDC users not on the UDC network can connect to the system over the Internet when 
provided with the necessary security log on information. CenturyLink can offer UDC a direct connection 
from their network to our local system in Draper via a local physical firewalled connection or via the 
public Internet. The Internet connection between the UDC network and the Enforcer system can be 
configured and setup in various ways to meet UDC network security protocols. 
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 16
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

In our installation plan, we will ensure that CUCF is cutover first to the new Enforcer system.
CenturyLink will install and make operational both systems and test prior to the actual cutover from the 
incumbent system to our Enforcer system. As mentioned earlier, the proposed workstations will be 
either a net book type device or small desktop computer depending on the available space where the 
workstation will be installed. The CenturyLink provided workstations at both UDC locations will connect 
directly to that locations “system”. If desired by UDC, all workstations can access both systems by 
means of an account profile setting of the UDC user. UDC users approved to access the Enforcer 
system from a remote location, a location other than Draper or Gunnison can do so via a VPN 
connection or a SSL session depending on UDC network security network protocols.

CenturyLink Response: Accept and comply.

CenturyLink is proposing a premise based Enforcer system with local call control that enables all 
inmate telephones to function concurrently at P.05 GOS (see response to 1.5 above). In addition, the 
system will have internal redundancy across sites so that a database or processor failure at one site will 
not impact calling.

To achieve this, the Draper facility will contain our Main Database Server with a backup fail-over server 
on one of our local call processors so in the unlikely event the Main Database Server has a failure, the 
Fail-Over Server will handle call control until the Main Database Server is restored to normal service. 
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 17
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

The Draper Facility will contain a Recording and Storage server that will accommodate recordings and 
system data from Draper and Gunnison. At Gunnison, the system will contain its own call processors as
well as a third Fail-Over Database server in the unlikely event of a major event at the Draper facility that 
impacts the network or the “physical” integrity of the “System”. Call recordings for Gunnison will be 
stored locally with a back-up copy at Draper. 

Further, in the highly unlikely event of catastrophic failures at both Draper and Gunnison, UDC’s data 
will be additionally backed up to our San Antonio Data Center site. This ensures no data will be lost in 
any event.

CenturyLink Response: Accept and comply.
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Section 5 – Detailed Response

State of Utah CenturyLink: Page 18
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

There is no reason not to utilize a T-1 system. CenturyLink’s Enforcer system is certainly capable of 
operating with single access lines – however, our typical configuration is for T-1 connectivity. The 
Serving Wire Centers at both UDC sites have T-1 capabilities as confirmed by our Network Engineering 
organization and it is our intent to use these higher level bandwidth services. We also have the option 
of augmenting to Ethernet speeds at Draper if needed throughout the term of the contract.

CenturyLink Response: Accept and comply.

The telephones and major equipment CenturyLink is proposing have been installed in other inmate 
telephone accounts for nearly 10 years. None of the proposed equipment or applications is “beta,” and 
CenturyLink has a history of reliable service in our existing accounts. 

The Enforcer system call processors are off the shelf and commercially available and require no patent 
rights for the hardware. As for the software that runs the Enforcer system, our subcontractor partner 
ICSolutions developed the earliest version of the Enforcer system in 2005 and has regularly updated 
and enhanced the Enforcer since that time. 

This is the same Enforcer system that CenturyLink provides to other state DOCs, including the 
Alabama DOC, Kansas DOC, and Nevada DOC. Where licensing is required for certain calling system 
components, licensing agreements, all of which extend for periods well beyond the term of this contract, 
have been obtained. CenturyLink is proposing the following major equipment:

Inmate Phones
Wintel ITC7090SS Coinless Inmate Phone with volume control. The inmate telephones have been 
constructed to be tamperproof and are constructed of 14-gauge stainless steel and designed for indoor 
or outdoor inmate use. Features and benefits of the Wintel ITC7090SS are listed 
below: 

Magnetic hook switch
Built-in volume user controlled volume “LOUD” button on all inmate 
telephones.
Meets all ADA requirements for user controlled amplification.
Rugged vandal resistant housing especially designed for inmate use.

 Sealed handset suitable for heavy use and abuse areas.
Security screws to minimize tampering.
Confidencer technology filters out background noise at the user’s location.

Bid JM14012State of Utah

BidSync10/23/2014 p. 792



Section 5 – Detailed Response

State of Utah CenturyLink: Page 19
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

Armored handset cord equipped with a steel lanyard (1000 lb. pull strength) and secured with 
vandal resistant retainers. 
Hearing aid compatible and FCC registered (DF4USA-75652-CC-E)

Cutoff Switches
The KS-6100 Kill Switch Box is designed to provide Manual telephone cut-off capability where it is 
needed. The Kill Switch Box features standard 25 pair Amphenol type connectors for in-coming wiring 
from the system or punch down block, and for outgoing wiring to the telephones. Easy to install and 
connect. Velcro cable retainers are provided to prevent accidental cable disconnection. On/Off marking 
indicators are provided to assure proper switch position for the function you choose.

TMG, Inc. 
KS-6100-12 Kill Switch Box 
Body: High Security, 14 Gauge Steel 

Size: 9 3/4”L x 7”D x 3”H 
Paint: Scratch Resistant Black Powder Coat 
Weight: 5 lbs. Each 
Mounting: Rubber Feet for Desk Top use or Holes for Wall 
Mounting 
Wiring: Standard 25 pair wire, 24 gauge 
Connection: Male Amphenol Connector with Velcro cable 
retainer 

Applications 
Maximum Security Prisons 
Segregation Housing Units 
Holding Cells 
Prison Hospitals 
Any place a temporary phone may be required 

The KS-6100 will accommodate any standard Inmate Telephone, coin telephones as well as other 
types of telephones. 

Also available with 6 Switch and 24 Switch 
KS-6100-6-0 6 Switch Box with 0 Amphenol connectors Size: 5”L x 7 1/2”D x 3”H 
KS-6100-6-1 6 Switch Box with 1 Amphenol connector 
KS-6100-24-1 24 Switch Box with 1 Amphenol connector   

Call Control Equipment
Database & Recording Storage server
SuperMicro 826TQ-R500LPB chassis.  (see below specs)
Deployed into service in Nov 23, 2010. They have operated flawlessly in ICS HQ, Milwaukee, and 
IADOC.

Bid JM14012State of Utah

BidSync10/23/2014 p. 793



Section 5 – Detailed Response

State of Utah CenturyLink: Page 20
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

Enforcer Call Processor
SuperMicro 6017R-WRF chassis (see below specs)
This model was brought on line Dec 19 2013. The previous generation has been in service since Aug 
25, 2011.

Database / storage server:
Mfg Model Description
SuperMicro 826TQ-R500LPB 2U chassis with redundant power
SuperMicro X9SRI-F Server motherboard with redundant networking and 

lights-out-management
Intel E5-2620 V2 1 x 2.1GHz 6 core "Ivy Bridge" CPU
Varies Varies 24GB (6 x 4GB) DDR3-1866 ECC (Error Checking and 

Correcting) RAM
Hitachi HUC109030CSS600 300GB 10,000RPM SAS hard drives
Western Digital WD1003FBYX Enterprise grade 1TB SATA hard drives
LSI 9750-8i SAS RAID card (Server grade storage controller)

Call processor:
Mfg Model Description
SuperMicro 6017R-WRF 1U Server with redundant power
SuperMicro X9DRW-iF Server motherboard with redundant networking and lights-

out-management (included in 6017R0WRF)
Intel E5-2620 V2 2 x 2.1GHz 6 core "Ivy Bridge" CPU
Intel EXPI9402PTBLK 2 port Gigabit Ethernet network card (SIP traffic has 

dedicated network)
Varies Varies 16GB (4 x 4GB) DDR3-1866 ECC (Error Checking and 

Correcting) RAM
Western Digital WD1003FBYX Enterprise grade 1TB SATA hard drives

CenturyLink Response: Accept and comply.
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State of Utah CenturyLink: Page 21
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

The System is delivered with a 2.2/3.0KVA rated uninterruptible power supply (UPS) unit. In the event 
of a commercial power outage, the inmate phones and the Enforcer ystem will continue to operate for 

up to 2 hours in the absence of commercial power or during a “Brown-
Out” condition. If 2 hours is insufficient additional battery stacks can be 
added to extend the amount of time the system can run on the UPS .  

CenturyLink’s proposed Enforcer system solution also deploys line protection to further shield the 
system, phones and lines from lightning and power surges.

The Enforcer includes software which is in constant communication with each UPS unit deployed. The 
UPS Monitor (UPSMon) software checks the status, utility voltage, battery capacity, remaining run-time 
and UPS Load. The software runs automatically and initiates an alert 
via email (to the Technical Assistance Center) anytime there is a loss 
of utility power, for any duration. 

Most utility power interruptions are very short in duration and the alert is provided as information only. 
Any time the utility power is interrupted for a longer time period, the alert contains detailed information, 
including ‘up time’ remaining on the UPS. The UPS controlling software is also programmed to perform 
a graceful shut-down of the affected system one minute before the battery power is exhausted.

In addition to the automated analysis that is on-going, the Technical Assistance Center can view the 
status of all UPS units in service at any time on demand:

In addition, detail for each site can be retrieved by selecting an individual system as shown below:
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State of Utah CenturyLink: Page 22
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.

CenturyLink proposes to use industry standard guidelines to properly ground the system. This 
grounding will serve has primary and secondary protection. Primary protection is designed to protect 
people and structures; secondary protection is designed to protect system components from damage 
caused by direct or indirect lightning strikes.

1. Bonding: Bond or electrically connect together at a single point all of the grounds used for 
protectors and communications equipment. To include all electrical and telecommunications 
systems and lines in the equipment room where the Enforcer system will be located.

2. Physical Connections: Make sure to use the recommended ground wire size and UL Listed 
ground wire for connections. For ground wire over 60 feet in length, the next largest wire gauge 
will be installed.

3. Check Ground System Impedance: Test the existing ground system against earth ground to 
ensure no difference in potential between the two. If there is a difference, resolved the 
mismatch. 

4. Cable Shields: The metal cable shield will be bonded to the protector/ground system to ensure 
proper grounding of electrical and telephony cables.
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State of Utah CenturyLink: Page 23
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink will install the MCO25 ITWLinx Modular Surge Gate secondary protection on the 
station side (inmate telephone set) and install the MLLT1 on the T1 circuits that connect to our 
calling platform equipment.

PRODUCT SPECIFICATIONS:
UDC Approval . . . . . . . . . . . . . . . . . . . . . . . . . UL 497A (Secondary)
LED Indicators . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . N/A
Grounding Requirements . . . . . . . . . . . . . . . Uses Electrical AC ground
Recommended Ground Impedance. . . . . . . . . . . . . . . . . . . . < 0.5 Ohm
Width . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 4.25"
Height . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 5.87"
Depth . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 1.5"
Weight . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 0.8 lbs

SIGNAL LINE SURGE PROTECTION:
TELCO CIRCUIT PROTECTION
Signal Perfect Circuitry . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes 
Auto-Resetting PTCs. . . . . . . . . . . . . . . . . . . . . . 160 mA (8–10 Ohms)
Clamping Level . . . . . . . . . . . . . . . . . . . . . . . . . 260V (T-R, T-G, R-G)
Response Time . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 1–5 Nanoseconds
Capacitance. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . < 50pF
Suppression Modes. . . . . . . . . . . . . . . . . . . . . . Metallic & Longitudinal
Wires Protected . . . . . . . . . . . . . . . . . . . . 50-wires (25-pairs, pins 1–50)
Termination Type . . . . . . . . . . . . . . . . RJ-21X (Male In / Female Out)
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PRODUCT SPECIFICATIONS:
UDC Approval . . . . . . . . . . . . . . . . . . . . . . . . . . UL 497A (Secondary)
LED Indicators . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . N/A
Grounding Requirements . . . . . . . . . . . . . . . . Uses Electrical AC ground
Recommended Ground Impedance. . . . . . . . . . . . . . . . . . . . . < 0.5 Ohm
Width . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .4.25"
Height . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 5.87"
Depth . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 1.5"
Weight . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 0.8 lbs

SIGNAL LINE SURGE PROTECTION:
TELCO CIRCUIT PROTECTION
Signal Perfect Circuitry . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes
Auto-Resetting PTCs. . . . . . . . . . . . . . . . . . . . . . . 160 mA (8–10 Ohms)
Clamping Level . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  . . . . . . .  . . . 70V
Response Time . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 1–5 Nanoseconds
Capacitance. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . < 50pF
Suppression Modes. . . . . . . . . . . . . . . . . . . . . . . . Metallic & Longitudinal
Wires Protected . . . . . . . . . . .. . .5-wires, 2-pairs per jack (pins 1,2 &4,5)
Termination Type . . . . . . . . . . . . . . . . . . . . . . . . . . . RJ-48C or RJ-48S)

CenturyLink Response: Accept and comply.

As part of the CenturyLink implementation process, CenturyLink will install and test (see below) all 
inmate phone lines, telephones and communication equipment at no cost to the State to ensure proper 
functioning and blockage intercept of incoming calls. The on-premise IP Gateways are incapable of 
processing an inbound call – as a result no inmate telephone is capable of receiving an incoming call.  
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System Size
SITE

Modem line allows incoming and outgoing calls?
Router line allows incoming and outgoing calls?

Does T1 allow toll free dialing?

Do recording from hard drive need to be transferred to alternative recording media?
Do CDRs from hard drive need to be transferred to alternative recording media?

Are calls going through validation?
Are calls cashing after validation? Y       N Cash time frame?

Local rates verified?

Interstate rates verified?
Inmate received PIN numbers?

Calls without PIN not complete?
Calls to ANIs not on PAN completed?

Long distance calls being completed?
Local calls being completed?
TTY to voice test calls completed? Voice to TTY test calls completed?  Mute accepted programmed?
If inmate states name one time is recording working properly?
Proper system availability programmed?
All inmate phones and jacks tested?
All inmate phones and jacks identified by port?
Cut off switches installed and properly working?
Number of cut off switches?
Any TTY units provided?

On all Ports?Live calls monitored?

IntraLATA rates verified?
InterLATA rates verified?

PINs loaded and working? 

Recorded calls played back? How many?
Incomplete calls checked to verify reason call was incomplete?

Connection fee verified?

Reviewed system with customer

Calls on global allow list completing?

Private (attorney or other as requested by customer) blocked from monitoring?
Attorney numbers loaded into system as private (unless facility request otherwise)?

Private (attorney or other as requested by customer) blocked from recording?

Customer Training
Verified end-users could log-in and using http://ksdoc.ctlenforcer.com

ITS Installation Cutover Sheet

Network Tests

Test Calls

System Specification

Icons are all tested and properly work?
Information backup source (CD or Tape) tested?

Number of T1 cards

ITS provider has B1s loaded for validation?

T1s tested to allow outgoing calls only?

WAN connection verified?
Workstation has proper Icons available as customer requested?

Number of analog cards
Number of station cards

B1s tested to allow outgoing calls only?
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CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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CenturyLink Response: Accept and comply.

CenturyLink’s proposed Enforcer system is able to accommodate almost any type of house wiring, 
including 24 awg twisted pair. In addition, based on the site surveys we do not anticipate any issues 
that would require installation of new conduit or cable. If additional capacity is needed in the future, 
CenturyLink will install at no cost to the State.

CenturyLink Response: Accept and comply.

The Enforcer system offers fully integrated digital recording and monitoring capability with the option to 
record every call or to track only those phone numbers selected for recording. This function is not 
detectable by the line users and does not impact the quality of the phone connection.

Critical Call Monitoring Functions include:

Silent, undetectable monitoring

Allows multiple simultaneous monitoring sessions

Search function to isolate calls of interest

Monitoring has no impact to recording function

Ability to monitor from a remote workstation or PC via LAN, WAN or Internet

Protection of privileged calls from monitoring

Ability to disconnect call in progress while monitoring

Ability to “barge in” to calls in progress and speak to both parties

Ability to scan active calls (monitor each for a defined time period.)
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CenturyLink Response: Accept and comply.

CenturyLink will comply with UDC’s request for signage. Upon award CenturyLink will work with 
representatives of UDC to provide signage that will meet the above requirements.

Both the inmate and called party are notified upon acceptance of the call that the call may be recorded 
and monitored for security purposes. If the call is accepted by the called party, the inmate hears the 
following: “Thank you for using CenturyLink. This call may be monitored or recorded. You may begin 
speaking now.”  

CenturyLink Response: Accept and comply.

CenturyLink will connect inmate phones to the Enforcer call processor and will have full recording and 
monitoring capability, with the exception of privileged attorney calls as required by the facility.  All 
recordings, unless otherwise directed by UDC, will be stored online for the life of the contract.

CenturyLink Response: Accept and comply.

CenturyLink’s Enforcer system offers local and remote connectivity for monitoring and recording 
purposes. 
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For UDC workstations that are local, such as the three current UDC workstations and other on-site 
workstations as defined by the Department, CenturyLink provides unlimited simultaneous access to call 
data, recording, monitoring and all other system functionality. As the number of local workstations/users 
accessing data grows, the on-site system design easily accommodates these users.

For remote users, as the number of workstations/users grows, CenturyLink’s network capabilities 
enable us to ensure more than sufficient bandwidth is available to access the system database. The 
only limiting factor is the “access” bandwidth available to the user (e.g. from a remote user’s home 
internet service). The bandwidth used to monitor an active or streaming call is 64 kbs.  If a remote user 
downloads a large report, the bandwidth needed is variable depending on the transaction being 
conducted – again, in this case the user’s access bandwidth would be the limiting factor.  If there are 
any concerns about remote user bandwidth, bandwidth limitation rules can be set up on network 
devices for quality of service control.  

Bottom line:  No one is better able to ensure quality, scalable system access than CenturyLink.  

The Enforcer system has been successfully used by many law enforcement and corrections officers 
and investigators to remote access from their computers into the Enforcer. The agents have the ability 
to conduct investigations through the use of reports, monitoring live calls or listening to recordings as if 
they were working from the administrative workstations on site.

CenturyLink also provides user level access based on the users need to block, unblock numbers, 
assign PIN numbers, post debit accounts, run reports, monitor live calls, and listen to archived calls that 
are stored on site for the life of the contract. 

CenturyLink Response: Accept and comply.

All inmate telephone stations will be connected to the Enforcer call processor and will have full 
recording and monitoring capability, with the exception of privileged attorney calls as required by UDC. 

The proposed CenturyLink Enforcer system configuration for the facility will include a RAID (Redundant 
Array Independent Disks) server solution for long-term recording storage. This solution avoids the 
hassles of loading and unloading tapes or optical disks, as all recordings are stored online for the life of 
the contract. The proposed RAID server for long-term recording storage will be configured to contain all 
recordings for immediate, on-line retrieval with no change of storage media.
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In the event that either call processor loses its link to the RAID server, each call processor will 
independently store and “queue” recordings until the connection to the RAID server has been restored. 
Retrieval of recordings, regardless of age, will utilize the same, simplified graphical user interface (GUI) 
operation provided by the Enforcer system.  

In addition, the Enforcer system will have internal redundancy across sites so that a database or 
processor failure at one site will not impact calling.

To achieve this, the Draper facility will contain our Main Database Server with a backup fail-over server 
on one of our local call processors so in the unlikely event the Main Database Server has a failure, the 
Fail-Over Server will handle call control until the Main Database Server is restored to normal service. 

The Draper Facility will contain a Recording and Storage server that will accommodate recordings and 
system data from Draper and Gunnison. At Gunnison, the system will contain its own call processors as 
well as a third Fail-Over Database server in the unlikely event of a major event at the Draper facility that 
impacts the network or the “physical” integrity of the “System”. Call recordings for Gunnison will be 
stored locally with a back-up copy at Draper. Further, in the highly unlikely event of catastrophic failures 
at both Draper and Gunnison, UDC’s data will be additionally backed up to our San Antonio Data 
Center site. This ensures no data will be lost in any event.
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CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

The Enforcer controls access to call record data, call recordings, call monitoring, reporting and all other 
system features by requiring a unique username and log-in password to initiate a session. Each 
username is linked to a customized set of privileges established by administrators when they granted 
that user access. 

These privileges range from being able to create or modify inmate data to being able to display reports, 
playback recordings, etc. These privileges can also define access by site or multiple-sites.  

A standard set (or several sets) of privileges can be created for booking officers, investigators and 
administrators prior to installation to speed up enrollment of all UDC users, but UDC staff with 
“Administrator” access will always be able to alter or revise the privileges allowed to any user,
can revoke access, or can require a user to select a new password at any time through the easy-to-use 
browser-based GUI (Graphical User Interface). 
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CenturyLink Response: Accept and comply.

All these system functions can be performed by UDC investigative personnel or any approved user who 
presents the proper user ID and password during workstation login. The following is a list of key system 
functions: 

Report Generation  

ID/PIN Administration

Allowed Number List Administration

Blocked Number Administration

Debit Account Administration

Call Record Queries

Silent Live Call Monitoring

Call Alert Administration

Privileged Number Administration

Call Recording Control

Call Recording Search and Playback

Call Recording Export to CD or DVD

Phone Shut Down

Call Terminate

Inmate Calling Privilege Management

Screenshots showing the administration of this information are shown below:
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CenturyLink Response: Accept and comply.

CenturyLink already performs attorney validation for Wisconsin, Texas, and neighboring Nevada DOCs, 
and performs quarterly audits of attorney numbers to ensure the list is up-to-date, and not being used 
by inmates to make non-recorded calls to parties who should be subject to recording.

Step 1:  Import from prior system
Through an existing transition services agreement with UDC’s current provider, CenturyLink will receive 
and preload the system with a file of attorney numbers that have been pre-configured for “non-record” 
status. Calls made to these numbers will not be recorded. 

Step 2:  Ongoing attorney verification
When an inmate submits a number request form indicating that a number is that of his attorney,
CenturyLink will verify that the number listed is in fact an attorney or legal counsel and subsequently 
protect calls placed to that number.

