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IV.B.2.3 Research and Resolution Services [ITB 1.C.2.b]

Tier understands the need to keep Undisbursed Collections (UDC) un-
der control, especially as the federal Office of Child Support Enforceme-:nt
(OCSE) is considering it as an incentive category. Tier brings to the table
experience working with our federal partners as well as a host of states
and employers across the nation to identify common issues found in UDC
and uniformly categorize UDC. The MiCSES Suspense Request Actions
from the Invitation to Bid (ITB) Appendix B are defined as UDC in this
proposal.

We understand the large majority of UDC/Misapplied are not created
by vender error, but instead are caused by a variety of factors such as em-
ployer/non-custodial parent (NCP) remittance error and case maintenance
issues, To better serve our clients Tier has developed a program that eas-
ily integrates with MiCSES to facilitate the process of adjusting rcceipts
posted incorrectly and the posting of receipts held in suspense due to lack
of identification (UNID) or held duc to case maintenance issues.

Tier proposes to use our Online Resolution System (ORS) to track and
respond to requests for receipt adjustments from the Friends of the Court
(FOC) and the Michigan Office of Child Support (OCS). Tier’'s ORS,
along with our state-of-the-art imaging software (Image Access), will give
the state of Michigan complete real time access to the status of requests
submitted for receipt adjusiments and UNID posting. Tier will use the
ORS in addition to posting to MiCSES UNID and working within
MICSES to make the receipt adjustments. We will form a team whose
members are fully trained in MiCSES, the Michigan OCS, and federal (the
Personal Responsibility and Work Opportunity Reconciliation Act
[PRWORA]) policy guidelines and who are completely dedicated to the
reduction of Michigan’s UDC/Misapplied.

Tier/04-0039-PRP
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The Swat Team Approach to Reducing and Controlling UDC /
Misapplied Payments

A 2.2 % UDC/Misapplied rate on an average of 30,000 transactions
daily translates to more than 650 payments denied to Michigan families
every day. It is our goal to reduce this rate by 30% in the first six months
of operation. Based on our experience in Kansas—where the implementa-
tion of a Suspense Reduction Team and the ORS reduced their
UDC/Misapplied by more than 40% in only a few months —we believe
this is an achievable goal. The tracking of adjustments in ORS produces
statistical rcports that will aid Michigan in identifying arecas where reor-
ganization, training, and system changes may help in the effort to reduce
UDC/Misapplied.

The comerstone to any successtul UDC/Misapplied reduction effort is
training in the form of communication, via phone and mail, with all patties
involved in creating the errors. This communication is a kcy element in
Tier's UDC/Misapplied reduction process because without a strong effort
to communicate and train customer scrvice representatives (CSRs), the
problems that cause UDC/Misapplied and the resulting cleanup efforts
will continue,

Transactions are researched vigorously throughout the resolution proc-
ess. If the research resolution is not found in MiCSES or other database
resources available to Tier, the next step is making telephone calls. Tele-
phone calls are followed by mail contacts. The Rescarch Resolution Team
makes, at a minimum, one telephone call and one successive mail contact
to the payer,

+ All telephone calls and mail contacts arc tracked and recorded for audit
purposes and ate available for client review.

+ It is Tier’s policy to obtain at least two identifiers to confirm accuracy
for posting each payment received. These identifiers may consist of

Payor Name and social sccurity number (SSN), Payce Name and one

Court order, Court order and Child name, etc. Prior to the funds being

IV-B-115 Tier/04-0039-PRP
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posted to the court order, verification is made to confirm all informa-
tion matches what is shown in the database.

+ All attempts to contact the payer are documented in Tier’s database for
audit purposes.

¢ Tier agrees to follow the State’s policy of accepting IV-D case numbers

alone as acceptable identification when posting interstate payments.

The Research Resolution Team will use historical MiSDU postings to
help resolve subsequent unidentifiable payments. The research module of
Kids1st® was designed to allow for quick payment research, This module
displays the images of the payments along with the posting data. Kidslst
provides the following ways to search for a payment:

+ Financial Instrument

- Check number

~ Check amount

— ABA Routing/bank account number
¢ Maker Select

— Check Maker Name
4+ NCP Select

— NCP name

— NCP SSN

— Case number

— Remit amount
+ Batch/Envelope

— Transaction ID

When searching by any of these methods, Kids1st will display the data
associated to the payment in addition to the images of the payinent and all
associated documentation. When more than one payment meets the search
criteria, the user can view cach payment by simply clicking on the choices

listed on the left side of the screen as depicted below in Figure TV.B.2.3-1.

Tier/04-0039-PRP
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Figure IV.B.2.3-1. Users can view each payment by simply clicking on the choices llsted on the
left side of the Kids1st Researched Item Screen,

Tier’s special handling procedures discussed above have been devel-
oped through years of processing child support payments. Our Kids[st ap-
plication is constantly evolving to ensure we provide our clienis with the
best payment processing solution possible. Kidslst, combined with the
workflow and skilled staff, provides an unmatched solution for the State of
Michigan.
¢ When multiple identifiers are in conflict and telephone calls or research

do not clarify the conflict completely, Tier prioritizes the use of those

identifiers in accordance with the States business rules. -When con-

fronted with conflicting identifiers, using an IV-D case number over a

non-matching NCP SSN would be an example of using the State’s busi-

ness rules. Tier will always attempt to make direct contact with payers

to confirm payment identification,

IV-B-117 Tier/04-0039-PRP
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¢ As part of the research process Tier considers the possibility of number

transposition, misspelled names, and the CP or child’s name if pro-

vided, to resolve unidentifiable payments

¢ Tier’s ORS provides a variety of reporting options. Tier will work with

the State to create the reports that best serve FOC and MiSDU. At the
very least, on a daily basis the Research Resolution Team will provide
MiSDU with an aged detail and an aged summary status report of all
research fransactions.

At the end of each business day all receipts are resolved as:

— Posted to a case

~ Unidentified

—~ Resolved as sent in error and marked “misdirected”.

Tier’s state-of-the-art Image Access and Kidslst applies a unique iden-
tifier to each reccipt and image. This unique identifier stays with the
receipt and the image throughout all the adjustments made to the re-
ceipt. This provides a complete and accurate audit trial.

The Research Resolution Team procedure includes written notification
to employers, NCPs and other payers of changes needed to prevent fu-
ture remittance errors. Templates are created to streamline this process
and ensure uniformity in communications.

Tier will coordinate with the FOC, OCS Special Initiative Unit, and
Central Functions Unit on customer service functions and issues. We
will work as partners with all affiliated groups to ensure customer satis-

faction.

Online Resolution System (ORS)

Tier takes pride in our innovative solutions for providing exceptional

customer service to our clients. Our ORS is just one such solution we of-
fer. This system allows state and county child support workers to interact
with our world-class research specialists over the Internet: Michigan child

support workers and FOC can submit electronic requests for our research

Tler/04-0038-PRP
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specialists to address. In addition, the ORS provides an immediate audit

trail of the request to the worker.

Tier has worked with the state of Kansas in our Kansas Payment Center

to fine-tune our ORS and is proposing to utilize the same system for

Michigan’s Research Resolution Services. The ORS will be customized to

Michigan’s requirements for each specific request and will have a

MiCSES specific interface,

The purpose of the ORS is:

To enhance customer relations

Speed response times for requests

Clear the backlog

Provide research specialists with nceded information required for ap-
propriate research

Provide immediate feedback that a researcher is actively working the
request

Invoke objective program metrics and configuration management of re-

search and resolution service requests.

Tier’s ORS, as depicted in Figure 1V.B.2.3-2, provides the following:
Michigan OCS staff and FOC have preformatted forms to use for
minimizing the amount of typing while maximizing the information
collected to process the request.

All requests arc assigned a tracking number automatically by the sys-
tem. Confirmation emails are sent to the user as the requests are as-
signed to a research specialist for resolution.

Research specialists have a series of auto responsecs as well as work
flow controls to enhance productivity and reduce thorough time for re-
search.

All issues are under configuration management control from inception
to closure with metrics-based reporting to facilitate process and system

improvement,

IvV-B-119 Tier/04-0038-PRP
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Figure 1V.B.2.3-2, Tier's Online Resolution System (ORS) allows state and county child support
workers to Interact with our world-class research specialists over the Internet.

Tier’s research specialists, Michigan child support workers, and FOC
will use the system, housed on a secure website. The uniform resource lo-
cator (URL) will only be released to targeted users. Michigan child sup-
port workers and FOC will not require user IDs and passwords to access
the system, The system responds to their submissions based on the email
address that is supplied on the form. Upon accessing the URL, users are
provided with a main menu from which to select their desired option. The
menu, as depicted in Figure 1V.B.2.3-3, allows users to enter research re-

quest regarding Missing Payments, Misapplied Payments, Adjustments to

Tier/04-0039-PRP 1V-B-120
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a Payment History, Refund Requests, Additional Information, Unidenti-
fied Payments, all categories of UDC found on MiCSES Suspense Re-
quest Actions (Appendix B), and to Reopen an Initial Request.

R R A T R A R S R R R AT
£ MISTH - Got A Qiéstion? A S
Bt ERMew Faweter Tesh Bl T - 0 o D .o n T cm o i

© Lat our ourine spegiali YOU fined the answars that you zre looking for. - .
h
Missing Payment Misapplied Payiment
Bon't know lhe stalus of a payment? Know a payinent Ser a payment on tho pay history that doesa't belang? Do .
was senl to the MISDU, but nol sute where 8 {s? Send us you have a casa that the paymont noods 1o be applied to :
the paymaont info and wall find it for you. from anothei gase? Let us know and we'll adjust the payment

to tha cotroct court order, {

Adjust the pay History

Do you need lo updale a pay history to rofiac! an Refund o :
adjuslment or paymerit that does nol appear op the Do you have a case thal i3 overpaid or pald in full? !
paymont histoty? Send us yos info and we'll adjust Does a payment need to ba refunded to the payer?
it ot you. Send us your info and we'll refund il for you. !
Additional Inforrmation Unidentified Payment |
Have moro information that vAlt help us tesolve your Do you: have infotunation on a tansaction that is in MISDU
issue? Hava your Tracking Numbar ready, and send suspensa? Submit your info along vith the MISDU suspanse
us the infonsnalion. ransaclion rimber and we vill gel the payment posled lo

tho case.

Reopen Initial Request
Do you have addiltonat questions needing lo ha
answerad? Resubmit your reques! and we will

{ollow up on your request, ﬁ i

Figure IV.B.2,3-3. The ORS’s Issue Resolution Main Menu offers users a number of options
for beginning a request for research.

After a selection is made, the user is provided an online form: for com-
pletion. The online form will prompt users to enter the required informa-
tion that is needed to accurately complete their requests to full satisfaction,
Each menu selection results in a different form presented. The form for an

Unidentified Payment is depicted in Figure IV.B.2.3-4.
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Figure IV.B.2.3-4. The Input Screen facilitates users’ ability to have their questions answered fuily.
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Once a user has completed all required fields and selects the Submit op-
tion, a message is displayed confirming their transmission has been suc-
cessful, Additionally, the user will receive the first of three email confir-
mations with their tracking number and all information that was requested
on this form. This provides an initial audit trail of the issue for the user.

Tier’s Research Specialist staff monitors the ORS daily. They access
the system using a user ID and password. Each research specialist has ac-
cess to all “unassigned” issues, which they can resolve. They also can
view their assigned issues. Supervisors have the ability fo assign specific
issues to certain research specialists. A sample issue log is displayed in
Figure 1V.B.2.3-5. The system allows for updates of “open issues” and
provides the option for supervisors to intercept a request or check the pro-

gression of a specific request that is being researched.
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ol DO e e et e e
N Q-7 -y v Yt e 1/28/04 Moszeler Assigned
~ U-27-04-Nat] we e S 1/28/04 | tosezater | Assigned
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Figure IV.B.2.3-5. The Unidentified Payments Log facilitates supervisors’ ability to update

open issues.
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As Tier’s rescarch specialists access each issue, a second email notifi-
cation is sent to the initiator that their issue is actively being worked. Once
the issue is resolved, a third and final confirmation email is sent to the ini-
tiator describing the result of the issue.

The supervisors monitor the ORS throughout the day to ensure that
queues ate actively being worked. Figure 1V.B.2.3-6 displays a sample
summary report that the supervisor can use to monitor the issue queues,
Most issues are cleared the same day received.

O e T S A P e Y|
]H-c K Yo Prnie 1o U . .

@ ¥ ¥

..rw SRt
/ ;.;, 5.“5'(§s‘f<r“vn“«'!-\

The following 15 a current reyart fm 1}23,104 at 8 ‘G? T AM:

1 2t b }
E-J-r;assigned 8]
open a 7 16
pDeferred |0 0 8]
Active 4 7 174
Queue
CIOSEd 2437 7451 74776 664 43562 128890 '
Archive Q28 1104 93 112 a4 2332
Grand Total|3365 8555 74269 777 43656 121222

Figure IV.B.2.3-6. A Supervisor Summary Report permits issue queues to be monitored.
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Solution Highlights

» Adisbursement solution
based on experience of
providing similar services
to other farge-scale SDUs,

o Check printing by Tierin
the SDU faciiity achieves
qualify control and on -
time production every day.

o Infegrated electronic dis-
bursement options that
take advantage of US
Bank's !oniqs!anding pro-
vision of electronic dis-
bursement or debit card
SEIVices.

« Professionally printed
coupons include the op-
tion for Electronic Bilt Pre-
sentment and Payment.

« Viewable images of paper
and electronic disburse-
ments avaitable from the
SDU's image repository.

IV.B.2.4 Outputs, Print, and Distribution [ITB H.C.2.c]

Tier understands that the accurate and timely disbursement of child
support payments is critical to the overall success of the MiSDU. As a
group of dedicated child support professionals, we understand the impor-
tance of cach child support disbursement, which often represents a Michi-
gan family’s rent, food, and/or utilities. The 48-hour timeframe estab-
lished by the federal Office of Child Support Enforcement (OCSE) was
implemented to ensure that child support funds are promptly available to
recipients. The disbursement solution Tier proposes for Michigan was de-
veloped specifically to meet that requirement in high-volume states and
guarantees that Michigan families will receive their child support
promptly throughout the life of the contract. |

Tier will provide services that deliver funds directly either to the custo-
dial parent’s (CP) bank account through direct deposit or to a prepaid debit
card. Tier understands the benefits of increased electronic disbursement
participation, including reduced costs, increased client satisfaction, and
reduced undistributed collections. Our electronic disbursement card op-
tion is provided by U.S. Bank, a Tier team member with significant ex-
perience in providing these same services to human service agencies
throughout the country. The experience of Tier’s disbursement team will
have a positive benefit for the State and will mitigate risk during transition
activities and ongoing operations while providing an efficient and cost ef-

fective disbursement solution.

Introduction _

Although disbursements are only one component of a State Disburse-
ment Unit (SDU) operation, as a product of the operation,.they are in
many ways the most publicly visible component. CPs are most likely to
find fault with the MiSDU or complain to the SDU if their disbursement is
for the wrong amount or it’s delivered late. Disbursements at most SDUs

are made cither by paper check or as an electronic direct deposit through

IV-B-125 Tier/04-0039-PRP
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the Automated Clearinghouse (ACH) network. In addition, Michigan has
taken a progressive approach to disbursement operations by requiring the
use of electronic disbursement cards.

For the Michigan SDU disbursement operations to be considered suc-
cessful, Tier must print and mail checks to the correct payee with excep-
tional accuracy and within very strict timeframes. Moreover, the State’s
desire to mail or transmit disbursements based on instructions received as
late as 9:00 a.m. requires an infrastructure and associated procedures that
are capable of processing large volumes in a very short timeframe. In ad-
dition, direct deposit and electronic disbursement card transaction files
must be created and transferred to the SDU bank in a precise format and
on an exact schedule to have funds available in the payee’s bank account
ot card on the scheduled date.

Finally, the entire disbursement process must be accurately reconciled
every day. The MiSDU requires a rigorous reconciliation process that ac-
curately accounts for all disbursements and disbursement stock and miti-
gates the risk of check fraud. The reconciliation effort represents a chal-
lenging interaction between electronic processes and the production and
accounting for paper items. Figure IV.B.2.4-1 shows an overview of the

MiSDU disbursement process. Due to the federal and State timeframes,

‘the sheer volume of disbursement fransactions, and the number of dis-

bursement options available, the State will be best served by a contractor
that can deliver and manage the significant technical, accounting, and
staffing capabilities simultaneously. Tier offers the benefit of our experi-
ence in implementing and operating similar disbursement operations for
large SDUs including the skills and the knowledge required to success-
fully implement and operate the MiSDU disbursement function.

Tler/04-0039-PRP
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Figure IV.B.2.4-1. Tier's Disbursement operations provides a best-of-breed solution

incorporating components from Xerox, Pitney Bowes, U.S. Bank, and the
United States Postal Service.
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The Tler Team employs stale-
of-the art equipment, software,
and processes to ensure that all
disbursement functions consis-
tantly meet the daily perform-
ance standards set forth in the
RFF.

Disbursement Operations

Tier is proposing a dedicated, in-house printing and disbursement solu-
tion, consisting of proven technology and experience-based processes.
Tier’s use of the best available printing equipment and software together
with procedures that are designed to maximize accountability and accu-
racy will have the MiSDU disbursement functions meeting or exceeding
the daily performance standards set forth in the Invitation to Bid (ITB).
The Tier disbursement solution is the result of our experience implement-
ing disbursement operations for some of the country’s largest human ser-
vices programs, including the Ohio and Illinois SDUs. Tier is pleased to
be able to propose a disbursement solution that uses proven state of the art
equipment and software and best practices. Moreover, the solution we are
proposing for Michigan provides a number of exciting innovations includ-
ing the ability to display “images™ of both paper and electronic disburse-
ments in our image archive, which are discussed later in this section.

Tier will establish a secure disbursement operation in the MiSDU facil-
ity. With limited access, secured by our IrisScan security, the facility will
accommodate all the equipment required to print and insert checks within
the State’s defined timeframes. The proposed disbursement process is
very similar to the process Tier implemented and operated for the Ohio
SDU and provides Michigan with a proven solution for the critical dis-
bursement functions at the MiSDU. The remainder of this section is di-
vided into a detailed description of Ticr’s disbursement solution for paper

checks, direct deposit, and electronic disbursement cards.

Paper Check Disbursements

Tier’s processes, state-of-the art software, and hardware solutions are
designed to process disbursements within the timeframes mandated in the
ITB. Our process, coupled with Xerox, Pitney Bowes, and Group 1, miti-

gates risk and ensures the long-term success for the MiSDU. Figure

Tier/04-0039-PRP
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IV.B.2.4-2 provides a high-level flowchart of Tier’s Michigan check dis-

bursement operations.
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Figure IV.B.2.4-2. The MISDU disbursements flow will mitigate risk and facilitate success
while also meeting the State’s requirements.
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Tier will process each disbursement data file and format the data for
check printing, The direct deposit and electronic or debit card disburse-
ment records will be received and processed separately from the check file
as discussed later in this section, The check disbursement records will be
printed at Tier’'s Lansing facility, State-of-the-art software and hardware
will be used for data integrity, data security, and to ensure the lowest pos-

sible postal rates (sce Figure IV.B.2.4-3).

Tier's Robust Disbursement Platform

HARDWARE AND SOFTWARE |

Description Function

StreamWeaver Pitney Bowes software product provides job management, trans-
action leval duplicate checking, and output file generation

DOC 1 Pitney Bowes software product includes check template design,
data mergs, and identification

ForwardTRAK Pitney Bowes software product sxiracts address data and pre-
pares batch file for submission to the USPS FASTForward appli-
cation for forwarding address lookup

FASTForward USPS Application providing up to date forwarding address infor-
mation

Finalist Pitney Bowes software product performs CASS validalion, ap-
pends +4 ZIP Codse Information, and creales POST Net barcode

Mailer's Choice Pilney Bowes software product performs PAVE certification and
creatos tray tags and USPS Postal Manifest

Direct Connect Pitney Bowes inserter control software uses barcode data for
intelligent Inserting and ensuring all documents printed are physi-
cally accounted for

DocuPrint 135 Printer Xerox commercial MICR Printer creates printed check and remit-
tance documents

Series 12 Inserter ' Pitnoy Bowes inserter inserts checks and other documents into
envelopes for mailing and oplically tracks that all documents
printed are inserted and mailed

RDM Qualifier GTX MICR Tester / MICR quality assurance toot tests MICR quality beyond ANSE and

model 25653 GE ABA requirements ’

Figure IV.B.2.4-3. Tier'’s disbursement process is based on hardware and software setting
the standard for commercial printing throughout the world.
The Xerox DocuPrint 100/100MX MICR laser printer, seen in Figure
IV.B.2.4-4, was designed for commercial printing of black-and-white

documents at 600 dots per inch (DPI) with print speeds of up to 135 8.5 x
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Figure IV.B.2.4-4.

11 print images per minute and a standard paper capacity of 6,900 sheets.
Tier currently prints checks on Xerox DocuPrint MX printers in our Ohio
SDU operations and considers them easily capable of supporting the SDU

disbursement print function in Michigan,

The Xerox 100/100MX MICR printer was designed for operations like the
MISDU and has proven itself in the Ohio SDU project,

After printing and MICR verification, the printed checks are sent to the
Pitney Bowes Series 12 Inserters, seen in Figure IV.B.2.4-5. The Tier so-
fution uscs the Series 12 for much more than just inserting the checks into
the envclopes prior to mailing. In addition to being able to insert flyers,
brochures, and other marketing material into the envelopes with the
checks, the Series 12s are an innate component of our solution’s account-
ing controls and audit trail. As discussed in more detail in Section
IV.B.2.2 of this proposal, our solution monitors every disbursement trans-
actions from receipt of the data file from MIiCSES to the insertion of the
checks into the envelope, and finally to the delivery of the items to the
U.S. Postal Service (USPS) to ensure that every item is physically ac-

counted for.

IV-B-131 Tier/04-0039-PRP
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Figure IV.B.2.4-5. The proposed Pitney Bowes Series 12 Inserter is a robust solution designed

for high- volume mail processing.

