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Definitions
“ACD” means Automated Call Distributor. 

“AG” means the State of Michigan, Attorney General’s office.

“BCP” means Bankruptcy Claim Professional software. 

“CC” means carbon copy. 

“CCH” means Coded Collection History. 

 “CIS” means Collection Information Statement. 

“CNC” means Currently Not Collectable. 

 “COLSED” means Collection Statute Expiration Date.
“Contractor” means Primary Collection Contractor.

“CPS” means SER Call Processing System.

“CTI” means Computer Telephony Interface. 

“Doc Gen” means Document Generation Facility. 

“EFT” means electronic funds transfer.

“FCC” means Federal Communications Commission.

“FTP” means file transfer protocol.

“Function State” means cases grouped with the same characteristics that require similar collection actions.     

“Functional Area” means the division of cases in a location into groups with similar collection characteristics. 

“GAL” means Garnishment and Levy System.

“GUI” means graphical user interface.


“IA” means Installment Agreement. 

“Location” means the highest level of case organization in MARCS and defines an organizational unit.  

“MARCS” means the Michigan Accounts Receivable Collection System.

“OCA” means collection agency other than Collection Contractor (Contractor).

“P & I” means penalty and interest. 

“PAL” means Previously Approved Lien. 

“PLP” means Potentially Liable Party.
“POTLIA” means Potentially Liable.
“SCT” means State of Michigan Agency Temporary Account. 

“SIT” means special information tones.

“STAR” means the State Treasury Accounts Receivable system. 

“state” lower-case means cases that require similar collection actions. 
“State Assignment” means the nightly process that routes cases based on the State Assignment Rules. 
 “State Assignment Rules” means a series of procedures that process cases based on current Function State to determine if the case matches criteria for routing to a different Function State. 
“TIF” means tagged image file. 

“TMU” means Table Maintenance Utility. 
“WO” means Write-Off. 

1.0 Online Processing (Sections 1.0 through 7.18)
1.1 Introduction (System Overview) 
The Michigan Accounts Receivable Collection System (MARCS) is an on-line system that supports the collection of delinquent and default cases (also see sections 1.012 and 1.023.3 of RFP document).  The system automatically assigns work lists and schedules to users and provides collections activity statistics for reporting and evaluation purposes to managers. Onsite users are users located at the Contractor’s location.  Off-site users are users located at various offices and field offices.   The application can only be accessed within the State of Michigan Network. MARCS is a commercial off-the-shelf software (CACS-G) that was developed by American Management Systems and customized for the State of Michigan. 
MARCS improves collection efficiency and productivity by automating common, time consuming activities.  Because MARCS prepares work lists of scheduled cases each day for users and supervisors, collections agents have more time to concentrate exclusively on vital collection functions.  

The system maintains complete, up-to-date case collection information on its database and communicates directly with the host accounting system, State Treasury Accounts Receivable system (STAR) without any paperwork required.  Cases are scheduled for specific follow-up activities by the system or by the user.  

MARCS is specifically designed to support multiple debt types for a single debtor, totaling the debtor’s delinquency amount across all debt types.  This approach promotes consistent collection practices across the debtor’s entire case rather than the individual collection tactics for each individual delinquent/default debt type.  

1.2 Organization of Cases
The following sections present an overview of the organization of cases supported by MARCS.  The terms location, functional area, state, and work list, which are used in the remainder of this document, are defined below.

Locations

The highest level of case organization supported by MARCS is the locationxe "Location:Definition".  A location defines an organizational unit.  Generally, locations are associated with different geographic locations of collection facilities.  The locationxe "Location:Hierarchy"s hierarchy may be defined as required to support varying collection policies and procedures within Treasury’s Revenue Bureaus.  xe "Location:Examples"However, currently MARCS uses only one location, but other locations can be used if needed.
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1.3 Functional Areas
MARCS divides cases within a location into groups called functional areasxe "Functional areas:Definition".  It is customary in a collections department to organize the work force according to specialized work activities.  MARCS models this organization using the concept of functional areas.  A functional area consists of a group of cases with similar collections characteristics worked by individuals who normally report to one or more supervisors.  For example, cases that are 30 to 90 days delinquent might be grouped into one functional area, cases 90 to 120 days delinquent into another, and non-filing cases into a third functional area.

In MARCS cases flow from one functional area to another and user security is also established by functional area.  The functional area parameters, defined by collection managers, establish criteria such as the minimum acceptable payment percent, and the number of days between State Assignment evaluations.  The following figure shows seven sample functional areasxe "Functional areas:Examples": Bankruptcy, Contact, Dialer, High Dollar, Investigation, Research and Student Loans.
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1.4 States
Within a functional area, MARCS groups cases with the same characteristics and requiring similar collection actions into the same state.  For example, all cases waiting initial contact would be in one statexe "State:Definition" and cases for which the debtors cannot be found would be in another.  Some states contain cases for supervisors to review, while others contain cases waiting for an event to take place, such as the receipt of a promised payment or return.  When these events or actions occur, a case may be transferred, or routed, from one state to another within the functional area.  If an event significantly changes the status of a case, it can be routed to another functional area.  Specified states may also be re-evaluated using management-defined State Assignment Rules, possibly resulting in a state change.  The following example demonstrates how various functional areas are divided using statesxe "State:Examples":
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1.5 Work Lists
Within a state, cases that are scheduled for collection activities are divided into work lists.  A work listxe "Work list:Definition" can be associated with one particular user, a group of users, or it may be accessible by a number of users.

2.0 Working with MARCS 

2.1 Case Assignment and Association
Each state has one work list which any number of users may be authorized to work on a “next case, next available user” basis.  Cases flow through MARCS beginning with case entry, then case processing, and finally with moving a case to inactive.  The ‘next case’ action means that the current case has been completed and the user is ready to begin work on the next available case.
2.2 Case Entry
xe "Case entry"STAR refers delinquent and non-filed cases to MARCS.  Entry rules define the criteria that a case must meet in order to be accepted into collections.  Entry criteria are set in the System Parameter Maintenance tables and can be changed by supervisors (managers) to adjust collection strategies and to adjust the number of cases accepted from the accounting systems. Upon entry, MARCS assigns each case to an entry state, then to an outcome state based upon parameter-driven rules.