Our suggested “best practice” method of attorney registration and verification was developed in 
partnership with Nevada DOC. At NDOC, inmates  request the registration of their attorney’s phone 
number directly on the Enforcer system:  :

The inmate identifies an attorney by whom they want to be represented. 

The inmate makes a call through the Enforcer system, then selects option 5 (“register your 
attorney number”) from the Call Main menu. 

By following the prompts, the inmate provides the phone number of an attorney. This action 
places the phone number on a pending Attorney Registration list. 

An authorized user can then click on the Attorney Registration quick link under the Global 
Numbers tab to locate the number, add notes during the evaluation process, and either approve 
or reject the inmate’s request.
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CenturyLink Response: Accept and comply.

A total of two (2) full time System Administrators/Technicians and one (1) Salt Lake City-based
Program Manager will be hired to provide onsite service, maintenance and repair of the new inmate 
calling platform. CenturyLink is willing to hire existing staff members – with UDC approval - to minimize 
the impact to UDC staff. 

In addition to the dedicated resources listed above, CenturyLink has trained inmate 
communications specialists and technicians supporting our contracts with neighboring Nevada 
and Idaho DOCs; these personnel are in addition to hundreds of CenturyLink, Inc. traditional 
telecommunciations technicians deployed throughout Utah.. CenturyLink will ensure that all team 
members are fully qualified, appropriately trained and certified when necessary, to ensure knowledge 
levels in excess of the UDC’s expectations. 

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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Phase 2 – Formal Training at Cut Over
Formal training will be provided immediately after cutover to address in detail managing inmates, global 
numbers, monitoring, and the retrieval of call recordings. These training sessions can be conducted 
onsite or at a central training location at the discretion of the UDC.

This will allow multiple users an opportunity to see the system details with live data. The training will be 
conducted utilizing a laptop and projector and the training location must have Internet access. 
Scheduled sessions will be based on the number of users and the needs of the UDC Staff.  The goal of 
Phase 2 training is to fully prepare UDC personnel to operate the Enforcer. These sessions typically 
last approximately one hour depending on the user level.

Phase 3 – Post Cut Follow Up Training 
Follow up training will be provided no more than 30 days after all platform cutovers have been 
completed and users have had a chance to start using the Enforcer. This training can be conducted 
onsite or via webinar. 

The training method and the locations will be scheduled by the UDC. The goal of Phase 3 Training is to 
answer any new questions the users may have after working with the system. Phase 3 sessions 
typically lasts one hour depending on the needs of the users and the questions they may have. 

The standard training curriculum is detailed below. This is a typical training agenda which can be 
customized for the UDC.

A. Day-to-Day System Administration
Logging In
User Access Control Settings
Call Process Flow
Call Record Search
Blocked Number Administration
Inmate Editor Function
Create a new account
ANI Advanced Privileges and Controls
Entering PANs
Alerts on Inmate Accounts
Disable Account  
Search for Inmate Account
Print Account Information
Debit Account Administration
Interface functionality (if applicable)

B. Investigative Functions
Monitoring
Call Disrupt Function
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Recording
Recording Exempt Numbers
Setting Alerts (email, pager and phone)
Recording Search, Retrieval & Reporting 
Recording Export to CD
Report Generation

   
C. Automated Calling Process

Initiating a Call
Collect Call Process
Debit Call Process
PrePaid Collect

D. Service & Maintenance
Receiving Trouble Reports
Information Gathering & Preliminary Trouble-shooting
Trouble Reporting Instructions
Email updates on trouble tickets

E. Reference Tools
Quick Reference Guide
User Guide
Report Synopsis
Inmate Information Pamphlet in English & Spanish
Support Center

F. Contact Information
CenturyLink will provide a customized training curriculum for the UDC. Training classes will be 
scheduled to fit the UDC’s preferences and the schedules of the personnel involved in the 
training.  

Our systems have evolved with the input and recommendations by corrections industry 
experts, investigators, security personnel and officers, who use the systems on a daily 
basis, and provide the best feedback and concepts for further improvements to the 
system. 

Upon the release of upgrades and/or enhancements to the Enforcer, the UDC will be notified 
and provided documentation of the features and functionalities contained in that release, and if 
the UDC deems refresher training is warranted, that training will be provided.

Inmate Population Training
Inmate training is a simple but critical component of implementation. The CenturyLink Team’s 
inmate training checklist includes the following:

Placement of posters in day rooms and common areas 
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New calling procedures
Account information for family members (need to close out previous accounts)
Debit funding processes (no change)
Placement of leaflets at visitation
Production of pamphlet for intake packet (if desired)

Family & Friends Training
Training for family and friends is equally as important. This is one area where the CenturyLink Team’s 
customer service program is most valuable. Upon an inmate’s first call to a number following cutover, 
prepaid account holders are automatically routed to a live representative to initiate an account – not left 
to call us separately on their own. 

CenturyLink’s installation process includes training for ALL parties – staff, family members, and 
inmates. In addition to pamphlets for intake packets, CenturyLink technicians (subject to approval by 
facilities) will place 8.5” x 11” posters describing system and functionality. CenturyLink also has a 
multimedia center that has produced training videos for inmates in other states; we are able to 
customize this video for the UDC’s specific needs.

CenturyLink Response: Accept and comply.

The Enforcer system will be configured to place the inmate on hold once the called party answers the 
automated operator, preventing the inmate from hearing the called party or being heard by the called 
party until active called party acceptance is confirmed. In other words, the inmate cannot hear or 
communicate with the called party until the call has been positively accepted. Both the inmate and 
called party are notified upon acceptance of the call that the call may be recorded and monitored for 
security purposes: If the call is accepted by the called party, the inmate hears: “Thank you for using 
CenturyLink. This call may be monitored or recorded. You may begin speaking now.”

CenturyLink Response: Accept and comply.

The Enforcer system provides fully automated (mechanized/electronic) calling, using an automated 
operator resident within the system. Access to live operators is neither required nor permitted at any 
time.
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CenturyLink Response: Accept and comply.

The Enforcer prompts are configurable and will be deployed only after UDC approval of exact wording. 
Voice overlays are also configurable in terms of the wording delivered to the inmate/family member and 
the timing of announcements.  

Whenever prompts or other announcements are being delivered to either the inmate or family member, 
the call timer is automatically turned off. This is achieved because the Enforcer processes calls using a 
unique 4-channel separation process (inmate speaking, family member speaking, inmate prompts, and 
family member prompts) – as a result the timer can be automatically turned off whenever one of the 
speaking channels is not available.  This 4-channel separation process also allows investigators to 
isolate specified portions of a recording (e.g. listening only to the inmate side of the call at 125% speed) 
to greatly speed up the review of a call.

The Enforcer currently has prompts developed in multiple languages: English, Spanish, French, 
Russian and Hmong. The default is English and Spanish only - language is selected by the inmate as 
part of the call setup process, using a one-digit code: “For English, press 1; for Spanish, press 2.” (or 
“3” for French, etc.). If additional languages are needed, CenturyLink will provide at no cost to UDC.

CenturyLink Response: Accept and comply.

All inmate telephone stations will be connected to the Enforcer call processor and will have full 
recording and monitoring capability, with the exception of privileged attorney calls as required by UDC. 

The proposed CenturyLink Enforcer system configuration for the facility will include a RAID (Redundant 
Array Independent Disks) server solution for long-term recording storage. This solution avoids the 
hassles of loading and unloading tapes or optical disks, as all recordings are stored online for the life of 
the contract. The proposed RAID server for long-term recording storage will be configured to contain all 
recordings for immediate, on-line retrieval with no change of storage media.

In the event that either call processor loses its link to the RAID server, each call processor will 
independently store and “queue” recordings until the connection to the RAID server has been restored. 
Retrieval of recordings, regardless of age, will utilize the same, simplified graphical user interface (GUI) 
operation provided by the Enforcer system.  

In addition, the Enforcer system will have internal redundancy across sites so that a database or 
processor failure at one site will not impact calling.
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To achieve this, the Draper facility will contain our Main Database Server with a backup fail-over server 
on one of our local call processors so in the unlikely event the Main Database Server has a failure, the 
Fail-Over Server will handle call control until the Main Database Server is restored to normal service. 

The Draper Facility will contain a Recording and Storage server that will accommodate recordings and 
system data from Draper and Gunnison. At Gunnison, the system will contain its own call processors as 
well as a third Fail-Over Database server in the unlikely event of a major event at the Draper facility that 
impacts the network or the “physical” integrity of the “System”. Call recordings for Gunnison will be 
stored locally with a back-up copy at Draper. Further, in the highly unlikely event of catastrophic failures 
at both Draper and Gunnison, UDC’s data will be additionally backed up to our San Antonio Data 
Center site. This ensures no data will be lost in any event.

CenturyLink Response: Accept and comply.
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As shown in the screen below, more specific restrictions can be set from the Inmate Account Profile.  
Once the Status of the inmate account is changed to “Restricted” in the Inmate Account Profile, 
authorized users may customize calling restrictions; note the “Restrict___ Calls Every____ 
(Day/Week/Month),” and “Free Calls Allowed” fields below.

Inmate Account Profile

To block calls only from a specific inmate to a particular number add the number to that inmate’s PAN 
(Personal Allowed Number List) and select the check box in the “Block” column as shown below.

Edit PAN - Add Inmate-Specific Call Block

Suspend Call Privileges
The Enforcer supports the suspension of inmate calling privileges by PIN. Authorized personnel may 
enter a timeframe (i.e. 24 hours) or a specific date/time when the suspension is to end. At that point, 
the suspended inmate may only call legal counsel until the suspension period ends. When the 
suspension is over, calling privileges are automatically restored by the system at the time designated
by the authorized user.
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Inmate suspensions are defined in the Inmate Profile screen. At the bottom of this screen is the Inmate 
Suspension section highlighted by a red box.

Inmate Profile – Inmate Suspension

By selecting the Suspensions button, users will be brought to the following screen which will enable 
them to complete suspending call privileges.
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Suspension of Calling Privileges

Displayed are two categories of Suspensions. ‘Full’ means the inmate will not be allowed to place any 
calls, including calls to attorneys or free numbers. ‘Standard’ is the default setting and allows the 
inmate to place calls only to attorneys or numbers that are identified as privileged numbers. Once the 
desired type of suspension has been selected, users must define the length of time that this suspension 
should take effect.   

Select the appropriate Start Date for the suspension (either immediately, or in the future), and then 
select either the End Date or the Duration (in hours, days, weeks, or months). Lastly, click the 
Notes/Comments tab to add any further required information.  Once all of this has been completed, 
select the Create button. This will automatically make the suspension active. Authorized personnel may 
disable a suspension manually at any time. 

CenturyLink Response: Accept and comply.

Standard blocks are established for each system at the time of installation. These include directory 
assistance, 911, emergency, pay-per-call services, 1010XXX access codes, toll free numbers and live 
operators. In addition, the CenturyLink project team will work with the site to populate the blocked 
number table with facility personnel telephone numbers, and will work with the outgoing vendor to 
incorporate any telephone numbers which were blocked due to complaints of harassment, etc.
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On the Called Party Side
Announce the name of the inmate and location of the facility
Allow called party to optionally check their account balance (Prepaid Collect calls only)
Allow called party to accept or reject a call
Allow called party to set a future block status on calls (block inmate only, or block all calls from 
correctional facility)
Play a “one minute remaining” message on call duration (Debit or Debit Card calls)

CenturyLink Response: Accept and comply.

The Enforcer system will be configured to place the inmate on hold once the called party answers the 
automated operator, preventing the inmate from hearing the called party or being heard by the called 
party until active called party acceptance is confirmed. In other words, the inmate cannot hear or 
communicate with the called party until the call has been positively accepted. Both the inmate and 
called party are notified upon acceptance of the call that the call may be recorded and monitored for 
security purposes: If the call is accepted by the called party, the inmate hears: “Thank you for using 
CenturyLink. This call may be monitored or recorded. You may begin speaking now.”

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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Report Name Description

Attorney 
Registration 
Status

Counts for attorney phone numbers in Global Number 
list. 
Provides quantity, percent of total, and total quantity of 
attorney phone numbers in the Enforcer by status 
(approved, rejected, pending)
Benefit: Quick response to attorney requests + 
tracking attorney registration process

Attorney 
Registration 
Rejects

List of all inmates for which a requested attorney has 
been denied. 
Benefit: Tracking inmates attempting to fraudulently 
set up non-recorded calls.  

Call Detail

Completely configurable database search engine (by 
payment method, minimum length of call, site location, 
time period, call termination type, etc.)  Provides 
detailed call information  (billed start time, dialed 
number, site called from, recording status, call cost, 
detected 3-way attempt, alerted calls, etc.)
Individual user queries can be saved   for future use.
Benefit: Configurable search capability for site 
operations, investigative, fiscal, or any other DOC 
personnel.

Call Record 
Statistics

Summary of calls by call type, completion code, and 
call count. The report can be requested by site name 
or for all sites for a user-specified date range. 
Benefit: Provides summary of calling trends by site

Frequently 
Used PANs 
Summary

Lists all allowed numbers by user-specified number of 
inmates using number. Lists called number, called 
party, number of instances (calls), and the number of 
sites.. 
Benefit: Provides quick report of potential suspicious 
numbers used, for example, for coordinating gang 
activity. 

Frequently 
Used PANs 
Detail

Provides additional detail regarding inmate names and 
PINs using number.
Benefit: Additional detail for investigations

Global 
Number

Detailed report for all parameters that are found in the 
Global Number Table, e.g. all blocked numbers, all 
free numbers, all do not record (attorney) numbers, all 
notes, random note text searches, and alerts.
Benefit: Summary reports for special number 
administration – attorneys, Informant Lines, PREA 
Hotline, Tip Lines, etc.
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Report Name Description

Global 
Number 
History

Historical records of all changes made to ANI phone 
number to include an audit trail for users who made 
the changes
Benefit: Summary audit records for DOC operations 
management

Inmate Alerts

Lists all alerts that have been activated for each 
inmate. The report lists site name, inmate ID, inmate 
name, phone number, name associated with the called 
number, and phone number/email address for each 
alert type that has been set up.
Benefit: Summary audit records for DOC investigations 
management

Inmate PANs

PAN (personal allowed number) list for the inmate. The 
report also includes any restrictions associated with a 
PAN (blocks, free call, do not record, passive mode).  
Benefit: Summary record for number administrators 
and DOC site staff responding to inmate inquiries

Inmate Status

Listing of inmate IDs, passcodes, inmate account 
status (active/inactive), site and location, the current 
number of PANs being used and allowed, and any 
associated notes. Can be generated for a specific 
inmate or all inmates, and can be sorted by inmate 
active/inactive status.
Benefit: Assists site operations personnel in inmate 
management and inquiries

Number 
Alerts

Lists all alerts that have been activated for a called 
phone number: site name, phone number, name 
associated with the called number, and phone 
number/email address for each alert type that has 
been set up.
Benefit: Coordination between investigations staff 

PIN Fraud

Listing of each call on which an inmate attempted to 
use an incorrect PIN. For each call, the report lists the 
site, CSN, station ID, station name, inmate name, 
inmate ID, passcode, the PIN number attempted in the 
CDR, the actual PIN, and extra digits. 
Benefit: Summary information for investigations and 
site operations staff
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Report Name Description

Prepaid 
Balance 
Summary

Provides account (phone numbers) for all called 
numbers that have an established prepaid Account. 
The report includes the project number, billing ID, 
account/phone number, balance, and current status of 
active/non-active. 
Benefit: Summary information for responding to friends 
and family inquiries, if necessary

Recording 
Access

Listing of all call records that have been listened to 
during a user-specified date range. The report lists the 
user ID of the person who listened to the call, the CSN, 
inmate ID and name of the inmate who made the call, 
called number, and date the user listened to the call 
record.
Benefit: Important audit tool for DOC system 
administration

Revenue

Call counts, durations, billed minutes, revenue and 
revenue percentage for each call type, grouped by 
account (payment) type. 
Can be requested by specific site or for all sites for any 
previous calendar month either in PDF, Excel, or CSV 
format
User-defined date ranges. 
Reports can be generated by facility, including number 
of call attempts vs. completions, total minutes, and 
revenue breakout.
Benefit: “At your fingertips” summary tool for fiscal staff

Station 
Activity

Summary of all calls, by site and by station, made for a 
user-specified date range. Includes site name, station 
(phone) port, station (phone) name, attempted calls, 
accepted calls, etc.
Benefit: Site operations - Quick identification of phones 
out of service. Investigations – identifying phones 
being dominated by an inmate or group of inmates for 
some reason.

Station 
Group 
Privileges

Listing of station groups (phones) that are assigned to 
specific inmates (i.e., phones from which inmates are 
allowed to make calls), if used by DOC. 
Benefit: Summary report for site operations personnel
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Report Name Description

Inmate 
Suspensions

Listing of all inmate suspensions. Lists site name, 
inmate ID, inmate name (first, middle, last), whether 
the suspension is full or partial, start/end date/time, 
and user notes (usually a description of the reason for 
suspension).
Benefit: Summary report for disciplinary

Trunk Usage

Summary of all calls that have been dialed and 
connected to the network by trunk. The summary is 
defined by site name, trunk, out-dialed Calls, accepted 
calls, and the percentage of accepted calls.
Benefit: Primarily used by CenturyLink, and sometimes 
site, network personnel

Volume 
Users

Summary of high telephone volume usage by inmates. 
Can be generated by site or threshold type (quantity of 
calls or total minutes). Results are listed by site name, 
inmate ID, inmate name (last, first, middle), number of 
calls, and minutes count (total minutes).  
Benefit: Filters suspicious calling activity

Remote Access Security
The Enforcer system can be accessed from any Internet-enabled computer. Since one system will 
handle every UDC facility, there will not be a need to sign in to different systems to access data.  
Access is simple; if an individual has access to the Internet, they can use their office sign-on and 
password from any state office building, UDC headquarters, residence, hotel room, etc. Nothing 
else is required.  

Security is through Hypertext Transfer Protocol Secure (HTTPS) which is a communications 
protocol for secure communication over a computer network, with especially wide deployment on
the Internet. It is the result of simply layering the Hypertext Transfer Protocol (HTTP) on top of the 
SSL/TLS (Secure Sockets Layer/Transport Layer Security) protocol, thus adding the security 
capabilities of SSL/TLS to standard HTTP communications. 

The security of HTTPS is that of the underlying TLS, which uses long term public and secret keys 
to exchange a short term session key to encrypt the data flow between client and server.
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Safeguards to Protect Against Loss of Call Data
The Enforcer is designed with a distributed processing architecture to minimize the risk of catastrophic 
system failure and reduce the risk that any single component could result in a complete system outage. 
The most susceptible components are equipped with internal redundancy and/or hot swappable spares 
(hard disks, cooling fans, power supplies) to ensure minimal risk of service affecting failure and 
reduced time to repair. Each Enforcer is built utilizing Enterprise grade components which provide the 
highest level of performance and reliability. The Quality Standard for the Enforcer is 99.999% system 
availability.

Each processor will contain an array of mirrored drives along with a separate database server. By 
distributing the phones among multiple processor chassis, and among multiple processor boards within 
each chassis, the impact of failure of one processor is minimized. 

Additionally, each system is monitored on a 24X7 basis utilizing Nagios and Nagios monitoring 
applications. These applications monitor both hardware stats and application software. In the event of a 
failure, the application will generate alerts to the appropriate rapid response personnel. 
  
Critical system data, call records and call recordings are stored on an array of non-volatile hard disks to 
ensure that any prolonged interruption in power does not result in loss of call records. The disk array 
provides both reliability and redundant drives for maximum protection of the facility’s data. In addition, 
call records and critical system data are transmitted via WAN connection to our Network Operating 
Center and stored on industrial quality RAID servers. Should a catastrophic event occur at the site, the 
data is safe and can be restored quickly. 

CenturyLink Response: Accept and comply.

Each call attempt results in the creation of a call detail record. The record is created as soon as the 
handset is lifted and the record content builds as the call progresses. Calls in progress can be viewed 
on the system near real time and completed call records are available to the user for reporting as soon 
as the call is terminated.  

Detailed information about the Enforcer’s capabilities to generate real time special reports is provided 
above in our response to the previous requirement Item 1.34.

Information regarding Data Detective Visual Analysis and Call Pattern Analysis is provided in response 
to Section 3 – Inmate Communication Enhancements and also below for convenience.
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Data Detective Visual Link Analysis & Call Pattern Analysis

Visual Link Analysis

Data Detective Link Analysis provides powerful data mining tools for investigators. Using Link Analysis, 
UDC staff will be able to search varying degrees of separation in order to establish links from inmate to 
inmate or end user to end user. Links are established when an end user (outside the facility) interacts 
with one or more inmates through The Enforcer system, or when multiple end users interact with the 
same inmate(s). These linked “interactions” can include:

Inmate phone calls
 Access Corrections / Keefe Deposit services
 E-messaging services

Key features of Link Analysis include:

Facility staff can explore important data using a dynamic visual map.
The unique design of the visual map allows investigators to quickly find connections and patterns.
Link Analysis is a web-based program. Authorized facility staff can use it from their own desktop 
or laptop computer, in addition to using onsite workstations.

This tool will automatically be applied to all calling and payment information. The UDC will have access 
to Link Analysis reports in real time 24 hours a day, 7 days a week. These reports can be searched by 
date range and include all calling and transaction information, including the called party (or depositor’s) 
address. 

Below is a sample Link Analysis visual map. In this sample, an end user “Michael Miller” has received 
phone calls from multiple inmates. The visual map displays Michael Miller’s name, phone number, and 
total number of calls received, as well as all the inmates who called him. 