Check Stock and MICR Quality

Using MICR tonet, the laser printer prints the checks on blank check
stock. To achieve maximum security, the check stock contains the follow-
ing security features; tamper-proof stock, graphics, watermark, micro-
printed border or signature line, void pantograph, and a special endorse-
ment reference. Figure IV.B.2.4-6 shows a sample disbursement check
image. The stock and its security features are discussed in more detail in
Section IV.D Security of this proposal. Tier will work with the State after
contract award to develop the check and associated stub layout or we can
easily exactly match the State’s current stock for look and feel. (Because
the bank on which the check are drawn will have changed from Bank One
to Fifth Third Bank, the information relatcd on the paying bank will

change. However, the rest of the check can be casily matched.)
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Figure IV.B.2.4-6. Check stock incorporates a number of security features as shown

in this sample check from Tier's Ohic SDU operations.

After printing, a sample of cach print job is analyzed to verify that the
MICR print quality meets ANSI 13B MICR specifications. If documents
are determined not to meet the required MICR standard, immediate action
will be taken to identify and correct the problem. In addition, routine
maintenance on each MCIR printer will include evaluation of the MICR
print alignment in order to verify that each check printed at the Michigan
SDU meets all ANSI specifications. Tier is well aware that the MICR
quality plays a significant role in the efficiency with which the disburse-
ments move through the Federal Reserve and overall banking system.

Poor MICR quality requires the Federal Reserve and/or banks to process
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the checks on low-speed equipment, which can mean additional process-
ing fees. In order to ensure that the project and ultimately the State re-
ceives the lowest banking fees, Tier places a significant emphasis on the

quality of the MICR on each check printed and mailed.

Direct Deposit

Tier is well aware of the advantages of using the ACH network to proc-
ess child support payments through the use of electronic funds transfer
(EFT). EFT offers an efficient and highly automated alternative to paper
checks. This translates into savings for both the State of Michigan as well
as the other State IV-D agencies utilizing this method. Because of the
great advantages associated with EFT, Tier has made EFT a cornerstone of
its disbursement solution. In fact, Tier is a member of the National Auto-
mated Clearinghouse Association (NACHA).

Based on our experience as a NACHA member and as a leading pro-
vider of child support services to states throughout the country, our direct
deposit solution was designed to conform to all aspects of the pettinent
NACHA requircments, Specific examples include our use of the CTX 820
format versus the CTX 820 lite format some vendors use. We have
worked with a number of states in implementing the 820 format for send-
ing and receiving child support payments. This experience provides us the
understanding to be not only technically compliant, but also to explain the
requirement and the reasoning behind it to other states.

Members of the Tier project team are currently responsible for setting
up direct deposit authorizations and terminations in multiple SDUs, in-
cluding some of the largest in the nation (c.g., Obio, New York, and Illi-
nois) as well as smaller states (e.g., Kansas). Using this experience,
Michigan can be assured that we understand the importance of processing
direct deposit applications, and Notices of Change (NOC), or returns,

quickly, as individuals may be moving or changing bank accounts. All di-

Tiet/04-0039-PRP
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rect deposit payment transactions to individuals will be sent in NACHAs
Prearranged Payment and Deposit (PPD) format.

Moreover, we understand the trauma that results from another child
support agency deciding to unilaterally reverse an EFT file. In order to
avoid the problems caused by this unilateral behavior, the CA SDU will
never unilaterally initiate an EFT reversal, but instead will work with the
State to determine pragmatic procedures for this process in general and
specific procedures for any actual reversal occurrence.

To ensure the success of the direct deposit component of our disburse-
ment operations at the MiSDU, Tier has selected Fifth Third as our bank-
ing pariner. Fifth Third Bancorp is a diversified financial services com-
pany headquartered in Cincinnati, Ohio. Fifth Third operates 17 affiliates
with 952 full-service locations in Michigan, Ohio, Kentucky, Indiana, 1ili-
nois, Florida, West Virginia, and Tennessee. They serve 5.7 million cus-
tomers through their affiliate-banking network with Western Michigan be-
ing the second largest affiliate in the Fifth Third network. This
infrastructure and focus on the State of Michigan provides the State’s con-
stituents with a proven banking partner, With approximately $91 billion
in assets, Fifth Third is among the 15 largest bank holding companies in
the United States, and its market capitalization of $33 billion places it
among the 10 largest bank holding companies in the United States. More-
over, Fifth Third handled 9.0 billion automated teller machine (ATM),
point-of-sale, and e-commerce transactions in 2003, a 10% increase com-
pared to 8.2 billion in 2002, and the Bancorp’s world-class capabilities as
a transaction processor position the Bancorp well to continue to take ad-
vantage of the opportunities of c-commerce including direct deposit.

Integrating Tier’s experience providing direct deposit disbursement
services to child support clients with Fifth Third’s extensive e-commerce
technical and process infrastructure creates a winning disbursement solu-

tion for Michigan’s families.. The United States is rapidly moving towards
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an economy dominated by elecironic commerce, In fact, banking experts
are predicting that check volumes will decrease 40% between 2003 and
2010 (“Forecasting Check Volumes,” Tt oday: The Journal of Work Proc-
ess Improvément, June 2004, p. 34). This decrease in check volumes
means that number of electronic transactions, including child support dis-
bursements fs going to increase. Therefore, the vendor selected to run the
MiSDU must provide not only a vision for electronic disbursements, but
also a banking partner with the e-commerce infrastructure and ability to
meet the changes the next 5 years will bring to e-commerce and the child

support program. Together Fifth Third and Tier provide the State with a

“comprehensive direct deposit solution that meets today’s volumes and to-

morrow’s challenges.

Debit Cards

Like direct deposit, debit cards will continue to become more important
as the percentage of electronic commerce increases. In addition to provid-
ing another method for disbursing child support electronically, debit cards
also provide a viable option for the State’s constituents for whom a bank
account is not possible. Debit cards, also known as stored value or elec-
tronic disbursement cards, represent the latest electronic method for dis-
bursing funds to recipients from government programs. Tier is very ex-
cited to name U.S. Bank as our partner for the debit card requirement on
the MiSDU project. U.S. Bank will be implementing the U.S. Bank Re-
liaCard VISA (see Figure IV.B.2.4-7) program for the State of Michigan.
ReliaCard is the largest prepaid card program in the United States, de-

signed exclusively for the disbursement of government funds.

Tier/04-0039-PRP
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Figure IV.B.2,4.7, The U.S. Bank ReliaCard is accepted for payments or cash withdrawals
just like any other VISA card.
Some highlights of the ReliaCard VISA program include:
¢ It is a VISA-branded payment card designed to replace costly paper
checks.
¢ It is not a credit card. Cardholders will be able to access only the funds
that have been deposited on the card by the State through the SDU dis-
bursement process,
¢ Funds are deposited to the card via ACH using the standard NACHA
file format and procedures.
¢ Cardholders have multiple ways to access their funds including the fol-
lowing:
— Make purchases at well over 20 million VISA debit merchant loca-
tions worldwide.
~ Make purchases at over 1 million merchants that accept Interlink
personal identification number (PIN)-based debit cards, many of
which provide “cash back” functionality at the point of sale,
— Withdraw cash at
* Allpoint surcharge-free ATMs (over 700 in Michigan and more
than 25,000 in the United States)
* VISA/PLUS ATMs (over 870,000 worldwide)
¢ U.S. Bank ATMs (over 4,500 in the United States)

Iv-B-137 Tier/(34-0039-PRP
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In addition to having a tremendous number of options for accessing
their funds, individuals that choose the ReliaCard as their disbursement
method enjoy dedicated customer service provided 24 x 7, 365 days a year

by live, multilingual CSRs.

Coupon Printing and Electronic Bill Presentment

Tier understands that coupons are an intcgral component of the State’s
child support program and that thesc documents are used for more than
remiffance processing. In fact, the coupons also contain the balance in-
formation the State is required to provide non-custodial parents (NCPs) by
federal regulation. Therefore, as a document serving two distinct func-
tions, the coupons printed by the MiSDU must be well designed, accu-
rately printed, and mailed in a timely manner.

Tiet has experience printing coupons that are used for this purpose for
two large child support programs. In New Jersey and in Ohio, through our
service provider, Allison Payment Systems (APS), Tier prints over
900,000 coupons every quarter. APS is a nationally recognized provider
of printing services to the child support community. They have been an
active participant in government printing and mail applications for more
than 20 years, and are particularly well suited to provide the type of high
quality coupons required by the MiSDU. In fact, APS mails over 130 mil-
lion mail sets each year, Moreover, their services embrace a culture of
technological and operational innovation, that provides not only “state-of-
the-art” print and mail products, but also additional value-added services
and support products that improve overall customer service activity and
increase the efficiency of the billing and production process.

Especially pertinent to Tier’s MiSDU operation, these additional ser-
vices will include Electronic Bill Presentment and Payment (EBFP). As
an early adopter of e-commerce initiatives, Tier understands the value of
providing multiple communication and payment methods for interacting

with our clients and their constituents. For coupons, this includes the ad-
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dition of EBPP where individuals can sign on to a secure website and view
their coupon. In addition, from the same website they can select to pay the
child support due either through a credit or eCheck transactions or they
can simply print the coupon and mail it with their check to the SDU.
Moreover, our EBPP solution includes email notification to the NCP that a
coupon is available for viewing at the MiSDU website. Child support pro-
fessionals understand that any additional reminder that a child support
payment is due is helpful in ensuring the payment is vltimately made on
time.

While no individual will be required to utilize the EBPP option, it will
be made available to anyone receiving a coupon. We believe that together
with our professionally printed coupons, the EBPP option enhances our
service offering to the State and subsequently to the State’s constituents
and forms yet another component of Tier’s best value offering to Michi-

gan and its citizens,

Summary

Tier’s solution integrates a technically solid solution with staff experi-
enced in child support disbursement processing and represents a signifi-
cant investment in the latest in printing and inserting technologies. More-
over, it provides redundant equipment to provide recovery in the event of
equipment failure. The proposed solution takes advantage of experienced
gained at the Ohio, Kansas, and Illinois operations to produce a best-of-
class child support printing solution that can be further refined to address
Michigan’s specific requirements. In addition, Tier is proposing a number
of progressive e-commerce based initiatives to provide an increased level
of service to the State and its constituents as well as to ensure the viability
of the solution during the entire 5-year period of the contract. Including
direct deposit, debit cards, and electronic bill presentment and payment,
Tier’s print and distribution solution truly offers the State a best value e-

commetrce solution for the 21* century.
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Paper Check Disbursements

As the most visible component of Michigan’s child support program,
the SDU bears a tremendous fiduciary and operational responsibility. To
be successful, the MiSDU must process accurately and in a timely manner
four and a half million paper check disbursements each year, Failures re-
lated to timeliness or accuracy mean that a Michigan family does not re-
ceive the child support to which it is entitled. Tier takes this responsibility
seriously and has developed a comprehensive check disbursement solution
based on years of SDU experience to ensure that Michigan families will
view the SDU project as a model government program. Functional com-
ponents of the print solution, represented in Figore IV.B.2.4-8, include the
following and are discussed in detail in the rest of this section:
¢ Data Processing

— CASS Certification

— PAVE Certification

~ Forwarding or Change of Address

~ Disbursement Status File

— Positive Pay File

— Cleared Check File
4 Physical Printing

— Xerox DocuPrint 135 MX

- MICR Quality

~ Check Stock
¢ Inserting

— Pitney Bowes Series 12 Inserters

— Audit Trail and Controls

¢ Dircct Connect — file based processing

— Pull Processing

¢ Best Postal Rates

¢ Print Schedule/Operational Capacity

Tier/04-0039-PRP
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Figure IV.B.2.4-8, The paper disbursement process requires the intricate interaction of a
number of data processing and mechanical processes.

The print solution proposed by Tier for the MiSDU disbursement op-
eration is a pragmatic solution based on an understanding that the checks
must always be mailed the day the disbursement file is received. This
stringent requirement necessitates the use of printing and inserting hard-
ware, software, and processes that have been proven not only in one of the
largest child support operations in the United States, the Ohio Child Sup-
port Processing Center, but are also used to support some of the largest
commercial printing and mailing operations in the world. Implemented

and operated by Tier in the Ohio SDU since December 2002, the check
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printing solution proposed for Michigan prints an average of over 815,000

paper checks each month and has never missed our same-day mailing

deadline. We are proud to be able to offer the same reliable and function-

ally rich solution to the State of Michigan.

Data Processing

Data processing plays a critical role in the success of the MiSDU dis-

bursement printing operations. Successfully preparing the MiSDU dis-

bursement file for printing indicates that a number of complex data proc-

essing functions have succeeded. This success means that:

¢

The printed disbursement is legible and presents the data to payee in a
manner that is casy to understand.

The MICR line on the disbursement meets all ANSI specifications and
can be easily read by the banking industry.

Security was maintained and only those checks included in the dis-
bursement file are printed and only with the data included on the file.
Postal regulations for address formatting and bar-coding and ZIP sort-
ing have been meticulously foowed to ensure the best postal rates.

The Check Print Confirmation and Positive pay files include the correct
data and are properly formatted for MiCSES and Fifih Third Bank.

As highlighted in Figure 1V.B.2.4-9, data processing is the first step in

creating the checks each day.

Tier/04-0039-PRP
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Figure IV.B.2.4-9. Data processing is the first step in the daily disbursement process.

File Transfer

The first step in the daily disbursement process is the receipt of the dis-
bursement file from MICSES, Tier understands that we will receive the
file in the format indicated in the ITB by 9:00 am daily and that it will be
transferred through the State’ data exchange gateway. Tier will work with
the State to automate this process, if possible, as an automated transfer has
worked well in the Ohio SDU operation. As discussed in Section IV.D
Sccurity, the file transfer ensures the security and integrity of the file dur-
ing the transfer process.

In addition to the Disbursement file, Tier understands that we must also

deliver a Check Print Confirmation file to MiCSES cach day. Tier pro-
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poses a disbursement operation that is reconciled not only at the summary
level, but also at the individual transaction level. In the disbursement
process, this requires that the status of each disbursement be individually
updated on MiSDU. In the Michigan SDU operation, the disbursement
update information is provided to the MiCSES by the Check Print Con-
firmation file. The file will be generated and transmitted to MiSDU by
6:00 pm each day for that day’s disbursements.

The Check Print Confirmation file will be in the required format, as de-
fined in the I'TB, and includes a record for each check printed and mailed
that day. In addition, Tier will work with the State to determine if the file
should include pulled items. With the inclusion of pulled items in the
Check Print Confirmation File, MiCSES is updated with the status of
every disbursement record received in the daily disbursement file, includ-
ing the items that ultimately are not mailed. Tier will archive cach con-
ﬁrmétion file sent, maintaining a historical record, as well as facilitating
the retransmission of the file if required.

The first step in processing the disbursement file is to create the Post-
Script print images. Creation of the print images is handled by the Doc 1
application. Doc 1 merges the data received in the disbursement file with
the appropriate check template. Tier assumes that there will be at least
two types of check templates: Custodial Parent and Other State Child
Support Agency. Doc 1 determines the payee on the check and after se-
lecting the correct template populates each data field on the template with
the appropriate data from the disbursement file.

Tier has selected Group One’s Doc 1 application to process the incom-
ing disbursement files, initially from MiSDU, ARS, and CASES in Phase I
and from MiSDU in Phase II. Tier currently uses the Doc 1 software for
this same function in the Ohio disbursement operation and considers it a

reliable, flexible, and effective solution.

Tier/04-0039-PRP

IV-B-144



M e

M1 SDU Expect A Lot
CASS Certification and PostNET Bar-coding
Coding Accuracy Support System (CASS) software will be imple-
mented through the use of Finalist, a Pitney Bowes address hygiene pack-
age. Finalist is responsible for thorough preparation of addresses in the
disbursement file for correct handling by the USPS. Finalist verifies,
standardizes, and corrects address elements and appends +4 ZIP codes as
necessary (see Figure IV.B.2.4-10).
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Figure IV.B.2-4-10. Tier will use Pitney Bowes’s Finalist to scrub every aspect of an address to

bring it into precise alignment with strict USPS standards, resulting in the
lowest postal rate.

To cleanse addresses, the billing document file with the address infor-
mation is sent to Finalist to match against the USPS database. Finalist will
verify, add, standardize, and correct street names, directionals, suffixes,
city names, states, and Z1P+4 codes. When the address is cleansed, Final-

ist adds carrier route codes and delivery point barcodes. Finalist’s output
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is flexible in that it allows for control of whether it will overwrite the ad-
dress information in a database. Tier will work with the State to determine
what, if any, address information will be updated. Finalist provides an ex-
tensive list of return codes to help with a diagnosis of addresses that are
returned because they were not matched to addresses in the USPS data-
base.

Use of Finalist ensures that the address on each check meets the USPS
requirements for formatting as well as ensuring consistency of data within
individual addresses. For example, possible changes to an address con-
tained in the disbursement data file are represented below in Figure
IV.B.2.4-11.

Before Finalist After Finalist
TR MGECER D0 AT NNTRIE8 B
Sam Jones SAM JONES
123 E. Main Street 123 EAST MAIN STREET
Delaware, Ohio 43015 DELAWARE OH 43015-1234

Figure IV.B.2.4-11. The Finalist program will format addresses so that they meet USPS

requirements,

Note that the update address includes a number of significant changes
all designed to make processing the document easier for the USPS. Spe-
cifically, a PostNET barcode has been added to the address, the entire ad-
dress is capitalized, all punctuation has been removed, and the +4 ZIP
code has been appended to the five digit ZIP code. In addition to these

formatting changes, Finalist will also compare the address information

- with its internal database of addresses in the United States. Using the da-

tabase information, Finalist has the option of correcting data that are not
consistent with the USPS records. Tier will work with the State to deter-

mine the level of updates consistent with the agency’s mailing protocols.

Tier/04-0039-PRP
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Presorting (PAVE)

After each address in the file is standardized, the records are sorted by

ZIP code to ensure concentrations meet minimum volume requirements

under postal regulations, This ZIP sorling functionality is provided by

Pitney Bowes Mailer’s Choice software. Meeting the Presort Accuracy

Validation and Evaluation (PAVE) requirements, Mailer’s Choice assures

presort accuracy and maximum postal discounts (sce Figure 1V.B.2.4-12),

Since Mailer’s Choice sorts the disbursements down past the +4 ZIP code

all the way to the exact carrier route it also expedites delivery of the dis-

bursement to the Michigan family waiting for it (see Figure IV.B.2.4-13).
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Figure IV.B.2.4-12. Tier has chosen Pltney Bowes’s Mailer’s Choice to meeting

assure presort accuracy and maximum postal discounts.
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Figure IV.B.2.4-13. Mailer's Cholce sorts disbhursements even more closely than to the

+4 ZIP code to speed dishursement delivery.

As part of the process to maximize postal discounts and expedite mail
delivery, Mailer’s Choice also creates the final address sort, tray, barcode,
and sack tags. Mailing labels, processing reports, and required USPS re-
ports for final mail preparation and USPS acceptance are also generated.
The finished check disbursement product at the Tier operated MiSDU are
trays of checks sorted by zip code. Each tray is labeled with a tag that
contains the barcode information that allows the USPS to deliver that tray
of mail to the correct postal facility without any additional sorting, reduc-

ing delivery time and ensuring the maximum postal discounts,

Forwarding or Change of Addresses

Pitncy Bowe’s ForwardTrak application is a client server system that
interfaces to the USPS’ FASTforward®, system. FASTforward is a col-
lection of all the permanent change of address cards filed with the USPS
within the last 13 months, Used to automate the move update process in
our operations ForwardTrak compares the name and address include on

each disbursement with the USPS database of all change of address cards

Tier/04-0038-PRP
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filed in the previous 13 months. As forwarding addresses are identified,
the old address can be automatically updated and the new address returned
to ‘MiCSES as the new address. Tier will work with Michigan to deter-
mine the parameters under which the forwarding address information
should be applied in our MiSDU operation. Capturing the forwarding ad-
dress prior to mailing provides a number of tangible benefits to the State
including reducing returned mail and the associated cost of remailing and,
more importantly, ensuring that each Michigan family receives their child
support check as expeditiously as possible.

Together Mailer’s Choice, Finalist, and ForwardTrak provide a com-
prehensive solution for managing mailing operations. Properly utilized in
our MiSDU operations, disbursement postage costs will be reduced by en-
suring that addresses meet all USPS formatting and standardization re-
quirements. Moreover, all disbursement rccords will be concentrated
based on 3- or 5-digit zip codes to ensure the smallest allowable postage
cost per unit, In fact, in our Ohio operation, we current average 27.9 cents
per disbursement mailed without having to commingle the disbursements

with other types of mailings.

Output Data Files

Tier is familiar with the creation of the files required by the disburse-
ment operations at the MiSDU. In fact, these are the same type of files re-
quired by the Ohio SDU disbursement function. Tier understands the file
layouts as defined in the ITB and each day will create a Check Print Con-
firmation File, Positive Pay File, and Cleared Check File. Tier’s solution
ensures that cach record received in the disbursement file gencrates a
check and that that check is mailed. The record of each mailing will be
recorded and provided to MiCSES in the Check Print Confirmation File.

Simultancous with the creation of the Confirmation File, Tier will cre-
ate the Positive Pay file for Fifth Third Bank, Using the positive file, Fifth

Third is able to ensurc the validity of cach disbursement presented for
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Figure IV.B.2.4-14.

payment. Additionally, while not directly part of the disbursement print-
ing process, Tier will transfer the daily Cleared Check file from Fifth
Third. This file contains a record of each disbursement that cleared the
MiSDU disbursement account at Fifth Third Bank each day. The Positive
Pay and Cleared Check files are discussed in greater detail in banking sec-

tions of our proposal.