2.3 Case Processing
xe "Case processing"MARCS prepares and maintains automated work lists that are accessed by users and supervisors.  This work is scheduled and managed according to parameter-driven rules.  As long as a case is active on the system, the case information can be refreshed each night to ensure that users always have access to the most up-to-date information. In a typical collection scenario for MARCS, a user is assigned to a number of work lists.  The user selects a work list from a menu and the system presents cases on that work list to the user one at a time in a predefined order.  The user performs the required task(s), records the results, and then accesses the next case on the work list.  As users work cases, MARCS marks the case as "worked.”  This process continues until a user reaches the end of the work list. If MARCS or the user routes the case to another state, the system will present the case on the new work list when appropriate.  MARCS maintains a record, by user, of all actions and work results for reporting and evaluation purposes.

During background/offline processingxe "Case processing", MARCS reviews each case in the collection system to determine what collection activity, if any, should be performed on that case the next day.  A case remains in a particular state until some event or action causes the system to route the case to the next state.  This event or action can be initiated by the debtor, user, supervisor, accounting system, or by MARCS based on established system parameters.  Case processing continues in this manner until no additional collection actions are warranted.

2.4 State Assignment Queue Builder
The State Assignment Queue Builder is part of the nightly process that identifies and places active accounts/cases in a table for evaluation by State Assignment within prescribed time frames.   The State Assignment Rules evaluate affected accounts (based on age and various updates) for movement to appropriate Function States for next collection action.

2.5 State Assignment

State Assignment is a nightly process that takes the cases that have been placed in the queue either online, by one of the background processes, by one of the posting processes or the State Assignment Queue Builder and processes them against the State Assignment Rules. The State Assignment Rules are a series of stored procedures which interrogate the case based on its’ current Function State and find out it if the case now matches criteria for routing to a different Function State for a different collection strategy or for automatically generating a letter.

2.6 Work List Queue Builder

The Work List Queue Builder is a nightly program that truncates the Work List Queue table and then inserts cases into the Work List Queue table that have a “schedule date” equal to or less than date supplied. The number of cases by Function State placed in the Work List Queue table is controlled by a value in the Function State Master table. In this manner, the System Administrator can control how many cases are placed in a work list for each individual Function State.

2.7 Work List

The Work List program is a nightly process that evaluates the cases placed in the work list queue and places them into the work list table in a specified sorted order for each individual Function State. The System Administrator can specify certain columns from various tables that are used for sorting criteria so that cases when worked online are “next cased” in a sorted priority order.

2.8 xe "Case exit"

xe "Inactive:State:Conditions"

xe "State:Inactive:Conditions"Capability Levels
A user’s Capability Levelxe "User capability level"

xe "System Parameter Maintenance:User capability level" information is stored in the User tablexe "User table".  The User table is a System Parameter Maintenance table and is restricted to specific authorized users (system administrator).  The system recognizes those functions the user is allowed and is not allowed to perform.  Capability Levelxe "Capability level" consists of both a user’s authority level as well as the functions a user needs to perform daily tasks.  Capability Level controls a user’s access to work lists, ability to inquire, comment on, or update cases, ability to route cases, and ability to access and update System Parameter Maintenance tables.  

The Capability Levels defined in MARCS follow (from the lowest to highest capability):

· Inquiry

· Clerk 1

· Clerk 2

· Collector

· Supervisor

· Location Manager

· Division Manager

· Organization Manager

· Systems
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Note:  Within these levels, MARCS can differentiate between Contractor and State of Michigan users
2.9 Case Processing Menus
Case Processing Menusxe "Case processing menus" \i contain operations that are only available in MARCS while working in a case.  These menu items are available on all case related windows.  In addition to the MARCS Standard Windows menu, these menus include:  

· Case

· Actions

2.9.1 Case Menu
xe "Case menu" \iThe Case Menu always appears after the Access menu (when it is available). 

2.9.2 Actions Menu
xe "Actions menu" \iThe Actions Menu is always displayed before the Admin menu (when it is available). 

2.9.3 MARCS Window–Specific Menus
MARCS Window-Specific Menusxe "CACSG window-specific menus" \i are dynamic menus containing options that are only available while users are working within that particular window.  These menus (for example, Demographic, Assets) are always displayed between the Case and Actions menus.  Each menu is described after the related window.  

2.10 Special Graphical User Interface (GUI) Features
xe "GUI features" \iMARCS uses a graphical user interface (GUI) to simplify user tasks and help perform these tasks quickly.  Some of the special features include the following:

· Calendar Date

· Calendar Window

· Editable Drop Down List

· Protected Areas.
2.10.1 Calendar Date
xe "Calendar date" \i

xe "GUI features:Calendar date" \iMARCS contains many user-modifiable dates. Although users can enter month, day, and year manually, MARCS provides a faster, easier way to enter a date.  Users can enter any date using the Calendar windowxe "Calendar window" \i.

2.10.2 Calendar Window
To Access the Calendar window, double-click on the date.  The Calendar window appears.

This window contains two black arrows; one pointing left and the other pointing right on either side of the calendar month and year.  Click on the left arrow to scroll to the previous month or click on the right arrow to scroll to the next month.  By using these arrows, users can access any day of any year.  To select a date, double-click on the desired day on the Calendar window, and the system automatically pastes the selected date in the date column.  There are no keyboard equivalents for this functionality.