The visual map also shows other call recipients who interacted with one or more of the same inmates 
as Michael Miller. Again, all reports are available 24/7, and reports can also be exported to Excel or 
downloaded as a PDF. 
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For example, if a pattern of regular communication exists between a particular inmate and a called 
party, and then communication suddenly ceases altogether, the absence of calling could indicate that 
the inmate has obtained the use of an illegal cell phone, on which he or she is making these phone 
calls. If calling to this telephone number suddenly resumes on the regular schedule, but it is a different 
inmate who is placing the calls, this could indicate that the called party is merely facilitating 
communications to the outside world and possibly assisting in the completion of illegal communications.

Call Pattern Analysis identifies relationships and calling patterns among inmates, called parties, and 
even other inmates. Call Pattern Analysis then detects subtle and dramatic changes in these 
relationships and calling patterns to identify calls, inmates, and called numbers as suspicious. Call 
Pattern Analysis will increase the productivity and efficiency of your investigative staff by automatically 
identifying calls of interest that are most likely to provide actionable intelligence.

Detailed queries can be structured – based upon timeframe, called number and\or inmate PIN – to help 
investigators pinpoint calls of interest, such as:

Phone numbers called by multiple inmates
Phone numbers that appear on multiple inmates’ PAN lists
Phone numbers that appear on an inmate’s PAN list but are never called
Frequently called numbers
Sudden absence of an inmate’s regular calling
Sudden absence of calling to a particular number
Changes in regular calling times/days
Increase in inmate calling over a finite period
Decrease in inmate calling over a finite period
Increase in calling to a particular BTN over a finite period
Decrease in calling to a particular BTN over a finite period
Transfer of communication patterns from one inmate PIN to another inmate PIN

Investigators can use this information to isolate call recordings of interest. Or, they can use the ITS’ 
custom reporting tools to create detailed reports containing particular data of interest – for example:

A list of all numbers called by more than one inmate within a specified timeframe;
A list of all calls attempted by a particular inmate during a designated timeframe
A list of all telephone stations used to dial a particular telephone number. 

The system’s flexible reporting application allows investigators to create custom queries based upon 
any combination of the data that is collected for each and every phone call, and to save these custom 
queries locally or globally in order to quickly run the reports again over future timeframes.

Listen Queue

Once calls are identified as suspicious and needing further review, the Enforcer’s Listen Queue tool 
helps Investigations manage case activities.  Depending on the Department’s rules, authorized 
listeners can choose calls randomly or be ‘forced’ to listen to identified calls in order, then include notes 
and follow-up.  All functions are tracked for management review. 
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The Notes query function provides a valuable search tool for locating call notes, system notes, and 
inmate notes. This function is accessible by selecting the Notes quick link under the Call Info tab. The
Notes Query function lets you search for notes based on the origin or content of the note, including:

Inmate notes that were entered manually on the Inmate Profile by a user

Inmate notes that were generated automatically by the system based on a user action (such as 
transferring an inmate to a different physical site within the correctional facility, or changing an 
inmate PIN/passcode)

Call notes generated automatically by the system based on events during a call (such as a 
called party refusal to accept a call)

Call notes entered manually for a specific CDR

Notes (manual and automatic) associated with a specific called party number (displayed in a 
Number Detail Record in the Global Number table)

Call notes generated automatically when a user performs an action while monitoring a live call

Account-related notes entered manually by a user (for collect accounts only)

Additionally, you can limit a notes query to a specific inmate, user name (the person who 
entered the note), called party, or a text string.

The Note Type pull-down list lets you search or a specific note type, as described in the table below.

Notes Query - Note Type Descriptions

Note Type Description
All Searches all notes – usually used with a text string search
Attorney Registration Searches for notes created automatically when a user approves an Attorney 

Registration request submitted by an inmate
Auto Note Searches for all notes created automatically by the Enforcer
Call Processing Searches for notes created by the call processor (IVR), such as a call refusal 

by a called party
CDR Searches for notes created manually by a user on the CDR
Collect Account Searches for notes created manually by a user on a Collect Account record
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In addition, the Enforcer offers several tools to query and report PAN information. These include:

Display all PAN records for an inmate account.
Display all Inmate ID’s having access to a specific PAN.
Display all free or no-charge PAN records
Display all PAN records having administration blocks 
Display all PAN records having telephone company blocks
Print reports for the above queries

Additionally, a PAN list can be used as an inmate-specific override to a phone number that has been 
blocked globally (i.e., for all other inmates).

PAN lists can be created in one of three ways: 

By letting an inmate call whoever they want to call. This occurs only if the Inmate PAN 
feature has been set up in self-learning mode by the facility administrator. Based on a 
predefined maximum number of phone numbers, each call completed by an inmate 
automatically adds the called party number to the Inmate PAN List. As long as the inmate is set 
up to pay for each call using a debit payment or is calling a number that can accept collect or 
prepaid collect calls, the inmate can call the called party number without restriction. By default, 
the inmate is able to add 20 numbers to a PAN list; however, the number of numbers can be set 
to any value on a per-inmate level. 

By staff at the facility, who accesses the PAN List under the Inmate Profile to add approved 
numbers (or to block a specific number). This method requires a higher administrative workload 
to manually build and add numbers to the inmate PAN lists. However, some facilities require 
administrative approval of all called party numbers before they are added to an inmate PAN list. 

By employing the Inmate PAN Registration feature, which can be used by an inmate to 
request the registration (and addition) of a called party number to their PAN list. The inmate 
makes this request by placing a call to the Enforcer system and following a series of prompts to 
enter the desired number on the phone keypad. Next, an authorized user at the correctional 
facility reviews a “request list” (shown below), and then either approves or rejects each called 
party number that is requested by an inmate for addition to their PAN list. Staff can search for all 
“Pending” PAN approvals and individually approve or reject the entry, as shown below:
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If not in the database, the called party is outward-dialed and provided with options to provide 
name and address information (online or via live representative), or block all future calls

Step 3: Updates to PAN database and inmate PAN module. Once verified the number is entered 
into the inmate’s PAN list and is immediately available for calling. In addition, inmates can check the 
updated status of the enrolled (and now approved number) within the PAN module.

Ongoing Updates/Changes
The Enforcer is able to accommodate specific timeframes for updates or changes - rules are 
configurable to the UDC’s needs. For example:

Additions can be restricted to specific timeframes (e.g. once every rolling 30 days on an 
individual inmate basis), or during specified “enrollment windows” per facility.  

Approvals can require a mandatory waiting period (e.g. 48 hours).

Inmates can delete numbers at any time, or only at UDC-specified intervals. Once inmates 
reach their maximum allowable numbers, the Enforcer would play a message informing the 
inmate that they must delete a number before adding another.

A sample flow chart of the process to enroll a new PAN is below. Again, the logic and messages within 
this process are configurable.  
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If such an event occurs, the call detail record is marked with a termination code identifying the 
call as failing biometric validation. 

Note that this is a one-time, up-front rejection of the call attempt. If rejected, the inmate would 
be required to hang up and attempt the call again.

2.  In-service time:
This feature has been in service since 2005.

3.  Number of false positives/negatives:
When an inmate is attempting to commit fraudulent activity, the voice print has an accuracy rating of 
99% - 100% at detecting this type of fraud. Therefore, its percentage of false negatives is less than 1%. 

The percentage of false positives (when an inmate is prevented from placing a legitimate phone call) is 
between 1% and 5%, depending upon environmental conditions and threshold settings in the Voice 
Print software. 

These accuracy ratings are directly influenced by the quality of the voice enrollment (the “voice print” 
captured and stored in the system) and ambient sound in the telephone’s vicinity. If higher than 
average false positives or false negatives are observed, the voice print software can be fine-tuned by 
adjusting tolerance thresholds to accommodate the environmental conditions in the facility. If a 
particular inmate experiences an unusually high number of false positives, the inmate can be required 
to re-enroll their voice to correct a low-quality voice print.

4. Reliability:
The reliability of the voice print software, as discussed previously, is quite high. As with any biometric 
registration, the main factor influencing reliability is the quality of the registration: if the inmate 
registration site is in an area with high ambient noise, or the individual supervising the enrollment does 
not ensure the inmate is following the correct steps, reliability will suffer. That being said, the enrollment 
process has fairly wide latitude in handling environmental conditions; we have successfully enrolled 
thousands of inmates with minimal issues.

5. Reliability percentages:
Reliability for voice enrollment systems can be measured by false negatives and false positives; as 
discussed above, this is less than 1% and between 1% and 5% respectively.

6.  CenturyLink Enforcer facilities currently using voice print technology:

Nevada Department of Corrections  12,700 inmates
Clark County, Nevada    3,700 inmates
Hillsborough County, Florida   2,900 inmates
East Baton Rouge Parish, Louisiana  1,800 inmates
Pasco County, Florida   1,400 inmates
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Escambia County, Florida   1,300 inmates
Leon County, Florida    1,000 inmates
Seminole County, Florida   900 inmates
Johnson County, Kansas   700 inmates
Hernando County, Florida   500 inmates
Putnam County, Florida   350 inmates
Walton County, Florida   290 inmates
Sumter County, Florida   250 inmates
Okeechobee County, Florida   230 inmates

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

Three-way conferencing prevention features:

The Enforcer system has recently undergone additional development to improve its three-way calling 
detection capabilities. As a result CenturyLink offers a multi-pronged approach to combating this 
problem, which is described in more detail below. Approach 1 is the current method of detecting and 
eliminating three-way calls.  

On UDC’s question about serious efforts within the inmate communications industry to better manage 
the abuse of three-way calling and conferencing, we offer Approaches 2 and 3. A feature to prohibit 
these calls from being immediately redialed can and will be developed for Utah, and would be available 
within 90 days of award notification. 

Approach 1: Call Sensing

1.  How the technology works
The Enforcer automatically detects attempts by destination parties to connect, or forward, calls to a 
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Call Detail Screen – Report on Suspected 3-Way Calls

Detection of fraudulent use can be managed through sensing of call progress, DTMF tones from either 
party on the call, and extended silence periods during the call.  The success of this DTMF or extended 
silence, detection is very reliable. However, it does not always indicate call-forwarding or three-way call 
set up.   

Many correctional facilities with full-channel recording have found that a Three-Way Call Deterrent 
Policy is much more effective. With such a policy, the deterrent to making three-way calls is the inability 
for inmates to make future calls.  

Unlike the old methodology, which only blocked or cut off the called party, the inmate was still able to 
call back to the called party and try numerous ways to exploit the system until they succeeded.

The sensitivity of detection settings is also configurable so that parameters can be set to optimize 
performance.

Standard three-way activity reports from the System can facilitate investigations into suspected three-
way call attempts. The three-Way Attempts report lists all three-way call attempts detected, along with 
all associated call detail information. The Top 25 three-Way Destination Numbers shows the top 25 
called numbers that triggered three-way call detection.

2.  Number of false positives/negatives, reliability statement, and reliability percentage
While we do not review each and every identified three-way call attempt at our hundreds of client 
facilities, any studies that we have conducted in the past would indicate that false positives and 
negatives are actually less than 1% of identified three-way call attempts. If an inmate or called party 
feels their call has been disconnected in error, they may contact us directly at our Customer Service 
Hotline (for called parties) or via The Communicator inmate communications portal (for inmates). Our
personnel will review each report, including a review of the call recording, in a timely manner and can 
provide an immediate refund to the paying party if it is discovered that the call was indeed a false 
positive.

Approaches 2 and 3 address the specific issue of inmates using the telephone system for three-
way intercommunication – an obvious and major security issue.

Approach 2: Inmate Inter-Communications Evaluation & Reporting (ICER). 

CenturyLink is pleased to offer UDC the ICERTM - Inmate Inter-Communication Evaluation and 
Reporting system. We are partnering with JLG Technologies, a leading voice biometric analysis 
technology company. After developing its Investigator Pro voice identification and crime investigation 
system now in place in 176 correctional facilities throughout the country, JLG furthered its research as 
a result of requests from corrections investigators to develop an automated way of identifying inmates 
who are illegally communicating with other inmates using the inmate telephone system. The result of 
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this research and development effort is ICER.

The Threat
Inmates have been, and continue to communicate with each other over the telephone systems that 
have been provided for their controlled contact with the outside world. 

Until now, ITIC (short for Inmate–to-inmate phone communications) has essentially gone undetected 
because there was neither practical technology nor uniform networking capability to identify such 
communications. Following are highlights of the ITIC threat:

Through a variety of methods, inmates are circumventing the inmate phone system at a 
particular facility to communicate with another inmate whether the other inmate is in a 
neighboring POD or in a facility in a different state and using a different inmate phone system. 

Inmates exploit conference bridges, services such as Skype, Google Voice and other kinds of 
modern telecommunications technology. In addition, they rely on called parties to bridge the 
calls, place three-way calls, or even put two speaker-phones in proximity to one another, so that 
inmates can talk to other inmates

Until recently, ITIC incidents were only found when accidentally stumbled upon by correctional 
staff and Incidents are now known to occur with much wider frequency than previously known.  
ICER has already identified more than 1,000 of these events.  

These ITIC communications have involved criminal activities including coordinating gang-related 
murders, drug trafficking, racketeering, as well as inmate disturbances at multiple correctional 
facilities around the country.

Technology, Cooperation Between Inmate Telephone System providers, and Participating 
Nation-Wide Corrections Administrations are Joining to Reduce the Threat

Every day we learn from the news about instances of major crimes being solved because of the 
increasingly cooperative efforts of state and federal agencies that are now beginning to share case-
critical data around the US and the world. 

In the world of inmate phone calls, we are offering a new technology based on voice biometric analytics 
and a dedicated cooperative network provided through a consortium of inmate telephone system 
providers* and JLG Technologies. 

This combined effort will enable all participating corrections administrations throughout the country to 
receive specific and detailed information on a call-by-call basis when their inmates are using their 
phone systems to talk to each other – whether the calls are connected between different inmate 
telephone systems, between PODs in the same facility, or between inmates in facilities from Florida to 
California. 
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be displayed automatically.

While we view ICER as a significant contribution to detecting inmate inter-facility communication, 
participation of your administration and facility is voluntary and will be provided at no cost to your 
facility. The cost of this technology is born by the consortium of inmate telephone providers and JLG 
Technologies. We would be pleased to discuss ICER further with UDC during contract discussions. We 
have included a copy of the user’s license that would grant permission to UDC to participate in the 
nationwide ICER operations at the end of this Item response. The only prerequisite is completion of the 
JLG Technologies standard license form contained herein.

Where the ICER Network is Currently Operating?

ICER is currently operational in these states: California, Florida, Kansas Maryland, New Hampshire. 
Upon completion of the license agreement, UDC facilities will automatically be added to the network.

Customer Correctional Agencies Participating in the ICER ITIC Program:

Kansas Department of Corrections (CenturyLink is contract holder)
New Hampshire Department of Corrections (ICSolutions is contract holder)

ICERTM – is a registered trademark of JLG Technologies
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Beginning of Redacted Proprietary / Confidential Information

      
                

               
                
           

               

                 
             

                  
     

               
               

         

                 
                  

                 
   

              

                
                 

         

End of Redacted Proprietary / Confidential Information

JLG END USER I CER SOFTW ARE LI CENSE AGREEMENT

THI S I S THE EXCLUSI VE LEGAL AGREEMENT BETWEEN YOU AND THE LI CENSOR OF THI S 
SOFTWARE.  THI S AGREEMENT GOVERNS YOUR USE OF THI S SOFTWARE.  CAREFULLY READ THI S 
AGREEMENT BEFORE YOU I NSTALL OR USE THI S SOFTWARE. BY I NSTALLI NG OR USI NG THI S 
SOFTWARE YOU ARE AGREEI NG TO BE BOUND BY THI S AGREEMENT.  YOU HAVE THE OPTI ON OF 
ACCEPTI NG OR NOT ACCEPTI NG THE TERMS AND CONDI TI ONS OF THI S AGREEMENT.  I F YOU DO 
NOT AGREE WI TH THE TERMS AND CONDI TI ONS OF THI S AGREEMENT YOU MAY NOT I NSTALL OR 
USE THI S SOFTWARE.  
  

END-USER LI CENSE AGREEMENT
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This End-User License Agreement ("Agreement") is the sole and exclusive agreement between you (herein after 
“You” or “Your”) and JLG ICER Technologies, LLC, its suppliers, and licensors (collectively referred to as 
"Licensor").  You agree and covenant to the following terms and conditions:
  
1. License Grant: Subject to Your continued compliance with this Agreement, Licensor grants You a personal, 

single user, non-transferable, non-exclusive, revocable license to use, install, store, load, execute, and display 
the Licensor’s software, including software fixes, patches, new releases, upgrades, new versions, 
enhancements and/ or portions thereof, in binary code form only, and the accompanying documentation, if 
any, (collectively the "ICER Software"), for You solely as a single user.  You may make one (1) copy of the 
ICER Software solely for backup or archival purposes provided you reproduce and include all ICER Software 
copyright and other proprietary legends.  You shall only use the ICER Software strictly in support of Your 
internal business operations and to process Your own data.

You shall not (a) sublicense, assign or transfer the ICER Software or any right or obligation under this 
Agreement, (b) copy or distribute the ICER Software, except as permitted above for archival purposes, (c) 
rent, loan, lease or otherwise transfer any right to the ICER Software, (d) translate, reverse engineer, 
decompile or disassemble or otherwise alter the ICER Software (except to the extent, when required by law, 
and then only to the minimum extent required by law) or (e) distribute (directly or indirectly) any copy of the 
ICER Software, in whole or in part, or any direct product thereof to any country, entity, or destination
prohibited by the United States Government.  

2. Term:  This Agreement remains effective until terminated.  You may terminate this Agreement at any time 
by destroying the ICER Software, including all copies.  This Agreement shall automatically terminate, without 
notice, if at any time you fail to comply with all of the terms and conditions of this Agreement.  Upon 
termination for any reason, You shall promptly destroy the ICER Software and all copies or portions thereof in 
any form and delete all electronic copies. 

3.   Ownership and Confidentiality:  The ICER Software is and shall remain the sole and exclusive property of 
the Licensor and/or its suppliers and is protected by United States copyright laws and international treaty 
provisions.  All data generated by the ICER Software and never displayed or presented to You through normal 
use including, but not limited to, inmate intercommunication evaluations and to report call signature 
comparisons (“ICER Events”), debugging data, data for new development, data for testing, data produced as 
an intermediate step of computation, data produced for cache/performance optimization, statistics, voice 
models, electronic files, analysis, analyzed data, data structures, and algorithms (collectively referred to as 
“Internal Data”) is and shall remain the sole property of Licensor. Viewable output data generated by the 
ICER Software expressly including user action audit  data, suspicious scores, detection scores, confidence 
scores, voice scores, model scores, voice capture scores, re-scoring, statistical computations, subsets, 
mathematical and other transformations, ranking of data, system generated rankings, system generated 
scores, system generated indexes, call event activity detections i.e. such as voice change events, including 
any subsets derivatives, or graphical representations of the foregoing (collectively referred to as “Output  
Results”) is and shall remain the sole property of Licensor.  Together the Internal Data and Output Results 
are referred to as “Proprietary Data”.  For the duration of this Agreement, Licensor grants You an internal use 
(except as otherwise expressly set forth below), royalty-free, non-exclusive, non-assignable, non-transferable 
license to use the Output Results (but, not the Internal Data) as required in the operation of your business 
including, without limitation, sharing the Output Results with external law enforcement and related 
government agencies on an as needed basis. I t is an express condition of this Agreement that t it le to, 
ownership of, and all rights in patents, copyrights, trade secrets and any and all other intellectual property 
rights in and to the ICER Software and Proprietary Data, including any copy or part thereof, is and shall 
remain in the Licensor and/or its suppliers.  Licensor reserves the right, at is sole option, to modify, update, 
revise, or discontinue the ICER Software or any portion thereof.  You shall not remove, destroy or obscure 
any proprietary, trademark or copyright markings or confidentiality legends placed upon or contained on or 
within the ICER Software or any related materials.
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You warrant that You shall preserve all of Licensor’s proprietary and confidential information and data 
(“Confidential I nformation”) in strict confidence until such time, if ever, the Confidential Information is made 
publicly available other than through Your breach of Your obligation of confidentiality.  Licensor’s Confidential 
Information shall include, without limitation, the ICER Software, Proprietary Data, voice recordings, license 
pricing, service prices, purchase orders, trade secrets, discoveries, processes, ideas, discoveries, future 
products, and the terms and conditions of this Agreement.

4. Terms Governed by Contract with Supplier:  You agree and acknowledge that additional terms and 
conditions including, but not limited to, support, service, fees, and payment terms may be governed by one 
or more separate agreements between You and the supplier of the ICER Software, other software, computer 
system, and/or computer network.  You further agree and acknowledge Licensor is not a party to any other 
such agreement.  In the event of a dispute between You and any such supplier, You agree to look solely to 
the supplier for relief.  In no event shall Licensor be responsible for or incur any liability for any claim, dispute 
or lawsuit related to or resulting from any agreement or contract between You and any supplier or other third 
party.  

5. Warranty: YOU ACKNOWLEDGE THAT THE ICER SOFTWARE IS SUBJECT TO FALSE POSITIVE AND FALSE 
NEGATIVE READINGS.  YOU ACKNOWLEDGE AND AGREE THAT THE OCCURRENCE OF SUCH FALSE 
POSITIVES AND FALSE NEGATIVES ARE NOT A FAILURE IN THE SYSTEM AND DO NOT CONSTITUTE A 
BREACH OF WARRANTY.THE SOFTWARE IS PROVIDED "AS IS." LICENSOR MAKES NO REPRESENTATION OR 
WARRANTY TO YOU OF ANY KIND CONCERNING THE SOFTWARE, EXPRESS OR IMPLIED, INCLUDING, 
WITHOUT LIMITATION, ANY WARRANTY OF MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE OR 
NONINFRINGEMENT.  LICENSOR DOES NOT WARRANT THAT THE ICER SOFTWARE IS ERROR-FREE, WILL 
OPERATE WITHOUT INTERRUPTION OR IS COMPATIBLE WITH ALL EQUIPMENT AND SOFTWARE 
CONFIGURATIONS.  IN NO EVENT SHALL LICENSOR OR ITS SUPPLIERS BE RESPONSIBLE OR LIABLE FOR 
ANY PROBLEM OR ERROR CAUSED BY OR TO COMPUTER HARDWARE, NETWORK, APPLICATION ICER 
SOFTWARE OR OPERATING SYSTEM SOFTWARE.  YOU EXPRESSLY ACKNOWLEDGE THE SOFTWARE IS 
PROVIDED “AS IS” AND YOU ASSUME THE SOLE RESPONSIBILITY FOR DETERMINING WHETHER OR NOT 
TO INSTALL OR USE THE SOFTWARE.  