Physical Printing

In many ways the physical printing of the disbursements is the simplest
component of the operation. Tier’s solution, based on industry standard
commercial printing equipment from Xecrox, cnsures that the printers sel-

dom experience mechanical problems and that the print quality is always

excellent,

.1 XEROX prints
'} check, stub, and
14k CASS barcode on
each check stock
page
Xerox 100 :

Pers R e

H-UTEG28

Printing in Tier's Disbursement Operation will be done on the Xerox
DocuPrint 100, a proven printer for Child Support printing,

Tier/04-0039-PRP
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As will be discussed later in this scction, print quality has a sigaificant
impact on how cfficiently checks move through the Federal Reserve and
Banking system and ultimately can impact the banking fees paid by the
operation for checks clearing the bank account. By ensuring the print
quality exceeds all ANSI standards, Tier is assured of the lowest banking
rates for cleared checks and can pass that savings on to the State,

For our MiSDU operation, Tier is proposing the Xerox DocuPrint
M/MX 100 as shown in Figure 1V.B.2.4-14, above. The DocuPrint
100/100MX is a MICR laser printer designed for commercial printing of
black and white documents at 600 DPI. It is capable of printing up to 96-
8.5x11 print images per minute and has a standard paper capacity of 6,900
sheets. We are currently using a larger model of the MX 100, the MX 135
in the Ohio SDU where it has proven a reliable solution printing over
100,000 checks in a single day. However, Tier understands that no piece
of equipment is infallible and is proposing two MX 100 printers for our
MiSDU operation.

MICR Quality

Magnetic Ink Character Recognition (MICR) is a process in which
documents, usually checks, are printed using magnetic ink or toner and
special fonts to create machine-readable information for quick document
processing. In our MiSDU solution, we will use the magnetized toner in
the Xerox DocuPrint 100/100MX printers discussed previously. The
MICR lines on the bottom of each MiSDU check will be printed not only
using MICR toner, but also using the E-13B font set. The E-13B font set
contains the numbers from 0 to 9 as well as four special characters. All of
the E-13B characters are designed on a 7 by 9 matrix of 0.013-inch
squares (see below). The minimum character width is four squares (or
0.052-inch) for the numbers 1 and 2, while the maximum width is 0.091-
inch for the number 8 and four special symbols. All characters, except for
the On-Us and dash symbols, have a height of 0.117-inch. This does not
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correspond to an cxact point size usually specified for fonts, but lies be-
tween an 8- and 9-point type size. The height of the On-Us symbol is
0.091-inch, while the dash is 0.052-inch; both still multiples of the basic
0.013-inch unit.

While the specifications of the MICR character set may seem trivial,
the quality of the MICR printing has two distinct components: the mag-
netic signal generated by the toner must be sufficient and the characters
must be accurately formed. Ensuring the quality of these two components
make the document easy to read and reduces misreads. Ensuring MICR
quality requires a QA process that accurately evaluates both of thesc fac-
tors. For the MiSDU, Tier is proposing the use of the RDM Corporation
MICR Qualifier GTX. The GTX is the only MICR test equipment fully
compliant with the TG 6-2000, Quality Control of MICR Documents,
standards of the Accredited Standards Committee, X9, and Financial Ser-
vices. While the actual analysis of MICR output is very technical, the
GTX provides casy to read reports detailing the signal strength and char-
acter formation on the analyzed document. Using this information, our
Print as well as QA staff can easily determine if the sample document
meets the ANSI requirements. Same reports are included below in Figure
1V.B.2.4-15 and Figure IV.B.2,4-16, If any document is found not fo meet
the required MICR standards, immediate action will be taken to identify
and correct the problem to ensure that all checks mailed meet or cxceed

the requirements for MICR banking documents.

Tier/04-0039-PRP
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ANALYS1S REPORTY
Docurent: GTX Dim Reportpdf
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nieasuremeants for the slz2 and shape of this E 2B character
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The 6's are afl too parrow by 1 or 2 thousandsfinch.

The Transit symbol in position 33 is teo natrow by 1 thousandfinch.
The 3's in pesitions 22,27 are too wide on the left edge by § thousandfinch.

The 7 in position 20 is too narrow by 1 thousdandfinch.

Figure IV.B.2.4-16, The GTX provides a MICR signal strength analysis.

IV-B-153

Tier/04-0039-PRP



% et

Expect A Lot

Mi SbU

AMNALYSIS REFPORT
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Character spacing OK (deviations fram 0125 inch den't exceed £3.040 .nches:

Figure IV.B.2.4-16. The GTX MICR reports provide exact information as to a deficiency found in
the analyzed document.

Tier’s printing solution leaves nothing to chance as we formally ana-
lyze the physical characteristics of the checks printed in the MiSDU op-
eration. Quality MICR printing guarantccs that the MiSDU checks easily
traverse the Federal Reserve and banking operations and ultimately reduce

the banking fees for the operation.

Check Stock Security

Tier is proposing check stock that meets not only the State’s require-
ments for check stock security, but also the requirements of ANSI Stan-
dard X 9.51 or the Fraud Deterrent Icon Standard. Tier understands the
significance of our fiduciary responsibility to the State as the disbursement
agent for Michigan’s child support checks. Check fraud is a growing
problem throughout the United States and the large volume of checks
printed make the MiSDU disbursement operations a viable target for inde-

pendent and coordinated fraud activities. Tier is proposing a two-pronged

Tier/04-0039-PRP
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approach to deterring check fraud at the MiSDU. First, our disbursement
operations include positive pay reporting for each MiSDU check written.
The positive pay function operates through Fifth Third Bank to ensure that
only checks that are written by the MiSDU are cleared against the MiSDU
account and then only in the amount for which they were written. More-
over, as discussed in Section IV.B.2.7 Banking and Account Reconcilia-
tion of our proposal, Tier is offering the increased security of payee name
positive pay functionality. Second, each check written at the MiSDU will
be printed on sophisticated security check stock designed specifically to
protect against fraud.

Our proposed check stock conforms to the

American National Standards Institute (ANSI) ‘
standard X 9.51 or the Fraud Deterrent Icon Stan- n
dard and is in use at the Ohio Child Support Proc- |

essing Center (CSPC). This standard defines

document security features for acceptors of checks. It establishes the loca-
tion and meaning of the security feature identifier which is the padlock
symbol shown at the right. (The Padlock Icon is a certification mark of the
Check Payment Systems Association.) When used on a document, this
identifier indicates the presence of security technologies used to prevent
copying, alterations, casual counterfeiters, or any other fraudulent methods
of defrauding the author or paying financial institution. The Padlock Icon
is a certification mark of the Check Payment Systems Association.

In order to use the Padlock Icon, the check stock must include presence
of a minimum of three features that protect against both alteration and
counterfeiting (i.e., the fcature chosen shall protect against at least one
method of counterfeiting and at least one method of alternation). These
can be paper features; physical features, involving design or printing; or a
combination of both. Only ovett sccurity features that are visually detect-

able or are disclosed on the document itself can be counted toward fulfill-
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ing this requirement. Covert security features, such as ultraviolet threads
in the check stock, do not count toward fulfilling this requirement.
Tier’s proposed check stock exceeds the standard required by ANSI by
incorporating five security features, including watermark, tamper-proof
stock, graphics, Micro printed data, Void pantograph, and a special en-
dorsement reference as described in detail below.
¢ Watermark — An EPA approved watermark certification seal that can-
not be photocopied and is visible when viewed at a 45-degree angle,
¢ Tamper proof stock — Black and blue dye(s) react to a wide varicty of
chemical solvents used to remove information from documents. Black
or blue stain clearly visible upon placement of alteration solvents.

4 Graphics — Each check will include two graphics components including
the Padlock Icon discussed above and a MiSDU logo.

¢ Micro-printed data — These data consist of very small letters (less than

0.010 of an inch tall) that can be easily read through a magnifying

glass, but which appear to the unaided eye to be dashed or solid lines.
Micro-printed data will be included either in the signature or border line
and cannot be copied or scanned without becoming unrcadable.
¢ Void Pantograph — An intricate design on the front of the check which,
when copied or scanned, produces a hidden void pattern across the face
of the check.

¢ Special Endorsement Reference - The Padlock Icon itself and its corre-
sponding descriptive verbiage printed on the front of the check, along
with the padlock icon and warning box printed on the back of the check
indicates to anyone accepting the item those security features which

must be reviewed prior to honoring the check.

Tier believes that these security features, embedded in each piece of
check stock we will produce, greatly reduce the likelihood that MiSDU
checks will ever be counterfeited or altered without detection. In conjunc-

tion with the positive pay reconciliation included on each disbursement,
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Tier believes our disbursement solution provides the right solution for dis-
bursement security. In order to provide the least disruption to the State’s
clients familiar with current MiSDU check design, Tier looks forward to
working with the State to ensure a comprehensive security solution to the
check stock without significantly modifying the appearance of the current
check.

Inserting the Printed Checks

Once printed, all checks will be inserted into a #10, or other appropri-

ately sized envelopes depending on the final check design, See Figure
1V.B.2.4-17, below.
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Figure IV.B.2.4-17, inserting the printed checks is the next step in the disbursement process.
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As with the printers, the insertion equipment will be located within our
Lansing facility and operated by Tier staff. As noted previously, Tier fecls
that locating the disbursement processing within our facility provides us
and the State the strongest assurance that we can be proud of both the
quality and accuracy of each child support check mailed from the MiSDU.

Our insertion solution is based on the Pitney Bowes 12 Series Inserter
and associated software. The 12 Series inserting system, seen in Figure
1V.B.2.4-18, is designed specifically for high-volume billing and state-
ment applications and processes envelopes at speeds up to 12,000 picces
per hour. To ensure that disbursements are mailed each day as specificd in
the ITB, Tier has included two 12 Series Inserters in our solution. This
means that on our busiest day, we can meet the required schedule even

with the complete failure of one of the inserters.

6'-3/8"

Output Station

Work Table Output

A

I¥)

.y
L]
" m 5
a2 s =
i lE o
—
- _m
b —
Work Table Input 3\ 3 r N o))
5 — -
, I
[ " -
O
~—

<

—

RS ESIMIISE

Feed Tray

Barcode Scanner  LoCap Divert Enclosure Feadar Envetope Station

!
22!_9!!

Figure IV.B.2,4-18. The 12 Series Inserter provides commercial-grade inserting technology.
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The 12 Series processes all standard envelope sizes with complete reli-
ability, providing the State with flexibility if there is ever a need for other
mailings that do not fit in the same size cnvelope as those used for the
checks. Features such as a split drive and continuous motion inscrtion
provide increased reliability and greater system availability. In fact, the
12 S'eries is the same inserter used in at the Ohio CSPC operation and we
have found that with the split drive, downtime on this equipment is insig-
nificant. Moreover, the inclusion of upstream document control codes as-
sures document integrity throughout the mail production process. The
document control code will be accomplished through the use of a barcode
printed on cach disbursement and is used to inventory each check inserted.
Only by physically accounting for each disburseﬁent printed, inscrted,
and trayed can the State be assured that all checks received in the dis-
bursement file are ultimately mailed to the proper destination. An addi-
tional discussion of the document control and inventory process is in-
cluded fater in this section of the proposal. In addition to the features
already discussed the 12 Series also has the following features:
¢+ “Both sides” control allows operation from cither side of the transport
¢ Materials are fed face up, making it easier for the operator to monitor

proper insertion | ‘
¢ Split drive feature allows the main system to idle (in case of a feeder

delay) for faster recovery and maximizing throughput
¢ Completed mail pieces are logged in the mail run data file for verifica-

tion and documentation of the entire mail run.

Use of the 12 Series provides more than a mechanically robust insertion
solution: it provides Tier’s disbursement operation the ability to ensure
complete accountability for each record received in the disbursement file.
To ensurc complete accountability of each record in the disbursement file,
a disposition status file will be created during the insertion phase of the

operation, Capturing the status as the last step of print and mail operation
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reduces the chance the something may happen to the item after the status
is captured. The integration between Printing and Insertion modules, to
facilitate the capture of the disbursement status, is based on the file-based
processing system developed by Pitney Bowes. This processing system

consists of the following phases detailed in Figure IV.B.2.4-19.

CUSTOMER APPLICATION SOFTWARE GENERATES STATEMENTS FROM
MAINFRAME, COMPUTER, OR PC

MAIL RUN DATA FILE {MRDF} GENERATED

PRINTED STATEMENTS MOVED TO INPUT SECTION OF [NSERTER
MATCHING MREDF SENY YO FILE SERVER AND OPENED BY OPERATOR
INTERLQCK FILE CREATED

QUTPUT FILE ALLOCATED AND INITIALIZED

SCANNER READS SIMPLE, SMALL BARCODE OF JOB 1D, PIECE 1D, AND PAGE
NUMBER

BARGODE DATA MAPS CONTRCL SYSTEM TO MRDF FILES ON FILE SERVER

MRDF CONTAINS MORE PROCESSING DATA AND CUSTOMER INFORMATION FOR
EVERY MAILPIECE

ASSUMPTIONS CAN BE MADE FOR SCAN ERRCORS TO KEEP MACHINE RUNNING

CUSTOMIZED INSERT SELECTIONS ADRED PER MRDF CONTROL
COLLATIONS PUT iN OUTER ENVELOPES '
OUTPUT AND INTERLOCK FILES UPDATED

PROGRESS DISPLAYED GRAPHICALLY

ADVANCED INSERTER FEATURES PER MRODF

BARCODE PRINTING ON ENVELOPE

GLIENTS FULL ADDRESS CAN BE PRINTED ON ERVELOPE
INKJET PRINTER

TRAY TAG PRINTER

LARGER DATA JTEMS

SYSTEM MAINTAINS RECORD OF EACH PIECE PROCESSED AND FINAL
DISPOSITION, WHICH PERMITS PIEGE TRACKING

REPORTS CAK BE GENERATED FOR MAIL RUN EVALUATION

SELEGT "REPRINT” FILE CAN BE ASSEMBLED FOR REPRINTING DAMAGED QR
QUTSORYED PIECES '

PROOF OF MAILING CAN BE PROVIDED

Figure IV.B.2.4-19. File-Based Processing ensures that each check received in the disbursement

file is printed and mailed.
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Specifically, the file-based application flow required to insett the
checks, reprint damaged documents, and ensure accountability for all

items are detailed in Figure 1V.B.2.4-20 and on the following pages.
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Figure IV.B.2.4-20. File-based application flow for the Tier's MiSDU disbursement operation.

Using Direct Connect file-based processing provides many advantages,
as summatized in Table [V.B.2.4-1. Mail piece appearance is significantly

improved, mail processing performance and reliability are improved, and
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multiple inserters can be networked to share a project and complete it

more quickly.

Table IV.B.2.4-1. Components and Benefits of DirectConnect File-Based Processing

' Component ’ Benefit

Piece i Faster piece location in a maifl run
: : Faster recovery from scan errors

Barcode Smaller
- Improved scanner performance
More accurate assembly
Improved document appearance
More white space available on document

File Server Linked to the host application for simple file transfer
Interfaces with multipie mail inserters
Permits job spliiting among inserters

Data Files
Mail Run Dala File Automatic scan error detection
More processing flexibility
Advanced inserter capabilities
intertock File "Blg picture,” real-time tracking of multiple inserter mail runs Piece by piece,
real-fime tracking
More processing flexibility
Quiput File Detailed mali plece records
Configurable format and content
Select File More effictent reprints

Configurable format and content

Direct Connect file-based processing solution proposed for our MiSDU

operation including the following processes:

¢ Print image files of the checks are generated by Doc 1, as discussed
previously in this proposal. These documents can consist of one or
more pages; the page count can be different for each mail piece to allow
for those checks with muitiple associated remittances. The process us-
ing Pitney Bowes sofiware will produce an input file, or Mail Run Data
File (MRDF). The MRDF contains one record for each check to be
printed in the order that the material is printed and is vsed to account
for each piece printed and mailed. The key data field in the MRDF is

the Piece ID field, which is discussed in further detail below,
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¢ The checks are printed and loaded onto the input section of one or more

inserters to be assembled into finished mail pieces. The matching
MRDF is transmitted to the mailroom file server and the operator opens
it. An interlock file is created the first time the MRDF is opened. The
interlock file contains one record for each mail piece and is used to re-
cord status. Direct Connect™ allocates and initializes an output file
with one record for each mail piece in the input file. As the material is
run, the output file and the interlock file are updated to reflect which
pieces were inserted correctly and which were outsorted or removed,

As each check moves from the input section of the inserter, a scanner
reads the barcode on the documents.

The Direct Conneci™ inserter control system uses the barcode data to
access separate data files on a server. The data from the input files con-
trol all aspects of the processing of cach check such as the number of
input pages to be accumulated, and selection of additional inserts,

On the machine, additional inserts, such as notices or reply envelopes,
are added to the collation in the inserting section or chassis. The selec-
tion of inserts can be the same for every mail piece, or be unique for
each individual mail piece. After collating the check and any other re-
quired materials, the entire package is inserted into an outer envelope.
The collation then proceeds through the output section, where it may be
outsorted if it has been identified as an item to be pulled. The mail
picce finally ends up on the output stacker.

Once all the material is run, a select file can be built from the data in
the output file. The select filc can be transmitted back to the Stream-
weaver server and used to produce reprints for damaged checks, De-
pending on how the reprints are produced, they will be either run
against the original MRDF or by using the select file as the index. In
addition, the data may be provided back to the mailing application via

repotts generated from the inserting process.
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Mail Run Data File

The MRDF, or input file, contains one record for each finished mail
piece. The data from the computer file are used to control the assembly of
cach mail document. This record contains all the information normally
contained in the set of dash marks or bar codes to control the number of
pages to be accumulated, feeder selects, and selective outsorting. Depend-
ing on the inserter configuration and application determined to be most
appropriate for the MiSDU operation, the MRDF may contain any of the
following information:
¢ Piece identifier, like an account number or the recipient’s name, pref-
erably data that are printed on the mail piece
¢ Control document page count for checks with a variable number of
pages

¢ Feeder selections for the inserter’s input section

¢ Match codes for adding matched, personalized, barcoded documents
from insert feeders to the main document

¢ Presort level and breaks

¢ Output selections for inserter’s output section, such as outsorting or

marking envelopes with an edge marker

Piece ID

The piece identification number is the critical link in the system, con-
necting cach physical page to an associated data record. The piece ID ap-
pears in the barcode on each primary document (or “check”) page, and in
every record in the data file, For easy recovery, the piece IDs in a mail
run are organized sequentially. This makes it easy for an operator to find a

picce in a mailing and for the system to recover from scan errors.

Barcode

The file-based method implemented by the MRDF functionality uses a

barcode to identify each page to the system, The barcode is scanned on the
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inserter is used to find the control information in the data file and to de-
termine how to collate the incoming pages. This barcode will be;

¢ Code 3 of 9.

¢ Printed laterally along the outside edge of the top third of the page.

¢ Printed on every page.

One of the benefits of file-based processing is that it uses a small, unob-
trusive barcode. Each document needs only a job ID of the current run, the
piece 1D for the individual mail piece, and the page number (if the check
has more than one page) included in its barcode. This feature greatly im-
proves scanner performance because the smaller barcode is easier for the
scanner to read. Better scanner performance leads to more accurate as-
sembly and higher mail piece throughput. Not only is inserter perform-
ance improved by the smaller barcode, but so is document appearance.

The small barcode is less noticeable than a conventional dash array.

Automatic Scan Error Correction

One of the benefits of the MRDF is that it allows the inserter to com-
pensate for scanning errors. When scanning problems occur, Direct Con-
nect uses information from the data files to process the pieces without
stopping the inserter. System stoppage from scan errors or poor print qual-
ity is virtually eliminated. Basically, file information and the parameters
defined in the job setup are used to fill in missing data. An “assumption”
algorithm uses the data from the next file record to ensure that the current
document is processed correctly, thus maintaining integrity and control of
the collation. The assumption settings are flexible and can be configured
to accommodate multiple sequential read errors.

All missed scans that are assumed as good are labeled as “maybe”
pieces. Routing the maybe pieces is entirely flexible with Direct Connect.
For the MiSDU operation that requires absolute, positive verification of

each page entering the inserter, all maybe pieces (no-reads) will be out-
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sorted. The status of a piece is set and saved (i.e., good, bad, maybe, or

corrected).

More Processing Flexibility

Since MRDFs can easily accommodate last-minute changes, using
MRDFs increases mail piece flexibility. With traditional barcode control,
the code on the source document must be changed when mail processing
instructions need to be changed. Basically, the “bad” document has {o be
located and physically removed from the batch of checks, a revised docu-
ment with new barcode must be printed, and then the document is run
through the inserter.

With file-based control, the mail processing instructions are maintained
in electronic form and can be changed even after the check, or primary
document, is printed. As long as the job 1D, piece ID, and page number do
not change, the corresponding data files can be opened and modified. Last
minute changes can be made to inserter processing information, like
feeder selection and outsorting,

MRDFs alse provide a simple means to puil a customer check, right up
to the moment of inscrier processing. For instance, if an FOC calls and
needs to ensure that a particular check is not mailed, the file-based system
allows that item to be easily pulled cven thought it may already be printed
and ready for processing. If a mail piece or multiple mail picces need to be
pulled, the system can be flagged to divert the mail piece when it enters
the inserter. In a non-file-based environment, an operator would have to
manually locate the respective stack of material and then find the mail
piece within the stack by hand. ‘The ability to correct errors or make last-
minute insert/outsort decisions in a data file provides operational flexibil-

ity and saves time and materials.
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Interlock File
The interlock file is a file created by Direct Connect to track the status
of each piece in a given MRDF. The interlock file for an MRDF is auto-
matically created the first time the MRDF is used on a Direct Connect in-
serter, It is the basis of the "minesweeper" display shown in Figure
IV.B.2.4-21.
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Figure IV.B.2.4-21. Interlock file display provides real-time information concerning the status

of the day’s mail run.

One-to-One, Real-time Job Auditing

The interlock file display allows a mailroom manager to view the status
of all mail pieces on the floor in a graphical fashion—from a remote work-
station, if desired. Another benefit of the display is that the mailroom
manager can view progress towards completion of the run in real time as
the mail is processed on one or more insetters. The interlock file display
provides the mailroom manager with “the big picture,” which is especially
helpful when checking the status of a multiple inserter run. The State can

be provided access to this information from its offices if so desired.
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Each block in the dialog represents the status of a mail piece or group
of mail pieces. Depending on the number of records in the input file, a
block in the display can represent more than one mail piece. In Figure
IV.B.2.4-21 above the status of the mail piece in that block is summarized.