In addition to the Calendar window, the system provides another way to specify certain dates using spin buttons.  Spin buttons consist of two small, vertically aligned buttons.  For example, the Follow-Up Date provides a set of spin buttons to the right of the date information.  The top button increases the selected number and the bottom button decreases the selected number.  First, users must be positioned on either the month, day, or year.  Then, by pressing the spin buttons, that portion of the date will scroll forward or backward depending on the button being pressed.  There are no keyboard equivalents for this functionality.

2.10.3 Editable Drop-Down List
xe "Editable drop down list" \i

xe "GUI features:Editable drop down list" \iMost windows in the system contain data entry areas to enter information and/or drop down list areas used to select an existing value from a list of valid entries.  MARCS contains many columns with a large number of valid entries.  For example, if the system contained hundreds of valid states, it would not be time efficient to have to scroll through all of them alphabetically until the desired entry is reached.  Therefore, in MARCS users can highlight the drop down list area and enter alphanumeric characters as a means of searching for the first occurrence of those characters.  To perform the search, press alt + ( (down arrow key).  The drop down list is displayed.  By pressing the down arrow key, the system highlights the first matching entry and pastes it in the drop down list area.  Users can continue pressing up or down arrow keys to locate the desired entry.  However, if users enter characters that do not match existing entries, the system displays the list beginning with the current entry in the drop down list.  Once an entry has been selected, press the tab key.  The entry is pasted in the drop down list and the next column is highlighted. 

Note: The enter key has no functionality with editable drop-down lists.

Not all drop-down lists provide this functionality.  Users can visually distinguish between standard drop down lists and editable drop down lists.  The standard drop down list consists of a label and data entry portion with an arrow attached to the data entry portion.  The editable drop down list consists of a label and data entry portion with an arrow detached from the data entry portion.  For example, the Control Folder on all action windows contains two editable drop-down lists: Route to State and Responsible User.

2.10.4 Protected Areas
Protected areasxe "Protected areas" \i

xe "GUI features:Protected areas" \i cannot be edited or updated.  These areas are either system generated or are for display purposes only.  Users can visually distinguish between protected and unprotected areas by color.  Protected areas are gray and unprotected areas are Window background color (usually white).  Although, some values in protected areas can be highlighted and copied to the clipboard for pasting elsewhere, the values themselves cannot be changed. 

Note: Keyboard equivalents for copy and paste: Copyxe "Copy" \i (Ctrl-C) and Pastexe "Paste" \i (Ctrl-V).

xe "Protected areas:Check box" \iUsers can also visually distinguish between protected and unprotected check boxes.  Protected check boxes appear two-dimensional (a simple black square).  Unprotected check boxes appear three-dimensional (a shadowed box). xe "Protected areas:Drop down list" \i  

2.11 Selecting a Case
xe "Case selection" \iMARCS processingxe "CACSG processing" \i takes place at the case level.  Selecting a Case is the most common action a user will perform.

2.11.1 Lookup Window
The Lookup windowxe "Lookup window" \i enables users to access a case using one of several available search criteria.  A search area locates cases based on the following criteria:

· Name Only (select Debtor or Contact)

· Name, City (Debtor only)

· Name, City, Zip Code (Debtor only)

· Social Security (SSN) (Debtor only)

· Federal ID (FEIN) (Debtor only)

· Assessment Number (Debtor only)

· Lien Number (Debtor only)

· Last 4 digits of SSN (Debtor only)
· DLN (Debtor only).
Note:  Partial searches are best when using the Name lookup criteria.  For example, if you want to locate a case for Joe Miller, enter a few letters from the last name in the search area.  Always enter Name searches in the following order: Last Name, First Name, Middle Initial.

2.11.2 Open a Case Window
The Open a Case windowxe "Work List Status window" enables users to select the case directly by entering the exact case number.  The case number is the account level key used to identify the account.  Usually, this number is a social security number for individual accounts, or federal ID number for business accounts. 

To Access the Open a Case Window,
1. Select Access: Open a Case from the menu bar, or select the Open a Case icon on the toolbar.  The Open a Case window is displayed.

3.0 Processing Work Lists
3.1 Overview of Work List Processing
xe "Work list:Processing"This section describes how to process Work Lists.  Depending on the job assignment, users will likely spend most of the collection workday processing accounts via Work Lists.  Work List processing is similar to looking through a stack of folders containing all cases to be worked for the day.  MARCS can automatically sort cases and distributes them to users and groups of users in the form of Work Lists.  A user can retrieve a work list from the list of available work lists (on the Work List Status window) that the user can access.  Also, from the Work List Status window, the user can browse the list of available work lists (on the Work List Browse window) if he/she has the correct authority. xe "Work list:Browse mode"Browse modexe "Browse mode" operates in a similar manner to regular Work List processing except that the user can open a case, whether it is worked or unworked, and no action is required before accessing the next case.  This function is particularly helpful to supervisors by enabling them to track a specific collector’s workload by:

· Viewing the cases on the Work List.

· Anticipating potential difficulties that may arise for the user.

· Resolving any related or outstanding questions or problems.

This function is limited to users who have been given “browse ability” by the System Administrator.

Note:  When processing work lists (in Work List and Work List Browse modes), cases already accessed by another user are skipped when determining the next case to be retrieved.

3.2 Work List Status Window
The Work List Status windowxe "Work List Status window" enables users to select the work lists (groups of cases) to be worked based on state.  Only work lists that the user can access are displayed.  This window also provides summary statistics on different work list collection case pools.  

To Access the Work List Status Window:

1. Select Access: Work List Open from the menu bar, or select the Open Work List [image: image4.png]


 toolbar button.  The Work List Status window is displayed.

To Access the Work List:

1. If Work mode is selected, double-click on the desired list row to display the Main Case Window for the first available case in the work list. 

Note:
Although user can access multiple work lists during a session, it is not recommended that multiple iterations of a single work list are opened.