6. Undocumented Features:   The ICER Software includes certain features and functionality, which may not 
be described in the ICER Software such as, but not limited to, software lock and metering code, which is 
designed to prevent authorized or excessive use of the ICER Software.  You are hereby put on notice that 
Your use of the ICER Software will be monitored.  Licensor does not warrant or represent that the operation 
of monitoring feature or any other ICER Software feature, functionality or utility is error free.   I f You have 
any questions or concerns regarding the software lock, metering code, or any other ICER Software feature or 
capability it is Your sole responsibility to direct any such question or concern to owner or manager of Your 
computer system(s).  Licensor reserves the right to add, modify, and/or remove features, functionality, and 
utilit ies to the ICER Software from time-to-time, without notice to You.  For ICER Software upgrades which 
significantly affect the user interface Licensor will provide You reasonable prior not ice.

7. Limitation of Liability: YOU UNCONDITIONALLY AGREE THAT IN NO EVENT SHALL THE AGGREGATE 
LIABILITY OF LICENSOR, ITS MEMBERS, MANAGERS, DIRECTORS, OFFICERS, EMPLOYEES, LICENSEES, 
DISTRIBUTORS, OR SUPPLIERS EXCEED $100.00, PRORATED OVER THREE YEARS BEGINNING FROM THE 
DATE YOU PAID THE LICENSE FEE,  FOR THE PERIOD GIVING RISE TO ANY CLAIM.  YOU SHALL NOT USE 
THE SOFTWARE IN ANY CASE WHERE SIGNIFICANT DAMAGE OR INJURY TO PERSON, PROPERTY OR 
BUSINESS MAY OCCUR IF ANY ERROR OCCURS.  YOU EXPRESSLY ASSUME ALL RISK FOR SUCH USE.  

8. Exclusion of Damages:  YOU UNCONDITIONALLY AGREE THAT IN NOEVENT SHALL LICENSOR, ITS 
MEMBERS, MANAGERS, DIRECTORS, OFFICERS, EMPLOYEES, LICENSEES, DISTRIBUTORS, OR SUPPLIERS 
BE LIABLE FOR INDIRECT, SPECIAL, PUNITIVE, INCIDENTAL OR CONSEQUENTIAL DAMAGES, INCLUDING, 
WITHOUT LIMITATION, LOSS OF INCOME, PROFITS, DATA, USE OR INFORMATION, ARISING FROM 
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BREACH OF WARRANTY, BREACH OF CONTRACT, NEGLIGENCE OR ANY OTHER LEGAL THEORY, EVEN IF 
ADVISED OF OR HAVE REASON TO KNOW OF THE POSSIBILITY OF SUCH DAMAGES.  

9.  Governing Law:  The validity, construction, and performance of this Agreement shall be governed by the 
laws of the Commonwealth of Massachusetts, exclusive of its rules regarding conflicts of law.  You 
unconditionally and irrevocably agree any legal action, proceeding or controversy with respect to this 
Agreement shall be brought in Massachusetts and such courts shall have exclusive jurisdiction and consent to 
personal jurisdiction exclusively in Massachusetts.  English shall be the governing language of this 
Agreement.  Section headings are intended for convenience only and shall not to be used to interpret this 
Agreement.  Any dispute, claim or cause of action You believe You may have against Licensor must be filed in 
the appropriate court in Massachusetts within one (1) year of the event giving rise to any such action or You 
unconditionally agree You are forever barred from bring any such action.  I n the event You file or bring any 
claim against Licensor that is inconsistent or contrary to this Agreement, Licensor shall have the right to 
recover all attorneys fees and costs (including in-house attorneys fees).  You and Licensor waive all rights to 
a jury trial.

10. Voice Recordings: You agree and acknowledge that by using the ICER Software, Licensor will have access 
to Your voice recordings. You own the voice recordings. You expressly and unconditionally grant Licensor a 
perpetual, irrevocable, royalty-free, non-exclusive right to use, install, store, load, execute, copy, non-publicly 
display, create derivative works, manipulate, and otherwise utilize, any and all of Your voice recordings 
created as a result of Your use of the ICER Software.  Licensor will not copy or remove Your voice recordings 
from any of Your computer systems, except in the performance of services provided by Licensor to You under 
this Agreement without Your consent. Licensor shall have the right to utilize Your voice recording for software 
development, product testing, or for any other purpose as determined solely by Licensor other than product 
demonstrations. Some jurisdictions may provide certain privacy, confidentiality or other rights or laws 
regarding voice recordings and all such recordings shall remain subject to such laws.  You expressly covenant 
that your use of the ICER Software is subject to You, now and forever, unconditionally waiving any and all 
such rights, including without limitation, any and all results relating to voice recordings processed or analyzed 
by the ICER Software. You are solely responsible, now and forever, for verifying Your use of the ICER 
Software and Licensor’s use of Your voice recordings is not in violation of any law or regulation in Your 
jurisdiction. 

11.  General Terms:  This Agreement is the complete and exclusive agreement between You and Licensor 
regarding this subject matter and supersedes all prior agreements and all communications, whether written 
or oral, between the parties. This Agreement may only be amended, changed, or revised by a written 
agreement signed by a duly authorized representative of Licensor and acknowledged by You.  No third party, 
including but not limited to, any supplier, distributor, sales representative, service provider, or government 
employee has the authority to modify, alter or otherwise revise this Agreement on behalf of Licensor.  You 
agree to indemnify, defend, and hold Licensor and Supplier harmless for any and all claims and/ or liabilit ies 
arising from or related to this Agreement unless You are prohibited from providing such indemnification by a 
pre-existing contractual obligation.  Any waiver of a violation or failure to enforce any provision of this 
Agreement by Licensor shall not constitute a waiver of any Licensor right.  All terms and conditions of this 
Agreement are severable.  I f any term or provision, or any portion thereof, of this Agreement is held to be 
invalid, illegal or unenforceable, the remaining portions shall not be affected.   Sections 3 through 12 of this 
Agreement shall survive the expiration or termination of this Agreement.  You agree to comply with all 
applicable laws and regulat ions. The export and re-export of the ICER Software is subject to applicable U.S. 
export regulations, and other applicable laws and regulations and shall be Your sole responsibility.   

YOU ACKNOWLEDGE THAT YOU HAVE READ THI S AGREEMENT, UNDERSTAND I T, AND AGREE TO BE 
BOUND BY I TS TERMS AND CONDI TI ONS.  

Accept Do not accept
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CenturyLink Response: Accept and comply.

Through the use of industry-standard answer supervision technology, the Enforcer recognizes busy signal, 
ring no answer, and invalid number announcements (SIT Tones) and is able to clearly distinguish events 
such as busy signals, call waiting, and even fraud-invoking events like chain-dialing from a called party 
legitimately answering the phone and providing positive acceptance.

Upon detecting answer, the system will only acknowledge positive acceptance by the called party,
and ensure that billing does not occur until after this positive acceptance. If a call is not completed 
due to a ‘non-conforming’ event, the Enforcer informs the inmate as to the reason for call termination.

CenturyLink Response: Accept and comply.

CenturyLink does not impose data formatting requirements on its customers – instead we write our 
interfaces to your requirements.  As a result, no data input templates are needed. In addition, we will work 
with the outgoing vendor to import all critical data (attorney numbers, blocked numbers, PANs, etc.) 
without any involvement necessary by UDC other than prior approval of the data elements being imported.

For individual inmate data that is entered manually for any reason, CenturyLink administrators or 
authorized UDC personnel may do so directly in the Enforcer system.

Inmate Tab – highlighting PIN editing function
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Of course, both UDC and CenturyLink wish to automate data entry as much as possible.  This automation 
is simple:

Step 1: Import of data from prior vendor
Again this would occur with essentially no UDC staff or system involvement. CenturyLink has an existing 
bi-lateral transition services agreement in place with the current vendor and has performed similar 
migrations in a number of other accounts. This migration simply involves “normalizing” identified data from 
the prior system into the table formats used by the Enforcer system.

Step 2: Ongoing data updates
Ideally, we would like to receive a full active roster of all inmates in custody every 15 minutes to include the 
data elements listed below. This roster can be in any standard format, and be “pulled” by CenturyLink from 
a UDC-controlled location or “pushed” by UDC to a CenturyLink-controlled location (e.g. secure FTP).  

Facility ID Number or Site ID Number
Permanent ID Number
Intake Number
Last Name
First Name
Middle Name
Housing Location – Section and Unit
Gang or Other Affiliation (at UDC’s option)
Other Identification or Tracking Information (at UDC’s option)

Typically we would provide an ftp site and credentials for you to send files to. Again any file type is 
acceptable, but we would recommend simple text, CSV or XML-formatted data. If you have another file 
type established please let us know, and we can accommodate your needs.  

A few things to avoid:
1. Consistent irrelevant info at the beginning of the file is fine (with consistent referring to the number 

of lines), as we can make the parser skip a number of lines, but this needs to be the same number 
of lines each time.

2. Irrelevant info at the bottom of the file, however, will cause issues.

3. Double quotes aren’t strictly needed, but in our experience leaving them out can cause problems. 
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CenturyLink Response: Accept and comply.

The proposed CenturyLink site administrator/technicians will process PIN/PAN requests in the same 
manner as the current UDC policy requires. In other accounts where we process these types of 
requests, they are usually handled within one business day of receipt. Disapproved numbers can also 
be removed as desired by the UDC. The UDC may choose to use the AutoPAN feature (as described
previously in response to Item 1.37) that allows the inmate to automatically generate their own PANs. In 
this case the UDC would have up to 48 hours to investigate and “disapprove” any auto generated PAN 
entry.  

The Enforcer system can be accessed from any Internet-enabled computer whether on-site or 
remotely. Since one system will handle every UDC facility, there will not be a need to sign in to different 
systems to access data. Access is simple; if an individual has access to the Internet, they can use their 
Enforcer system sign-on and password from any state office building, department headquarters, 
residence or a hotel room. Nothing else is required.  

Security is through Hypertext Transfer Protocol Secure (HTTPS) which is a communications protocol 
for secure communication over a computer network, with especially wide deployment on the Internet. it 
is the result of simply layering the Hypertext Transfer Protocol (HTTP) on top of the SSL/TLS (Secure 
Sockets Layer/Transport Layer Security) protocol, thus adding the security capabilities of SSL/TLS to 
standard HTTP communications. The security of HTTPS is that of the underlying TLS, which uses long 
term public and secret keys to exchange a short term session key to encrypt the data flow between 
client and server.

CenturyLink Response: Accept and comply.
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Software Development Methodology  

CenturyLink is recognized as a leader in technology innovation. Many features that are currently 
available on the Enforcer system are the result of specific suggestions and requests from our clients.  
Regardless of which client requests the new feature, the functionality is automatically made available to 
all clients at no cost. 

CenturyLink follows an efficient, flexible and adaptive software development methodology to ensure 
that the Enforcer is always functioning optimally and offers the most cutting-edge features in the market 
today. 

Our development process is a cooperative effort between CenturyLink and our technology partner 
ICSolutions that has been designed to balance speed-to-implement with analysis and testing rigor. 
UDC will be notified at least 14 days prior to any upgrade and be provided with documentation on the 
new features and functionality of the new software. Notification/documentation takes several forms:

Email/phone notification from the CenturyLink Program Manager to personnel designated by 
UDC as contract managers and System Administrators (“Super Users”).  If upgrades require 
user training, the Program Manager will work with UDC designees to schedule the training.

Release Notes, which are included in notification emails and directly within the Enforcer User 
Interface screen under “Tools”.

An updated User Reference Guide, which is always available from the user screen under 
“Tools”.

Software Development Process 
When releasing new features, updates, and bug fixes, the CenturyLink Team follows the Agile software 
development process, which allows for expediency and flexibility in development. While many 
companies go through a long process of analysis and documentation for business justification, we are
driven by the needs and desires of the customers to get to the end result quickly and efficiently. 
Business justification is left to a very few cases where the requested feature will only benefit a single 
customer.

Benefits of Agile Software Development
The Agile Software Development process is unique in that the development methods are based on 
iterative and incremental development, rather than focusing on one long-term project from beginning 
to end. Instead, Agile breaks the development cycle into small pieces that allows for short-term 
planning that can be completed more quickly and fluidly. 

This incremental development allows developers to create solutions that evolve through collaboration 
with multiple cross-functional teams and in many cases, directly with the client, throughout the 
development process. Benefits of this type of flexibility include:

Quick turn-around, with the ability to develop and deliver working software within days or weeks
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High level of customer input in every phase, allowing for adaptive change throughout the 
development process

Collaborative effort that evolves with internal and external feedback

Agile Software Development Cycle

CenturyLink’s Software Development Cycle consists of five phases after the Initial Request is placed:

Phase 1: Define & Analyze
Phase 2: Design & Develop
Phase 3: Quality Assurance & User Acceptance Testing
Phase 4: Deployment
Phase 5: Post-Deployment

These phases are described in detail on the following pages. 

Phase 1: Define & Analyze
Enhancements and upgrades to the Enforcer are predominantly driven by emerging technology and 
technological ideas, market demand and specific client requests. Enhancements, upgrades, or client 
requests are entered into our ticketing system, which are prioritized and tracked through each phase of 
development. Feature requests may be submitted by internal CenturyLink employees, as well as 
external clients.

All feature requests are reviewed at the executive level by the Vice President of Technology, the Vice 
President of Business Development and other general management to determine the order of priority 
for each enhancement.

Preliminary Product Requirements. Business owners present features/functionality desired, 
including considerations of basic versus advanced functionality.

Bid JM14012State of Utah

BidSync10/23/2014 p. 885



Section 5 – Detailed Response

State of Utah CenturyLink: Page 112
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

Analysis of Business Need.  Business owners additionally present data regarding the individual 
customer and/or broader market need for their idea.

Go/No-Go Decision.  A go/no-go decision is made based on preliminary business analysis.  If 
“go,” the project proceeds to formal evaluation.

Enhancements that are approved for development are ported into a Project List to outline the priority 
and order in which the enhancement will be completed. The Project List includes: 

Detailed list of feature(s) required, listed in order of priority

For each feature required, requirements for each solution component are listed: application 
design and development, database design and storage requirements, as well as ongoing 
maintenance/monitoring and customer care (staff as well as consumers).

A Project Plan is then created to track progress and capture the overall essence of the project flow. 
Functional owners detail tasks and timelines needed to fully deploy the project; the project is then 
placed in the development queue.

The number of system updates required for a particular enhancement is dependent upon the scope of 
the project.

Phase 2: Design & Develop
During the Development phase, the Engineering Manager oversees the development of functional 
requirements through to the QA Testing phase. To ensure that development is on track, Engineering 
Scrums are run three times per week. Using Scrum methodologies in Agile, projects are broken down 
into smaller, more manageable pieces, known as “sprints,” that can be completed within two to three 
days. At the end of each sprint, the Development Team meets to assess the project’s progress and 
plan the next steps.

Due to the collaborative nature of the Agile process, CenturyLink’s Developers work closely with 
customers throughout the development phase to define and fulfill a requirement request in the most 
efficient and accurate way. The focus is on getting the feature developed that is most beneficial and 
useful to the customer, not on extraneous process and documentation.

For specific customer requests, periodic work-in-progress demonstrations of the new feature may be 
performed for customers where appropriate.

Phase 3: Quality Assurance & User Acceptance Testing
CenturyLink conducts thorough Quality Assurance testing, and in cases of specific customer request, 
User Acceptance testing. Once the Development phase of each iteration is complete, the Quality 
Assurance Team will define test parameters for the system, which is reviewed with the entire 
Development Team. This Test Parameters and Requirements document will be used to generate a QA 
matrix. Testing is performed in a QA Test environment to verify functionality of new enhancements, bug 
fixes, and software patches.
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Due to the incremental nature of Agile, testing often occurs concurrently with development so that each 
iteration of a feature is tested as it is developed. Testing in this manner lessens the risk of a 
compressed test period that often occurs in traditional Software Development Cycles as a result of 
running out of time on the development timeline. 

For enhancements resulting from specific customer requests, our Engineers will work closely with the 
customer to conduct User Acceptance Testing in a controlled test environment to ensure that all 
requirements of the requested enhancement are met. Customers will review their enhancement for the 
appropriate functionality and usability and report any issues or requested changes back to the Testing 
Engineer. 

While Engineers are completing QA Testing, CenturyLink’s Technical Writer begins creating 
documentation of the new features that will go into the User Reference Guide and Release Notes, 
which are released to UDC before deployment. 

Phase 4: Deployment
After the Testing Phase is complete, the feature/module is moved from the development branch into the 
software trunk. The software is then forwarded to the System Architect for incorporation into the 
appropriate software release. New software releases and enhancements are distributed through an IP 
connection, with no need for any onsite disruption. Due to this centralized system update, downtime is 
minimal. CenturyLink’s Program Manager will work with UDC to arrange a mutually agreeable 
maintenance schedule at the most convenient time to ensure as little disruption to site operations as 
possible. CenturyLink can accommodate any time of day or night for release, whether during business 
hours or after hours.

Whenever an upgrade and/or enhancement to The Enforcer finishes testing and is ready for wide 
release, UDC will be notified of the new release updates (typically within two weeks of the release) and 
provided documentation of the features and functions of the new software. A white paper “Feature 
Flyer” will be distributed to UDC, which describes the new system feature and its functionality. At this 
point, the newly updated User Reference Guide and Release notes are uploaded online for UDC users 
to access through The Enforcer GUI.

CenturyLink schedules two major and two minor releases per year on a quarterly basis to ensure the 
system is always state-of-the-art. In addition, specific customer requests can be completed on-demand 
and pushed to UDC as a patch. These requests will then be rolled out to all clients in the next quarterly 
release. Any bug fixes and critical patches will be completed and applied immediately, as well.

Phase 5: Post-Deployment
In the Post-Deployment phase, our Technical Services Center is notified of all system changes in the 
release so that they are aware of and prepared for any potential issues that may occur. All software is 
built to report non-standard behavior through our central monitoring system, Enforcer Real Time Status 
(ERTS).
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Qualifications
CenturyLink Public Communications, Inc. 
(“CenturyLink”)  

23 years experience in inmate telephone 
systems
5 existing state contracts; numerous county 
contracts
Provide inmate telephone services for over 
240,000 inmates nationwide, growing to over 
250,000 after installation at Idaho DOC.
System transitions/installations totaling 190,000 
inmates in last 5 years
100% retention rate with the Enforcer system 
dating back to 2006

CenturyLink, Inc. (parent corporation)
 3rd largest telecommunications company in U.S.
$18 billion annual revenues
Only publicly held, currently Sarbanes-Oxley 
compliant company in inmate communications

System monitoring is part of the fundamental design of all components of The Enforcer system. All key 
applications send heartbeat messages to CenturyLink’s central monitoring system, ERTS. These 
heartbeats are recorded in a status database and displayed on a browser screen. ERTS monitors all 
heartbeats and raises events, should a heartbeat become overdue based on configuration to ensure 
that no missing heartbeats are ignored.

Any condition which is deemed “not normal” can cause an event to trigger. All programs generate 
detailed log files both for troubleshooting and monitoring, with logs being scraped at least twice per 
hour for anomalous activity, which is sent to ERTS for processing.

ERTS has various options for event handling including, but not limited to, email, SMS, and user 
interface alerts. Our Technical Support and system monitoring teams are responsible for responding to 
and performing Level 1 support on issues, and escalating both technically and administratively, as 
appropriately. Should an event occur as a result of a recent release, our Technical Services Center will 
work with the Engineering department to troubleshoot the issue so that Engineering can begin 
development of a bug fix or software patch where appropriate. 

CenturyLink Response: Accept and comply.

CenturyLink has over 23 years of Inmate Telephone 
System (ITS) implementation and service experience. 
We currently provide inmate telephone services for 
facilities housing over 240,000 inmates nationwide, 
including multiple major counties and five state 
departments of corrections (Alabama, Kansas, 
Nevada, Texas, Wisconsin), and are in the process of 
transitioning the Idaho Department of Corrections to 
our Enforcer system from GTL’s ITS.

Our Project Team has almost 300 years of combined 
telecommunications experience with inmate services, 
and has demonstrated the ability to understand our 
customer's issues and creatively adapted our 
approach to address their issues and meet their 
needs.

Within the last five years CenturyLink Correctional 
Markets has seamlessly implemented systems 
serving over 190,000 inmates nationwide. CenturyLink’s support staff is experienced, fully trained, 
and certified on the Enforcer system which we will install for the UDC.
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CenturyLink Response: Accept and comply.

The purchase of inmate pre-paid calling time (often called “debit”) can be achieved in any number of 
ways. Because debit provides a new revenue source for CenturyLink (and therefore for UDC), we are 
always eager to accommodate DOC’s system needs for inmate debit purchases…and we provide 
several different options to accomplish it.  

The bottom line is that we try to make debit as simple as possible for both UDC and its inmates. All 
potential processes include a no-cost interface to UDC’s accounting/commissary system, as well as 
refunds of unused funds (as applicable) without requiring a physical calling card.

Traditional Commissary Debit Purchase
This traditional method allows inmates to purchase blocks of credit to be used for phone calls from 
commissary. Debit time is simply added to the commissary menu, and purchase records are sent to the 
Enforcer on an agreed-upon time schedule.  