As was shown in Figure 1V,B.2.4-21, an operator "zooms in" to the
point where each block is an individual mail piece. Zooming in allows
more defails to be displayed (Iigure IV.B.2.4-22) on the following page.
The operator or maih‘éom manager can open the real-time mail piece
status dialog to check critical information {e.g., status, disposition, reason)

onl a piece-by-piece basis.

eal-time Mailpiece Status

[T g ppy i

7421758 18:12:39

PERMITS STATUS CHANGE
PER MANUAL REPAIR(S}

>

Figure IV.B.2.4-22, Individual Mail Piece status is displayed and can be changed in real time using
the interlock file interface.
The interlock file allows an operator to change the status of a mail piece
when it is manually repaired. This feature can prevent the need for the
piece to be reprinted and reprocessed unnecessarily and prevents the cus-

tomer from receiving a duplicate check.
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In addition, an operator can manually reject a piece (which will force it
to be outsorted after it is inserted), force it to be diverted, or force an in-

serter to stop when it encounters the piece. The ability to correct errors or

make last minute divert decisions in a data file provides more operational

flexibility and again saves time and materials.

Output File

Using a file-based method closes the loop in the inserter process by re-
cording the “fate” of the individual pieces with a mail output or confirma-
tion file. The output file consists of a record showing the final disposition
of every processed piece in a mailing. The system maintains a record of
each piece processed and its final disposition. In the MiSDU operation,
this file will be formatted to provide the data required in the check print

confirmation file,

Detailed Mail Piece Records

The detailed data from the output file provide enhanced benefits to the

SDU and the State:

¢ Records of damaged pieces. The information in the output file is used
to generate a select file for reprinting of damaged pieces, streamlining
the production flow and getting all the mail out on time—even the cor-
rected pieces. Every record received cach day from MiCSES will be
mailed, even if the item must be reprinted. Nothing will carry over to
the next day in the Tier’s MiSDU operation, ‘

¢ Records of duplicate or missing pieces. The system detects pieces that
were identified in the MRDF but never presented to the inserter. It also
provides duplicate picce detection to ensure a customer does not re-
ceive the same mailing twice. Duplicate pieces commorily occur in
cases where a job is mistakenly printed twice, or if there is an error in

clearing a printer jam,
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¢ Better proof of mailing. Tracking individual mail picces through all as-
sembly stages provides the State with the best verification of a mailing,

which helps prevent customer service and legal issues,

Select File

The select file is created from the interlock and output files based on a
select filter. It contains one record for each collated package that meets a
certain criteria, Typically this includes pieces that have been damaged and
need to be reprinted or that need to be outsorted, Once all the material is
run, a new file is built and used to produce reprints for damaged checks.
The MiSDU operation will reprint any check with the same mailpiece IDs

used in the first run to ensure full accountability for each check run.

Configurable Format and Content

Direct Connect allows multiple select file formats and contents to be
configured and maintained in the field to meet unique customer needs.
Each format includes a record layout as well as a read and write map.
Only one select file format can be active at a time, but different modes are
allowed to use different select file formats. The active format can be se-
lected from a mail manager dialog (Figure IV.B.2.4-23). The directory list
box allows you to select the directory in which the output files will be cre-

ated.
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Figure iV.B.2.4-23. Multiple Select File Formats and Contents

Direct Connect also allows multiple filters to be defined. The bottom of
this dialog contains an area for defining select filters. Each filter is a com-
plete set of criteria for determining which collations get written to the se-
lect file. Different filters can be used to create different select files for

multiple applications.

More Efficient Reprints

A major benefit from the select file is that it simplifies the process of
reprinting damaged checks. Once filters are set to isolate damaged and
outsorted mail pieces from the output file, a select file is simply generated
and sent back to the mailer's printing application for processing and re-

porting.

Summary
Tier is proposing a comprehensive and robust check insertion solution
for the MiSDU. 1t is based on providing the definitive solution in dis-

bursement processing and mail handling. Decsigned to ensure that every
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data record received in the disbursement file is accounted for no matter
what its final disposition is, the Tier solution has proven successful in
meeting the exacting requirements of child support disbursement process-
ing at the Ohio CSPC since December 2002, With this in mind, Tier looks
forward to discussing with the State the provisional of optional printing

and inserting services that may be required by the State.

Pull Processing

Tier understands the need for pulls when printing child support dis-
bursement since case status can change literally overnight. We are pro-
posing pulled disbursement procedures for the Michigan based on experi-
ence providing the same service to the Ohio child support program. The
pull process is required to ensure that disbursements that should not be
mailed are “pulled” prior to reaching the USPS. Disbursements are often
pulled because the status of the associated case has changed or the original
payment should have been applied to another debt. Once the disbursement
is in the mail, the only certain way to ensure that the item is not paid at the
bank is to place a stop payment on the item at the bank. There is a finan-
cial and public relations cost associated with a stop payment that Michigan
and Tier, as its SDU partner, want to avoid. Tier proposes to eliminate as
much of these costs as possible. By implementing a comprehensive dis-
bursement pull process that provides the greatest window of opportunity to
pull the check prior to its being mailed, Tier will work to ensure that any
request to pull a check is transparent to the State’s clients.

The initial component of any disbursement pulling process is notifica-
tion. Typically, either a caseworker in the field or a member of the SDU’s
quality assurance tcam are responsible for notifying the disbursements unit
that a check needs pulled. Tier is proposing a website that allows those
individuals to request that an item be pulled. The website will provide the
exact information directly to the disbursements team fo ensure that those

individuals who have immediate access to the physical disbursements are
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immediately aware of any pull requests. The website will be backed up by
a dedicated pull email address as well as a fax and phone mimber. We
will work closely with the State and FOCs to establish the latest possible
deadline by which pull requests must be received without negatively af-
fecting the disbursement operations.

Once the Pull Request form has been received, staff determine the loca-
tion of the item to be pulled based on the piece ID number assigned to
each disbursement through the Direct Connect process. The status of the
requested item can then be changed in the select file to have the inserter
direct the item(s) to be pulled into the outsort tray, Allowing the systém to
automatically outsort the item to be pulled adds efficiency and accuracy to
the process. However, we understand that some pulil requests may be re-
ceived after the item has already been inserted. In these cases the item can
be manually pulled from the appropriate mail tray based on the zip code
and picce ID. Any pulled disbursement, once removed from the process-
ing stream, is immediately stamped VOID and the item destroyed. Once
the item is physically voided, the status of the disbursement is updated
through the user interface.

Including a comprehensive process to pull checks that should not be
mailed provides a number of tangible benefits to the State. First, there is
no need to place a stop payment on an item that should not be honored by
the bank. Reducing stop pay requests ultimately reduces the banking fees
on the project énd subsequently the price the State pays. Second, thereis a
significant amount of stress placed on the State’s constituents when a stop
pay is placed on a item. Often the individual has already cashed or depos-
ited that item and even written other checks on the associated funds.
When the item is returned as non-negotiable, the individual can incur sig-
nificant bank fees on the original item as well as any other items that may

bounce because the funds are no longer available. Tier is proud to be able

" to offer Michigan a proven solution to pull checks that not only guarantees
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the accuracy of each item pulled, but provides the longest window possi-

ble during which items to be pulled can be identified.

Postage

Postage represents a significant component of any mailing operation.
In fact, based on the metrics provided in the ITB, postage represents about
10% of the total cost of the operation. As described previously, there are a
number of processes that Tier will use to ensure that the MiSDU recog-
nizes the lowest possible postage rate. These processes are the same ones
used in the Ohio SDU and include the following:

4 CASS-certified software to normalize address
¢ PostNET barcode to automate the processing of the items by the USPS
¢ PAVE-certified software to zip sort the items and create the required

USPS manifest for each day’s mailing

In addition to the applications discussed previously, the permit is an
important component of the outgoing mail process. Tier will acquire a
USPS permit specifically for use on this contract, There are options related
to the indicia printed on an envelope associated with a permit account. The
first option requires that the indicia for First Class must show city and
state, applicable markings (e.g., “First Class Mail”), “U.S. Postage Paid,”
and permit number, The indicia may also show the mailing date, amount
of postage paid, or the number of ounces for which postage is paid. The
zip code of the permit holder may be shown directly after the state name
ot in a separate inscription reading “ZIP Code 00000,” when that zip code
does not create uncertainty about the permit holder’s correct address or
permit number. Instead of printing the city and state of mailing in the indi-
cia, the mailer may print “Mailed from ZIP Code,” followed by the 5-digit
zip code assigned to the postmaster of the matling office. Examples of

these imprint options are shown in Figure IV.B.2.4-24, below.
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Figure IV.B.2.4-24, Tier will acquire a USPS permit specifically for use on this contract once we
clarify which of the imprint options (depicted here) is most appropriate for the
MiSDU.

The second option allows the use of a company permit imprint. This is
an imprint in which the exact name of the company or individual holding
the permit is shown in the indicia in place of the city, state, and permit
number. There are a number of requirements if a company permit is to be
used. Tier selected this permit type for our SDU print operations in Ohio.
A copy of the envelope used for disbursement mailings in Ohio, including
the company permit imprint, is shown in Figure 1V.B.2.4-25, Tier will
work with the State to determine the type of permit imprint that meets the

State’s mailing requirements and/or regulations.

Oﬁgo ESPG FRESTFTFOY
B0, Bak 18746
i, ook 13218 2495 PSS

US IS AGE PAD
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RETLIR] SERVICE RECARSTED

Figure IV.B.2.4-25. This sample of an Ohio Child Support Processing Center envelope
shows the company permit imprint.
Independent of the imprint type selected, all print jobs will be reported
to USPS on USPS Form 3602 R. This form is generated by our mail print-

ing and inscrtion system and meets all USPS requirements. A copy of the
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form is shown in Figure 1V.B.2.4-26 on the following page. A copy of the
form will be provided to the State as a record of the pieces mailed and as-

sociated cost each month.

Uniled Siates Postal Service

Poal Ofiica; o Must AHE TA%
Postage Statement — Standard Mall Letters and Flats Lo STy

Permit Imprint
Foeledlers sublact to 4he nonmachinable swcharge s pleces subjact ko the resiut shape steckalae, vad Foom FIR-RS.

Patvi s ame ard Adtess,
S Ensd Bdness ik Ay

Teethoe Hams swirddpesa’
Kealur 2giet ity

31 paent bataad

Hame ant Add s of wehsdet o
Qegrratente S rn NatrghPicgosed gt
cdam M pamnt el

Teophiad

formation

CHIE Quzk Hef 10
G A Batilac e

Mailer in

Cared Bracst it

Foomal £y Cost Ok

Dy & Bradzirexd do.

Frooeisr g Caingay LU O]

Post Cila o Haing Watee: Dot styeqete Seg bz [Heaber of Cortands
2] 7z

[ Latiess
—
Penzat b3 O s1ats T R T LT Tetst P
[ 2uomaon o manioasy i Pz N ¥R Y
| O S S e B Seched Bred o - EeRaticig e oo T dtae
2 1 : (R EBIaT)
Elecuos cars Ll ppand Prsd Dk.t;;“' EhEP ORS® Qe O Do

Feg Anteny on Rala Frsces, Eeler Dolaof Sedrews
atring & Cedig (PAN AB20 3%
7 g

Fol Enredd Catky R Rate Beocs, Erlis Dote
of £adress Mokhing ard God g )N AGZD 36X

I /

PRy Ty preveyvmm" Jeven

Foo Erbancod Carrer fidute Hak Fisics Erfe Date
of Cat er Houte Sequehzing O MAB3 63

kg L4

Fae Atamation Letters and Flats {33 0z orless;

Taotal From Pant A fo.n reverse}

For freaarted Letters and Flsts (3.3 o7, of fess)

Tota! From Part B {On reverse)

For Enhanzed Carfler Route Letters and Fials (3.2 of. or fes3)

Telal Fram Pert € {On revarse)

For AtLetlers and Flats Mora Than 3302

Total Front Paet D {On réverse)

Puei it Repidichal
paings . AIC $30.

o RSB U ORoy: RS TSoa Fasiogs 7oy {5008 rootas)

Total Postage {Add tines above) —

Post ey el
o] dshed postage -1 AKG 13

Postao Computation {DMMPOIY}] Mailing Information

Total Adjusted Postage (acy adddonal postage to lola! postaga} ~

Tre matel's eigashite cetbios pccopbingo of sty for and agizemert it piy oty favents dolitionces iakessad onthe madng, eubject fo appeal Asn
agark sy dhis forp, e agenl coAiBs tkat be er sha {8 auihcilzed o signon hohat ol tra mafiar, and that ine maies is beurd bylhe tecliSzation srd
agrees la pay any defcienddes In additen, sgenis may be fable bt any deficiencies reeuating Trom ralicra withk it reapaeniblily, knoaledpe, of control
Tig madat hareby catdes that 2l wlormation Laniehad enths faim & sceurale, fiuthid, and comgiale; thl 1he mxl and the supparting documerlation

with all postal standarde abd thal tha maitirg quabSes ot tha 1atex and kel ehiimed; ant that ihe mailng dote net centain ey rosites prohibhed by
Laez gf patlyl repuialisn

fimderetnd thal sajona wha kinfskes faks ee misieading information on 5iis formor who aimifs informatiah teguaslad on tHs ke sy bs yLbpel by
efiminatandite civil peraties, Inciding fnes and Teplsenmest, nvety Hoboe! Fat Infoiralnn rogsiding ous Pivesy Pokcy ¥ish whiv.usps.cote.

Certification

Bgvare of Walor of AgeiE Ir.'mcm TRstw <r Faeert Tasphans

LA Tiares of et prijestict Froem suber's sadridd? 7] v

VNG OF 1 Binghe Pibis
g [ Yol Ribtstr

Qx

Pl

TLLM FCEt Iroum

Toled Fobloagy

Dodd Makar poONes. | JComiKd By palise)
DP(HMVMM mmw HR M
ok B<ipdu Perdaorasd st Eihiadid
L CERTEY that this malling hat bass kupached conciralng: {1) agitiity For pootigh felis chiiraet: g:;pmmm(m
presort whern reqolaed); |3 prop Compilion «f portoge SExInmunt: aad (1) paymant oF raqulisd dorksl M.

< |l Copoea € geats - vummunm AL fry

UsPS Usa On

LA
12 ]

P53 Forn 3802-R, Augel 2003 {Page {of 2t This foim azd raiteg standards avaiatie on Poetal Explacer st b Ape ters gov

Figure IV.B.2.4-26. USPS Form 3602R, generated by our mail printing and insertion system,
details the total number of items and associated postage cost and meets all
USPS requirements,
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Using the automation tools described above in addition to working
closely with our local USPS representative allows Tier to provide the State
with the lowest postage rates available. Figure 1V.B.2.4-27 indicates the
postage savings realized in our Ohio Child Support Processing Center op-

eration using a similar solution.

- Monday- | - tuesday . |[Wednesdayl Thursday. | - Fnday ] % of total |- Lower. Cost ). Cost at 30,37

2,238 46,627 691 395 5,034 28.0% $15,286} . 7 $20
23,127 31,905 17,244 17,413 26,823 60.0% $34,0221 . - &
- 1,349 - - - 0.7% $4061
2,028 4,267 1,502 1,612 2,452 6.0% $3,6651,
1,557 4,464 1,082 1,052 1,750 5.0% $3,487F
170 134 187 232 210 0.4% $345¢
i1 887460 < 07081 0 20,7047 36,269 S R -7 5 (]

Average Postage $0,2926

Figure IV.B.2.4-27. Tier’s printing and postage solution provides a significant savings at the

Ohio Child Support Processing Center.

Ticr’s printing and postage solution provided a recognized savings of
approximately 26.5% or $15,141 in postage during the week represented.
A simple extrapolation indicates that the rates obtained by Tier’s solution
would represent an annual savings of over $787,000 on postage in this op-
eration versus regular first class postage. Ticr looks forward to providing
the State of Michigan with similar savings on postage for the disbursement

and coupon mailings associated with the MiSDU.

Print Schedule and Operational Capacity

The operational schedule defined in the ITB indicates that the MiCSES
file can be delivered to the SDU as late as 9:00 a.m. each day and that the
checks must be delivered to the a regional Post Office within Michigan by
5:00 p.m. each day. This schedule provides 8 hours for data processing,
printing, inserting, pull processing, and couriering the checks to the postal
facility. While Tier’s remittance processing solution smoothes the pay-
ment transaction volume by operating 7 days per week, the disbursement
function will receive a file only on business days. Therefore, every Tues-

day the disbursement file will contain fransactions from payments proc-
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essed on Saturday, Sunday, and Monday. In the Ohio SDU operation, this
represents approximately 37,.9% of the wecekly transactions. The dis-
bursement solution proposed must be so robust as to be able to process
almost 40% of the weekly transactions on a single day,

Tier is familiar with not only the operational peaks and valleys, but
more importantly the technical and procedural solution required to ensure
our operation meets cach scrvice level agreement of the project. This in-
cludes being able to meet the 5:00 p.m. deadline every day including
Tuesdays. Figure IV.B.2.4-28 below details Tier’s estimates for transac-
tion volumes extrapolated from the percentage received by day of the
week and week of the month.

Mon Tue Wed Thu Fri
1 2 3 4 5
[Checks 14,809 [Checks 38,266 |Checks 8,672 JChecks 17,611 |Chacks 21,018
% of Total 3.95%}% of Total 10.20% % of Tofal 2.31%}% of Total 4. 70%% of Tolat 5.60%
Printer Hours 1.1 [Printer Hours 2.8 |Printer Howss 0.6 |Printer Hours 1.3 |Printer Hours 1.5
Iinserter Hours 0.7 [inserter Hours 1.9 Jinserler Hours 0.4 ||nserler Hours 4.9 Inserter Howrs 1.0
Postage $ 4,333 |Postage % 11,197 JPostage $ 2,637 [Postage $ 5,163 JPostage $ 6,150
8 9 10 11 12
Chacks 16,864 [Checks 34,732 [Checks 9,445 fChecks 15,583 [Chocks 15,752
% of Total 4.23% % of Total 8.26% )% of Total 2.52% % of Total 4.16%|% of Total 4.20%)|
Printer Hours 1.1 {Printer Hours 2.8 [Prinler Hours 0.6 JPrinter Hours 1.3 [Printer Hours t.5
iinserter Hours 0.7 {inserter Hours 1.9 Jinserier Hours 9.4 {Inserer Hours 09 qlnseder Hours 1.0
Postage $ 4,642 IPoslage ] 10,163 jPostage $ 2,763 JPoslage $ 4,560 FPostage $ 4,609
16 16 17 18 19
Checks 13,889 {Checks 37,202 EChecks 6,594 Checks 21,855 fChecks 16,506
% of Total 3.70%J% of Total 9.92% % of Tolal 1.76%]% of Tolal 5.83%§% of Total 4.40%
Printer Hours 1.1 JPrinler Hours 2.8 |Printer Hours 0.8 JPrinter Hours 1.3 fPrinter Hours i5
nserter Hours 0.7 {inserter Hours 1.9 linsarier Hours 5.4 Hnserter Hours 0.8 Hnserter Hours 1.0
Postage 5 4,064 {Postage § 10,885 [Posiage $ 1,929 JPostage % 6,395 PPostage % 4,830
22 23 24 . 25 26
Checks 16,083 JChecks 31,898 |Checks 10,628 JChacks 14,501 [Checks 14,193
% of Tolal 4.29%1% of Tota! 8.51%]% of Total 2.81%1%: of Total 3.87%]% of Total 3.78%
Printer Howrs 1.1 |Printer Howrs 2,8 |Printer Hours 0.6 [Printer Hours 1.3 [Printer Hours i5
inserter Hours 0.7 [Inserier Hours 1.9 Jinserter Hows 0.4 [inserter Howrs 0.9 linserter Hours 1.0
Postage $ 4,706 JPostage $ 9,333 |Postage $ 3.081 JPostage $ 4,243 [Postage $ 4,153
29 30
Checks 15,161 [Checks 35,525
% of Total 1.98%% of Total 4.63%
Printer Hours 1.1 JPrinter Hours 2.8
Inserter Hours 0.7 JInserter Hours 19
Postage $ 4,436 fPoslage $ 10,394

Figure IV.B.2.4-28. Tier's disbursement solution is based on an exact understanding of the

fransaction volumes each processing day.
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After determining the number of transactions per day, Tier is able to
exactly predict the operational capacity required to meet the State’s con-
tractual requirements. As noted above, the window provided for dis-
bursement processing is relatively short given Michigan’s disbursement
volumes; moreover, given the significant penalty for failing to meeting the
5:00 p.m. deadline, it is imperative that the proposed disbursement solu-
tion provide immense processing, printing, and inserting capacity. Figure
1V.B.2.4-29 below details the processing schedule by day of the week for
the heaviest anticipated disbursement volumes. Moreover, as seen in the
final section of the figure, Tier’s solution provides enough capacity that
even if the operation lost a printer and an inserter for the entire day, even
on the busiest Tuesday, we can still meet the 5:00 pm delivery to the
USPS facility.

What may seem like additional capacity in the operation, provides a
number of tangible benefits to the State:

+ A guarantee that the disbursement checks will always be mailed to the

Michigan family on the day the disbursement file is sent from MiCSES
¢ Bven if MiCSES is late producing the disbursement file, Tier will be

able to still print and mail checks the same day
¢ Pulls can be accommodated much later in the day, since our disburse-

ment staff will not have to rush to complete the actual printing and in-
serting processes, providing the FOC caseworkers additional time to

review their cases each day.

The disbursement solution proposed for our Michigan operation has
been proven at the Ohio CSPC, one of the nation’s largest SDU opera-
ttons. Tier understands that the State’s clients measure the success of the
child support program as a whole on whether or not they receive their
child support payment. Michigan and its constituents can be assured that
they will always receive their payments on timec utilizing the Tier dis-

bursement solution.

IV-B-179 Tier/04-0039-PRP
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Returned Mail Processing

Returned mail is an unfortunate part of any operation that does any sort.
of mass mailings, Unfortunately, at the MiSDU, returned mail can mean
that a Michigan family did not receive the support to which it was entitled.
Tier has an understanding of child support mailing operations and believes
a proactive approach to reduce returned mail is the first critical step in en-
suring families receive their support.