4.0 Working Collection Cases
4.1 Overview of Case Processing
In MARCS, cases are worked by contacting debtors by phone and through correspondence, arranging payment plans or Installment Agreements, receiving and documenting account activity with debtors and contacts, and through other actions.  The cases that users work in a given day appear on a users work list.  After selecting a case on the work list, the main case window appears, showing all information for that particular case.xe "Case processing"  A typical case shown in the main case window might include multiple addresses, information on the debtor's assets, other people to contact in reference to the debtor, debt balances, and other data.  From the Main Case window, a user can initiate actions, maintain and view information, and send correspondence.

This section describes the windows used to work collection cases in MARCS.  When an action is performed, a notation is made in the case’s history identifying the user performing the action, along with the date and time the action was performed.  Depending on the action performed, additional details can be saved in the case history.  The case history is a useful record for keeping track of all activities that have occurred for a given case.   
4.2 Responsible User 

MARCS has the capability to have accounts assigned to certain users and track them via work lists and the Responsible Users’ inventory.  This function can be manually engaged or populated via batch processes.  Supervisors maintain the responsible user for their employees.  The Responsible User concept is also in existence at the supervisor level with respect to the allowing of viewing their users work lists to monitor and ensure their accounts are being worked timely.  Supervisors can view a compilation of all their employees’ accounts on one window.
4.3 Control Folder
This folder is displayed on all action windows.

Route to State: Select from the list of available states.  Due to the potentially large number of states, users can enter alphanumeric characters to access the desired state; however, only existing entries can be selected from the list.  The Route to State function is further defined later in this document and is available as an independent option/action.

Responsible User: The default is the user associated with the current state; however, the user can override the responsible user selected by the system, and select from a list of available users.  Due to the potentially large number of users, users can enter alphanumeric characters to access the desired user; however, only existing entries can be selected from the list.

Follow-Up Date: The date when this case will next be pursued in this state as specified by the user as part of an action.  The change Follow-Up Date function is further defined later in this document and is available as an independent option/action.  

[image: image7.png]A& CACSPlus for Government
Edt Access Case Actions Admin Window Help
8[| 3w &lm|s||e| (8|0

olE (@] D] % ]

7 Work List Browse - KORYLA KENNETH - 101112 - 5379369767 - GC11 [_[o[x]
e i CI T
ax

e
2410 CARDIGAN CT T | Current Collectable Balance
HATIONAL BAHK OF HASTIN| PT

FORDMOTOR CO
s G pavROLL SeRvICES

$13.85
$219.33

WARRES M aso91
(100000000 Home

" [ ot
— T
(1100000000 Work Penalty: $10.63
) - 48490

Interest:

e
Source: [
BOWOm StatusshT  Resp: o0 ,'”"'“—

s

1
Caling Times From: o0 To: po0 | [ m




4.4 Main Case Window
The Main Case window enables the user to seexe "Main Case window" high-level information for a case.  This information includes primary and secondary states in which the case resides, primary responsible user, primary follow-up date, demographic information, financial information, “We Have” information, primary memo, list of history, new and current assets, the last financial transaction, account status, who has responsibility of the account, and the business details.  

To Access the Main Case Window:

1. To return to the Main Case window from any window on the case whether an action or non-action window, select Case: Return to Main Case from the menu bar.

2. To open the Main Case window from any window on the case whether an action or a 
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      non-action window click on the Return to Main Case icon.

To Close the Main Case Window:

Select File: Close from the menu bar, or click on the Close [image: image5.png]


 toolbar button.  When users close the Main Case window, any windows open for the case close as well.  When closing, the system prompts the user to save any changes made to the case since the last save action as follows:  

· Selecting Yes saves and closes the case.  

· Selecting Cancel aborts the close action and returns to the Main Case window.

· Selecting No closes the case without saving changes.

When accessing the Main Case window through the Work List Status window, the system prompts the user to close the current work list as follows:
· Selecting Yes closes the work list and returns the user to the work list status window.  

· Selecting No opens the next case on the work list.  

· Selecting Cancel aborts the close action and returns to the Main Case window.
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4.5 List of History Window
The List of History windowxe "List of History window" displays all past actions that were taken on this case.  This includes both user activities (for example, making an outgoing call or sending a letter) and system activities (for example, reassigning a case to another state).  This history is intended to provide a full audit trail of the processing steps performed on a given case.  Because this window acts as an archive for all interactions, users cannot change history lines once they are entered.  Some actions available for the case have expanded information known as history text, only for the highlighted Coded Collection History (CCH) line.  System-generated history text always precedes history text entered by users. If the user double clicks on a particular history line, then a history detail will appear giving the user more information on that particular history of the case. 

To Access the List of History Window:
1. From any action or non-action window, select Case: History from the menu bar.  The window will then open.

2. [image: image10.png]


For any action or non-action window, click on the History icon.
4.6 History Detail Window
The History Detail windowxe "History window" displays the details of the Coded Collection History (CCH) lines from the List of History window.  The History Detail Window is for display purposes only, and information contained in the window columns cannot be changed.

Some actions available for the case have expanded information known as history text.  System-generated history text always precedes history text entered by the user.  

To Access the History Detail Window:
1. Highlight the Collection History item and double-click on the desired Collection History item; or highlight the Collection History item and press enter.  The History Detail window appears.

2. In the window, the Activity Summaryxe "Activity Summary" box provides information that applies to any activity.  The Other Activity Information box provides additional information applicable to any activity.

4.7 Post Office Notification Window
The Post Office Notification action windowxe "Post Office Notification window" provides a place for the user to record that the correspondence delivery failed because the letter was returned by the Post Office.  This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder (History Text is the default folder).  

To Access the Post Office Notification Window:

1. From the List of History or History detail window, select History: Post Office Notification from the menu bar.  If selecting from the List of History, a letter sent needs to exist to use this option. The Post Office Notification window is then displayed.

4.8 Failed Letter Window
The Failed Letter windowxe "Post Office Notification window" provides a place for the user to record that the correspondence delivery failed because the letter was torn or other wise destroyed beyond being deliverable.  This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder (History Text is the default folder). 