These purchase records can be as simple as a text file with inmate number and purchased amount.  
With this information, CenturyLink would immediately load the balance onto the inmate’s debit account 
for use.  In addition, no physical cards are necessary – the inmate simply inputs his/her PIN into the 
phone system and chooses the debit calling option from the prompts.

With our integration expertise, we are certain that we can create the required integrations to 
provide this seamless calling service. In just the last 2 years we have written SOAP, FTP and 
SFTP, XML. CSV 2XML, Incremental, Sync, Webservices and other types of software interfaces 
with inmate commissary, banking / trust account systems, JMS/OMS and/or VINE systems. 

These integrations allow us to eliminate paperwork, increase calling and commission revenues, 
and improve service for our client facilities. We guarantee our ability to create customized 
interfaces with UDC’s systems to support our full range of premium integrated services. 

CenturyLink has several standardized reports that display debit account activity. Additional reports 
can also be generated at no cost to UDC.
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CenturyLink Response: Accept and comply.

CenturyLink has over 23 years of Inmate Telephone System (ITS) implementation and service 
experience. We currently provide inmate telephone services for facilities housing over 240,000 inmates 
nationwide, including multiple major counties and five state departments of corrections (Alabama, 
Kansas, Nevada, Texas, Wisconsin), and are in the process of transitioning the Idaho Department of 
Corrections to our Enforcer system from GTL’s ITS. 

To ensure a seamless (non-disruptive) change-out of the inmate telephone system CenturyLink will
install and test the Enforcer inmate calling platforms at Draper and Gunnison ahead of cutting over the 
phones. The day of the cut, we would work with the outgoing vendor and move over the phones in the 
main equipment room, unit by unit until all the phones had been transitioned to our Enforcer system. 

The day of the cutover both systems would be operational, and in the unlikely event of an issue, we 
would move the phones back over to the current vendor’s system. 

The transfer of service from the existing ITS to the Enforcer system will result in no loss of service, and 
all existing relevant customer data (PIN number, PIN/PAN lists, globally blocked numbers, privileged 
(do not record) numbers, etc. will be successfully transferred.

CenturyLink’s detailed Implementation Plan Schedule Gantt Chart is provided a the end of this Section 
2.1 after the Implementation Summary Overview below.
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CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

This information is provided in response to Section 1.9 and also below for convenience.

The telephones and major equipment CenturyLink is proposing have been installed in other inmate 
telephone accounts for nearly 10 years. None of the proposed equipment or applications is “beta,” and 
CenturyLink has a history of reliable service in our existing accounts. 

The Enforcer system call processors are off the shelf and commercially available and require no patent 
rights for the hardware. As for the software that runs the Enforcer system, our subcontractor partner 
ICSolutions developed the earliest version of the Enforcer system in 2005 and has regularly updated 
and enhanced the Enforcer since that time. 

This is the same Enforcer system that CenturyLink provides to other state DOCs, including the 
Alabama DOC, Kansas DOC, and Nevada DOC. Where licensing is required for certain calling system 
components, licensing agreements, all of which extend for periods well beyond the term of this contract, 
have been obtained. 

CenturyLink is proposing the following major equipment:
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Inmate Phones
Wintel ITC7090SS Coinless Inmate Phone with volume control. The inmate telephones have been 
constructed to be tamperproof and are constructed of 14-gauge stainless steel and designed for indoor 
or outdoor inmate use. Features and benefits of the Wintel ITC7090SS are listed below: 

Magnetic hook switch
Built-in volume user controlled volume “LOUD” button on all inmate 
telephones.
Meets all ADA requirements for user controlled amplification.
Rugged vandal resistant housing especially designed for inmate use.
Sealed handset suitable for heavy use and abuse areas.
Security screws to minimize tampering.
Confidencer technology filters out background noise at the user’s location.
Armored handset cord equipped with a steel lanyard (1000 lb. pull strength) 
and secured with vandal resistant retainers. 
Hearing aid compatible and FCC registered (DF4USA-75652-CC-E)

Cutoff Switches
The KS-6100 Kill Switch Box is designed to provide Manual telephone cut-off capability where it is 
needed. The Kill Switch Box features standard 25 pair Amphenol type connectors for in-coming wiring 
from the system or punch down block, and for outgoing wiring to the telephones. Easy to install and 
connect. Velcro cable retainers are provided to prevent accidental cable disconnection. On/Off marking 
indicators are provided to assure proper switch position for the function you choose.

TMG, Inc. 
KS-6100-12 Kill Switch Box 
Body: High Security, 14 Gauge Steel 

Size: 9 3/4”L x 7”D x 3”H 
Paint: Scratch Resistant Black Powder Coat 
Weight: 5 lbs. Each 
Mounting: Rubber Feet for Desk Top use or Holes for Wall 
Mounting 
Wiring: Standard 25 pair wire, 24 gauge 
Connection: Male Amphenol Connector with Velcro cable 
retainer 

Applications 
Maximum Security Prisons 
Segregation Housing Units 
Holding Cells 
Prison Hospitals 
Any place a temporary phone may be required 
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The KS-6100 will accommodate any standard Inmate Telephone, coin telephones as well as other 
types of telephones. 

Also available with 6 Switch and 24 Switch 
KS-6100-6-0 6 Switch Box with 0 Amphenol connectors Size: 5”L x 7 1/2”D x 3”H 
KS-6100-6-1 6 Switch Box with 1 Amphenol connector 
KS-6100-24-1 24 Switch Box with 1 Amphenol connector   

Call Control Equipment
Database & Recording Storage server
SuperMicro 826TQ-R500LPB chassis.  (see below specs)
Deployed into service in Nov 23, 2010. They have operated flawlessly in ICS HQ, Milwaukee, and 
IADOC.

Enforcer Call Processor
SuperMicro 6017R-WRF chassis (see below specs)
This model was brought on line Dec 19 2013. The previous generation has been in service since Aug 
25, 2011.

Database / storage server:
Mfg Model Description
SuperMicro 826TQ-R500LPB 2U chassis with redundant power
SuperMicro X9SRI-F Server motherboard with redundant networking and 

lights-out-management
Intel E5-2620 V2 1 x 2.1GHz 6 core "Ivy Bridge" CPU
Varies Varies 24GB (6 x 4GB) DDR3-1866 ECC (Error Checking and 

Correcting) RAM
Hitachi HUC109030CSS600 300GB 10,000RPM SAS hard drives
Western Digital WD1003FBYX Enterprise grade 1TB SATA hard drives
LSI 9750-8i SAS RAID card (Server grade storage controller)

Call processor:
Mfg Model Description
SuperMicro 6017R-WRF 1U Server with redundant power
SuperMicro X9DRW-iF Server motherboard with redundant networking and lights-

out-management (included in 6017R0WRF)
Intel E5-2620 V2 2 x 2.1GHz 6 core "Ivy Bridge" CPU
Intel EXPI9402PTBLK 2 port Gigabit Ethernet network card (SIP traffic has 

dedicated network)
Varies Varies 16GB (4 x 4GB) DDR3-1866 ECC (Error Checking and 

Correcting) RAM
Western Digital WD1003FBYX Enterprise grade 1TB SATA hard drives
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CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink has a number of value-added features and enhancements that will improve staff efficiency 
and security, in addition to improving the welfare of the inmates. As required these offerings are divided 
into three sections depending on the following:
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(1) Offers with no cost to UDC, inmates, or friends & family
(2) Offers with no cost to UDC, but with fees to inmates and/or friends & family
(3) Offers impacting commissions to UDC or rates to inmates and friends & family

We look forward to discussing these technologies that will streamline investigations, improve staff 
efficiency, simplify inmate communications and operations, and increase connections between inmates 
and their friends/family with UDC.

No Cost Value Added Offerings

Site Operations 
/ Efficiency 
Features

(1) “The Communicator” 
Paperless Inmate 
Communications 

Reduced staff time
Eliminate paper kites
Kite audit trail
Reduced paper usage
Staff can respond using text 
to speech technology

(2) “The Attendant” Inmate 
Information Line and 
“Message of the Day” 

Reduced staff time
Enhanced inmate and F&F 
welfare
Better staff to inmate 
communications

(3) Emergency Auto-Dialer Can provide call-outs to 
numbers called by inmates 
for facility incidents (general 
information / all fine 
notifications)
Can be generated on short 
notice using ITS call lists
Part of CenturyLink’s existing 
disaster recovery plans

(4) Backup Technical 
Assistance

Additional service resources 
for UDC

Investigative / 
Security 
Features

(5) Data Detective Visual Link 
Analysis + Call Pattern 
Analysis

Increased investigative 
capabilities

(6) Additional Carrier 
Investigative Assistance 
(Includes Access to 
Additional Reverse Lookup 
Databases)

Increased staff efficiency
Potential reduction of 
criminal activity

(7) Interagency Data 
Integration

Data sharing across 
neighboring DOCs (esp ID, 
UT, and WY)
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Value-Added Features – End-user fees with UDC Revenue Opportunity

Inmate services 
/ Increased 

communication 
options

(8) Video Visitation & Digital 
Media

Scheduled video visitation
Called parties can use 
computer, tablet, or smart 
phone.
Additional kiosk-based 
services / digital media (e.g. 
music)

(9) Inmate E-Mail E-mail integrated with video 
visitation kiosk

Value-Added Features - Impacts Commission Offer to UDC and/or Calling 
Rates to Inmates & Friends/Family Members

Additional 
Investigative / 

Security 
Features

(10) Word Detective Keyword 
Search

Industry-leading phonetic 
keyword search
Search recordings for key 
words and defined related 
words in one query

(11) Investigator Pro Continuous 
Voice Biometrics

Analyzes voices throughout 
call
Identifies impostors and 
other suspicious activities

No-Cost Value-Added Features

(1) The Communicator – Paperless Inmate Communications (including PREA reporting)

Through standard IVR data entry and response technology, the Enforcer can be used to automate most 
any transaction that is occurring by paper forms today. 

Commissary ordering by phone
Grievance filing
Appointments
PREA Reporting
Staff to inmate communications
Automated inquiries

100% Paperless Reporting
With our paperless telephone process, inmates can file grievances, make PREA or crime tip reports, or 
even file complaints about the Inmate Telephone System – all using secure voice mailboxes on any 
standard inmate telephone. 
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(2) The Attendant – Inmate Information Line/Message of the Day

Complementary with the Communicator module, inmate information takes two forms.  

First, the Inmate Information Line allows inmates to check information such as release dates, account 
balances, and other simple information through straightforward prompts within the Enforcer.  Velocity 
restrictions can also be placed so that inmates are able to call into the IVR no more than once or twice a 
day – this was an important learning during a similar installation at South Carolina DOC several years ago.

Second, using a voice messaging system, facility staff can create a “Message of the Day” that is 
delivered to inmates via inmate phone during a specified time period. Facility staff can type the 
message into the ITS, and the message is translated to a voice recording using text-to-speech 
technology; or staff can use traditional voice recording to record their message. They then enter the 
time window (start/stop dates and times) during which the message will be played to inmates. Any time 
an inmate picks up any inmate phone during the designated timeframe, they will hear the Message of 
the Day before call connection. When the message expires, it is no longer played to inmates, with no 
further action necessary from Facility staff.

The facility can use the Message of the Day feature to share information with inmates facility-wide. 
Additionally, with the facility’s permission, CenturyLink can create messages to inform inmates of new 
product rollouts, facility-approved rate modifications, or other changes to inmate calling services.
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Call Pattern Analysis

The Enforcer system will also be equipped with a robust analytical system that enables correctional 
staff to quickly and easily identify calls of interest that are most likely to provide actionable intelligence 
among the thousands of inmate conversations recorded each month. Call Pattern Analysis works by 
analyzing the associations between inmates, called parties, and even other inmates and – most 
importantly – by identifying changes in these associations or calling patterns that could indicate illicit 
activity.

Calling patterns are naturally established as the result of inmate and called party schedules and 
preferences. For instance, an inmate is usually familiar with each called party’s work schedule and will 
avoid calling during certain times (such as weekdays, for example) when that person is usually at work. 
To increase the likelihood of having their call answered, the inmate will naturally make a habit of calling 
in the evening or over the weekend. 

While legitimate changes in pattern do sometimes occur – such as when a change is made in the called 
party’s work schedule – disruptions to normal patterns can also be an indicator that illicit activity is 
occurring.

For example, if a pattern of regular communication exists between a particular inmate and a called 
party, and then communication suddenly ceases altogether, the absence of calling could indicate that 
the inmate has obtained the use of an illegal cell phone, on which he or she is making these phone 
calls. If calling to this telephone number suddenly resumes on the regular schedule, but it is a different 
inmate who is placing the calls, this could indicate that the called party is merely facilitating 
communications to the outside world and possibly assisting in the completion of illegal communications.

Call Pattern Analysis identifies relationships and calling patterns among inmates, called parties, and 
even other inmates. Call Pattern Analysis then detects subtle and dramatic changes in these 
relationships and calling patterns to identify calls, inmates, and called numbers as suspicious. Call 
Pattern Analysis will increase the productivity and efficiency of your investigative staff by automatically 
identifying calls of interest that are most likely to provide actionable intelligence.

Detailed queries can be structured – based upon timeframe, called number and\or inmate PIN – to help 
investigators pinpoint calls of interest, such as:

Phone numbers called by multiple inmates
Phone numbers that appear on multiple inmates’ PAN lists
Phone numbers that appear on an inmate’s PAN list but are never called
Frequently called numbers
Sudden absence of an inmate’s regular calling
Sudden absence of calling to a particular number
Changes in regular calling times/days
Increase in inmate calling over a finite period
Decrease in inmate calling over a finite period
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(7) Data integration with other DOCs in Western Region

The Enforcer inmate telephone system is installed in several neighboring states:  Nevada and Wyoming 
DOCs, as well as our in-process installation at Idaho DOC.  In addition, CenturyLink has been involved 
in several rounds of presentations and additional written responses within Arizona DOC’s current RFP, 
and are optimistic of the opportunity in that state…as well as Colorado, New Mexico, and other Western 
Region states when they are next released for bid.

Data integration with neighboring DOCs can take any number of forms – the simplest is a bi-lateral 
agreement where certain authorized personnel can access pre-approved data with a remote login.  
Additional opportunities include ‘flagging’ inmates of interest across multiple jurisdictions. 

Regardless of the level of integration, users would have access to the same User Interface and be able 
to navigate across systems without any additional training.

Value-Added Features with End-User Fees

(8) Video Visitation

Long-standing Partnership
CenturyLink has partnered with JPay – the undisputed leader in video visitation and e-messaging 
services to state DOCs – to provide kiosk-based services.  Together, CenturyLink and JPay have 
value-added products deployed in every Texas, Kansas and Nevada state facility. UDC will reap the 
benefits of this partnership by deploying in parallel a robust phone system and kiosk platform.
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JPay has been the pioneer and first to market for many of these technologies since inception, due to a 
deep and constant desire to innovate. With system updates occurring on a biweekly basis, JPay offers 
new and better functionality and products at a steady rate. The benefit to all stakeholders (prisons, 
families and inmates) is that with innovation comes efficiencies, cost savings and tremendous personal 
convenience. All of JPay’s services are provided at no cost to UDC. Fees are borne on the inmates or 
family/friends for use of the services.

The Platform
JPay is a platform. As such, the company hosts and maintains the infrastructure that delivers various 
content and communications to and from inmates. The platform consists of inmate kiosks, tablets, 
networks, cloud storage and a host of inmate and customer-facing applications, including:

Video visitation
Email
Music browsing, purchasing & downloads
Educational and training content
Commissary ordering
Account balance/statement Lookup
Calendar/appointments
Grievances
Facility policies, rules and regulations 
Support ticketing
PREA submissions
Help & FAQ

JPay’s platform is unparalleled in the industry. The applications 
are built entirely by JPay staff with a deep knowledge of how state prisons operate. Each feature is 
designed with the utmost focus on usability – whether it applies to the inmate’s interface, the 
customer’s interface or the portal used by UDC staff. Our networks, kiosks and tablets are continuously 
being enhanced and perfected, enabling the state to maximize user adoption and effectively making the 
endeavor a resounding success. 

JPay’s Inmate Kiosk
The JPay kiosk is the most time tested, multi-tasking, corrections grade kiosk to ever enter a prison 
space. The kiosk gives the user a comfortable option to write emails or draft grievances since it has a 
standard sized keyboard, trackball mouse and comfortable resting space for the user’s wrists. 

The kiosk can be wall or table top mounted depending on the environment. In addition, it can be 
mounted high for standing users or low for seated usage and ADA accommodations. Both options are 
comfortable and satisfy inmates who use the kiosk at length. JPay will conduct site surveys in 
conjunction with UDC staff to determine optimal kiosk locations but JPay typically installs these kiosks 
at a rate of 1 per 75 inmates.

Services available on the kiosk include:
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Pre-Scheduled Video Visitation – The customer schedules and pays for a 30-minute video visit 
on www.JPay.com. The inmate is notified and, a few days later, both parties log in and the 
session occurs. All sessions can be monitored in real-time and are recorded and archived for 
later viewing. 

Email – Customers buy stamp packages and send inmates 
messages using JPay.com or by downloading the JPay 
iPhone or Android smartphone app. Customers can also 
add photo or VideoGram (30-second video clips) 
attachments to the email. Inmates respond from either the 
kiosk in their dorm or from their JP4® mini tablet 
(description to follow). If UDC approves, customers can 
attach a pre-paid stamp to their message for the inmate’s 
reply. Inmates can also purchase stamps directly from the 
kiosk. 

Music Store – Inmates browse a catalog of over 10 million 
song and album titles for purchase and download to their 
JP4 mini tablet (description to follow). Audio books are 
available as well. 

eBooks – JPay has over 50,000 eBooks available for inmate to purchase on the kiosk. eBooks 
will be available in multiple languages including Spanish, French, Russian and German. Most 
eBooks can be previewed before being purchased and downloaded to the JP4 player. 

The major publishers include:

o Harper Collins 
o Hachette 
o Macmillan
o Wiley
o Penguin Random House
o Simon and Schuster
o Zondervan 
o Thomas Nelson

Educational Materials –The entire Khan Academy catalog is available to every inmate in each 
institution. Inmates can choose Khan Academy videos from the kiosk and subsequently watch 
them on the mini tablet. For example, if an inmate wanted to learn three-digit subtraction, they 
would download the five minute video on three-digit subtraction to their mini tablet. Then, later, 
while in his cell, he can watch and re-watch the video until he knows three digit subtraction cold!
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The JP4 Mini Tablet

The JP4 mini tablet is the next generation in corrections technology. The mini tablet introduces inmates 
to consumer technology they can use in their cells, as opposed to on the kiosk. This technology has 
greatly increased efficiency of prison operations where the tablets are sold. To date, JPay has sold 
almost 100,000 devices to inmates across seven state Departments of Correction. This resounding 
success speaks volumes to the reliability of the product and the customer service that supports it.

Inmates can easily purchase a JP4 from the kiosk in their housing unit. Within a week or two, the 
device arrives to the prison with the inmate’s name and ID initialized in the device. The inmate can 
immediately bring it to the kiosk to begin downloading content. 

With 8GB of storage capacity and the option for more, inmates use the JP4 to read and respond to 
email, listen to music, play games, and most importantly, educate themselves. Inmates can choose to 
download eBooks, educational videos, music, photo attachments, VideoGrams, and of course, email. In 
addition, JPay provides each inmate with the ability to choose which content they want on their device.  

Reinforced with a high grade clear plastic casing, shock absorbers and an enhanced thickness display, 
the JP4 can withstand the rigors of usage in a corrections environment. Additionally, the JP4 has a 
touch screen, eliminating the need for a separate keyboard accessory to type email. 
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The Tablet Kiosk

Later this year, JPay plans to deploy its newest innovation. The tablet kiosk is a 10” touch screen tablet, 
hardened behind a steel enclosure and incredibly resistant touch screen glass. It features a handset 
mounted to the side of the kiosk for video visits or to listen to song previews.  The tablet kiosk offers all 
of JPay’s services and can be deployed at a ratio of 1 to every 20 inmates. For inmates in 
administrative segregation, the tablet can be portable, allowing inmates to use it without leaving their 
cells.

In addition to supporting all of the applications available on JPay’s original inmate kiosk, the tablet kiosk 
provides access to JPay’s newest innovation – on-demand video visitation.

On-Demand Video Visitation
This program re-invents the model for video visitation by allowing inmates to initiate video calls from the 
kiosk in their housing unit. To initiate the session, inmates simply log into the tablet kiosk and choose 
the available contact they want to visit with. 

They are shown a list of approved visitors, which comes directly from UDC on a daily basis.  Once the 
inmate chooses the approved contact, the system initiates the session.
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To participate, a customer must: 

a) be on the approved visit or call list, 
b) have downloaded the JPay app onto their iPhone or Android smartphone
c) be currently subscribed to the program

By accepting and conducting video visits on a smartphone, customers no longer have to be stationed at 
a PC at work or at home. Inmates will be able to reach the customer wherever they may be, making the 
likelihood of a successful visit increase exponentially. This dramatic increase in visitations will no doubt 
have a significant impact on the lives of UDC inmates, their family and their friends.
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Word Detective automatically, without DOC staff intervention, performs instant phonetic indexing of 
every recorded conversation upon completion of the call recording. This process occurs only once, 
indexing every single word and sound spoken during every conversation. This phonetic indexing makes 
it possible to locate any word or phrase in the designated language, so indexing never needs to be 
repeated. Upon indexing, Word Detective can notify staff of every conversation that contains any key 
words or phrases of interest, which were spoken during the recording of the inmate call. This feature is 
commercially available and in use today.

Word Detective relies upon a unique phonetic indexing engine that is powered by Nexidia. It is the only 
product of its kind, which automatically indexes all of the sounds that make up words. It offers 
investigators the benefit of being alerted to the presence of any word on any call, without ever having to 
re-index calls in search of new words. By comparison, all other voice recognition / transcription 
techniques are dependent upon a library / vocabulary being established prior to a call. If a new word or 
phrase of interest is identified, the software’s vocabulary must be updated and call recordings re-
indexed in order to locate the new word or phrase.