As detailed previously in this proposal, Tier will use the USPS Fast
Forward solution to identify forwarding addresses prior to an item being
mailed. Fast Forward compares the names and addresses of each individ-
ual on the disbursement file with the national database of individuals who
have filed forwarding address information with the USPS. Identifying the
correct address prior to mailing an item has a number of tangible benefits
to all project stakeholders:
¢ Checks are mailed to the correct address the first time reducing the time

it takes for the money to reach the family.
¢ Postage costs are reduced because there is no need to re-mail items that

would have returned without the Fast Forward process.
+ Staffing costs are reduced since the number of returned items is less, ul-
timately, reducing the overall cost to the State,

Once items have been returned there is a comprehensive set of proce-

dures required to ensure total accountability for each item returned. The

" flowchart in Figure 1V.B.2.4-30 details those procedures for returned

checks and coupons. Initially, items will be separated into two groups—
those with a forwarding address and those without. Checks with a for-
warding address will be imaged and the address updated and a case note
entered on MiCSES. If the check is related to unemployment, interstate,
or to third-party transactions, the Unemployment Agency, FOC, or
MIiCSES hotline will be updated. If necessary, Tier will update the Other
Third Party Addresses (OTHP) in MiCSES. Tier will work with the State

IV-B-181 Tier/04-0039-PRP
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to determine if the returned check should be re-mailed or if a new check

should be printed and then mailed. We have experience using both proc-

esses and will ensure that whichever process is used, each item will be ac-

counted for.

Check or

Coupon? Coupon ——M image

b A

Destroy after 30
days

Check
— 4
End date the
Image address in [
MICSES
r
Research on
Accurint and Fast
Forward for naw
address
L.
Yes No
Mew Address f
Found
Check Type QOFHP —— M Correct In MICSES
Unamployment + Third Parly
interstata
¥ r _
. i Nolify MICSES
Notify FOC Hotling

:

l

Figure IV.B.2.4-30. A number of discreet processes are reguired to ensure that each returned

item is processed accurately.
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While it is'not a requirement, Ticr believes it is important to image the
items returned to allow for future research on the items. Since the items
are stored in Tier’s image archive, the images can be reviewed by anyone
with access, including our customer service representatives and individual
child support caseworkers, We believe that providing images to those
stakeholders who deal with the program’s constituents creates a more effi-
cient operation. |

For checks received without a forwarding address, Tier utilizes a com-

prehensive research protocol in order to determine if a new address is

- available. First, Tier will check the items against the Fast Forward data-

base. Tt could be that since the item was initially sent and re-mailed, that
the individual has filed a forwarding order with the USPS, If research us-
ing Fast Forward is unsuccessful, Tier will search for the individual using
the Accurint database. Accurint is an online database of locate informa-
tion Tier currently uses for locate activities in our other SDU operations.
Through Accurint, we are able to not only locate the individual’s most re-
cent address and phone number, but the address and phone number of their
relatives and neighbors. Using this information allows Tier to effectively
locate many individuals who would otherwise remain “lost” using ordi-
nary locate resources. When we are able to locate a new address, the same
procedures detailed above will be followed to get the check fo the individ-
ual as quickly as possible. When we are unable to locate a new address
we will end date the address in MiCSES and securely destroy the items af-

ter 3¢ days.

Coupon Printing and Mailing

Tier Technologies (Tier) and our proven printing partner, Allison Pay-
ment Systems (APS), fully support Michigan requirement to mail billing
coupons to the State’s non-custodial parents (NCPs). In addition to pro-
viding a robust coupon printing solution, Tier is also proposing a solution

that allows parents to access their statements online. We feel strongly that

IV-B-183 Tier/04-0039-PRP
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our products and services are philosophically in line with Michigan initia-
tives and that we can provide a technologically advanced yet cost effective
solution to the State.

To adequately support the coupon printing and Electronic Bill Present-
ment (EBP) solution, the selected vendor must have a technically superior
solution and experience in providing the services required. Moreover,
given the complexity inherent in child support operations, the vendor must
have significant experience providing these types of solutions specifically
to child support operations. As a leading provider of electronic commerce,
remittance processing, and billing services to child support and other gov-
ernment agencies throughout the country, Tier is uniquely positioned to
ensure the success of Michigan’s coupon initiative including Tier’s value-
added EBP offering.

Tier understands the complex and sensitive nature of child support pay-
ment processing data and the need for timeliness in receiving payments'
from obligors. We have been supporting child support payment processing
operations since 1995 when we first introduced our VIPRS (now known as
Kids1st®) application o support the State of Towa, We currently utilize our
Kidslst application to process payments in seven states and in 2003 we
processed more than 20 million child support payments with a combined
value of approximately $3 billion. Tier is also a partner in the privatized
SDU operations in New York, Ohio, and Iflinois. In addition to our SDU
responsibilities, Tier is responsible for coupon or check printing in Chio,
IMinois, Kansas, New Jersey, and our Kentucky CHIP operation. These
operations provide Tier the skills necessary to expertly print Michigan’s
child support coupons.

To consistently provide the highest quality billing document product we
have elected to partner with APS. APS has supported the billing document
production for our New Jerscy SDU operation since 1999, and, in 2002,

began producing the billing documents for our Ohio SDU operation,

Tier/04-0038-PRP
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Moreover, APS is a print vendor with a long history of working in the
child support community and is onc of the largest printers in the Mid-

west—producing over 200 million mail picces annually.

Print Operations

Tier proposes a solution for printing and mailing obligor billing state-
ments that leverages our experience in printing billing documents for
SDUs with our understanding of Michigan’s billing document require-
ments. It is a solution designed to ensure compliance with the State stan-
dards as outlined in the RFP as well as fo provide billing documents that
help ensure the efficiency of our associated lockbox operation. Tier recog-
nizes and appreciates the challenges associated with high-volume printing
and mailing. Our solution is designed to satisfy each Michigan State re-
quirement for informative, attractive, and timely billing statements. More-
over, the proposed solution integrates the bill printing process with Tier’s
value added ability to present bitling documents electronically, Our solu-
tion builds on an existing infrastructure to utilize the State’s billing file for
not only the printed documents, but to also render the data electronically
on our new MiSDU website. In addition to supporting the current State
requirements, our proposed solution includes sufficient capacity and re-
sources to support any future document generation requirements that the
State may have,

The State seeks a contractor that can print and mail high-quality billing
statements fo obligors associated with the State’s child support program.
The documents that are mailed should have tear-off coupons to facilitate
efficient and accurate remittance processing once the billing document is
returned. Tier is uniquely qualificd to address this requirement, as we are
one of a select set of vendors that both prints child support billing docu-
ments and processes child support payments, Tier will work with the State
to ensure that the documents produced maximize accuracy and efﬁciency

while minimizing the postal expense associated with the billing process.
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If the current billing coupon meets the State’s requirements, Tier and APS
will work to match it exactly to facilitate the seamless transition to the
Tier-run SDU operation,

The print and mail functions proposed include the following functional-
ity:

¢ Laser imaging the billing document from a Post Script file.

¢ Inserting the billing document into #10 double windowed envelope and
sealing the #10 envelope.

+ Coding Accuracy Support System (CASS) and Presort Accuracy Vali-
dation and Evaluation (PAVE) to certify all mail pieces to ensure the
best possible postage rates.

4 Process the data and mail the billing documents within 2 business days.

+ Generate electronic versions of the coupons that will be presented on

the MiSDU website as part of the EBP prograin.

We appreciate the magnitude of these requirements and their associated
solutions because together Tier and APS currently provide similar billing
document and EBP services.

Ultimately, the goal of any billing solution is to ensure that sufficient
information is provided with each payment and that the human involve-
ment needed to post the payment to the correct account is reduced to a
minimum, Moreover, drawing on our experience with other payment
processing areas, we will work with the State to design a billing document
that meets the requirements and employs the best recognition technologies
including optical character recognition (OCR), intelligent character recog-
nition (ICR), and magnetic ink character recognition (MICR). If the State
prefers to retain the design of their existing bills, Tier’s solution can be
easily programmed to duplicate the existing format exactly.

Our specific experience in New Jersey, Ohio, Kansas, and Illinois
proves our ability to handle the processing of Michigan’s State’s 52,000+

mailings per month. In Ohio, lllinois, and Kansas, Tier is responsible for

Tier/04-0039-PRP
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disbursement operations, which include the printing and mailing of
checks, statements, forms, and letters. We are also involved in suppotting
the customer service center in each of these operations. For our child sup-
port printing operations in Ohio we also print additional correspondence or
inserts on an as-needed basis. Previously this has included two mailings
that totaled approximately 914,000 items. In New Jersey, Tier is responsi-
ble for mailing billing statements. Table IV.B.2.4-2 summarizes the vol-

umes that our current operations handle for printing and mailing services.

Table IV.B.2.4-2, Tier's experience in printing and mailing child support materials.

Printing and Mailing Monthly Volumes

Average # of
Billing State- Average # of Highest # of Avarage # of Other
ments Checks Checks Correspondence
New Jersey 96,000
Ohlo 292,405 [ 731,957 869,533 97,835
lilinois 362,084 378,415 7,850
Kansas 120,000

In addition fo requiring a vendor that understands both large-scale
printing operations and the child support community, Michigan is also
looking for a vendor that can provide the technology required to support
21* century billing methods including EBP. Together, Ticr and APS are
uniquely qualified to support these e-Commerce initiatives. Tier has cre-
ated websites for a number of child support opcrations including the New
Jersey Family Payment Center, the Kansas Payment Center, and the 1lli-
nois State Disbursement Unit. Moreover, APS is currently providing EBP

services to a number of clients including Dell Financial and GMAC.

Document Services

As noted above, Tier understands the intricacies of printing for child

~support services because we currently provide these same services to some

of the largest SDUs in the country. Many vendors may focus solely on the

IV-B-187 Tier/04-0039-PRP
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equipment and its installation, but at Tier, we understand that to be suc-
cessful in Michigan, our billing program must also include significant
consideration of the printing operation’s staffing and procedures. We real-
ize that ensuring that the billing documents are mailed on time each month
requires a significant increase in staffing and production capacity (equip-
ment) during the two days that bills arc printed. In order to consistently
provide the highest quality billing document to the State and not jeopard-
ize the check printing operations, Tier has elected to team with APS to
print the coupons for the MiSDU. Tier currently uses APS to print billing
documents for our New Jersey and Ohio child support operations. And
APS has a long and productive relationship providing printing services to
the child support community:.

Allison Payment Systems, LLC, a payment systems provider in Indi-
anapolis, Indiana since 1888, is a nationally recognized provider of print-
ing services to the child support community. They have been a participant
in government print and mail applications for more than 20 years and are
particularly well suited to service a full range of statement and correspon-
dence based products as required by the County. In fact, APS currently
mails over 130 million mail sets cach year. Their services embrace a cul-
ture of technological and operational innovation which allows them to
provide “state-of-the-art” print and mail products. These services and sup-
port products improve overall customer service activity, increase the effi-
ciency of the billing production and mailing process, and include elec-
tronic bill presentment,

APS has developed and introduced innovations specifically for individ-
ual print customers that are in the technological vanguard in billing notifi-
cation and processing. The County could expect, in selecting Tier and
APS, to benefit from these continued innovations and flexibility in opera-

tions designed to optimize all aspects of the print and mail process. Some

' New Jersey mails an obligor billing coupon package once each quarter.

Tier/04-0033-PRP
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of the pertinent processes and methodologies at APS include the follow-
ing:

¢ ISO 9000-2000 commitment

¢ Six Sigma training and methodology

4 Zero Defect mentality

¢ Delivery reliability, warranty

¢ Technology innovation.

APS currently produces payment advises and Medicare checks for the
Centers for Medicare & Medicaid Scrvices (CMS), formerly Health Care
Financing Administration (HCFA), mailing one million pieces each
month. APS also prints child support statement billings for the New Jer-
sey Family Support Payment Center (FSPC), The FSPC is the SDU for
the Statc of New Jersey and each quarter APS prints approximately four
hundred thousand bill document images for them. In addition, APS was
the original print vendor, from 1991 to 2000, for the child support pay-
ment books, billing statements, notices, and letters for the child support
program under the Attorney General of Texas, producing approximately
900,000 print images per month, They have been responsible for numer-
ous other child support print applications, including work for the States of
Iowa, Indiana, New Hampshire, and regional clients including Dade
County, FL. and Oakland County, M, listed in Table IV.B.2.4-3 below,

Table IV.B.2.4-3. APS Child Support Clients

Printing & Mailing Hlectronic Bill Presentment &
Monthly Volume Payment
Centar for Medicare & Medicaid Sarvices 1.000.000
New Jersev Familv Supnort Pavimant Center 400,000 Quarterlv
Texas Attornev General 900.000
| Dell Financial Services 2.500.000
| GMAG 1.700.000

In addition to the experience in printing and mailing child support cou-

pons, APS and Tier have incorporated the latest in EBP into the solution
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we are presenting Michigan, Again this is a solution based on experience
with APS currently providing EBP to such firms as Dell Financial Ser-
vices and GMAC. |

Printing and Mailing of Monthly Billing Statement

The implementation of a printing function as required by the State of
Michigan is not simple. The State requires a printing facility that consis-
tently produces large numbers of sophisticated billing documents, fully
certified in CASS and PAVE, within a short production window. More-
over, to optimize the associated State remittance-processing operation,
billing documents must be well designed, professionally produced, and
mailed following the same time schedule every month. The goal that gov-
erns Tier’s billing statement printing and mailing solution can be ex-
pressed in simple terms—deliver quality coupons to obligors on time
every month to ensure the highest possible rate of respondent payment
remittance compliance. Moreover, our solution is designed to leverage ex-
isting cxcess printing capacity and United Statcs Postal Service (USPS)
First-Class Mail Automation formatting to ensure the lowest possible
printing and postage rates.

Each step in the printing and mailing process has implications for later
payment processing functions. Optical Character Recognition (OCR)
scanlines must meet exacting specifications or they will not be read by
éutomated equipment. Barcoding must be correct or anticipated postage
discounts will not be realized, NCPs must rcceive reminders on time,
every month, or coupon usage will drop. All of these factors are consid-
ered in Tier’s printing approach. Each aspect of our performance - from
professional forms design, to printing and mailing tasks, to production and
inventory -control measures - is designed to complement and enhance the
integrity of the entire printing process.

The development of the billing process for Michigan includes a number

of discreet components that must be addressed before any bill can be

Tieir/04-0039-PRP
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printed and mailed. At the highest level, these components include the fol-

lowing, which Tier and APS have accomplished for multiple printing op-

erations:

¢ Infrastructure - facility, furniture, ctc.

+ Connectivity - to the State and APS

¢ Interface development — the State, Official Payments Corporation
(OPC), APS

¢+ Hardware and software — installation and testing

¢ Billing document — design and approval

¢ Staff — hired and trained

¢ Procedures — developed and published

¢ USPS -- coordination

+ Consumable acquisition — paper, envelopes, stock, toner, etc.

We will use our experience in each of these components to ensure that
the State printing function is implemented on time and in 4 manner de-
signed to minimize or eliminate any burden to the State’s clients. Tier is
confident that the combined experience of APS and Tier is an excclient
match for Michigan’s printing requirements and will provide professional,
efficient billing documents on schedule throughout the life of the project.

Prior to imaging the billing document, the document itself must be de-
signed to ensure the use of the best formatting, toner, fonts, etc. Tier will
work closely with the State to create NCP billing statements that take ad-
vantage of advances in payment processing technology while casing the
burden on the obligor. In an effort to capitalize on technological advances
in remittance processing, Tier has incorporated a number of strategies into
our other remittance processing operations. We understand that the State
currently has a billing document design; however, if changes are required,
Tier can provide information on the following solutions:
¢ The OCR scanline that is printed on each coupon is read to capture ob-

ligor account data without data entry intervention.

IV-B-191 Tier/04-0039-PRP
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¢ Intelligent Character Recognition (ICR)—Drop out boxes for hand
printed information increase machine readability using ICR technology.
ICR technology is used to capture the payment amount. Together with
the CAR/LAR technology discussed below, TIER is able to accurately
process a significant percentage of obligor payments received with a
coupon without human intervention.

¢ Courtesy Amount  Recognition/LLegal  Amount  Recognifion
(CAR/LAR)—Drop out boxes for payment amount information, ICR
discussed above, allow us to automatically compare the payment nu-
meric dollar amount written on the check to the payment dollar amount

hand written,

We believe that the use of these technologies together with our signifi-
cant, long-term experience in child support payment processing operations
provide the State with the opportunity to continue to improve its existing

printing and remittance processing operation.

Laser Imaging and Inserting

The key to encouraging coupon use is to deliver coupons to obligors on
time, without exception. Recognizing this, Tier has ensured that the APS
proposed equipment configuration meets the State requirement of mailing
billing statements included on the monthly datafile within 2 business days
of receipt of the State billing file.

Tier and APS can confidently agree to these stringent turnaround times
because our staffs understand exactly what meeting these schedules en-
tails. While a vendor new to SDU processing is tasked with designing a to-
tally new printing and mailing schedule, we can base our plan on tested
and proven print job and staffing schedules. All printers proposed for this
operation are cquipped with six separate form sources and machine-
readable Optical Mark Read (OMR) edge codes applied to each printed
image allowing the ready production of multi-page statements if required.

Current capacities at the APS facility for both printing and processing of

Tier/04-0039-PRP
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statement products are in excess of 900,000 images per day with average
daily consumption currently at 47%, easily allowing sufficient capacity to
meet the production timeframes for printing the Michigan State billing
documents,

APS produces all files in controlled blocks. Files containing greater
than 4,000 mail pieces are blocked in 4,000 mail set groups. This process
enables APS to perform more rapid reconciliation. Each block is checked
while it is processing on both the printers and inserters to make sure that
4,000 pieces are always accounted for. The number of mail pieces re-
ceived is directly communicated back to Tier and the State through the
APS 24 CARAT application. Each print job includes process documents
that accompany the print job through the production process. These docu-
ments indicate how many of cach envelope component is required to fill
the order. This information ensures that everyone associated with the pro-
duction print job knows how many mail pieces are included in the job,
how much of each material component it will take to complete the job, and
the time which the job is expected to be mailed.

The goal governing our obligor billing statement printing and mailing
process can be expressed in very simple terms—deliver quality coupons to
obligors on time every month to ensure the highest possible rate of re-
spondent payment remittance compliance. Tier’s proposed solution for ob-
ligor billing statement printing and mailing tasks for Michigan State in-
corporates the best of our current practices, many of which are similar to
our disbursement printing operation for Michigan as well as the printing
experience of APS. By blending the latest technology with a proven proc-
ess, Tier and APS arc able to offer the State a virtually risk-frce transition
to a printing environment that meets all of the requirements set forth in the
RFP. The following is a brief description of the obligor billing statement-

processing flow:
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Receipt of the State billing file — This file will be received through the
State’s data exchange gateway and subsequently transferred via a se-
cure FIP transmission to the APS facility in Indianapolis, Indiana,
Given the confidential nature of the information contained on the bill-
ing datafile, we believe that Pretty Good Privacy (PGP) encryption
provides the required level of security. As a hybrid cryptosystem, PGP
combines some of the best features of both conventional and public
key cryptography. When a user encrypts plaintext with PGP, PGP
compresses the plaintext. Data compression saves transmission time,
disk space, and, more importantly, strengthens cryptographic security.
Most cryptanalysis techniques exploit patterns found in the plaintext to
crack the cipher. Compression reduces these patterns in the plaintext,
thereby greatly enhancing resistance to cryptanalysis,

Once compressed, PGP creates a session key which is a one-time-
only secret key. This key is a random number generated from the
random movements of the mouse and the keystrokes typed. This
session key works with a very sccure, fast conventional encryption
algorithm to encrypt the plaintext; the result is ciphertext. Once the
data is encrypted, the session key is then encrypted to the recipient's
public key. This public key-encrypted session key is transmitted, along
with the ciphertext, to the recipient. Once the encryption is complete
the file is transferred to APS through an FTP or other transmission
protocol. This is the same data encryption and transfer process
currently in use at the Ohio SDU and provides the security required
when processing child support data.

File Logging — The data file sent to APS is first logged to establish an
audit control of the file receipt date and time, number of records on the
file, etc. APS monitors data communication file transfers to track ac-
tivity daily to assure that expected data transfers have been affected. If

an expected transfer is not received within the scheduled timeframe, a
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call is placed to determine why the file was not received. Errors con-
tained in the input data file are documented and the user is notified
immediately of errors that would prevent production from continuing.

3. Print File is Created — Once the file has been logged, the data it con-
tains is processed to create the actual print images. Typically, the print
images combine the data received in the print file with the form used
for the particular print job, e.g. obligor billing documents. These print
images are then sent to any number of printers, depending on volume
for printing.

4. Billing Statements are Folded and Inserted — Once printed, the billing
statements are folded and inserted using the OMR that was assigned to
each billing document during file processing. The OMR indicates to
the inserter how many print pages to insert into each window enve-
lope,

5. Postal Sorting — At this point, the envelopes containing the billing
documents are commingled with other envelopes printed at the APS
facility. The commingled cnvelopes are then sorted by postal code to
provide the maximum number of envelopes sorted to the 3-digit or 5
digit zip code level. This sort provides the greatest postal savings and
is recognized for the largest number of envelopes when multiple print

jobs are combined.

CASS Certification and Barcoding

At the APS operation, CASS software will be implemented through the
use of a Group One Software package called Code One. Code One is re-
sponsible for thorough preparation of the addresses in the billing docu-
ment file to ensure correct handling by the USPS, It verifies, standardizes
and corrects address clements and appends postal codes as necessary.,
Code One scrubs every aspect of an address to bring it into precise align-

ment with strict USPS standards resulting in the lowest postal rate,
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To cleanse addresses, the billing document file with the address infor-
mation is sent to Code One to match against the USPS database. Code One
will verify, add, standardize, and correct street names, directionals, suf-
fixes, city names, states, and ZIP+4 codes. Once the address is cleansed,
Code One will add carrier route codes and -delivery point barcodes. Code
One’s output is flexible in that it allows for control of whether it will ever
overwrite the address information in a database. Tier will work with the
State to determine what if any address information will be updated. Code
One provides an extensive list of return codes to help you diagnose ad-
dresses that are refurned because they were not matched to addresses in
the USPS database.