To Access the Post Office Notification Window:

1. From the List of History or History detail window, select History: Failed Letter from the menu bar.  If selecting from the List of History, a letter sent needs to exist to use this option.  The Failed Letter window is then displayed.
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4.9 Route to State Window
The Route to State action windowxe "Route to State window" provides a means for the user to route the case to another state.  This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  

To Access the Route To State Window:

1. From any non-action window, go to the menu Actions: Case Control: Route to State.    The Route to State window will then appear. 
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2. From any non-action window, users may also click on the Route to State icon. 

4.10 [image: image13.png]


Change Follow-Up Date Window
The Change Follow-Up Date action windowxe "Change Follow-up Date window" provides a means for the user to change the date when this case will next be pursued in this state.  This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  

To Access the Change Follow-Up Date Window:

1. [image: image14.png]


From any non-action window, go to the menu Actions: Case Control: Change Follow-up Date.    The Change Follow-up Date window will then appear. 

2. From any non-action window, users may also click on the Change Follow-up Date icon. 

4.11 Add Secondary State Window
[image: image15.jpg]


The Add Secondary State action windowxe "Add Secondary State window" provides a means for the user to add another secondary state (up to five states) in the State List, displayed in the State Management window.  If five states already exist, delete a state before adding another state (see next window).  To update the list after adding a secondary state, click on Edit: Refresh All; the added state is inserted in the State List sorted in alphabetical order by functional area name and state name.  This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  Those who can only access this action window are the individuals with the correct rights and/or capability. 
To Access the Add Secondary State Window:

1. While on any non-action window select from the menu, Actions: Case Control: Add Secondary State Window.   The Add Secondary State window will then be displayed.
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From any non-action window select the MARCS icon, Add Secondary State.
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4.12 Delete Secondary State Window
The Delete Secondary State action windowxe "Delete Secondary State window" enables the user to delete a secondary state.  This window contains the History Text tab folder. Those who can only access this action window are the individuals with the correct rights and/or capability 

To Access the Delete Secondary State Window:

1. While on any non-action window select from the menu, Actions: Case Control: Delete Secondary State.   The Delete Secondary State window is displayed. 
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While on any non-action window select the Delete Secondary State icon.

Note:  The Delete Secondary State menu item is only available if a secondary state is selected in the State Management window.

4.13 Change Secondary State Window
The Change Secondary State action windowxe "Delete Secondary State window" enables the user to change from one secondary state to another.  This window contains the History Text tab folder. Those who can only access this action window are the individuals with the correct rights and/or capability 

To Access the Change Secondary State Window:

1. While on any non-action window select from the menu, Actions: Case Control: Change Secondary State.   The Change Secondary State window is displayed. 

To open the Change Secondary State Window, while on any non-action window select the Change Secondary State icon.

Note:  This action is disabled if a prior secondary state does not exist. 

4.14 Skip Trace History Text Window
The Skip Trace History Text windowxe "Delete Secondary State window" enables the user to add a history text to the account in which a skip trace action has taken place.  This window has been modified to have a pre-populated drop down list containing specific skip trace tools used in the locating process.  This window contains the History Text tab folder. Those who can only access this action window are the individuals with the correct rights and/or capability.

To Access the Skip Trace History Text Window:

1. While on any non-action window select from the menu, Actions: Case Control: Skip Trace History Text.   The Skip Trace History Text window is displayed. 

[image: image19.png]Microsoft Word - Document2 (Recovered) MEIE

Tl Edt view Insert Fomat Took Table Window Help JRETE
Dzg/gRY | saad(o- & (@=m H|ET 0w -0
| R e T @ 7 U |
B
OOl ot =%
PR
b
Seon
o]
B
»

Postion the pointer over any hande and drag to crop,

R Start| {9 Groupwise -Maib..| yStela 11802 | 3 Mirasoft Excel .. | [ CACSPls for Gov.. [g Microsoft Wor... | ¥ B 8354M





4.15 List of Financial Information Window
The List of Financial Information window displays all debts associated with the current account. The debts are grouped at the assessment number level but are sorted by debt type. 

· The “Selected Debts” section at the bottom of the window shows the principal amount, penalty amount, interest amount, warrant amount, balance, and COLSED (Collection Statute Expiration Date) date for the selected debt on the list. If multiple debts are selected, the section will show a summation of the principal, penalty, interest, warrant costs, and balance for all selected debts. 

· The “Case Total” section at the top of the window shows principal, penalty, interest, warrant costs and balance for the current case. Note that debts referred to an OCA (Outside Collection Agency) and purged debts are excluded from the case totals. 

The “Case Total” and “Selected Debts” boxes are for display purposes only (all columns are protected). When a user enters the projected penalty and interest date and clicks the “Retrieve” button, the projected penalty and interest is calculated for all the debts. The fields on the “Selected Debts” and “Case Total” sections are updated to show the new values. The List of Financial Information window provides two search criteria, “Debt Type” and “Debt Selection.”  

The Debt Type drop down window has the following options:

· The account representative (AR) can view ‘All’ the assessments and the debts associated with them (default). A ‘Summary’ option exists which on being selected shows only information at the assessment level. Further, the list could be filtered for an individual debt type wherein the AR would see the assessment number, information at the assessment level and the selected debt type under the assessment. 

The Debt Selection drop down window has the following options:

· The list can be filtered by an AR to display those assessments associated with a specific responsible party or agency. The expanded list shows only responsibility codes that occur in the current account. The list can also be filtered to display those assessments associated with collectible debts, and those available for amnesty. Collectible debts are those debts with either of the following assessment statuses: 001, 005, 010, 015, 087, 088, 110, or 111 and not referred to an OCA.

An AR can filter the list by using the two search criteria in combination. The default for both search criteria is “All.”  The List of Financial Information window remains open when the user opens a Debt Details window.  Users can toggle back to the List of Financial Information window and open another instance of the Debt Details window.   

To Access the Financial Information Window:
1. From any action or non-action window, select Case: Financial Information.  The window will open.