Word Detective’s alert will direct investigators to the exact moment in the call recording in which the key 
word or phrase was used. Word Detective can be configured to start playback of the recording any 
number of seconds before the key word, in order for investigators to hear the context in which the key 
word was spoken. 

(11) Investigator Pro Continuous Voice Biometrics

The Investigator continuous voice biometric platform includes pre-call verification and brings with it a 
number of additional capabilities such as detecting impostors after call setup, detecting and marking 
suspicious activity, and tracking suspicious activity by category.

Suspicious Call Finder

Conventional voice verification systems – where inmates’ voice prints are verified before the call starts 
but not after – have two major limitations: first, they do not detect inmates handing the phone to another 
inmate after validation, and second, in the case of a verification failure, they only record the event.  

The Investigator’s Suspicious Call Finder module eliminates these limitations and provides analysis of 
inmate voices throughout the entire call; in addition, it provides the key piece of information correctional 
facilities value: the probable identities of imposters.  When a call is completed, the Investigator goes to 
work uses specialized hardware and software to perform the billions of mathematical computations 
necessary to intelligently compare previously enrolled inmate voice models against the voices on the 
call, determining the highly probable identities of imposters. 

Pre-Call Imposter Detection

The Investigator Pre-Call Imposter Detection module provides pre-call imposter screening.  When an 
inmate initiates a call attempt, the Pre-Call Imposter Detection module compares likely imposters 
against the voice being provided at the time of the call initiation.  Instead of the conventional approach 
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CenturyLink Response: Accept and comply.

We would welcome the opportunity to work with UDC to provide a no cost solution for commissary 
ordering using the phone system. The technology described below is an inherent part of the phone 
system software.

As part of a top-tier network provider, CenturyLink would be able to accommodate the 
additional load on the phone system for commissary ordering at no cost to UDC. And as a 

subsidiary of the nation’s largest commissary software and supply company, CenturyLink’s 
technology partner ICSolutions has developed the most robust commissary ordering and 

processing by phone module available today.

The module offers complete flexibility to UDC to use the phone system in the way it most sees fit:

As a complete commissary management tool, including warehousing, purchase restrictions on a
global (no one can purchase more than x items) or individual (diabetic, indigent) basis, inventory 
management, picking slips, and P&L reporting.  

As an “Electronic Bubble Sheet / Shopping Cart Manager”, where inmates enter and delete 
items on the phone to be presented to UDC order fulfillment and inventory systems.

As a simple free “Speed dial” into a UDC -managed automated system for order entry and 
control or combinations, such as an Electronic Bubble Sheet that enforces restrictions prior to 
order entry.  The Enforcer system has existing customers using the commissary module in all 
three ways.

Products are given a 4-digit code within the system, thereby allowing 9,999 unique products to be sold.  
Laminated product sheets would be installed by CenturyLink for inmates’ reference. Once entering the 
commissary ordering module, simple prompts would be provided to allow inmates to enter product 
codes and quantities, as well as the opportunity to review and modify an order before submitting.

Inventory
The Enforcer includes inventory management so that UDC personnel can check order history and 
stocking levels.
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Purchase history
Full inmate purchase history is easily accessible for authorized commissary personnel, along with the 
opportunity to review and approve purchases:
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Order Entry Rules
Times allowed for order entry are configurable.  This is particularly useful if UDC manages inventory in 
an “Electronic Bubble Sheet” scenario - inventory amounts provided to the ITS can therefore be 
“frozen” to avoid over-ordering.  Alternatively, the ITS could allow “over-ordering” and simply disclose to 
inmates that their orders are taken pending approval, with the final picking slip describing items fulfilled 
versus denied.
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Reporting
Numerous reporting capabilities (account balances, order history, etc) are native in the system. Only a 
select grouping of reports are shown for brevity.
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CenturyLink Response: Accept and comply.
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All features and functionality made available to UDC as part of this proposal have been developed 
using the Software Development Cycle described in section 1.44. Once feature enhancements are 
complete, they are loaded onto our central call processing site and loaded onto premise-based 
platforms (such as UDC’s) within a two-week window to ensure consistency in software versions across 
accounts. This expedites facilities’ access to new technology and simplifies the job of technical support 
technicians.

Each enhancement will be tested as part of our system acceptance procedure to ensure they meet 
UDC’s expectations. If any development changes are required, they will be made utilizing this process 
and rolled out in the next quarterly software release. 

One piece of information for note – CenturyLink has proposed additional inmate communication options 
that would be delivered over living unit kiosks. Given the physical wiring and installation work required, 
it would typically take about 90 days to install these units and begin service for these additional 
enhancements. This is typical for any kiosk installation and would be the same situation for any 
provider.

CenturyLink Response: Accept and comply.

CenturyLink’s on-site technicians will be assisted by remote technical support technicians to ensure the 
service levels below are met or exceeded. In most cases, issues will be resolved by the Technical 
Support Center prior to UDC personnel realizing there is a problem. For all issue resolutions, a ticket is 
opened and tracked for follow-up. 

We urge UDC to contact any of our references to confirm our commitment to timely and high-
quality service.
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Description of Priority Levels 

Response Times
(Maximum Time After 
Service Request by 

UDC)
Priority Level 1 - Emergency
Emergency Service Issues, 50% or more of the 
service at a single site or housing unit is out of 
service, any call processor or node failure, any failure 
in call restriction functions, any other condition that 
renders the system incapable of performing all its 
normal functions, or any other issue deemed as 
critical in UDC’s sole discretion.

1 Hour

Priority Level 2 – Normal Service Issues
Normal Service Issues, less than 50% of the service 
at a single site or housing unit is out of service 

24 Hours

CenturyLink Response: Accept and comply.

Our Operations Team will perform hands-on preventative maintenance inspections on the Enforcer 
system calling platform and all inmate phones on a regularly scheduled basis. A trouble ticket will 
be established to document the preventative maintenance process, and additional trouble tickets 
will be opened and tracked as necessary, if the need for additional repairs is identified.

Extensive preventative maintenance inspections are completed on a routine basis. Through 
remote access, verification of telephone and trunk usage is completed prior to arriving on site to 
ensure quality repairs. The inmate telephone dial pads and handsets are checked for functionality, 
usability, appearance and voice quality. All backboards, telephones and wiring are checked. The 
circuit interfaces are checked for errors to ensure that all connections are clean and secure. 
Routine traffic analysis for stations and trunks are conducted to determine failing telephones or 
lines to provide proactive maintenance and reduce downtime for the phones. Ongoing remote and 
onsite assistance is available to all Enforcer users.

CenturyLink Response: Accept and comply.
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Levels of Support and Escalation
CenturyLink will provide a Program Manager (PM), Debra Lambe transitioning to a new Salt Lake City-
based Program Manager, who will have overall responsibility for maintaining contract compliance and 
will be the primary liaison for UDC throughout the life of the contract. Customer satisfaction will be 
achieved through five separate programs:

1. The trouble ticket process which ensures that every problem is identified, worked, tracked, and 
recorded for future review, and that no service ticket is closed without the concurrence of the 
impacted UDC personnel.

2. A weekly conference call is held by the Program Manager with the field operations team to 
discuss outstanding tickets, chronic problems, and customer concerns.

3. A weekly conference call is held by the Program Manager to discuss any tickets opened in the 
previous week that have not yet been closed.

4. The ongoing quality (QC) control program, which ensures service standards are maintained. 
The QC plan touches upon every facility, inmate phone and completed call on a regular basis 
(weekly, monthly, or quarterly, depending on the service element). The QC plan ensures that all 
relevant operational data concerning all aspects of the contract (sales support, installation, 
project coordination, technical support, field service and maintenance, etc.) is obtained, 
documented, distributed, and acted upon as necessary.

5. Periodic service reviews (typically conducted quarterly at the UDC Headquarters) to review 
trouble ticket statistics, identify any chronic or major problems, discuss any future additions, 
deletions, or modifications (new phones, new workstations, new sites, etc.), and resolve any 
operational, financial, or contractual concerns held by the customer. Service reviews ensure that 
feedback from the customer is obtained, documented, and addressed.
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3 National Sales & Account Management 
Director  
(Darryl Lynn)
Phone: (913) 345-6343
darryl.w.lynn@centurylink.com  

Keeps the agency informed of ongoing 
activities involving problem resolution.
Contacts General Manager within 24 
hours if issue is not resolved.

4 General Manager
(Paul Cooper)
Phone: (913) 345-6002
paul.n.cooper@centurylink.com

Escalates further if necessary. 

CenturyLink Response: Accept and comply.

CenturyLink’s Project Team has nearly 300 years of combined telecommunications experience in 
complex implementations and account management. We have demonstrated the ability to understand 
our customer's issues and creatively adapted our approach to meet their needs. 

Levels of Support and Escalation

Program Manager

CenturyLink will provide a Program Manager (PM) who will have overall responsibility for maintaining 
contract compliance and will be the primary liaison for UDC throughout the life of the contract. 
Customer satisfaction will be achieved through five separate programs:   

1) The trouble ticket process which ensures that every problem is identified, worked, tracked, and 
recorded for future review.

2) A weekly conference call is held by the Program Manager with the field operations team to 
discuss outstanding tickets, chronic problems, and customer concerns.

3) A weekly conference call is held by the Program Manager with the ITS platform vendor 
personnel to discuss any tickets opened in the previous week that have not yet been closed.

4) The ongoing Preventative Maintenance (PM) program, which ensures service standards are 
maintained.  The Field Service Technicians inspect Enforcer equipment and inmates phones at 
each facility on a regular scheduled basis (weekly, monthly, or quarterly, depending on the 
service element). The PM plan ensures that all relevant operational data concerning all aspects 
of the contract (sales support, installation, project coordination, technical support, field service 
and maintenance, etc.) is obtained, documented, distributed, and acted upon as necessary.

5) Periodic service reviews (typically conducted at customer’s location quarterly) to review trouble 
ticket statistics, identify any chronic or major problems, discuss any future additions, deletions, 
or modifications (new phones, new sites, etc.), and resolve any operational, financial, or 
contractual concerns held by the customer.  Service reviews ensure that feedback from the 
customer is obtained, documented, and addressed.

Bid JM14012State of Utah

BidSync10/23/2014 p. 937



Section 5 – Detailed Response 

State of Utah CenturyLink: Page 164
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

Operations Team

A total of two (2) full time System Administrators/Technicians and one (1) Program Manager will be 
hired to provide onsite maintenance and repair of the new inmate calling platform. CenturyLink is willing 
to hire existing GTL System Administrators/Technicians to minimize the impact to UDC staff. In addition 
to the dedicated resources listed above, CenturyLink has access to 12 additional existing technicians 
throughout the state of Utah to assist as needed. CenturyLink will ensure that all team members are 
fully qualified, appropriately trained and certified when necessary, to ensure knowledge levels in excess 
of the UDC’s expectations.

Customer Service Policies and Procedures

The CenturyLink operations team will respond promptly to all service and maintenance situations, and 
is available to UDC on a 24/7/365 basis. When a trouble condition is reported, our technicians will 
quickly perform diagnostic testing to isolate the problem, determine if a remote resolution is an option, 
and if not, quickly dispatch a field technician to the site. Should technical roadblocks or system issues 
prevent a trouble condition from being resolved within the timeframe contractually permitted, the issue 
will be immediately escalated to the Program Manager who will discuss the situation with UDC as 
appropriate. Once a resolution to the issue is achieved, acceptance testing is completed before any 
trouble ticket is closed.

CenturyLink recognizes that an effective service program addresses all three key stakeholders: UDC 
staff, the inmates and the inmates’ friends and family members. 

Customer Service. 

o Our service team has many years of experience in the industry, is dedicated to gaining a 
deep understanding of each customer’s unique issues, and is committed to delivering 
the most effective solutions possible. Our Program Managers provide oversight and 
management of the day-to-day operations of the account. 

o Customer service representatives in long-established, U.S.-based call centers. Many of 
our competitors are only now on-shoring their call centers. From experience we know 
that call center migrations are difficult and prone to operational failures. In short, UDC 
can expect significant and immediate improvement in customer service operations.

o Our blocking and unblocking rules for collect calls are clearly defined and uniformly 
applied to all customers, thereby reducing complaints to UDC. 

o Significantly lower than industry average customer service account fees. While others in 
the industry use billing fees as commissioned profit centers, our philosophy is very 
different:  provide multiple convenient no-cost options to end-users, and charge fees 
only when customers choose specific high-cost funding options (e.g. choosing to fund an 
account with a live representative rather than an automated method). This results in less 
customer complaints and higher call volumes.
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Calling platform management The ITS platform is engineered with maximum redundancy to 
ensure peak performance and minimize troubles. Further, the Network Operations Center 
proactively identifies potential problems by real-time central monitoring of hardware, software, 
and system performance. 

No loss of data and minimal transition time. Over the last four years the CenturyLink Team has 
successfully transitioned fifteen separate accounts to the Enforcer system platform – a total of 
47 sites with 6,231 inmate phones serving 40,815 inmates. Every cutover has gone smoothly 
with no loss of data and minimal transition time.

No lost Call Detail Records (CDRs) or recordings. Since March 2007 we have processed over 
100 million call detail records (CDRs) and audio recordings with the Enforcer system platform. 
Not a single CDR or audio recording has been lost to date.   

Rate and audit accountability. As a division of a Sarbanes-Oxley compliant company, 
CenturyLink completes monthly audits to verify billing accuracy. Moreover, a unique feature of 
the ITS system platform is its on-line real-time direct rating of each call, for immediate and 
unalterable on-line visibility to call detail records and billing records. 

Payment options.

o Collect calling with extensive billing and collections arrangements with incumbent local 
exchange companies (ILECs) and competitive local exchange companies (CLECs).

o Prepaid calling with a best-in-class process to direct otherwise collect-unbillable called 
parties to prepaid. Our solution identifies unbillable parties and transfers them to live 
representatives during call setup, to ensure all end-users are presented with billing 
options in real-time. This is especially important given the growing number of cell phone 
and IP-based phone users, whose carriers do not offer collect calling options to ITS 
providers.

o Debit calling through a variety of flexible options.

Preventative Maintenance

Our Operations Team will perform hands-on preventative maintenance inspections on the Enforcer
calling platform and all inmate phones on a regularly scheduled basis. A trouble ticket will be 
established to document the preventative maintenance process, and additional trouble tickets will be 
opened and tracked as necessary if the need for additional repairs is identified.

Extensive preventative maintenance inspections are completed on a routine basis. Through remote 
access, verification of telephone and trunk usage is completed prior to arriving on site to ensure quality 
repairs. The inmate telephone dial pads and handsets are checked for functionality, usability, 
appearance and voice quality.  All backboards, telephones and wiring are checked.  
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The circuit interfaces are checked for errors to ensure that all connections are clean and 
secure. Routine traffic analysis for stations and trunks are conducted to determine failing telephones or 
lines to provide proactive maintenance and reduce downtime for the phones. Ongoing remote and 
onsite assistance is available to all ITS users.

Additional Staffing

In addition to the field operations support team, our Program Manager Debra Lambe will have a strong 
back office support team, with system development skills, exceptional financial accounting and 
reconciliation abilities, and comprehensive network knowledge. This team has been together for many 
years, and will be ready to support our system implementation and ongoing operations for UDC.

The following table details CenturyLink’s proposed support organization, and is followed by an 
organization chart:

Staffing Roles and Responsibilities

Name and Title Location Manager Primary 
Responsibility

Paul Cooper, 
General Manager 

Overland Park, KS Bill Cheek,       
President 
Wholesale 
Operations

Contract Execution; 
Fiscal Authorization; 
Product Roadmap; 
Escalations 

Barry Brinker, 
Director 
Operations

Salem, OR Paul Cooper,
General 
Manager 

Implementation; 
Ongoing 
Maintenance and 
Operations; Feature 
Development; 
Escalations; Vendor 
Management

Debra Lambe,       
Program Manager

Las Vegas, NV Barry Brinker, 
Director
Operations

Implementation; 
Ongoing 
Maintenance and 
Operations; Program 
Management; 
Escalations

TBH – (2) On Site 
Field Technicians

Utah Debra Lambe,     
Program 
Manager

Implementation; 
Ongoing 
Maintenance and 
Operations
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Darryl Lynn,   
Director Sales and
Account 
Management

Overland Park, KS Paul Cooper,
General 
Manager

Sales; Customer 
Contract Negotiation; 
Ongoing Account 
Management; 
Escalations

Victoria Johnson,
Sr. Account 
Manager

Harrodsburg, KY Darryl Lynn,   
Director Sales 
and Account 
Management

Sales; Customer 
Contract Negotiation; 
Ongoing Account 
Management

Joe Stables, 
Director 
Installation and 
Engineering

Overland Park, KS Paul Cooper,
General 
Manager

Implementation; 
System Engineering; 
Network

Mike Haynes, 
Director, Systems 
Support

Overland Park, KS Paul Cooper,
General 
Manager

Operation of 
Information Systems; 
Back Office Support

Darlene House, 
Director Customer 
Care and 
Verification 

Rocky Mount, NC Paul Cooper,
General 
Manager

Attorney 
Verifications; Collect 
Billing Inquiries 

Tammie Saucedo, 
Commissions and 
Compliance 
Manager

Las Vegas, NV Mike Haynes, 
Director, 
Systems 
Support

Monthly Commission 
and Rate Audits

Kristie Dean,
Lead Trainer

Apopka, FL Joe Stables 
Director 
Installation and 
Engineering

Implementation; 
Training

Shelia Rafferty,
Project Manager

Overland Park, KS Joe Stables 
Director 
Installation and 
Engineering

Implementation; 
Project Management

Tim McAteer, 
General Manager 
ICSolutions

San Antonio, TX Nathan Schulte, 
President Keefe 
Group 

Escalations; Overall 
Management
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Brendan Philbin, 
VP Business / 
Product 
Development 
ICSolutions

San Antonio, TX Tim McAteer, 
General 
Manager

Business / Product 
Development

John Goetsch,        
VP Technology 
ICSolutions

San Antonio, TX Tim McAteer, 
General 
Manager

Production 
Engineering; 
Development

Brian Dietert,  
Director of 
Operations 
ICSolutions

Houston, TX Tim McAteer, 
General 
Manager

Technical Support; 
Field Operations

Sylvia Castillo, 
Manager Client 
Services 
ICSolutions

San Antonio, TX Tim McAteer, 
General 
Manager

Call Center Support

Latisha Holmes,      
Product Manager 
ICSolutions

Tampa, FL Brendan 
Philbin, VP 
Business / 
Product 
Development

Lead Subject Matter 
Expert for new 
features; Training

CenturyLink Response: Accept and comply.

Moves, adds and change requests are very simple and part of our normal course of business. UDC 
requests would be submitted to the CenturyLink Program Manager who would open up a ticket and 
provide updates to UDC throughout the installation process. Requests that do not require additional
network typically take 7 days to complete and up to 45 days if network is required, depending on 
network provisioning intervals.

CenturyLink Response: Accept and comply.
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CenturyLink Response: Accept and comply.

Inmate telephone systems are obviously multi-faceted and complex, and require demonstration of 
capabilities. We welcome the opportunity to speak further with UDC about our proposal and fully 
demonstrate these capabilities.  

CenturyLink Response: Accept and comply.

CenturyLink unconditionally guarantees its work for the life of the contract.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink’s offer requires no separate service agreements, work order terms, or the like.

CenturyLink Response: Accept and comply.
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Name:     CenturyLink Public Communications, Inc. d/b/a CenturyLink
Main Business Address:  5454 W 110th St, Overland Park, KS 66211
Official Representative:  Paul Cooper, General Manager
      5454 W 110th St, Overland Park, KS 66211
      913-345-6002 (office telephone number)

720-264-8121 (fax number) 
Paul.N.Cooper@centurylink.com (email address)

CenturyLink Response: Accept and comply.

CenturyLink Public Communications, Inc. (CPCI) d/b/a CenturyLink was incorporated in Florida in 
1994. CPCI is a subsidiary of CenturyLink, Inc., a worldwide network services and data center 
infrastructure provider.

CenturyLink Response: Accept and comply.

CenturyLink Public Communications, Inc. d/b/a CenturyLink was incorporated in the State of 
Florida in March, 1994; however, we have been providing correctional market communications 
services for over 23 years (since 1991).

CenturyLink Response: Accept and comply.

Name Title Contact
Glen F. Post, III CEO, President, 

and Chairman of 
the Board

100 CenturyLink Dr, 
Monroe, LA 71203
(318) 388-9542

R. Stewart Ewing, Jr. EVP, CFO, Asst. 
Secretary, and 
Director

100 CenturyLink Dr, 
Monroe, LA 71203
(318) 388-9512

Stacey W. Goff EVP, General 
Counsel and
Secretary , 
Director

100 CenturyLink Dr, 
Monroe, LA 71203
(318) 388-9539
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CenturyLink Response: Accept and comply.

Vicki Johnson, National Account Manager, will be responsible for first-level contract oversight.  In this 
role she will partner with Debra Lambe, Nevada & Idaho DOC Program Manager, who will transition to 
a newly hired Salt Lake City-based Program Manager for UDC.

Both Vicki and Debra report through Paul Cooper, General Manager, who provides hands-on
management for all of CenturyLink’s DOC customers.

Ms. Johnson’s contact information and credentials are provided immediately below, with information for 
Ms. Lambe and Mr. Cooper following.