Presorting — PAVE

APS employs mail management systems and mail hygiene systems that
maximize delivery and postal discounts. These systems include présorting-
and commingling services that enable ZIP code concentrations that meet
minimum volume requirements under postal regulations. APS currently
combines (commingles) the mail volumes of our many clients to gain
these concentrations. After contract award, Tier will work with the State to
ensure that commingling of the State print documents is acceptable.

APS has an onsite postal service and acts as an authorized post office
under USPS auspices. They operate mail sorting systems, traying, and la-
beling distribution containers for transportation to USPS end points and
are currently the largest 1™ Class mailer in Indianapolis. The State opera-
tion will be able to leverage the current large volume of mail already
printed by APS to ensure the absolute lowest postal rates available for the
billing docuiment operation. To this end, APS has partnered with the larg-
est mail processing center in Indianapolis for more than 15 years to assure
the timely distribution of all mail picces produced at APS, allowing some
overflow volumes to be processed at that facility. It also serves as a part-

ner in the APS Disaster Back Up program. In addition, APS has full time
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staff dedicated to postage analysis and compliance, who are active mem-
bers of the Indianapolis Postal Customers Council and have served on its

committees for finding improved methods for mail processing,

Verification of quantity & the State notification

Verifying the total print production is an important step in the printing
and mailing of the State billing documents. In order to ensure a complete
validation the print totals from five distinct process milestones must be
measured and reconciled, Speciﬁcally; these print totals are as follows;

1. The number of records in the print file from the State. Tier would sug-
gest including the number of records in the file in either a trailer record
or in a separate validation file.

2. The number of records processed.

The number of statements printed.

4. The number of statements inserted in envelopes to be mailed. At this
point, Tier will contact the State by c-mail with the number of billing
statements printed, inserted, and prepared for delivery to the USPS.

5. The number of statements verified as mailed by the USPS according to

Form 3602 R discussed in the previous scction.

Tier will provide a copy of the reconciliation monthly to ensure the
State understands the exact number of statements billed reconcile with the

datafile received by Tier for processing,

Quality Control Plan

Tier recognizes that the print production and quality of every single re-
cord is a critical component in how the respondent population views the
State’s child support collection program. If a NCP fails to rcceive an ex-
pected mailing or receives a mailing that docs not meet qual‘ity cxpécta—
tions, the ramifications are significant — respondents losc faith in the sys-

tem and the customer service departments must address complaints.
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Tier and APS employ proven production control techniques and quality
assurance procedures in cach of our printing operations to ensure that each
individual NCP Billing Statement and/or check is printed and mailed accu-
rately and in a timely manner. We have consistently employed proven
sampling and production control procedures to safeguard the best interest
of our customers where we are responsible for printing. We will use our
SDU printing experience to manage each facet of print production for the
State to ensure that it meets the State’s and our own internal quality con-
trol standards.

Quality auditors monitor all production functions to assure that quality
levels arc maintained throughout the entire printing and insertion process.
Products are constantly sampled and verified for quality, quantity and
completeness using statistically valid sampling. State of the art printing
technology fuses toner to the paper using a process that prevents smearing
or smudging. However, each print run still has random documents sam-
pled from each production block.

All damaged items are recreated immediately using the printing soft-
ware. This software allows the print operators to input the specific account
number and place an order for the associated docuaments to be reprinted.
Reprinting takes place the same day as the original item was damaged.
The software is also designed to indicate if any item received in the State
print file is not printed or inserted.

All production at APS is accompanied by an internal work order that is
automatically generated at the time the input file is processed. This work
order informs cveryone in the production process of the following:
4+ When the file was received
¢ 'The quantity contained within the job
¢ The number and type of matcrials necessary to complete production
4 All processes necessary to complete the job

4 The time it is due out of the production facility.

Tier/04-0039-PRP
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The APS Quality Assurance (QA) function will have responsibility to
see that the Quality Control Plan is fully adhered to and will play a signifi-
cant role in the implementation of the Michigan print function. The duties
of the APS QA function are as follows:
¢ Identify and implement quality and process improvements
¢ Identify, develop, and conduct quality-related education and training
¢ Analyze and follow up on corrective actions to achieve timely and
comprehensive solutions
Qualify and audit material and component supplies; conduct site audits
Review and approve corrective action responses
Monitor OCR quality

Monitor and/or participate in first article/initial production inspections

> > &+ > »

On floor production inspections

Through an on-going, documented training process and with timely and
thorough testing of all products, Tier is confident of our ability to meet

and surpass the State’s print quality requirements,

Electronic Bill Presentment

Billing Statement Access

Tier is offering a comprehensive EBP solution that provides bill images
not only to the State’s clients through the Internet, but also provides bill
images to our customer service agents. The EBP solution utilizes two ap-
plications, BillView and WebHost, together, which we will call BillView.
Together BillView and We¢bHost offer an integrated billing solution that
incorporates the same print data stream into paper and electronic bill pre-
sentment. A sample screen print of the BillView document can be seen in
Figure IV.B.2.4-31 below.
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Figure IV.B.2.4-31. Sample screen capture of the BiliView decument

v = SN . prvigy e - .
B& - *%caun f K4 M R [Ha- B AL
- X B Lt L LR e e am 2
@ I118% 535‘ v
e T O T T TP TSTYY
’ 2
OCVASH FEDERAL RAMK FER l Accournt Statement -
FAEEE SNGENLETY DIRIVE : T i
DREANDI F1L 33333771 -l
feooount Humber: goF2i71332
Aoocount Statoment Data: 1WIS2003
Propery Addrass:
: " ek 14X Andraabane
--~_a.mmmmm7ﬂ.zzx, Patadaa GA 95939
- - ¥ara@ sk reorog £ fu ity PAGE i
L o.mpm:a-a.rum.m ? mire
.vm-n ESMD 4% i RS0 50)0 0 ORI C R IR IO MR AR WDG’?E....M%.-..I
“ Il.lll II Illi"ll' 'lllll ’ !t!l"llli“llll“lllll'll“l' - ﬁ:\:;::\}ﬂl o5 ) -l
x H Ha:x [Ty N
a.lisz Ei L% Eangd 12
N0 G UL § Akihd € Db EION0 EASME
PO bbb #0102 G35
| s Res s patn 040y
Bt G $1hthigg A
Pl sl 32005 o s Byptebos b1y o
T - AR Satde Byt blls gt &Y
'0113“3 m&m;w'——{ 519,48 J e ey a2 pasa 1adw ETE ]
% 2 3 [ TENT SLIVAY Wt FLCTRR Y ALY ) 1070
E’&W\&m 1o T G gt s DA RN g 11185
Orprened Do D 31012003
Faraeny Azl Rk .
Iroried Pl Yoo To.0 0
TMPMWTG-M 00
........ Bt Sl ATELT AT .
1011503 lfmu!'(‘.}n] i3 i
T ra T ad banesa it s vl s Soagand X pap 5 s fs 2 ashd
PE Eu frane;, B rnﬁmwg‘Ja s b Swapema Tond
no I o) on LA izl Tor
n?ﬁﬁn frrﬁrm;:ie L shursgter. Pm “ i LR " il % A0 R 84,08

To ensure the greatest access to the online billing documents, the Bill-

View product displays the online document as a PDF. PDF documents,

created and supported by the Adobe Acrobat family, were designed to al-

low the presentation of a document regardiess of the typical document

viewing applications a particular personal computer may be using. It does
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not matter whether or not the client prefers Word, WordPerfect, or even
AmiPro, the PDF document can be read by simply installing the Adobe
Acrobat Reader. This application can be downloaded from the Adobe site
free of charge at anytime. We believe the PDF solution provides the
State’s clients the greatest flexibility in interacting with the Department.
The BillView solution is a stable application with many large corporate
clients including Dell Financial Services and GMAC, These companics
present over 2.5 million and 1.7 million images, respectively, each month
using the BillView solution. There are currently 5 million images pre-

sented monthly by the BillView solution.

Printing and Mailing Monthly Billing Statements

APS conducts its printing and mailing business from two modern pro-
duction facilities utilizing state-of-the-art equipment. The corporate offices
and primary production operations are housed in a modern 60,000 square
foot building near the Indianapolis International Airport. A second facility,
opened in 1997, has 44,000 square feet and serves as the sales and market-
ing offices as well as a secondary production and warehousing site. All
imaging and mailing for the State will be performed within one of these
two facilities.

APS operates fully secured production facilitics since it procesées
highly sensitive personalized financial data. This includes federal and state
government taxpayer information as well as negotiable check products.
APS also handles payment advises and Medicare checks for Centers for
Medicare & Medicaid Services, formerly Health Care Financing Admini-
stration, All processing facilities are badge/card controlled in order to
limit access to information sensitive arcas. Badges are used by all employ-
ces and are programmable to provide selective access. Entry and attempts
at entry are recorded digitally for review, on demand. In addition, multiple
video surveillance cameras are used to monitor and record key locations

both inside and outside the facilities. Secure storage cages are used to
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house sensitive press printed documents and surveillance cameras monitor
these cages. APS uses a MAS90 accounting system that provides forms
management capability. Forms usage is reviewed daily on a client by cli-
ent basis. Consumption reports are matched against inventory levels and
reorder requests are issued to the client automatically. APS uses more than
120 million cut sheet forms and check stock annually, about half of which
are generic. If feasible, Tier will work with the State to capitalize on this
commonality to leverage forms procurement.

Each step in the process is tracked using a bar-code recording system
that identifics the job being processed, the process steps required, the op-
erator performing the process, and the quantity produced. This information
feeds the APS software reporting system (24 CARAT™), identifying
when products are shipped, the quantity shipped and the inspector releas-
ing the work for shipment, This data may be accessed and reviewed by
Tier through the 24-CARAT program. APS uses 24 CARAT 1'eporting'
and tracking services through the entire production process. It is an in-
valuable tool that allows Tier and the State to determine the status of jobs
received by APS for production, Reports can be generated to customer
specifications regarding data receipt times, ship dates for entire runs, or
specific customer account inguiries. User defined codes can automatically
determine what is to be included in an envelope, whether it is to be a per-
sonalized insert, analysis report, or other enclosed materials. Segmentation
can be defined by criteria such as codes passed within the production files
or selective criteria maintained by APS such as dollar amounts, zip codes,
or calculated fields.

The APS 24 CARAT production status tool will provide the State ac-
cess to pertinent information about the printing and mailing process. 24
CARAT allows the State to monitor the print workflow, including the
status of individual print jobs, through the entire printing and mailing

processes, The print job data is updated every four hours and the mail
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dates are updated daily. Addressing the security requirements of accessing
production data over the Intel'net; 24 CARAT provides SSL security as in-
dicated by the “s” on the https and padlock icon found on the 24 CARAT
website. Both of these symbols can be seen in the screen prints from the
actual login page and sample reporting page found in Figure 1V.B.2.4-32
and Figure 1V.B.2.4-33 below. We have included images from both Win-
dows 2000 and Windows XP to allow the State to see what fhe screens

look like based on the operating system utilized.
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Figure IV.B.2.4-32. 24 CARAT login screen
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Figure IV.B.2.4-33. 24 CARAT Sample report page

Disaster Recovery Capabilities

The disaster recovery plan utilized by APS has been established with a
local network of printing and statement insertion equipment operators that
enables APS to produce and deliver clients’ statements beginning one
business day following a catastrophic event that would disable APS’ entire
production capability. In addition, the fact that APS operates two similatly
equipped production facilities within % mile of each other provides innate
redundancy and disaster recovery options that few print vendors can
match. _

APS has established a Disaster Backup Program with affiliates located
in the Greater Indianapolis area that will enable the services and products
covered under this agreement to be provided without interruption. This
program would be invoked in those instances where the catastrophe is lim-

ited to the capabilities of APS and has not impacted the capabilities of its
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affiliates. The location of APS relative to its Disaster B'ackup affiliates
would minimize the impact of such events that would completely prohibit
APS from performing its services, e.g., tornadoes, fire, strikes, and other
catastrophes that tend to be localized rather than widespread.

Backup Program, Statement/Invoice/Check Applications — This pro-
gram is designed to provide continuation of services to APS clients in the
event of a catastrophe that renders APS unable to fulfill its production ob-
ligation to its clients for a period of three business days or more. Because
APS employs distributive processing systems that are readily duplicated, it
can establish alternate processing locations with little advance notice, Re-
dundant equipment that is capable of handling the production processes
used for its statement production has been located at multiple facilities
throughout the local community with affiliates and work partners. While
some peripheral services and products may be limited or restricted, this
program is intended to deliver the principal check, statement/invoice
products to intended recipients in a timely fashion. The backup program is
initiated immediately upon the occurrence of a catastrophic event and will
continue from the time of customer notification of the occuirence until
normal scrvice is restored.

The entire coupon printing solution proposed by Tier for the State of
Michigan is designed to ensure that NCP parents received billing coupons
when they expect them, that the coupons are professionally designed, and
that they are cxpertly printed. Meeting these requirements ensures Tier
and the State the highest coupon use rate. Moreover, as a value added ser-
vice Tier will make each coupon printed available on the web as part of an
electronic bill presentment solution. Providing additional methods for in-
dividuals to receive their coupons helps increase coupon usage, which ul-
timately reduces the cost of the operation and subsequent the State’s cost

to operate the SDU and peripheral functions.
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Electronic Card Disbursements

Through our e-Disbursement partner, U. S. Bank, Tier is pleased to
submit a response to the State of Michigan’s requirement for Electronic
Payment Card services. As the first and largest issuer of Child Support
disbursement cards for State agencies, including Washington, Colorado,
Minnesota, and lowa, and the current provider of unemployment insurance
disbursement services for the State of Oregon, U.S. Bank is uniquely
qualified to manage the card portfolio requested by the State of Michigan,

~ U.S. Bank proposes the implementation of the U.S. Bank ReliaCard
VISA program fot the State of Michigan. ReliaCard is the largest prepaid
card program in the United States, designed exclusively for the disburse-

ment of government funds. U.S. Banks extensive government program ex-

perience can be seen in Figure [V.B.2.4-34.

U.S. Bank Child Support Disbursement Programs — CO, IA, MN, WA
U.8. Bank Unemployment Insurance Programs — OR
U.S. Bank 24 — State Geographic “Footprint”

U.S. Bank is pleased to report that the Mull-State Consorflum, consisting of Colorado, Nebraska, North Dakota,
and South Dakota, recently nofified U.S, Bank that we have been selecled as their conlractor for the Consor-
tium’s Elaclronic Payment Card Program. We began confract negoliations on May 3.

{Note — Colorado Is a current U.S. Bank customer, as such, U.S. Bank will relain Golorado volume, while Ne-
braska, North Dakola, and South Dakota volume will be incremental to U.S. Bank).

Figure IV.B.2.4-34. US Bank is the largest provider of Electronic Payment Cards to government

agencies in the country.
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U.S. Bank has the expericnce, management expertise, and commitment
to the government-based disbursement card market to provide the services
requested by the MiSDU,
Some highlights of the ReliaCard VISA program include:
¢ It is a VISA-branded payment card designed to replace costly paper
checks
¢ It is not a credit card. Cardholders will be able to access only the funds
that have been deposited on the card by the State

¢ Funds are deposited to the card via ACH using the standard NACHA
file format and procedures

¢ Cardholders have multiple ways to access their funds

— Make purchases at well over 20 million VISA debit merchant loca-

tions worldwide

—~ Make purchases at over 1 million merchants that accept Interlink

PIN-based debit — many of which provide “cash back™ functionality
at the point of sale

— Withdraw cash at:

e Allpoint surcharge fiee ATMs (over 700 in Michigan and more
than 25,000 in the United States)
s VISA/PLUS® ATMs (over 870,000 worldwide)
e U.S. Bank ATMs (over 4,500 in the United States)
¢ Customer service is provided 24X7, 365 days a year by live and multi-

lingual representatives.

The U.S. Bank ReliaCard program, the largest prepaid debit program
designed for use by government agencies in the United States, will reduce
expense and improve the overall recipient experience by providing un-
banked and even unbankable recipients with access to another method of
receiving their child support payments. The program includes significant
tangible benefits to the State as well including fhe elimination or reduction

of the following:
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¢ Check issuance expense

¢ Lost/stolen check re-issuance expense
¢ Fraudulent check losses

¢ Postage expense

+ Monthly reconciliation expense

+ Escheatment responsibilities.

The funds recipient (cardholder) benefits from the implementation of
the ReliaCard program when compared to the cutrent process of receiving
a paper check, Key advantages of ReliaCard are as follows:
¢ Immediate funds availability - identical timing to direct deposit, no

waiting for check to arrive in the mail.

¢ No check cashing expenses.

¢ Funds can be used at point-of-sale at any merchant that accepts VISA
Debit (over 20 million locations worldwide), Interlink PIN-based debit
(over 1 million locations in the United States), or to access cash at any
PLUS or VISA-branded ATM (over 870,000 worldwide). There is no
need for a recipient to carry large amounts of cash once they become a
ReliaCard cardholder, |

¢ Security — if card is lost or stolen it can be easily replaced, and the
funds are secure. Additionally, U.S. Bank assumes liability for all
fraudulent VISA transactions — the cardholder and the State pay noth-
ing.

+ VISA Purchase Security — VISA will replace, repair items, or reim-
burse cardholders up to a maximum of $500 per claim and $50,000 per
cardholder for eligible items of personal property purchased entirely
with an eligible VISA card for the first ninety (90) days from the date
of purchase in the event of theft, damage due to fire, vandalism, acci-

dentally discharged water, or weather,
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The remainder of this section discusses the ReliaCard under five dis-
tinct headings:
1. ReliaCard Implementation and Card Enrollment Process
Cardholder experience
Account funding

Customer Service

L

U.S. Bank Experience & Expertise

ReliaCard Implementation and Card Enroliment Process

U.S. Bank has designed the ReliaCard program with the knowledge that
our government partners do not have unlimited resoutces available to
dedicate to the implementation and on-going management of a card-based
disbursement program. OQur experience indicates that it takes approxi-
mately 8 weeks to implement a ReliaCard program. While no two Re-
liaCard implementations are identical, a sample implementation and roll-
out plan is provided in Figure 1V.B.2.4-35 and discussed in further detail

in the workplan section of our proposal.
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Figure IV.B.2.4-35. Sample Implementation and Rollout plan for the ReliaCard program.

U.S. Bank will provide the State with secure access to the interactive,

web-based enrollment and search tool www.paymentcardmanager.com for

review. This is the same tool that Tier and US Bank will use to operatc
and manage the program for the State. In addition, our MiSDU operation
will have access to the batch file transmission process (Figufe IV.B.2.4-

36) for both new account enroliment and account updates.
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Figure IV.B.2.4-36. Setting up new ReliaCard accounts is a simple, proven process.

¢ Web-based enrollment — The MiSDU customer service and financial
department will have the ability to enter new account information, re-
view new account information, search for specific accounts, and con-
firm that ACH transactions have successfully occurred on specific ac-
counts. This is existing functionality; a screen shot from the web-based
enrollment site is provided (see Figure IV.B.2.4-37).

¢ Batch file enrollment — U.S, Bank will provide the MiSDU with a stan-
dard file format for the transmission of new account information and
account updates. Although U.S. Bank and its processor are able to ac-
cept batch files via many different methods, the preferre& method is
File Transfer Protocol {FTP). Tier will work with the State to ensure
that all security concerns are addressed with any file transfer method

used.

IvV-B-211 Tier/04-0039-PRP



-;L

A A,

»
*ﬁfﬂ

»

Expacet A Lot MISDU

/ﬁﬂaynlent Card Pragrarn Microsoft lnternet Ekplnrer provided by US Bank, ¥2.3

e paymerﬁcaf@mager cmﬂadrrﬁa!stzator{termlate jsp

Henar o QB @@ Qe s @oio B
2l
Add New Card Holder
card Holder f
D
First Name: | ' ;“;;m [ :
Pleasa check the box if entering in a Foreign Address: r
Mailing I
Address:
I .
City: [ ] : State: I - vl Zip+4: | i
Country: usa
mesrene [T mummeten [
card Holder SSN: | N : Data of Birth: I |
Mother's Maiden Name: | A . —
Card Holder R 14
S:temc:m::r pAauest Fapar  ves ¥ No :
} {Subm%t I {Cancei] l Help l -
e ‘ ' R _L(-’
@Dm; .............................................. T e P w.,..g..- Y
o) 8¢ o ,,,_“ _??@M sz
i @d‘ttstopharbm lnb ll&?&mr& Card Progra... - %@ﬁ :

Figure IV.B.2.4-37. The MiSDU customer service representatives will have easy accesstoa
web-based screen for adding a new card holder,

U.S. Bank will require that the State send the following pieces of in-

formation to establish a new account:
Last name, first name
Address (Street Number, Apt, #, City, State, Zip Code)

Home Telephone Number

Date of Birth

+
*
4
¢ Alternate/Work Telephone Number (preferred, but not required)
+
4 Social Security Number

L ]

Mothet’s Maiden Name

U.S. Bank will issue a ReliaCard VISA to all customers referred by the

State, regardless of age, income, or credit history. However, after consul-

Tier/04-0039-PRP Iv-B-212
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tation with the State, Tier reserves the right to close individual card ac-
counts due to cardholder fraud.

U.S. Bank will be responsible for all aspects of the card issuance proc-
ess. Once tﬁe required cardholder information has been provided to U.S.
Bank the card will be built overnight and mailed the next day. The typical

card production timeline follows.

Business (U.S. Mail) Day One
¢ Cardholder information sent by the State to U.S. Bank by 5:00 PM

Central time

Business Day Two

¢ Cards are processed - embossed, magnetic stripe programmed, etc. — in
the early morning

¢ Cards are packaged — attached to carrier, inserted into envelope with
welcome brochure, privacy pledge, and terms and conditions

¢ Placed in the 1.8, Mail for delivery (end-of-day pick up)

¢ Cards are typically delivered within three to five U.S. Mail days.

Tier and U.S. Bank, not the State, will be responsible for administering
all replacement card processing. When a cardholder realizes they need a
replacement card issued, likely because their original card has been lost or
stolen, they will need to call ReliaCard Customer Service to report the is-
sue.

Upon validating the identity of the caller, Customer Service will
“block” the lost/stolen card from future use and reissue a new card (with a
different card number) to the cardholder. The outstanding balance on the
old card will be transferred to the new card at this time.