2. Double click on the Financial Information data on the Main Case window.
3. From any action or non-action window on the case, click on the Financial Information icon.    
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The user can select a single or multiple debt type(s) on the List of Financial Information window and perform an action on that debt type by selecting a menu item from the Financial Information menu.  Double clicking on a debt type also displays the Debt Detail window.  
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4.16 List of Financial Transactions
The List of Financial Transaction window lists the history of all financial transactions on a particular case.  A user can view all transactions or search the transaction list on the following criteria: Assessment number, Check number, Tax Period, Tax type, Summary date and Posting date.  A search by posting date will retrieve all transactions from the posting date till the present date.  In addition to these criteria, the list can be further filtered based on the following transaction type by selecting them: All Payments, Voluntary Payments, Levy Payments, Offsets, Exclude PIP/PIC entries and Non-cash Adjustments.  The list is sorted on posting date, with the most recent records listed first. The Tax Period search does not support partial searches. The search key format changes based on the selection on the Search by drop-down. The two-drop downs can be used independently or in a combination.  

To Access the Financial Transaction Window:

1. From any non-action or action window on the case, select Case: Financial Transaction.
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From any non-action or action window on the case, click on the Financial Transaction icon. 
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4.17 Penalty and Interest (P & I) Totals Window
This window is where the breakdown of penalty and interest (P & I) is shown in detail. The penalty and interest is broken down to include the assessment number, tax type, period end date, penalty interest current date, and then a break down of current penalty, current interest, total penalty, and total interest.  

To Access the P & I Total Window:

1. To access the P & I Total window from any action or non-action window, click on Case: Financial Transactions.  Then, click on the P & I Totals button at the bottom left hand side of the screen.
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To access the P & I Total window from any action or non-action window, click on the Financial Transaction icon and then click on the P & I Totals button at the bottom, left hand side of the screen.   
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4.18 List of Demographics
The List of Demographics windowxe "List of Demographics window" lists all demographic [Debtor, PLP (Potentially Liable Party), and Contact] information associated with this case.  All the information on this window is protected; however, a user can select a row in the Demographic List area.  The list area contains Debtors sorted by Relationship Type (Primary, Secondary, etc.) followed by PLPs sorted by Relationship Type (Owner, Officer, etc.) followed by Contacts sorted by Relationship Type (Accountant, Attorney, etc.).  Each list entry can consist of several rows of information. 

To Access the List of Demographics Window:

1. To access the List of Demographics window click on the menu, Case: 

Demographics:  Maintain.
      2.   
To access the List of Demographics window, double click on the address field on the   

      
Main Case window.  This will open the debtor detail window.
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      3.   
To access the List of Demographics window, click on the Demographic icon.

4.19 Debtor Detail Window, Contact Window, or Potentially Liable Party (PLP) Window
The Debtor Detail, Contact or Potentially Liable Party (PLP) windowsxe "Demographics window" contain information for Debtors, PLPs, and Contacts.  When there is less than sufficient information, it is considered a contact. Since the information and actions performed on Debtors, PLPs, and Contacts are slightly different, the view of the window changes depending on the type of demographic selected.  The actions that can be initiated on the window also change depending on the type of demographic selected.  This window contains two tab folders: Address Information and Address History.  By clicking on the “tab” portion of the folder, the focus of the window will change to that folder.  Address Information is the default folder.  The Address Information folder is displayed differently based on whether a Debtor, PLP, or Contact is selected.  The Address History folder displays the same whether a Debtor or Contact is selected.  

The Debtor Detail window also has an Address History window.  This window is used to separate current and previous addresses of the debtor.  The information shown on this screen cannot be changed. 

To Access the Debtor Detail Window:

1. To access the Address History window, once in the debtor detail window, click on the tab that states, address history.  The address history window will then open.

To Add a Demographic (Contact only):

1. xe "Demographics:Add Contact"Select Case: Demographics: New Contact from the menu bar while in any window associated with the case.  A blank Demographics detail window is displayed.

To Change an Existing Demographic:

1. xe "Demographics:Change existing"Select Case: Demographics: Maintain from the menu bar while in any window associated with the case.  The List of Demographics window will appear. 

2. Double-click on a list row in the List of Demographics window to display a Demographics detail window, where users can make the desired changes.

To Add a Corporate Officer:

1. Select Case: Demographics: PLP New from the menu bar while in any window associated with the case.  A blank PLP window is displayed.  When filling out the window, do NOT fill in any POTLIA (Potentially Liable) Entity (Source).  This will make the Corporate Office fully liable, before the State has a chance to actually assess Corporate Officer liability.
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4.20 Debtor Cross Reference Window
The Debtor Cross-Reference window XE "Debtor Cross-Reference window"  displays all cases linked to a particular debtor.  Processing a debtor with more than one case is simplified by using this window.  The user can select a case from the Debtor Cross-Reference window, by double clicking the case, or by selecting the case and pressing enter. XE "Main Case window"  The Debtor Cross-Reference window does not have a window-specific menu associated with it.  

To Access the Debtor Cross Reference Window:
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he user can only access the Debtor Cross-Reference Window properly from several windows, i.e. List of Demographics, Financial Information, and Main Case Window.  On each of the windows, there is either a box with x-ref, or an X in the x-ref column.  On the Main Case Window, there is the word X-Ref displayed in the “We Have” column.  If there is more than one debtor on the account, if the current debtor displayed on the Main Case is not the debtor with the Cross-Reference, then there will be no X in the x-ref column.  On any of the above listed windows, users must highlight the debtor to view any cross references for to access the Debtor Cross-Reference window from any of the above listed windows, click on the Debtor Cross-Reference icon.    

2.   
The user can also access the Debtor Cross-Reference Window by using the menu option.  Go to the menu, click on Case: Debtor Cross-Reference.  The Debtor Cross-Reference Window will appear.
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4.21 List of Assets Window
The List of Assets windowxe "List of Assets window" displays all assets that are associated with a particular debtor.  Asset records are sorted alphabetically by Asset Type and in descending order by Last Updated date.  