VICTORIA JOHNSON
National Account Manager
1401 Curry Pike, Harrodsburg, KY 40330
888-375-7318 Office
Victoria.L.Johnson@CenturyLink.com

PROFESSIONAL QUALIFICATIONS/EXPERIENCE: 
33 Years experience in Telecommunications
15 Years experience in Offender Telephone Systems Market supporting complex state and 
county government offender telephone systems contracts providing overall account 
management, contract administration and implementation oversight
Extensive experience in communicating technical information in clear, non-technical terms

William E. Cheek President –
Wholesale 
Operation

100 CenturyLink Dr, 
Monroe, LA 71203
(318) 388-9582

Paul N. Cooper Assistant 
Secretary

5454 W. 110th Street, 
Overland Park, KS 66211
(913) 345-6002
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CURRENT RESPONSIBILITIES: 
Senior Account Manager serving state and county Offender Telephone Systems Market.  
Responsible for prospecting, establishing and maintaining business partnerships.  
Primary customer advocate, consult with executive, communication, security and administration 
staff to identify communications specifications.  Accounts include Nevada and Alabama DOCs.
Confer with CenturyLink’s networking and vendor design engineers to develop secure call 
control solutions.  

EDUCATION / TRAINING: 
Associates Degree in Business Administration

DEBRA LAMBE 
(Interim Program Manager until in-state dedicated Program Manager is hired)
6700 Via Austi Parkway
Las Vegas, Nevada 89119 

PROFESSIONAL EXPERIENCE: 
16 Years experience in the Telecommunications Industry providing account management, 
customer service, implementation and representation for communications corporations in 
Nevada. Managing the programs associated with Customer Service and Field Operations.
Work daily with Engineering, Network Planning, Project Management, Procurement and 
Technical Support to keep all accounts maintaining service at their highest possible level.
22 Years experience in the United States Air Force working in multiple career fields

CURRENT RESPONSIBILITIES: 
Program Manager of CenturyLink's NDOC, Clark County Detention Center and City of Las 
Vegas Detention Center Inmate Telephone System accounts with the following responsibilities:

o Management of the following teams and processes:
Three Field Service Technicians and Two On Site Coordinators
Overall day to day activity on all assigned accounts

o Vendor Management
o Account Performance
o Service trouble ticket tracking and follow up
o Providing Inmate Telephone System Training
o Inmate grievance responses 
o Customer Satisfaction
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EDUCATION / TRAINING: 
Troy State University, Troy, AL, Bachelor of Science in Criminal Justice
Community College of the Air Force, Fort Walton Beach, FL, Associate of Arts in Personnel 
Administration

PAUL COOPER
General Manager
5454 West 110th Street, Overland Park, KS 66211
(913) 345-6002 Office
Paul.N.Cooper@CenturyLink.com

PROFESSIONAL QUALIFICATIONS/EXPERIENCE: 
14 Years experience in Telecommunications
7 Years experience leading CenturyLink’s Inmate Communications business
Variety of functional expertise including finance, program management, network design and 
technical sales and support

CURRENT RESPONSIBILITIES: 
Lead 100+-member team responsible for sales, service, and operations for CenturyLink’s state 
and county inmate telecommunications market, in addition to managing public pay phones 
throughout the U.S.

PRIMARY FUNCTION FOR UDC
Overall contract administration
Contract Approval
Escalation Point

EDUCATION / TRAINING: 
Bachelor of Arts in Political Science and Economics
Masters of Business Administration in Marketing and Finance
Masters of Arts in Economics

Bid JM14012State of Utah

BidSync10/23/2014 p. 947



Section 5 – Detailed Response 

State of Utah CenturyLink: Page 174
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

Qualifications
CenturyLink Public Communications, Inc. 
(“CenturyLink”)  

23 years experience in inmate telephone 
systems
5 existing state contracts; numerous county 
contracts
Provide ITS services for over 240,000 
inmates nationwide, growing to over 
250,000 after installation at Idaho DOC.
Already providing public payphone services 
to the State of West Virginia
System transitions/installations totaling 
190,000 inmates in last 5 years
100% retention rate with Enforcer System 
dating back to 2006

CenturyLink, Inc. (parent corporation)

 3rd largest telecommunications company in 
U.S.
$18 billion annual revenues
Only publicly held, currently Sarbanes-Oxley 
compliant company in inmate 
communications

CenturyLink Response: Accept and comply.

CenturyLink has over 23 years of Inmate 
Telephone System (ITS) implementation and 
service experience. We currently provide inmate 
telephone services for facilities housing over 
240,000 inmates nationwide, including multiple 
major counties and five state departments of 
corrections (Alabama, Kansas, Nevada, Texas, 
Wisconsin), and are in the process of transitioning 
the Idaho Department of Corrections to our 
Enforcer system from GTL’s ITS.

Our Project Team has almost 300 years of 
combined telecommunications experience with 
inmate services, and has demonstrated the ability 
to understand our customer's issues and creatively 
adapted our approach to address their issues and 
meet their needs.

Within the last five years CenturyLink Correctional 
Markets has seamlessly implemented systems 
serving over 190,000 inmates nationwide.
CenturyLink’s support staff is experienced, fully 
trained, and certified on the Enforcer system which 
we will install for the UDC.

Corporate Qualifications
As a division of the third largest telecommunications company in the United States, CenturyLink Public 
Communications, Inc. (“CenturyLink”) has the financial resources to support our accounts. Just as 
important, CenturyLink, Inc. is currently Sarbanes-Oxley-compliant – not past-compliant or 
SAS70/SOC1 “certified” – meaning that we have the financial and operational controls in place to 
ensure the integrity of the UDC’s data as well as the integrity of our rating and billing data. 
CenturyLink, Inc., CenturyLink’s parent company, is the third largest telecommunications company in 
the United States (45,000 employees, $18B in annual revenues), is a S&P 500 company and ranked at 
number 150 on the Fortune 500 list of America’s largest corporations. It is recognized as a leader in 
network and data center services by technology industry analyst firms. 

CenturyLink, Inc. provides data, voice and managed services in local, national and select international 
markets through its high-quality advanced fiber optic network and multiple data centers for businesses 
and consumers.   
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CenturyLink, Inc. will also provide significant additional support for our inmate communications
contracts, including world class data center infrastructure, network bandwidth, and repair personnel.

Technology Partner - ICSolutions
CenturyLink’s key partnership is with Inmate Calling Solutions, LLC (“ICSolutions”), a division of the 
Keefe Group of companies. ICSolutions is the industry-leading provider of inmate telephone and call 
control systems, with unmatched end-user call-routing as well as investigative usability and security 
features.  

Enforcer System Development and Technical Support. ICSolutions designs and manages 
the Enforcer core offender call control and recording system. As detailed in our response, the 
Enforcer System will be completely dedicated to UDC and includes upgrades provided at no 
cost throughout the contract.  

Enforcer System Integration. Data integrations with state and other third party systems, e.g. 
the Offender Management System. All integrations are written to UDC-defined specifications, 
not vice versa, and are available at installation and throughout the contract (as systems change 
or additional integrations are requested) at no cost to the state or inmates/family members.

Special Feature Design. As CenturyLink and ICSolutions have done at other state agencies, 
custom reporting and features are available upon request at no cost. The dedicated architecture 
specified in the RFP facilitates custom feature deployment strictly for UDC.

Experience and Customer References

References - Summary

The following are the Department of Corrections that CenturyLink currently serves – in order to provide 
a complete picture of our service history, none of our state DOC customers have been excluded 
from the list below. 

Customer Alabama Department of 
Corrections

Served since 2012
Account size 30 facilities, 25,000 inmates
Summary of 
Services

OMS interface, first-time 
installation of self-learning PANs, 
CTL attorney audits, fraud and 
velocity controls, prepaid collect 
and inmate debit, location-based 
calling restrictions

Contact Robert M Brantley, Assistant 
Accounting Director
Phone: (334) 353-5561
Email: 
robert.brantley@doc.alabama.gov
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Customer Kansas Department of 
Corrections

Served since 2007
Account size 13 facilities, 9,500 inmates
Summary of 
Services

OMS interface, interface with 
JPay kiosk system for inmate 
debit purchase, interface with 
Union Supply for commissary 
ordering by phone (in-process), 
prepaid collect

Contact Chris Walker, Communications 
Supervisor Lansing Correctional 
Facility (formerly Kansas State 
Penitentiary)
Phone: (913) 727-3235
Email: chris.walker@doc.ks.gov

Customer Nevada Department of 
Corrections

Served since 2008
Account size 18 facilities, 12,700 inmates
Summary of 
Services

OMS interface, prepaid collect, 
inmate debit, continuous voice 
biometrics, cell phone detection 
equipment trial, automated 
inmate information services, 
detailed location-based calling 
restrictions by housing units, 
inmate voicemail

Contact Dawn Rosenberg, Chief of 
Purchasing and Contract 
Management
Phone: (775) 887-3219
Email: drosenberg@doc.nv.gov

Customer Texas Department of Criminal 
Justice

Served since 2008
Account size 114 facilities, 160,000 inmates
Summary of First-time installation of phone 
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Services infrastructure (Gigabit-Ethernet 
LAN), OMS interface, prepaid 
collect, inmate debit, pre-call 
voice biometric validation, 
Managed Access implementation, 
called party and attorney identity 
and residency verification

Contact Lynda Cobler

Customer Wisconsin Department of 
Corrections

Served since 2001
Account size 36 facilities, 22,000 inmates
Summary of 
Services

OMS interface, first time PIN 
implementation, attorney 
balloting, continuous recording 
storage

Contact John Shanda, 
Telecommunications Manager
Phone: (608) 240-5666
Email: 
john.shanda@wisconsin.gov

We also invite UDC to contact our newest customer, Idaho Department of Corrections, where we are 
currently in the process of installing.

Customer Idaho Department of 
Corrections

Served since Currently installing
Account size 13 facilities, 7,500 inmates
Summary of 
Services

OMS interface, word search, 
voice biometrics, installation of 
inmate living unit kiosks including 
video visitation, commissary 
ordering by phone and kiosk, 
inmate debit, automated inmate 
information services

Contact Juliet McKay, Contract Officer
Phone: (208) 658-2176
Email: jmckay@idoc.idaho.gov
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CenturyLink worked closely with the incumbent ITS vendor to ensure a seamless transition of service 
from the existing calling platform to the Enforcer System with no loss of service, and all existing 
customer data (PIN numbers, PIN/PAN lists, globally blocked numbers, privileged (do not record) 
numbers, etc.) successfully transferred. Noteworthy aspects of the implementation project were:

First-time implementation of PINs

Secure and approved system User Remote Access when this was a relatively new and 
uncommon feature

On-line call recording storage for the life of the contract and seven years beyond

Instructional video production

Placement of on-site PIN administrators

CenturyLink Response: Accept and comply.

Staffing Roles and Responsibilities
Provided below is the service organization CenturyLink will have in place to meet the requirements of 
the contract. Our service organization begins with the customer, who is provided with a Program 
Manager, Debra Lambe. Debra will be focused on customer satisfaction and contract compliance. 
  
Debra, to be replaced by a Salt Lake City-based Program Manager, will oversee a staff of two (2) Utah-
based System Administrator/Field Technicians. 

CenturyLink is willing to hire existing GTL System Administrators/Technicians to minimize the impact to 
UDC staff. In addition to the dedicated resources listed above, CenturyLink has access to 12 additional 
existing technicians throughout the state of Utah to assist as needed. CenturyLink will ensure that all 
team members are fully qualified, appropriately trained and certified when necessary, to ensure 
knowledge levels in excess of the UDC’s expectations.

In addition to service personnel focused serving all of CenturyLink’s other DOC contracts, Debra will
have access to all of the corporate resources of CenturyLink, Inc. – network, data center infrastructure, 
skilled higher-level technical personnel (e.g. outside plant technicians, fiber splicers), as well as the 
financial resources of an $18 billion company.  

Put together, no other provider can come close to providing UDC with the service resources that 
CenturyLink can.
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3 Director – Sales & Account 
Management
(Darryl Lynn)
Phone: (913) 345-6343
Darryl.W.Lynn@centurylink.com

4 General Manager 
(Paul Cooper)
Phone: (913) 345-6002
Paul.N.Cooper@centurylink.com

The contact information for Bill Cheek, President Wholesale Markets (Mr. Cooper’s supervisor) and 
Glen Post, President & CEO (Mr. Cheek’s supervisor) will be additionally provided to the UDC upon 
contract award. Although CenturyLink has never experienced a situation where a customer issue 
required escalation past Mr. Cooper, this option is available to UDC personnel at their discretion.

Key Contract Personnel - Resumes 
CenturyLink’s service to UDC begins with our Program Manager, who is supported by the personnel 
shown in the organizational charts above. Resumes of key contract personnel are detailed below:

Debra Lambe 
(Interim Program Manager until in-state dedicated Program Manager is hired)
6700 Via Austi Parkway
Las Vegas, Nevada 89119 

Professional Experience:
16 Years experience in the Telecommunications Industry providing account management, 
customer service, implementation and representation for communications corporations in 
Nevada. Managing the programs associated with Customer Service and Field Operations.
Work daily with Engineering, Network Planning, Project Management, Procurement and 
Technical Support to keep all accounts maintaining service at their highest possible level.
22 Years experience in the United States Air Force working in multiple career fields

Current Responsibilities:
Program Manager of CenturyLink's NDOC, Clark County Detention Center and City of Las 
Vegas Detention Center Inmate Telephone System accounts with the following responsibilities:

o Management of the following teams and processes:
Three Field Service Technicians and Two On Site Coordinators
Overall day to day activity on all assigned accounts

o Vendor Management
o Account Performance
o Service trouble ticket tracking and follow up
o Providing Inmate Telephone System Training
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o Inmate grievance responses 
o Customer Satisfaction

Relevant Experience 

CenturyLink, Las Vegas, Nevada                  May 2006 to Present
Program Manager
Responsible for the overall day to day account activities of the Inmate Telephone Systems for state, 
county and city customers extending across the state of Nevada to include 21 facilities, 1,200 phones, 
and for more than 16,600 inmates with an emphasis on customer service

Achieved through having positive working relationships with contracted vendors 
Providing reliable and timely customer response times to inmate grievances and the status 
of service, repair, equipment install and removals
Training correctional facility investigators on how to search for, listen and monitor calls

United States Air Force Reserve, Nellis AFB, Nevada                July 2002 to Feb 2014 
926th Group Superintendent - Retired
Advised the 926th group commander on all matters concerning the health, morale, welfare and 
effective management of more than 600 Reserve members at seven squadrons and two detachments 
at five locations. Provided leadership and guidance as the commander's representative to numerous 
committees, councils, boards, and military functions throughout the group, base and command.
Served as the commander’s advisor on personnel programs, career progression, family needs, financial 
matters and recognition programs. Provided problem solving recommendations to group personnel and 
commanders. 

Golden-Tel Communications, Las Vegas, Nevada                    Nov 1998 to May 2006
Major Account Representative
Responsible for new sales, re-signs, leases, and change of ownership public payphone contracts for 
major hospitality and corporate accounts. Managed adds, removals, & installs of payphones & 
equipment for these major accounts.

United States Air Force (Active Duty)            Aug 1988 to July 1995 
Pope AFB,  North Carolina, Osan Air Base Korea, and Eglin AFB, Florida
Personnel Specialist
Unit Officer & Enlisted performance report monitor. Managed promotion recommendation process for 
unit commander by screening candidates for having the proper eligibility requirements. Outbound 
Assignments Counselor, ensured all security clearances, special orders, and training requirements 
were correct and complete prior to member departing base on a permanent change of station. 
Separations Specialist conducted oral entitlement briefings to member separating from the Air Force.

EDUCATION / TRAINING: 
Troy State University
Troy, AL
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Bachelor of Science in Criminal Justice
June 1997
Community College of the Air Force
Fort Walton Beach, FL
Associate of Arts in Personnel Administration
April 1997

Program Manager (To be hired)
The CenturyLink Team will assign a full time Program Manager that will be dedicated for the full term of 
the contract. They will be responsible for the overall operational performance of the account to include 
account management, troubleshooting, training, and any other responsibilities agreed to with the 
Contract Manager. The duties of the Program Manager include, at a minimum:

Overall responsibility for performance of the contract

Customer advocate to CenturyLink Team management

All Operations personnel will report up to the Program Manager

Commissioning and billing resolution

Service and technical issue resolution

Training

Attendance at on-site meetings as requested by UDC

Promptly responding to UDC and offender family requests, which shall include, but not be 
limited to e-mail, telephone and facsimile requests.

Minimum Requirements: This System Administrator shall have a minimum of three (3) years 
experience within the last five (5) years at the management level, providing direct administrative 
oversight of the telephone services.   

Field Repair/Site Technicians
The CenturyLink Team will have two (2) full time Field Repair/Site Technicians dedicated to the 
contract for the successful implementation of the project and ongoing support of the contract. 
CenturyLink is willing to hire existing GTL Field Repair/Site Technicians to minimize the impact to UDC 
staff. In addition to the dedicated resources listed above, CenturyLink has access to 12 existing 
technicians throughout the state of Utah. The duties of the Field Repair/Site Technicians include, at a 
minimum:

Field Repair/Site Technicians will maintain, repair and operate the onsite telecommunications 
hardware, networking hardware/software, various electronic equipment and wiring at all UDC 
correctional facilities
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Interface with all internal CenturyLink Team organizations, various vendors and contractors to 
resolve all onsite technical problems

Data entry input and changes to the inmate phone access information including input of 
approved inmate PIN and authorized calling numbers

Perform preventative maintenance and process PAN requests

Install cable and equipment as necessary

Provide onsite technical support and repairs 

Provide onsite instruction and training for UDC personnel

Perform all tasks required to maintain industry leading customer satisfaction

Advise management and open tracking tickets for all facility service affecting issues

Minimum Requirements: This Field Repair/Site Technicians shall possess a High School 
Diploma or GED and have two years minimum experience with a computer-based telephone 
system similar to the type required in this contract.  

VICTORIA JOHNSON
National Account Manager
1401 Curry Pike, Harrodsburg, KY 40330
888 375-7318 Office
Victoria.L.Johnson@CenturyLink.com

PROFESSIONAL QUALIFICATIONS/EXPERIENCE: 
33 Years experience in Telecommunications
15 Years experience in Offender Telephone Systems Market supporting complex state and 
county government offender telephone systems contracts providing overall account 
management, contract administration and implementation oversight
Extensive experience in communicating technical information in clear, non-technical terms

CURRENT RESPONSIBILITIES: 
Senior Account Manager serving state and county Offender Telephone Systems Market.  
Responsible for prospecting, establishing and maintaining business partnerships.  
Primary customer advocate, consult with executive, communication, security and administration 
staff to identify communications specifications.  
Confer with CenturyLink’s networking and vendor design engineers to develop secure call 
control solutions.  

EDUCATION / TRAINING: 
Associates Degree in Business Administration
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SHELIA RAFFERTY  
Implementation Manager
5454 West 110th Street, Overland Park, KS 66211
(913) 345-4956 Office
Shelia.Rafferty@CenturyLink.com

PROFESSIONAL QUALIFICATIONS/EXPERIENCE: 
35 Years experience in Telecommunications
10 Years experience in Inmate Call Control Systems
An experienced project manager. Successfully managed the installation and conversion of 
inmate systems, phones, enclosures, pedestals, etc. for three (3) state accounts (88 facilities) 
and six (6) county jails.  
Participated in and provided detailed information for 150+ site surveys

CURRENT RESPONSIBILITIES: 
Develop installation schedules with input from state personnel, facilities personnel, Local 
Exchange Carrier (LEC) personnel, suppliers, and technicians.
Order equipment and services: phones, enclosures, network circuits, routers, Internet access 
devices, call control recording and monitoring equipment, etc.  
On-site supervision of installations  
Troubleshoot and escalate unforeseen issues
Ensure facility personal are appropriately trained

PRIMARY FUNCTION FOR WEST VIRGINIA DOC:
Lead Installer

EDUCATION / TRAINING: 
Masters Certificate in Project Management from George Washington University
Enforcer Administration Certification
Enforcer Installation, Support and Maintenance Certification
Company training in customer service, technology and management

BARRY BRINKER
Director - Operations
1944 Jamison Drive SE, Salem, OR 97306
(503) 990-6466 Office
Barry.E.Brinker@CenturyLink.com

PROFESSIONAL QUALIFICATIONS/EXPERIENCE: 
17 Years experience in Telecommunications providing leadership, vision and direction for 
technology based corporations across North America. Managing all aspects of Operations and 
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Customer Service - Implementation, Account Management, Field Operations, Engineering, 
Network Planning, Project Management, Procurement and Technical Support
5 Years experience in Inmate Call Control Systems Management

CURRENT RESPONSIBILITIES: 
Overall management of CenturyLink's Operations team with the following responsibilities: 

o Management of the following teams:
- Program Managers
- Call Center - Help Desk
- Field Service Technicians
- Technical Support Technicians
- Customer Service and Billing

o Contract negotiation and compliance with both customers and subcontractors
o Vendor Management
o Implementation of all products agreed to during contract negotiations
o SLA reporting and overall contract compliance 

PRIMARY FUNCTION FOR WEST VIRGINIA DOC:
System operations management and field operations
Escalation Point

EDUCATION / TRAINING: 
Bachelor of Science in Information Technology
Extensive training on project management, implementation techniques, contract negotiation, 
customer service, managing vendor relationships and network design (SONET, LAN/WAN, 
DWDM)

LEONARD (JOE) STABLES  
Director - Engineering & Installation
5454 West 110th Street, Overland Park, KS 66211
(913) 345-7525 Office
Leonard.J.Stables@CenturyLink.com

PROFESSIONAL QUALIFICATIONS/EXPERIENCE: 
23 Years experience in Telecommunications
5 Years experience in Inmate Call Control Systems
Experienced in the supervision, operation and maintenance of telecommunications Networks. 
Former Electronics Maintenance Chief for a Marine Corps communications unit

CURRENT RESPONSIBILITIES: 
Research and development of new network technologies for use on Inmate Communications 
Systems
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Work with vendors and service providers to improve product features and functionality for our 
customers
Oversee the Project Implementation, including Training
Subject Matter Expert on Inmate communications systems and serve as highest level  technical 
support

PRIMARY FUNCTION FOR WEST VIRGINIA 
Implementation & System Design
Highest level technical troubleshooting and resolution

EDUCATION / TRAINING: 
Bachelors in Business Management

PAUL COOPER
General Manager
5454 West 110th Street, Overland Park, KS 66211
(913) 345-6002 Office
Paul.N.Cooper@CenturyLink.com

PROFESSIONAL QUALIFICATIONS/EXPERIENCE: 
14 Years experience in Telecommunications
7 Years experience leading CenturyLink’s Inmate Communications business
Variety of functional expertise including finance, program management, network design and 
technical sales and support

CURRENT RESPONSIBILITIES: 
Lead 100+-member team responsible for sales, service, and operations for CenturyLink’s state 
and county inmate telecommunications market, in addition to managing public pay phones 
throughout the U.S.