The ReliaCard program includes a robust monthly reporting package, to
be delivered to the State via secure web site, that includes the following
information:;

4+ Monthly sum total of number of loads

IV-B-213 Tier/04-0039-PRP
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Monthly sum total of dollar value of loads
Monthly sum total of number of ATM withdrawals
Monthly sum total of dollar value of ATM withdrawals

*

4

L

¢ Monthly sum total of number of PIN-based POS sales

¢ Monthly sum total of dollar value of PIN-based POS sales
+ Monthly sum total of number of Signature-based POS sales
¢

Monthty sum total of dollar value of Signature-based POS Sales

Cardholder Experience

The ReliaCard prepaid debit card product -offered to the MiSDU
through U.S. Bank provides the cardholder (benefit recipient) with unpar-
alleled access fo their funds. ReliaCard is VISA-branded and operates via
the VISA network for signaturc-based purchase transactions, the
INTERLINK® network for PIN-based purchase processing, and the
VISA/PLUS® network for ATM transaction processing. The U.S. Bank
ReliaCard VISA is a prepaid debit card (stored value card). There is no
line of credit associated with the product.

The ReliaCard prepaid debit card product operates via the VISA net-
work for signature-based purchase fransactions processing, the
INTERLINK® network for PIN-based purchase processing, and the All-
point and VISA/PLUS® networks for ATM transaction processing as iilus-
trated in Figure 1V.B.2.4-38.

VISA debit Accepted for purchases at over 20 million merchant locations worldwide
INTERLINK Interlink network terminals can be found at grocery, warehouse, drug, and video
slores, as well as gas stations - all the places most do their daily shopping. There
are over 1.2 millicn merchant logations that accept Interlink transactions in all 50
Staies. A list of Interlink merchants is available at.
hitp:/fusa. VISA.com/ViSAinterlink/
Allpoint Over 25,000 surcharge free ATMs in the Uniled States, over 700 in Michigan
PLUS Over 870,000 VISA/PLUS ATMs woridwide.

Figure IV.B.2.4-38. The ReliaCard prepaid debit card offers security and convenience,

Tier/04-0039-PRP
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U.S. Bank will include instructional materials for the ReliaCard to all
Cardholders at the time of card issuance. ReliaCard instructions will be in-
cluded in the welcome brochure, card carrier, and terms and conditions
documents at a reading level no higher than 7 grade. In addition, Ticr is
working with VISA, Inc. to provide financial training to all interested CPs
and NCPs including those using the ReliaCard.

Any PIN-based transaction on the ReliaCard portfolio, whether it is at
the point of sale or at an ATM, will decline if that transaction would cause
the cardholder to exceed their available funds on the account. In rare
situations, signature-based (VISA debit) transactions may allow a card-
holder to exceed their available balance. While U.S. Bank sees minimal
“over limit” activity on the current ReliaCard portfolio, they most often
occur at automated fuel dispensers (pay-at-the-pump). If the State so de-
sites, U.S. Bank is willing to discuss options that would reduce the likeli-
hood of over limit activity, including disabling the ability to make pur-
chases at automated fuel dispensers (but cardholders would still be able to
pay for their fuel purchase inside the gas station).

Any “over limit” balances and fees arc the responsibility of the Card-
holder not the State. Negative balances are removed as new funds are
loaded onto the cards (assuming enough funds have been loaded to
“cover” the negative balance). If the State chooscs to close an account
that has a negative balance, and will therefore never be loaded again, U.S.
Bank assumes liability for the lost funds. U.S. Bank also accepts the li-
ability for card fraud, not the State or the cardholders. Simply, if a Re-
liaCard is ever lost or stolen and the card is used fraudulently, U.S, Bank
will reimburse the cardholder for the full value of the fraudulent transac-
tion(s).

When a cardholder reports a disputed charge, a provisional credit will

be applied to the account while the fransaction is investigated.

1V-B-215 Tier/04-0039-PRP
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The Cardholder Agreement requires the cardholder to protect their Per-

sonal Identification Number (PIN) in order to mitigate the possibility of
PIN-based frand,

U.S. Bank recommends that the State of Michigan utilize the current

ReliaCard design (see Figure 1V.B.2.4-39) which is utilized for our child

support disbursement programs in lowa and Minnesota, and will be util-

ized in Washington and Colorado for new accounts and reissued cards in

the near future.

Figure IV.B.2.4-38. The current ReliaCard design has been proven in a number of

> > > »

state applications.

Benefits of the current card design include:

Clear recognition of the issuing bank (U.S. Bank)

Prominent display of the VISA, ReliaCard, Debit, and U.S. Bank logos
No reference or stigma related to benefits or child support

Easily recognized and serviced by U.S. Bank branches and banks that
process VISA cash advances

Design applicable regardless of geographic location

Quick to market (implement) as card plastic is already in stock — new
plastic production adds considerable time to a program launch

No additional creative costs for card design concepts A

Cross-border recognition

If required, a state or department logo can be placed on the card.

Tler/04-0039-PRP
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Account Funding

The ReliaCard funding process is accomplished via ACH and adheres
to all standard NACHA guidelines. Identical to the process Tier will use to
fund direct deposit transactions, U.S. Bank will provide the MiSDU with a
bank routing number and identifier for each card. The bank routing num-
ber is U.S. Bank-specific and will be the same for all ReliaCard cardhold-
ers, but the identifier will be unique to each card. The account identifier is
not the actual card number; rather, U.S. Bank ties the unique identifier to
the card and routes the funds accordingly. U.S. Bank has elected to make
the identifier different from the card number for privacy reasons and to
simplify the oversight required by the State. If a card is lost or stolen, the
replacement card will be tied back to the original identifier. Therefore, the
State will not need to make any changes to their ACH file, no matter how
many times the card is reissued, Furthermore, U.S. Bank will allow the
State to actually select the unique card identifier for their cardholders.
Some of our existing partners have elected to utilize SSN or child support
casc numbers when enrolling recipients in the program. All ACH guide-
lines and timeframes apply when loading or reversing funds, U.S. Bank
will make funds available to cardholders in the early morning hours of the
ACH effective date — usually between 3:00 and 6:00 AM CST.

Customer Service

U.S. Bank and Ticr will be responsible for all customer service associ-
ated with the ReliaCard program and will provide cardholders with a
number of channels with which to gain information regarding their ac-
count. The primary ReliaCard customer service channels are:
¢ Telephone-based servicing: Toll-free ReliaCard scrvice is provided

24x7, 365 days a year, in colloquial English and in Spanish (Figure

1V.B.2.4-40). Service is available for the hearing impaired (TTY).

IvV-B-217 Tier/04-0039-PRP
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¢+ Web-based servicing: All account information that is available via the
telephone is also available on the PIN-protected ReliaCard web site

(www.reliacard.com).

Customer Service Process

_ - Name/Address
P «-\’t - PIN Confirmation
= - Disputes
- Pholecopies

Lost/Stolen
Card Activation
Balante Inquiry
Transaclion History

c& LestSiclen
= Card Activaton
PIN Management
Name/Address
Stele Disputes
Agency

Current Balance
Transacton Hist
View/Print State
PiN Management
Conl inforphat

IIObank.

s vt G

Figure IV.B.2.4-40. The ReliaCard customer service program ensures individuals
have the information they require
ReliaCard telephone-based customer service includes a robust IVR that
is easy-to-use and allows cardholders the ability to quickly perform ac-
count maintenance tasks, including:
Card activation
PIN selection

PIN change

Recent transaction information

+

L ]

L ]

¢ Account balance inquiry
L ]

+ Report the card lost or stolen (transfer to live representative)
+

Dispute a charge (transfer to live representative)

Tier/04-0039-PRP 1V-B-218
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aﬂn -Line Card Access - Microsoft Internet Explo

In addition to the IVR, ReliaCard customer service includes live repre-
sentatives who speak English and Spanish. If a ReliaCard cardholder does
not speak either English or Spanish they can call ReliaCard Customer Ser-

vice where a live representative can utilize Language Line Services, an in-

terpreter service with access to over 140 languages, for further assistance.

The ReliaCard web site is fully secure and requires both the card num-

ber and PIN to access card information. The following service tasks can

be performed on the ReliaCard website (sce Figure IV.B.2.4-41),

+ Account balance inquiry

+ Recent transaction information

+ View/print monthly statements

+ PIN change

Fle Ede Vew PFavortes - Took - Hep

provided by 195 Bank, v2.3

| Bak v o

Address D https ﬂmw.' wmcardaccess con'u,fcustomed(ustomemcthntyzjgfc draCisf‘h’oZFvscl"oZquc%'ZFsseccadfaceni‘nmf .y ] PG

@@éﬁ_’gi@&aﬂw i avertes @dﬂw? E@r

Card Information
Card Activity
Log Out

Card Activity

Completed Transactions
Date Time

Pending Transactions
Date Time Terminal Merchant Amount -

There are ne pending transactions.

Description Amount
08/11/2003  13:24:25 DESIT ADJUSTMENT 4 10.00
06/16/2063  15:00:05 WITHDRAWAL -5 5.00
o, : RIVERBANK CAFE GO0 —
;;.:'rx'-:,:.i_e-:;.rllm'ﬂ. ) ST p‘c,"UL .
Tarminal: $300N009 )
06/16/2003  14:58:40 ADD FUNDS % 10.00
06/16/2003 14144133 ADD FUNDS $5.08 v :
_1_! ' ' f >
- & I inbernet )
iﬂ_J BEG - R ¢ & - L
@New Metno - Letus Nates. J|@aa Line Card Access - . @ ]CHSS - Morozoft IRemet... NeUr

Figure IV.B.2.4-41, The ReliaCard web site is existing functionality as seen in this site screen shot.
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Additionally, U.S. Bank will provide ReliaCard cardholders with a
monthly paper statement, mailed directly to their address of record, at no
additional charge. The secure ReliaCard web site archives twelve months
of statements, providing the cardholder with the ability to print previous
statements at any time. Finally, cardholders can verify available funds at

any VISA/Plus-ATM by performing a balance inquiry.

U.S. Bank Experience & Expertise

U.S. Bank is the recognized innovator and market leader in card-based
electronic Government disbursement services, and was the first bank to in-
troduce a prepaid VISA product for child support and unemployment in-
surance. To date, U.S. Bank has issued and continucs to support over
80,000 ReliaCards for child support recipients and unemployment insur-
ance recipients in Colorado, Washington, Minnesota, lowa and Oregon. In
2003, over $85,000,000 in disbursements were electronically loaded to the
prepaid VISA cards issued to our partner State program tecipients,

Current U.S. Bank ReliaCard program in place include:

ReliaCard VISA Child Support Disbursement

The State of Colorado since 2001
The State of Washington since 2001
The State of Minnesota since 2002

The State of lowa (mandatory) since 2003

ReliaCard VISA Unemployment Insurance
The State of Orcgon since 2003

Tier and U.S. Bank are also pleased to report that the Multi-State Con-
sortium, consisting of Colorado, Nebraska, North Dakota, and South Da-
kota, recently awarded U.S. Bank the Consortium’s Electronic Payment

Card Program contract,

Tier/04-0039-PRP IV-B-220
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Tiar and US Bank ate excited fo
be able to offer the State of
Michigan and ffs constituents a
comprehensive sleclronic pay-
ment card oplion. Based on

- years of experiance providing
similar services to Heafth and
Human Senvice agenclesina
number of stafes, our solution
provides Michigan families a
viable s-Disbursement option
for their child support payments,
In addition, the program pro-
vides thosa individual who ei-
ther choose notto or cannot
establish a banking relationship
an opportunity lo move info a
more normal financial relation-
ship. Moreover, Tier, together
with US Bank and VISA are
exploring the opportunity fo
include financial training as part
of our setvice sofution

In 2003, Fifth Third processed
2 bition eCommerce fransac-
lions. Theijr inderstanding of
ihe NACHA guidelines and
procedures ensures that each
direct deposit fransaction will be
accurately and expeditiously
processed.

U.S. Bank’s lcadership in the payments industry is evidenced by our
position in a number of key markets:
¢ Leading provider of VISA branded prepaid debit cards - 1st in State
Govei‘nment programs’
Active co-brand credit card issuer
5th largest Debit Card issuer in the U.S.
7th largest Credit Card issuer in the U,S.
8th largest card issuer in the world
VISA Board of Directors bank
Largest issuer of VISA Corporate and Purchasing Cards in the world
2nd largest issuer of VISA Business Cards in the world
3rd largest Merchant Acquirer/Processor in the U.S.

3rd largest ATM network in the U.S.

*> * <+ &+ S &+ S 2 > <

FDIC insured financial institution

Through our banking partner, Fifth Third, Tier brings to the MiSDU a
world-class provider of electronic transaction processing including the use
of the ACH network for direct deposit transactions.

Each morning, Tier will pass to the bank the daily direct deposit file.
This file will contain all direct deposit records for child support in a PPD
format, which provides one complete financial transactions in each record.
This fransaction type is the standard for personal ACH transactions. Tier
currently uses this format in disbursing child support payments through di-
rect deposit in our Kansas operations. To ensure the successful receipt
and processing of the direct deposit file by Fifth Third each day, Tier and
the bank will implement a collection of stringent reconciliation proce-
dures. These proccdures will validate not only that the file has been re-
ceived, but also that the number of transactions and dollar total of these
transactions processed by Fifth Third are exactly equal to the totals sent to
the Bank by Tier,

IV-B-221 Tier/04-0039-PRP
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Tier - We lreat everyone with
dignity, respect, honesly, and
couitesy.

IV.B.2.5 Customer Services [ITB {1.C.2.d]

infroduction

Tier Technologies understands and subscribes to the vision of the
Michigan Office of Child Suppott (OCS) that states, “Child Support for
every child” as well as to OCS’s mission of “ensuring that every child re-
ceives child support.” Tier realizes the vision and mission goes beyond
the receipt and disbursement of child support payments—that they speak
to the total child support experience, including customer service. Tier will
offer a customer setrvice solution designed to enhance the callers’ MiSDU
experience. This will be achieved by incorporating proven management
principles, an effective training methodology, and a state-of-the-art tele-
phone and Customer Relationship Management (CRM) application utiliz-
ing the most current technology available.

Tier will also introduce a customer service Automated Call Distribution
(ACD) mechanism called the Automated Routing Optimization Method-
ology (AROM) designed to increase efficiencies in call center operations.
This model positively affects all critical call center metrics and optimizes
operations efficiency. More importantly the clients, both internal and ex-
ternal, are better served at a lower cost to the State. AROM is described in
more detail in the section below entitled “Custodial Parties and Obligors.”

Tier Technologies proposes the Customer Interaction Center (CIC)
from Interactive Intelligence, Inc, as the most intelligent contact manage-
ment and business communications software available. The foundation of
Tier’s CRM solution for the MiSDU is the Microsoft CRM package. Mi-
crosoft CRM provides Michigan with a business strategy that will enhance
customer service levels while increasing the productivity and efficiency of
the MiSDU., Our goal is to provide Michigan with a CRM package that
will enable MiSDU to manage and track every aspect of a stakcholder’s

case.

Tier/04-0039-PRP
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Tier Technologies has an understanding of child support customer ser-
vice derived from years of experience in multiple venues, including child
support customer service operations of similar scope and responsibilities
for the States of Idaho,'Kansas, New Jersey, Alabama, Kentucky, Ohio,
and 1llinois, Recently, Tier was awarded the contract to provide call cen-
ter operations for the State of Tennessee’s State Disbursement Unit,
Tier’s call center experience also includes call centers within our Financial

Institution Data Match (FIDM) operations and our Official Payment

Corp® (OPC) clients. Figure 1V.B.2.5-1 shows Tier experience within the
United States.

m SDU and Customer Servc_e- Experience
22| FIDM and Customer Service Experience
{21 SDU Reengineering

B S0U Experience and FIDM Experignce
B sou Reengineering and FIDM Experience

04002865

Figure IV.B.2.5-1. Tier has child support customer service operations of similar scope and :
responsibilities for the States of Idaho, Kansas, New Jersey, Alabama, [
Kentucky, Ohio, lllinois, and, most recently, Tennessee,

IV-B-223 Tier/04-0039-PRP
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Tier appreciates that issues sutrounding child support have a high emo-
tional content. Custodial parents (CPs) and Obligors want assurances that
they will receive their checks on time, every time. In many instances this
money provides the only means parents have of supplying food, clothing,
and shelter for their children. They want expeditious answers to questions
concerning support disbursements and deserve swift responses to inquir-
ies. Non-custodial parents (NCPs) want the peace of mind associated with
knowing that they are providing for their children and have a trouble-free,
effective means of obtaining information concerning their payments, Em-
ployers want a simple process for withholding and remitting support pay-
ments. These same constituents also want prompt access to information
and assistance to support them in navigating the child support program.
State and county child support personnel want to ensure that payments are
posted in an accurate and timely manncr to cnsure effective case process-
ing. Customer service personnel must support state and county personnel
in the execution of their responsibilities and at the same time adequately
field inquiries from other constituents. Tier will strive, utilizing its core
values described in Figure IV.B.2.5-2 below, at all times to deliver this
service package so as to appear as a section within the OCS (i.e., in a

“seamless” fashion).

Tiar/04-0039-PRP
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« Treat each caller with the importance,
respect, and atiention that we would expect
. from a government service agency,

Provide accurate, timely, and pertinent
Linformation.

'-""«_Szibc_;els's is caller satisfaction through timely
resolution.

¢ The Customer Service Unit is not just Tier,
Co L but the Michigan Child Support Program,

04-0039-G08

Figure IV.B.2.5-2. Tier will use its core customer service values at all times to deliver this service
package so as to work seamlessiy with the OCS,

Tier continues to be a market leader in providing business process out-
sourcing solutions to the child support community, In 2003, Tier staff an-
swered more than 890,000 calls from obligors, payees, employers, and
county staff; its systems and operations processed and posted more than
20,114,000 child support payment transactions and disbursed more than
13,457,000 payments. Tier is the second largest provider of privatized
child support processing and disbursement services in the country.

Tier’s customer service operations vary in size. Figure 1V.B.2.5-3, be-
low, summarizes Tier’s relevant customer support experience and associ-

ated statistical information.

IV-B-225 Tier/04-0038-PRP
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Average A A:Iilllgqﬁn?ea" A Monthlv IVR Mf)\l:rtgi;iy

Stifsizo  MonthyCal  GAIE%e, 1

Traffic
Alabama 5 ‘ 400 3:30 < 1min. NfA N/A
Kansas 11 17,000 2:15 <1 min, 125,000 N/A
Idaho’ 13 22,860 3:02 <1 min 79,211 N/A
Kentucky 2 700 3:.00 <% min. N/A NIA
New Jersey " 7,395 2:34 1:30 N/A N/A

linois 19 G4,458 1:46 <{ min. 136,229 59,327%
Chio ‘ 6 4,463 2:20 <1 min. N/A N/A
FIDM states 6 1,383 1:38 <1 min. N/A N/A
OPC clients 7 10,000 2:30 <1 min. 200,000 up to 1 million NIA

during peak season

‘Operations complete October 2003
2Clients can obtain payment and disbursement informatlon, forms, and FAQs

Figure IV.B.2.5-3. Tier can scale its offering of customer services for child support agencies to fit
the needs of clients spanning a range of sizes.

The Illinois customer service operation is currently the highest volume
child support customer service center operated by Tier. The Illinois CSRs
handle over 64,458 calls a month with an average wait time of less than
one minute while maintaining an average talk time of 1:46.

The State of Michigan Customer Scrvice Unit (CSU) will be designed
to operate on an I3 Interactive Intelligence platform similar to that being
used in Iinois, The operation will apply the same technology, best prac-
tices, and management approach that has proven so successful there.

The state was sufficiently impressed with the efficacy of the Illinois
CSU that senior operations staff from the statc requested a meeting with
Tier’s Illinois Project Director, Rodney Kyles. The state was interested in
migrating best practices established in the Illinois CSU to other state-run
call center operations, During the meeting ideas were shared on how to
decrease abandoned rates, decrease average speeds of answer times, and

improve the overall efficiency of a call center.

Tier/04-0039-PRP IV-B-226
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Soon afterward, Tier received another request from the State of Iilinois
to assist in evaluating state-run call center operatiozis.. Again staff from
Tier and senior staff from the State of Illinois met to discuss improve-
ments to their current operations. During this meeting Tier offered a
nuimber of suggestions relative to systems, management, and processing
flows.

Tier worked with the State of Illinois collaboratively, as a team, provid-
ing valuable insight and knowledge of call center operations, This was
done with the sole intent of assisting thc State of Illinois with their call
center operations and sharing the wealth of information that Tier has.
Tier’s extensive experience and knowledge in the operation of child sup-
port call centers was very helpful in assisting the State of Illinois with im-
proving their operations. Tier will use the same experience and knowl-
edge to build a solid operation for the State of Michigan,

As previously stated, Tier’s experience in working with child support
call centers is extensive. Tier has gaincd a wealth of knowledge from op-
erating the child support call centers in Idaho, Kansas, New Jersey, Ala-
bama, Kentucky, Ohio, and Ilinois. In cach state that we operate, we
continuously build positive and professional relationships with all of the
stakeholders and have demonstrated our ability to become an integral part
of the state’s Child Support Program. Building a professional relationship
with the child support constituents in Michigan will be natural for Tier,

Tier creates a partnership with states to whom we provide services. It
is critical to the end-user calling for information that there is a seamless
and invisible interface between the statc and Tier. Throughout the proc-
ess, Tier’s focus is fo provide accurate inforimation to its stakeholders, in a
timely fashion, conveyed with the utmost professionalism.. Tier will offi-
ciently and promptly provide support for any inquiry received from any
one of MiSDUJ’s internal and external clients, including but not limited to

OCS Supplementary Customer Service Organization, custodial parties and

IV-B-227 Tier/04-0039-PRP
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obligors, employers, Friends of the Court (FOC), and the OCS, Attorney
General, and prosecutors.