To Access the List of Assets Window:


1. How to access a particular asset from the List of Asset window while on the Main Case window; double click on the asset to view the detail.  This opens: 

a. List of Demographics for the particular debtor.
b. List of Assets.
c. Asset Detail.
2. To access the List of Assets window, use the Main Case window or go through the Demographic window. To access the List of Assets window using the demographic window, select Demographics: Assets: Maintain.  If adding a new asset, select new, click on the asset type, such as bank, employer or other, or click on “new” button on the Main Case window.
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Another way to access the List of Assets window is once in the Demographic window’s, click on the List of Assets icon.

4.22 Bank Information Window
The Bank Information detail windowxe "Bank Information window" displays asset information that is specific to the asset type of bank.  This window also displays a list of accounts that the debtor has at the bank.  

To Access the Bank Information Window:

1. Double-click on a Bank Asset on the List of Assets window for a current bank, or Asset: Bank New from the List of Assets, or Demographic: Assets: New Bank from the List of Demographics.  The Bank Information window is displayed.

2. The users may access the Bank Asset on the Main Case window.  To add a new bank from the main case window click on New: Bank.  The Bank Information Window will appear.

3. Double clicking on an existing bank on the Main Case window will open the Bank Information window for that bank.

4.23 Levy Search Master
The Search Master is a search engine, uploaded with detailed information about various banks and employer information

To Access the Levy Search Master

1. Once on the Bank Information or Employer Information screen, click on the Search Master button located at the top right hand side of the screen.

4.24 Levy Source Response Window
After typing in the name of the asset to be found and selecting search, the asset information will be displayed.  To access the asset information, the user can double click on the particular asset that they want displayed or touch the enter key when the particular asset they want to view is highlighted.  Once selected, the Levy Source Response window will be displayed.
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Once the user knows that the asset is correct, they can click okay, and have the information added to either the Bank Information window, or the Employer Information window.  Once added 

save the information by using the Save toolbar button.

4.25 Centralized Levy

The centralized levy process is a nightly program that posts levy address changes.  When users make a change to the master levy source online, all the individual debtor assets (levy sources) that are linked to that levy source master row are also updated.  Additionally, for any levy sources that have an active levy and now have an address change, a levy source address change notification record is sent to STAR to ensure the most current address in the event of a levy release is sent by STAR (see Exhibit B).
4.26 Employer Information Window
The Employer Information detail window XE "Employer Information window"  displays asset information that is specific to an employer.  This window also displays a list of employment information that the debtor has for that employer.  

To Access the Employer Information Window:

1. Double-click on an Employer Asset or select Asset: Employer New on the List of Assets window (or select the Asset: New: Employer menu item from the Asset detail window).  The Employer Information window is displayed.

2. The user can also access the Employer Information window, by selecting new employer on the Main Case Window.

3. Double clicking on an existing employer on the Main Case window will open the Employer Information window for that employer.

4.27 Other Asset Information Window
The Other Asset Information detail window XE "Miscellaneous Asset Information window"  displays asset information that is specific to a miscellaneous asset type.  Miscellaneous assets XE "Miscellaneous assets:Definition"  refer to personal belongings.  

To Access the Other Asset Information Window:

1. Double-click on an Other Asset on the List of Assets window (or select the Asset: New: Other menu item from the Asset detail window).  The Other Asset Information window is displayed.

4.28 List of Bankruptcies Window
Bankruptcy List
The List of Bankruptcies window XE "List of Bankruptcies window"  displays all bankruptcies associated with a particular debtor.  The List of Bankruptcies is sorted in ascending order by Chapter Number and in descending order by Last Updated date.  

To Access the List of Bankruptcies Window:

1. Highlight a debtor on the List of Demographics window, then select Demographic: Bankruptcy: View from the menu bar (or select Demographic: Bankruptcy: View from the menu bar in the Demographic detail window when it shows a debtor).  The List of Bankruptcies window appears.

Note:  The List of Bankruptcies window does not disappear when a Bankruptcy detail window is displayed.  It remains open on the desktop in the background to facilitate easy and immediate access.

4.29 Bankruptcy Window
The Bankruptcy detail window XE "Bankruptcy window"  displays bankruptcy information related to a debtor.  This window cannot be updated; it is for viewing only. 

To Access the Bankruptcy Window:

1. Double-click on a row in the List of Bankruptcies window.  The Bankruptcy window is displayed.
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4.30 Bankruptcy Trustee/Attorney Window
The Bankruptcy Trustee/Attorney window XE "Bankruptcy Trustee/Attorney window" , invoked from the Bankruptcy detail window, contains contact information for the bankruptcy debtor's Trustee and Attorney.  This window is not updateable; it is for viewing only.  

To Access the Bankruptcy Trustee/Attorney Window:
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Press the Trustee/Attorney icon in the Bankruptcy detail window, or select Bankruptcy: Trustee/Attorney from the menu bar.  The Bankruptcy Trustee/Attorney window is displayed. 
4.31 Bankruptcy Claim Worksheet Window
The Bankruptcy Claim Worksheet window XE "Bankruptcy Claim Worksheet window"  shows the debt and penalty amounts for various periods and claim types (for example, Administrative, Secured, Priority, and Unsecured).  The Bankruptcy Claim Worksheet window does not have a window specific menu.  

4.32 Payment Window XE "Payment Plan window" 
The Payment window XE "Payment Plan window"  enables the user to set up an Installment Agreement (IA) for the case, or a one time payment.  This window provides the flexibility to build a viable plan by specifying the number of payments, the amount of the payments the debtor is to make, or both.  The Payment window contains tab folders: History Text, Control, Apportionment (if available for debts), Promise, and IA.  This window also contains a Collection Information Statement (CIS) button on the right side of the window. 