PRIMARY FUNCTION FOR WEST VIRGINIA DOC
Overall contract administration
Contract Approval
Escalation Point

EDUCATION / TRAINING: 
Bachelor of Arts in Political Science and Economics
Masters of Business Administration in Marketing and Finance
Masters of Arts in Economics
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CenturyLink Response: Accept and comply.

CenturyLink does not anticipate any change of ownership. 

CenturyLink Response: Accept and comply.
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CenturyLink Response: Accept and comply.

A total of two (2) full time System Administrators/Technicians, located in Draper and Gunnison, and one 
(1) Salt Lake City area-based Program Manager will be hired in state to provide onsite maintenance 
and repair of the new inmate calling platform. Debra Lambe, based in Las Vegas, has been assigned 
the account for transition purposes and will assist in the hiring process for the new in-state UDC 
Program Manager. 

All personnel (and their replacements, if on vacation) will be factory trained and on call 24/7/365 and 
UDC personnel will have access to their cell phone numbers once established. In addition, our 
Technical Assistance Center – although not based in Utah – is available 24/7/365 at (866) 228-4031 or 
through an established UDC email box at UDCSupport@centurylink.com.

CenturyLink is willing to hire existing GTL System Administrators/Technicians to minimize the impact to 
UDC staff. In addition to the dedicated resources listed above, CenturyLink has 3 existing Enforcer-
certified technicians in neighboring Nevada, and will have an additional 2 Enforcer-certified technicians 
in Idaho, to assist in Utah as needed. 

Finally, CenturyLink has additional access to hundreds of Utah-based CenturyLink, Inc. 
telecommunications technicians at no cost to UDC – in total CenturyLink, Inc. employs almost 1,500 
people in Utah.  

CenturyLink Response: Accept and comply.

CenturyLink will designate the personnel described in 5.10 above to work in UDC facilities.  As a 
precaution and with UDC permission, we also propose submitting acknowledgements and 
background checks for Nevada and Idaho-based personnel for backup and/or vacation coverage.

All personnel hiring will be contingent on the individual’s submittal and passing of UDC-required 
acknowledgements and background checks, recognizing that all personnel serve at the permission 
of the UDC. In addition, existing resources will be hired whenever possible to ensure compliance 
with UDC rules and minimize the impact on transition.
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CenturyLink Response: Accept and comply.

CenturyLink has been providing secure inmate communication services to state and local governments 
for over 23 years. Over this timeframe, we have served a number of publicly and privately run facilities.  
A list of ten (10) such systems similar in size and scope to those desired by UDC are listed below.

Entity
Number 

of 
Facilities

Inmate
Population

Inmate 
Telephones

Direct Work 
Station 

Connections *
Alabama DOC 29 24,999 1,171 30
Clark County, NV 1 3,734 466 0 
East Baton Rouge Parish, 
LA 1 1,711 144 2 
Hillsborough County, FL 1 2,894 280 0 
Milwaukee County, WI 2 2,239 332 0 
Kansas DOC 13 9,521 967 15
Nevada DOC 18 12,755 678 0 
Pasco County, FL 1 1,404 134 0 
Texas DCJ 110 150,000 5,385 350
Wisconsin DOC 36 22,088 1,287 0 

* Those listed as having zero (0) direct workstations connect remotely through separate workstations 
provided by that Agency.

CenturyLink Response: Accept and comply.

ICSolutions
2200 Danbury Street 
San Antonio, TX 78212
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Purpose
The Enforcer system is a fully integrated call-processing platform that combines state-of-the-art 
hardware, a Linux-based operating system and a robust database. All components for placing calls, 
monitoring and recording calls, collecting data and processing an investigation are combined in a 
single, compact unit. Because it’s browser based, you can access it from multiple computers, and 
retrieve all call recordings from online. The system also provides automated alerts for a variety of 
criteria, supports inmate tracking and integrates with other management and commissary systems.  

As for the software that runs the Enforcer system, our subcontractor partner ICSolutions developed the 
earliest version of the Enforcer system in 2005 and has regularly updated and enhanced the Enforcer 
since that time. This is the same Enforcer system that CenturyLink provides to other state DOCs, 
including the Alabama DOC, Kansas DOC, and Nevada DOC. Where licensing is required for certain 
calling system components, licensing agreements, all of which extend for periods well beyond the term 
of this contract, have been obtained. ICSolutions also provides our Called Party Prepaid Customer 
Service and Account Management.

The telephones and major equipment CenturyLink is proposing have been installed in other inmate 
telephone accounts for nearly 10 years. None of the proposed equipment or applications is “beta,” and 
CenturyLink has a history of reliable service in our existing accounts. 

The Enforcer system call processors are off the shelf and commercially available and require no patent 
rights for the hardware. As for the software that runs the Enforcer system, our subcontractor partner 
ICSolutions developed the earliest version of the Enforcer system in 2005 and has regularly updated 
and enhanced the Enforcer since that time. 

This is the same Enforcer system that CenturyLink provides to other state DOCs, including the 
Alabama DOC, Kansas DOC, and Nevada DOC. Where licensing is required for certain calling system 
components, licensing agreements, all of which extend for periods well beyond the term of this contract, 
have been obtained. CenturyLink is proposing the following major equipment:

Jpay, Inc.
12864 Biscayne Blvd, Suite 243
Miami, FL 33181

Purpose
CenturyLink has partnered with JPay – the undisputed leader in video visitation and e-messaging 
services to state DOCs – to provide kiosk-based services. Together, CenturyLink and JPay have 
value-added products deployed in every Texas, Kansas and Nevada state facility. UDC will reap 
the benefits of this partnership by deploying in parallel a robust phone system and kiosk platform.  
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JPay has been the pioneer and first to market for many of these technologies since inception, due 
to a deep and constant desire to innovate. With system updates occurring on a biweekly basis, 
JPay offers new and better functionality and products at a steady rate. The benefit to all 
stakeholders (prisons, families and inmates) is that with innovation comes efficiencies, cost 
savings and tremendous personal convenience. All of JPay’s services are provided at no cost to 
UDC. Fees are borne on the inmates or family/friends for use of the services.

Wintel
1051 Bennett Drive, Suite 101 
Longwood, FL 32750

Purpose
Wintel manufactures the highest quality inmate telephones, handsets, visitation kits, visitation 
phones, private speakerphones, cord free phones, and associated replacement parts for all. 
Studies done in actual inmate facilities have shown that Wintel phones and handsets have a 
significantly lower replacement rate (by a factor of at least 4-times) than any competing brand. 
This is important because it means fewer out of service conditions and fewer visits by technicians 
to repair or replace defective equipment. 

Wintel is a division of Independent Technologies, Inc. In addition to telephones and handsets, 
Independent Technologies is an engineering and design firm that makes a variety of test 
equipment for telecommunications phone lines and systems. This same engineering expertise is 
one of the reasons Wintel inmate phone equipment is specifically designed to work in the inmate 
communications arena. Wintel equipment works with all of the platforms of the major inmate facility 
communications systems providers.

CenturyLink Response: Accept and comply.
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The two tables below provide CenturyLink’s current and former customers for the last five years; they are labeled 
“Current CenturyLink Customers” and “Former CenturyLink Customers”. One of our customers, the Southwest 
Indiana Regional Youth Village (SWIRYV), was transferred to another inmate telephone service provider by 
mutual consent of CenturyLink and SWIRYV. We have not lost any customers prior to the expiration of the 
contract. 

We note that CenturyLink’s market approach is to target only those customers where we feel we can best serve 
their individual needs.  As a result, our customer list is far shorter than most other providers.  At the same time, 
our unique network and corporate resources mean that our customers tend to be larger state DOCs.  We request 
special consideration from UDC as you evaluate our abilities and past service history.

CenturyLink wishes to exempt the following information from public disclosure. Our customer contact list 
is proprietary and disclosure would give our competitors an opportunity to undermine our position with 
these customers. Furthermore, many of these customers have asked that CenturyLink not release their 

contact information publicly.

For these reasons we request that UDC exempt it from public disclosure pursuant to Utah Code 
Subsections 63G-2-305(1) and (2), and 63G-2-309. This information is provided under PDF file named 

CenturyLink Response to UDC RFP JM14012 – Section 2. Protected Information. 
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CenturyLink Response: Accept and comply.

An alternative cost proposal has been uploaded to BidSync as file attachment name: CenturyLink 
Response to UDC RFP JM14012 – Alernative Cost Proposal.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink takes its contractual obligations – especially those prohibiting extra and/or hidden charges 
– very seriously.  Our corporate culture, and CenturyLink Inc’s hundreds of thousands of Utah-based 
customers, simply will not tolerate this kind of behavior.

Rate audits
As a division of a Sarbanes-Oxley compliant company, CenturyLink completes monthly audits to verify 
billing accuracy. Our commissioning system (Commissioning of Prison Systems – “COPS”) compares 
every completed call to an account-specific table of calling rates. Any discrepancy is immediately 
investigated and corrected. In the rare occurrence where a discrepancy is found, any additional 
commissions owed to the account are calculated and discussed with the account, and any refunds due 
to a friend and family member or the inmate are applied. The monthly rate audit report will be provided 
to UDC along with the monthly commission statements. UDC can use this report to compare to their 
contracted rates to verify the accuracy of CenturyLink’s rating.

Fee audits
Regarding compliance with UDC’s “no-fee” requirements, transaction records may be pulled from both 
our collect billing feeds to our LEC billing clearinghouse.  For prepaid accounts, transaction records 
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may also be pulled for UDC call recipients to ensure that taxes are properly applied and fees are not 
assessed.  CenturyLink performs regular ‘spot checks’ of these transaction logs in addition to placing 
regular test calls over our inmate telephone systems to ensure ongoing contract compliance.  In fact 
these spot checks will be a monthly duty of the on-site technicians.

Tax compliance
For mandated fees and taxes as one of the largest telecommunications companies in the United 
States, our corporation is closely monitored by the Federal Communications Commission as well as 
other government agencies for compliance. The corporation has a large tax department that ensures 
we follow government requirements for mandated fees (federal taxes, USF, etc.). As an example of the 
scrutiny that the corporation undergoes, during the months of February 2013 through January 2014, the 
Universal Service Administrative Company (USAC), the FCC-designated administrator of the Universal 
Service Fund, conducted an audit of our USF practices.

The system platform also features on-line real-time direct rating of each call, for immediate and 
unalterable on-line visibility to call detail records and billing records. 

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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A sample bill has been uploaded to BidSync as file attachment name: CenturyLink Response to UDC 
RFP JM14012 – Sample Bill.   

Please note that inmate billing relevant information is shown on page 4 of 6 of the uploaded 
CenturyLink Local Phone Company Sample Bill. CenturyLink (as do other inmate phone system and 
service providers) bills collect calls using a 3rd party billing agent. Our 3rd party billing agent is ILD 
Teleservices, Inc. (ILD). Please note that the fact that ILD is billing on our behalf is noted on the bill. 
Calls to ILD that are identified as CenturyLink customers are routed to a CenturyLink Call Center for 
customer service and billing questions. 

A review of the Sample Bill confirms that billing information includes specific rating of each call, minutes 
spoken, time of call, duration, etc. and delineates all applicable taxes, fees and surcharges separate 
from the rated value of the call.

CenturyLink Response: Accept and comply.
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CenturyLink Response: Accept and comply.

Addendum 4 issued on July 29, 2014 amended the maximum inmate calling rates above by 
including Advance Pay with Inmate Debit or Prepaid Card rates instead of Inmate Collect rates.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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CenturyLink Response: Accept and comply.

CenturyLink currently offers pre-paid and debit international calling to those facilities served who 
wish to have this capability.  The proposed rates for international calls have been included on the 
Inmate Telephone Service Cost Sheet provided by the State of Utah.

CenturyLink Response: Accept and comply.

Ongoing policy debates at the Federal Communications Commission and at the state level have 
provided a great deal of uncertainty when it comes to the future of Inmate Telephone Service.  
CenturyLink has made a commitment to each of our customers that we will negotiate in good faith 
should changes in regulatory policy materially change during the course of our contract. 

For example, we have continued to pay commissions on Interstate calls and have kept in close 
communication with our customers concerning the impact of these regulatory changes.  This is in 
stark contrast to some major providers, who quite frankly have taken the opportunity to unilaterally 
re-negotiate contracts and their customers’ expense.  

Potential impacts of regulatory changes
Obviously it is not possible to predict the specifics of future regulatory changes.  At the same, time, 
the basic principles of re-negotiation should be the same in any scenario:  to keep consistent the 
economics of CenturyLink’s original proposal, which was developed under a competitive bid 
process.

CenturyLink proposes a simple way to do begin negotiations which we call the “gross margin” 
approach, calculated as prior revenue less variable cost (primarily variable network costs and 
commission to the State).  If changes to rates or commissions are required by regulatory changes, 
CenturyLink would provide a forecast of these changes to UDC based on the best comparable 
data available from other changes in state DOCs.  CenturyLink notes that we have high quality 
revenue and call volume data from five different DOCs that experienced major rate decreases, 
including two very large decreases resulting from state laws abolishing site commissions. 
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The Minimum Monthly Guarantee would be modified in correlation with the change in the 
commission rate.

Based on these numbers, both parties would be able to come to fact-based conclusions on fair 
terms for any required negotiations.  Regardless, CenturyLink acknowledges and accepts that the 
State retains discretion and final decision authority over re-negotiation.

Final note: The FCC is currently considering new rules that could possibly include outright 
elimination of commissions and in-kind payments, and in fact some providers are actively lobbying 
the FCC to do just that.  We respectfully recommend that UDC carefully consider each bidder’s 
actions resulting from the partial implementation of FCC Order 13-113 in February 2014, and 
discuss these proceedings with each qualified bidder face-to-face.

CenturyLink Response: Accept and comply.

Question 13 was answered on July 9, 2014 with “The State of Utah will currently accept 
commission offers on interstate calls, but will comply with the Federal Communications 
Commission (FCC) if they change their policies and/or impose rules on commissions different from 
those awarded as a result of this RFP (mid-term contract negotiations could be required). In this 
section it explains that commissions must be paid on categories other than interstate calls and that 
the State of Utah will accept offers containing commission payments on interstate calls until such 
time as the FCC or Federal Court of Appeals rules against commission payments on interstate 
calls.”

To remain consistent with other major inmate telephone providers’ interpretation of FCC Order 13-
113, CenturyLink’s proposal does not include commissions on interstate calls, which constitute 
less than 5% of total UDC calling in the data provided.

CenturyLink Response: Accept and comply.
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The estimated mandated fees per call included in “Attachment D – Cost and Commission Revenue 
Sheet” will be calculated on each call as a percentage of revenue. These fees are for sales tax & 
USF charges and will be charged on a pass-through basis only. While the Cost Sheet includes 
these fees in the commission calculation, the actual fees will not be included in the commission 
calculation.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink will provide payment of commissions within 20 days of the preceding month. For example, 
commissions for the month of January would be received by the State no later than February 20.  
CenturyLink prefers to send the commission payments electronically, however, we would be able to 
provide a paper check, should the State desire.  

A monthly commission statement will be generated for the State that will provide the revenue for each 
inmate telephone as a separate line. This revenue will be broken out by collect and debit/advance pay 
(prepaid), and also by the classification of the call (local, interstate, international, etc). In addition, the 
State will receive a Year To Date Summary Report of revenue, and a monthly Rate Audit Report. 
Sample commission reports are included with our Sample Reports attachment that has been uploaded 
to BidSync under file attachment name: CenturyLink Response to UDC RFP JM14012 – Sample 
Reports.   
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CenturyLink Response: Accept and comply.

CenturyLink imports call detail records (CDRs) from the Enforcer system on a daily basis into the 
Commissioning of Prison Systems (COPS) database.  At the end of the month, these records are 
processed by COPS to generate the commissions owed to the various accounts.  

As part of the commissioning cycle, we use several processes to ensure that all CDRs have been 
imported and accounted for.  If we find any discrepancies, we immediately investigate and resolve the 
issue, and recalculate the commissions.

The State can perform its own audit fairly simply.  The Enforcer has a robust reporting system, and one 
of the reports is the “Revenue by Account Type” report, which will give the State a total of all messages, 
minutes, and revenue for s specific time period. Commissions are not on this report; however, the 
State can easily perform that calculation.  

The Revenue by Account Type report can then be compared to the monthly Commission and Revenue 
Statement Report generated by the COPS system to ensure accuracy. Examples of the two reports 
are shown below.  (Please note that the Commission and Revenue Statement Report is not shown in 
its entirety; complete reports can be found in the Sample Reports attachment that has been uploaded 
to BidSync under file attachment name: CenturyLink Response to UDC RFP JM14012 – Sample 
Reports. 

Note that the numbers highlighted in yellow match.  These are actual reports from an existing account, 
however the name on the account has been deleted.
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CenturyLink Response: Accept and comply.

CenturyLink Public Communications, Inc.’s (d/b/a CenturyLink) business license # is 1374625-
0143 and is active and in Good Standing. CenturyLink Public Communications, Inc. was first 
registered on 09/23/1997 and last renewed on 09/11/2013. A copy of our W-9 is provided on the 
following page. 

To the best of our knowledge, there will be no need for any staff assigned to UDC to have any 
specialized professional licensing (as defined on the Utah.gov website) to install or administer the 
inmate telephone system and related services. The in-state, dedicated Program Manager and 
System Administrator/Technicians will be trained and certified on the Enforcer system. If any 
unforeseen electrical work (or any other type of work requiring a specialized professional license) 
is necessary during the installation and ongoing administration of the contract, a licensed 
contractor would be hired to complete the work. 
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CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink has reviewed the Scope of Work and attests that we have the ability to meet the 
scope of work and have no exceptions. 

CenturyLink Response: Accept and comply.

This information is provided in our Implementation Plan Summary Overview and Implementation 
Plan Gantt Chart that was provided as part of our response to Item 2 - Installation Requirements, 
Sub Item 2.1.  CenturyLink commits that the Enforcer system will be 90% operational and working 
properly by day 30 (if not sooner), and 100% fully operational and working properly by day 90 (if 
not sooner).

CenturyLink Response: Accept and comply.

CenturyLink pledges that we can and will obtain the required surety bond prior to finalization of 
award recommendation.
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Section 5 – Detailed Response 

State of Utah CenturyLink: Page 222
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink will exceed this requirement by storing call online for the life of the contract.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

Bid JM14012State of Utah

BidSync10/23/2014 p. 996



Section 5 – Detailed Response 

State of Utah CenturyLink: Page 223
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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Section 5 – Detailed Response 

State of Utah CenturyLink: Page 224
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.  

CenturyLink has provided a response to the UDC’s entire Scope of Work and fully understands that the 
Proposal Response Requirements and referenced RFP Sections listed above are of particular 
importance to UDC and that our proposal must provide detail and qualifications to demonstrate our 
ability to meet these specific requirements.  

CenturyLink Response: Accept and comply.

A completed Attachment D-Cost Breakdown Sheet has been uploaded to BidSync as file name: 
CenturyLink UDC RFP JM14012 – Attachment D - Cost and Commission Revenue Sheet. 

CenturyLink Response: Accept and comply.

CenturyLink is submitting the proposal online through BidSync as recommended and preferred. 

CenturyLink Response: Accept and comply.

The Request for Proposal form has been completed and signed (electronically) online through 
BidSync and is showing accepted status. The online form seems to have a technical glitch in that it 
did not provide a way to circle or underline or otherwise select the business entity type on the 
online form, so please note that CenturyLink Public Communications, Inc. is a Corporation entity.
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Section 5 – Detailed Response 

State of Utah CenturyLink: Page 225
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.

CenturyLink’s Executive Summary has been provided as an upload to BidSync as file name 
CenturyLink Response to UDC RFP JM14012 – Section 2. Executive Summary.

CenturyLink Response: Accept and comply.

CenturyLink’s Protected Information has been provided as an upload to BidSync as file name 
CenturyLink Response to UDC RFP JM14012 – Section 3. Protected Information.

CenturyLink Response: Accept and comply.

CenturyLink’s Financial Stability information has been provided as an upload to BidSync as file 
name CenturyLink Response to UDC RFP JM14012 – Section 4. Financial Stability.
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Section 5 – Detailed Response 

State of Utah CenturyLink: Page 226
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CenturyLink Response: Accept and comply.

CenturyLink’s Detailed Response has been provided as an upload to BidSync as file name 
CenturyLink Response to UDC RFP JM14012 – Section 5. Detailed Response.

CenturyLink Response: Accept and comply.

CenturyLink does not expect any conflicts of interest.
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Section 5 – Detailed Response 

State of Utah CenturyLink: Page 227
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.

None. CenturyLink has reviewed the Standard Terms and Conditions and has no exceptions and 
additions.

CenturyLink Response: Accept and comply.

CenturyLink’s Cost and Commission Revenue Proposal has been provided as an upload to 
BidSync as file name CenturyLink Response to UDC RFP JM14012 – Section 8. Cost and 
Commission Proposal.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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Section 5 – Detailed Response 

State of Utah CenturyLink: Page 228
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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Section 5 – Detailed Response 

State of Utah CenturyLink: Page 229
RFP Solicitation # JM14012 - Inmate Communication Systems & Services Submitted:  August 11, 2014

CenturyLink Response: Accept and comply.

CenturyLink Response: Accept and comply.
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