Tier believes its solutions and operating platforms will greatly benefit
the external and internal clients of the MiSDU. Every request will be
documented within our Microsoft CRM solution, which will enable Tier to
monitor the inquiry every step of the way to resolution and ensure accurate
statistical recordkeeping for reporting back to the State. Tier’s CRM solu-
tion will be so well integrated that documented information will be readily
accessible to use in conducting research or to forward to the appropriate
department. More importantly, all stakeholders, as agreed by the state,
will have access to the CRM so they can track the status of their request
themselves without having to call for a status. Also, our online resolution
system can be accessed via the Microsoft CRM package, allowing stake-
holdets to receive pertinent information without having to make a call into
the call center. Additionally, as agreed by the state, all stake holders will
have an email forwarded to them upon resolution of their incident being
resolved. This approach will allow time for the stakeholders to concen-

trate on other important matters.

OCS Supplementary Customer Service Organizations [ITB I1.C.2.d.1]

Based on our prior experience, Tier understands the necessity and im-
portance of demonstrating the ability to respond to the needs of the inter-
nal and the external clients of the MiSDU in a timely and efficient manner.
These clients include the OCS, FOC, Central Functions Unit, and the Spe-
cial Initiatives Unit (SIU).

Tier is committed to working collaboratively with the FOC to provide
the necessary support and research for any problem that may have pre-
vénted monies from being disbursed, the correction of case related case
conditions or any matter wherc support from the customer service unit is

required or desired.
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Tier recognizes the need for quick, efficient resolution to the inquiries
from the FOC and is committed to providing the necessary support to re-
solve the matter within acceptable timeframes. Tier will ensure that our
staff is accessible and available to receive the FOC items to be researched

or resolved. Our system will allow immediate gathering of data so that

the inquiry will be resolved sooner rather than later. Tier will utilize the

dedicated toll free number for the FOC. This will facilitate direct contact
between FOC staff and our team members and will allow them to receive
prompt attention and resolution of any matter that requires support from
the customer service unit. Tier feels that by having direct access fo cus-
tomer service, the needs of the FOC will be better satisfied and, more im-
portantly, clients will benefit from the expeditious resolution of the matter
at hand.

Tier will work closely with the SIU to resolve any payment-posting
problems, ensuring suitable follow-up to ensure timely resolution to the
inquiry, Because of Tier’s experience, we understand the importance of
inquiries generated from high profile offices (i.e., Governors, Legislative,
Legislative staff, etc.) and received by the Central Functions Unit. Tier
will provide the necessary support to resolve these inquiries in the most ef-
ficient manner and will ensure that they are responded to within twenty-

four hours of receiving the inquiry.

Custodial Parties and Obligors [ITB 11.C.2.d.2]

Tier realizes the customer services calls are critical to the success of the
MiSDU and are important to the state. We will strive to ensure that con-
tacting the CSU will be a positive experience for all clients. All calls will
be handled effectively and efficiently, This will be achieved by:
¢ Instituting a solid, tested training program
¢ Practicing an effective guality assurance progtam
+ Employing a proven management approach

+ Hiring guality staff and experience representatives
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¢ Establishing best practices
+ Introducing an AROM designed to increase the overall efficiency to the

call center operations.

Training

Tier is acutely aware of the importance of training in this environment.
Tier hasl dedicated, professional trainers who have solid cxperience in im-
plementing call centers in a number of states. Tier reccognizes that no call
center can operate effectively or efficiently without the proper training,
Tier will work closely with the State to have train-the-trainer sessions with
our key training staff so that they can learn the State’s MiCSES system.
Tier will then use the knowledge received from these sessions to train the
customer service staff beginning with key members of the daily opera-
tions.

During training, we develop in our Customer Service Representatives
(CSRs) the necessary “soft skills” (such as telephone ctiquette), a knowl-
edge of the specific requirements of the state child support system, and the
ability to make maximum usc of technology to deliver a high-quality cus-
tomer service product. Some of the topics in our fraining curriculum in-
clude: |
4 Background of Child Support Enforcement
¢ Payment/distribution/disbursement process
¢ Child Support System Mainframe (MiCSES)
¢ Customer service call handling techniques
¢ Use of the on-line manual
4+ Quality assurance {QA) monitoring

~ Use of computer and telephony cquipment

— (Security and confidentiality requirements .

Formal training is followed by a transition period where CSRs take

calls under close supervision. A lead CSR is designated to assist workers
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in identifying areas where additional training is required. The lead CSR
also provides assistance in a final effort to ensure that the CSR is comfort-
able and productive,

We stress that quality must be engineered into customer service deliv-
ery while providing the capability to monitor that delivery. To that end, we
have established a QA training position responsible to provide continual
training in the area of quality and also to monitor service delivery. Tier’s
training is describe in greater detail in the section below entitled “Train-

ing, QA Practices, and Escalation Processes.”

Quality Assurance {(QA)

Quality assurance will be a cornerstone of the management of the CSU.
Our staffing plan includes a dedicated QA Specialist whose sole responsi-
bility is the daily monitoring of customer service calls, We are aware of
the importance of ensuring quality and exemplary service. We will moni-
tor at least two calls for cach CSR daily. Each of the monitored calls will
be documented on the monitoring form included in the below section enti-
tled “Training, QA Practices, and Escalation Processes.” Daily feedback
will be provided to the CSR and the associated CSR Team lead immedi-
ately after a call monitoring session is completed. The statistical results of
the call monitoring process will be compiled for review during weekly
coaching sessions and during quarterly and annual performance reviews.
Any corrective actions necessary will be provided immediately to insure

that issues are addressed right away.

Management Approach

The State of Michigan secks assurance that the project’s organizational
structure and approach ensures delivery of an efficient and operationally
compliant CSU. Tier understands these concerns and has developed a pro-
ject staffing team that easily meets the State’s goals and objectives. Based
on experience gained while operating and implementing other SDUs, Tier

understands the number of staff required for each of the project’s func-
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tions. The following five factors are the cornerstones of Tier’s project

team: |

1. An organizational structure that will effectively support the project’s
operational needs, including timely and accurate information delivercd
to callers, prompt research to calls that can not be readily answered at
the initial call, and support of a real problem resolution unit.

2. Establishment of a customer-centric project culture that ensures staff at
all levels understands the needs of the State and its constituents.

3. A learning organization that focuses on comprehensive training and
growth opportunities for staff at all levels.

4. A highly skilled management team that will ensure that the proper op-
erational infrastructure is in place to support the project staff.

5. Establishment of the CSU as an employer of choice through commu-
nity involvement and a comprehensive benefits and compensation

package.

Supporting Tier's MiSDU’s Project Team is the entire Tier Payment
Processing Center Division, which is composed of functional, operational,
technical, and subject-matter experts dedicated to the success of each of
our child support projects. Formalizing the implementation and operation
of each of our projects, Tier’s Project Management Methodology provides

a consistent, repcatable foundation for our child support operations.

Staff Selection

Tier knows that the best technologies are ineffective without the ap-
propriate staff. The selection of CSRs during the screening, interview, and
hiring process is critical to success. Tier will provide the right startup
management and support to conduct a robust staffing process. We will ex-
tend invitations to the current vendor’s staff to interview for positions
within the Tier organization. We will determine which of those staff meet
the high standatrds Tier seis for its customer service staff. A well-trained,

professional staff supported by sound, proven policies and procedures is
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essential to the success of any child support CSC. While we provide cx-

tensive training for new staff, certain characteristics, skills, backgrounds,

and/or talents must be present in each customer service candidate. Each

potential CSR must bring to the project team:

¢ Some prior customer service experience

¢ A pleasant, professional demeanor

¢ Effective verbal communications skills

¢ Basic computer skills

¢ Experience in learning and retaining information on specialized topics
{e.g., child support policy)

4 Ability to analyze information and solve problems

4 Patience and understanding

The selection process will be timed appropriately to ensure that staff are
hired with adequate time for orientation and training. Our expectation is
that the bulk of our CSRs will be hired 3 weeks prior to implementation to
provide at least 15 working days of training prior to assumption of duties
by Tier.

Best Practices

Tier’s experience of managing and operating child support call centers
will allow Tier to implement best practices and lessons learned from a
wealth of similar projects around the country. The end result is a better
managed and more effective customer service center operations,

Tier has an effective customer service strategy based on:
¢ Identifying the target customer — both internal and external
¢ Determining what is important fo the target customer and excced ex-

pectations
4 Providing a feedback loop for incorporating customer complaints into

process improvement practices

¢ Researching cach item thoroughly and tracking it to completion
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For example, employers are a target customer who may find providing
wage assignment payments a burden and as a result are not open minded
about using EFT. What is important to an employer is saving time, so
when Tier receives a call from an employer not using EFT, we will ap-
proach this customer with that in mind. Our emphasis will be on the fact
that in the long run EFT will save them time and is more secure. If infor-
mation is provided by the employer that will improve our overall process
then we will incorporate that into our practice. Not letting research items

fall through the cracks speaks for itself.

ACD Routing Optimization Methodology (AROM)
ACD Routing Optimization Methodology is a technique that utilizes
ACD (Automatic Call Distribution) technology to route calls in a prede-

termined manner to established CSR Groups.

ACD Routing Optimization Methodology Configuration

The fundamental change required to successfully implement an AROM
is a philosophical one regarding the role of the individual, the role of the
unit as a whole, and how the unit work content is viewed in totality. In
order for a CSC to function effectively as a Team everyone cannot be re-

sponsible for everything at every moment.

Redefining Roles

In order for service to be delivered consistently, management must
view the work content of the unit in its totality. Individual backlogs must
be eliminated and consolidated on a unit wide basis. Hence, service will
not depend on who picks up the phone.

The different activities that make up the total work content must be
recognized and assigned as required. For example, answering incoming
calls and documenting the inquiry by creating an incident within the Mi-
crosoft CRM application is one activity. Doing the reseagch and updating
the incident with the Microsoft CRM application is another activity, as is

resolving the inquiry. Making outgoing calls to clients or stakeholders is
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yet another activity. Each of these activities must be assigned to specific
individuals to be completed during specific periods, which takes into ac-
count the demand patterns of incoming calls. Thus, during a specified pe-
riod of time a CSR may be responsible for taking incoming calls and yet
another given the task of making call backs. By grouping like tasks to-
gether economies of scale are realized and the individual’s anxiety of hav-

ing to be responsible for everything is greatly reduced.

How AROM works

A typical customer service unit utilizing a single queue and an ACD
System distributes calls on a Most Idle Agent Configuration. This means
that each individual is interrupted equally throughout the period that they
are available on the system. Figure IV.B.2.5-4 depicts the AROM configu-

@ Incoming Calls

Calls Routed fo Available CSRs Through
Most Idle Agent Configuration

ration:

* Calls hold in gqueve until CSR becomes available

CSRs Scheduled * ASA Increases
to be Available

* If all CSRs are signed on the Phone everyone

Phone Rep Scheduled is equally interrupted and research backs up
Desk Time

Figure iV.B.2.5-4. The AROM configuration uses a single queue and an ACD system to
distribute calls on a Most Idle Agent Conflguration.
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In this configuration everyone has equal responsibility to answer in-
coming calls and take care of their individual backlogs. CSRs are sched-
uled for processing time and are not in “available status,” When incoming
calls surge and excecd the capacity of the available CSRs, calls back up in
the queue and average speed to answer (ASA) soars. The supervisor and
the individual CSRs arc unable to respond quickly to the surge—they may
not even be in the area. Blockage and abandonment rates climb. Custom-
ers that were unable to get through begin redialing, inflating the calls re-
ceived figures and clogging the queue. Again, the above call cenfer con-
figuration is common in most call center environments.

Tier proposes the utilization of the ACD Routing Optimization Meth-
odology (AROM) that will be configured to increase the efficiency of the
CSU. Figure IV.B.2.5-5 depicts a One-Line, Three-Tier Model:

Incoming Calls

ACD System
" Calls Routed to Available CSRs in tier 1 Using

Most ldie Agent Configuration. Calls search
among tier 1 CSHs for 20 seconds and then
“look to CSRs in tier 2°

i 1} |

After 20 seconds call may be answered
by tier 2 CSR. | {ali tier 2 CSRs are
I

i on ¢alls ACD System searches for 1s
All Phone Reps are in available stalus

i 1 1

available GSR in tier 1 or 2 foran
additional 20 seconds then will search
tier 3 CSRs

Figure IV.B.2.5-5. The One-Line, 3-Tier AROM Model will increase the efficiency of the

customer service unit.
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In this configuration the responsibilities of the phone reps differ accord-
ing to the CSR’s tier assignment. CSRs assigned to Tier 1 are responsible
for taking incoming calls. This includes closing calls on first contact and
initiating worksheets for calls requiring further action. CRM incidents are
routed to locations according to the supervisor’s instructions. Thus, like
work can be grouped together, CSRs assigned fo Tier 1 are not responsi-
ble for doing rescarch or callbacks. CSRs in Tier | devote all of their time
to incoming calls,

CSRs assigned to Tier 2 are responsible for handling incoming calls
that roflover from Tier 1 in the same manner as Tier 1 CSRs. The CSRs do
not have individual backlogs. They are also assigned activities from the
centralized backlog (e.g., research). Approximately 50% of their time will
be spent on incoming calls and 50% of their time will be spent on their
other assigned activities.

CSRs assigned to Tier 3 are responsible for handling incoming calls
that rollover from the first two tiers in same manner as Tier 1 and Tier 2
CSRs. They do not have individual backlogs. They are also assigned ac-
tivities from the centralized backlog. Remember, the objective is to work

the backlog as a wnit on a First-In First-Out (FIFQ} basis.

Benefits Derived from AROM

¢ Accessibility is dramatically improved. When properly employed and
staffed appropriately, ASA, abandonment rate, and blockage rate goals
-can be reached and maintained on a consistent basis.

¢ Research processing is completed in a timelier manner with the oldest
work being addressed first.

¢ Anxiety levels are greatly reduced because management is taking a
more proactive role in clearly defining expectations and responsibilities
on a daily basis for each CSR.

¢ The concept of really working together as a team to serve the customer

becomes a way of doing business.
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¢ Training curves are reduced significantly because management is able
to group and assign like tasks. New CSRs learn tasks through repeti-
tion. This allows them to become productive much more quickly.
¢ Turnover can be reduced because new CSRs can be assigned to backup
tiers, where the call volume is not as high, as part of their {raining and
breaking in period,

A multi-state health insurance company has implemented this method-
ology within their two regional operations call centers with positive re-
sults. This health insurance company faced many challenges in their op-
erations, Staffing patterns crecated gross under-utilization, management
was inexperienced in handling high volume service situations, and man-
agement lacked the tools to effectively management the environment.

By restructuring their staffing and implementing AROM, the health in-
surance company saw the improvements presented in Figure IV.B.2.5-6 in
their operations.

Regional Operations Center #1
! Call Handle Calls Logged per Time Spent on
Time Hour ! Phone
Appoiniment Representatives i -15% 1 +85% ] +53% [
Benefit Representatives l -14% ' +85% J +53% ]
Health Care Finders | s1% | +58 | £35% !
Regional Operations Center #2
I Call Handle Calls Logged per . Time Spent on
7 Time Hour Phone
Appointment Representatives l -18% l +174% | +100% ‘
Benefit Representatives i No change l +15% l +40% I
Health Care Finders | 6% | +38 | +14% |

Figure IV.B.2.5-6.

Implementing AROM ROC 1 has brought about significant improvements
for one of Tier's clients, a health insurance company.
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The AROM implementation created an environment where the staff
who were identified to receive calls were able to handle calls more effi-
ciently, indicated by the reduction of call handle times; handled more calls
per hour, indicated by the increase of calls logged per hour; and in most
cases spent significantly more time on the phone, indicated by the increase
of time spent on the phone. This allowed other staff to concenirate on
other aspects of the operations such as research, callbacks, and other func-
tions, The AROM implementation allowed the center to optimize its effi-
ciencies.

There are many benefits to ensuring calls are handled efficiently and ef-
fectively. Having a positive experience that will leave the caller with a
positive attitude of the MiSDU benefits the clicnt. Being assured of Tier’s
commitment to providing the highest level of support, promptly and effi-
ciently, benefits the internal stakcholder. And the State is benefited by the
efficiencies gained through our operational processes, quality assurance,
staffing, best practices, and the ACD Roufing Optimization Methodology.
These solutions, coupled with our state of the art technology as discussed
in the sections below entitled “Work Tools and Interfaces” and “Interac-
tive Voice Response (IVR)” will prove that Tier cannot only operate the
unit with greater efficiencies but with greater savings to the state.

In servicing the custodial patties and obligors, our call center represen-
tative will utilize MiCSES and all other information available to them in
order to resolve the matter in the most efficient manner. We recognize that
there will be inquiries where additional time is needed to resolve the mat-
ter or the inquiry cannot be obtained within the three-minute time frame,
In those situations where additional research is required to resolve the
callers inquiry, the CSR will document all pertinent information in the
CRM. This information will be forwarded to the appropriate department
for resolution. A reminder will also be sct in the CRM system to notify

the customer service supervisor and the research department of all matters
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requiring resolution. Our commitment to maintain a consistent and de-
pendable line of communication with our clients and maintain account-
ability for expected resolution or delivery of information to our child sup-
port clients is the heart of our customer service delivery model.

Tier will do our utmost to resolve the caller inquiry during the first
three minutes of the initial call. Tier’s QA program will ensure calls are
not prolonged in order of establishing an extended research call. This ap-
proach will not only limit those items requiring additional research but
will also lead to increase client satisfaction and also a greater overall call
gxperience.

Additionally, we will focus not just on the quality of the call to ensure
effectiveness but also to take complete ownership of the call, Tier will not
contact the FOC until all resources within the MiSDU and MiCSES have
been exhausted, Tier fully appreciates the broad range of calls the MiSDU
customer service representative will field. The use of ITB Appendix B -
Supporting Documents, Customer Services Metrics and Responsibilities,
Tier’s training, quality assurance procedures, and daily management will
ensure that we are within the guidelines defined by the State. Our training
objective would be to ensure our staff is fully capable of handling the re-
quired calls effectively and efficiently,

A multi-tasked environment will allow Tier to respond appropriately to
the various types of inquiries, which may come in to the MiSDU, includ-
ing the Internet, voicemail, mail, and telephone inquiries. We will work
collaboratively with the mailroom operations to receive daily mail and will
respond to all MiSDU related inquiries. If the nature of an inquiry pre-
cludes a response by the MiSDU it will be forwarded to the appropriate
department for resolution and documented within the CRM. Likewise,
internet and voicemail inquiries will be documented within CRM in order

to maintain a detail account of the client’s inquiries. This will provide for
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effective communication if the client calls requesting answers or a follow-

up to the item that was mailed to the MiSDU.

Language Assistance

Tier recognizcs that providing appropriate language assistance to the
callers is a requirement to ensure that persons are not excluded from equal
participation in receiving the services that they desire. Tier will provide
support for the AT&T Language Line or other similar type service through
the conferencing features of the CIC system. Additionally, we will ac-

tively pursue bilingual speakers as part of our customer service team.

Accommaodations for Hearing-Impaired

As in our other Cusfomer Service operations, Tier will provide a Tele-
phone Device for the Deaf (TDD) machine. We understand that it is im-
portant that all constituents, regardless of any physical disabilitics, must
have access to the MiSDU customer service center, To this end, providing
as many possible access points as possible is cssential to a complete sys-
tem,

Ticr also understands the need to have multi-dimensional staff. In addi-
tion to providing exceptional customer support we acknowledge the need
to provide more than just an exceptional call experience. Tier is prepared
to have our staff process direct deposit authorizations, provide forms,
sample coupons, and reset IVR PINs, Additionally, Tier wiil mail finan-
cial forms, sample coupons, and other printed materials at the request of
the caller or if determined the cailer would benefit by receiving additional
information.

Tier’s CSRs will be trained to handie calls from various stakeholders,
employers, and partners, including: CPs and NCPs, employers, FOC, and
Wayne County residents. This flexibility, built into our CSRs training,
will allow them, for the most part, to provide what is needed, when it is

needed.
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Tier understands the importance of an automated system for the track-
ing, management, and reporting of inquires. How we propose to do that
with our solution is described in detail in the section entitled “Work Tools

and Interfaces for Customer Service,” below.

Employer [ITB I1.C.2.d.3]

Tier will gather data to determine the 100 largest employers submitting
payments to the MiSDU. When the 100 largest employers have been
identified, Tier will implement the following strategics that have proven
successful in several of our other operations.

Tier will aggressively pursue the top 100 employers in order to meet
the objective of having 95 of the top 100 employers remit payments to the
MiSDU electronically. Tier will achieve this objective through the imple-
mentation of a 5-step approach

Step 1. Hire EFT Coordinator.
Step 2. Create brochure and mailing information.

Step 3. Respond aggressively with non-responsive employers (i.e.,
phone contact or site visit).

Step 4. Arrange speaking engagements.

Step 5. Participate in conferences or other venues to promote EFT
usage.

Tier’s ountreach strategy will focus on an EFT coordinator whose re-
sponsibility will be to work with employers directly and to assist in any
manner necessary to convert their paper remittances to electronic remit-
tances. Tier will create brochures to educate employers on the benefits of
remitting electronically, proposing that employers remit payments via a
secured website which will convert the payments electronically. After the
mailings the EFT coordinator will attempt to contact the payroll depart-
ments who have not responded to the mailings. If no contact is made, a
personal visit to the payroll departments will be made, Tier will actively
seek vonues to conduct presentations to employers on the benefits of EFT.

This approach has proven successful in other Tier operations.
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At the same time, Tier will inform employers not in the top 100, during
their normal contact with employers (i.e., resolving unidentified payments
or during employer inquiries), of the benefit of remitting EFT payments.
Tier will also send these employers a mailing providing information re-
garding BFT. Tier will use all cmployer contact to encourage employers
to remit payments electronically. Tier is committed to increasing the

amount of payments remitted electronically to the State.

Employer ACH Website

Tier’s media campaign will begin with a mailing to each of the 100
largest employers promoting EFT and its benefits and also recommending
a new approach to remitting payments electronically for those cmployers
who have technological challenges with remitting payments electronically.
Tier proposes to create a secured web site for employers fo register for
EFT processing and to download their ACH files. This one-time registra-
tion will require the employers to enter information for each employee
who has an income withholding order along with all pertinent employer

information. A sample registration screen is depicted in Figure IV.B.2.5-7.
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