To Access the Payment Window:

1. To Access the Payment Window, select Case: Payment from the menu bar.  The Payment window will appear.

The History Text and Control folders are standard folders.  The Promise folder is for 1-time payments.  The IA folder is for extended payment arrangements over 1 month.  

The IA folder contains an additional button for CIS.  This opens a supporting window that documents Collection Information Statement documents sent in by the debtor. In certain circumstances, apportionment is available, but only if the debtor is on an IA.  Apportionment is defined later in this document.

The Promise Pay process runs each night.  This process tracks all payment arrangements.  If a payment arrangement lapses, a pre-default letter is systematically sent to the debtor.  If the payment is not made up, the system defaults the arrangement and routes the case to a Function State for a review prior to enforcement action.  
MARCS supports two types of payment arrangements, Promise-To-Pay (one time payment) and IAs.  Both of these plan types are monitored through this process to ensure compliance with the established terms. 

4.33 Collection Information Statement (CIS) Window
The Collection Information Statement (CIS) window enables users to gather information about a debtor’s income and expenses.  The CIS window contains two tab folders: Income (current folder when the window opens) and Expenses.

4.34 CIS Detail Windows
The CIS Detail windows are for different combinations of radio buttons and tab folders;  Business Income, Business Expenses, Individual Income, Individual Expenses.
4.35 View Details
The View Details button on the Payment window leads to a supporting window called payment details.  This window allows for modification of specific payments in the event a debtor needs to change a payment.  In order for EFT to be allowed, this window must be populated.

4.36 Electronic Funds Transfer (EFT) / Check Detail Window
The Electronic Funds Transfer (EFT) / Check detail window enables users to set up either an EFT or an automatic check payment for a case.  EFT is a very effective means of insuring that debtors following an Installment Agreement (IA) meet their payment obligations by automatically deducting the funds directly from the debtor’s bank account.  Automatic check payment is also an effective means of payment as the check is automatically printed by the Contractor and deposited without the debtor needing to manually write and mail a check.  Once the debtor agrees to either an EFT/Check, he/she must provide the user with the necessary bank information to complete the window. If time allows, pre-notes are sent to the bank for EFT/Check arrangements.  These pre-notes are a verification tool used with the bank to ensure there is an account for this debtor at the bank, and that our banking information is accurate.
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Note: An EFT/Check cannot be created unless the Payment window has been completed.

EFT’s can be set up for one-time payments or for a payment series.  Automatic check payments can only be set up for business accounts (account number begins with ‘F’), and they can only be for one-time payments – either a single payment or the first payment in a series.  

The way the EFT / Check Detail window functions is dependent on whether the account is for a business or individual, and how the user answers this prompt.

If users answer No to this prompt (regardless of the type of account), the user is presented with the EFT/Check Detail window.  Completing this window will automatically set up an EFT for the account.

If users answer Yes to the prompt, then the type of account will determine how the EFT / Check Detail window will function.  If it is a business account, a new Check # field will appear directly above the Account # field.  

Completing the window for this type of arrangement will schedule the first payment (or only payment) as an automatic check.  On the night before the payment is due, MARCS will create a file that will send information to Auto Pay to automatically print the check on behalf of the debtor.

If the user selected Yes on the prompt, and the account is for an individual, the Check # field will still appear; however, it will be grayed out and populated with ‘TEL’.  A TEL is a type of EFT where the debtor authorizes payment over the phone.  Completing the window for this type of arrangement will schedule the first payment (or only payment) as a TEL arrangement.  

After saving a TEL arrangement, a TEL Talk-off window will appear for the user to read verbatim to the Debtor.  

Clicking Cancel on this window will return the user to the EFT/Check Detail window with no changes saved.  Clicking OK on this window will return the user to the EFT/Check Detail window with all changes saved.

Although EFT/Check Status is generated by the system, it is important to understand how each status is defined.  

The Send Prenote status indicates that a Prenote is scheduled to be sent.  The Prenote Sent status indicates that a Prenote has been sent on the account, and it is awaiting activation.  The Active and Open statuses indicate that EFT/Check transactions are currently being processed (or scheduled to be processed) according to the frequency and dates specified.    The Suspended status indicates that the EFT/Check is temporarily suspended (for example, due to insufficient funds or the EFT/Check has completed all scheduled payments). 

Upon completion and saving the EFT/Check Detail window, users will receive a prompt to add the bank used in the EFT/Check as a levy source for the debtor.  After clicking OK on this prompt, the EFT/Check Detail window will close and the system will navigate the user to the List of Assets window for the debtor selected in the EFT/Check Detail window.

Additionally, upon completion of the EFT/Check Detail window, the system will automatically schedule the appropriate letter(s) to be sent to the debtor.  The debtor must complete an EFT Authorization form before an EFT can be activated and payments begin.  If the first (or only) payment is for a TEL arrangement, MARCS must send the debtor a TEL Confirmation letter. Letters are processed as follow: 
· If all payments scheduled are EFT, and an EFT not yet activated, EFT Authorization letter and form will be sent.

· If all payments scheduled are EFT, and EFT has been activated, no letter will be sent.

· If only one payment is scheduled, and that payment is for a TEL arrangement, a TEL Confirmation letter must be sent.

· If only one payment is scheduled, and that payment is direct check (CHK record-see Direct Check in the Background section for further definition), no letter will be sent.

· If series of payments are scheduled, and first payment in the series is TEL, both the TEL 

Confirmation, and EFT Authorization letters and forms will be sent.

· If series of payments are scheduled, and first payment in the series is CHK, an EFT Authorization letter and form will be sent.

To Access the EFT/Check Detail window:

1. While in any case-related window, select Case: EFT/Check from the menu bar.  The EFT/Check Detail window is displayed.

4.37 EFT/Check Menu
The EFT/Check detail window includes the EFT/Check Menu bar.  This menu displays after the Case menu.  The EFT/Check Menu bar contains the following items:

· Unsuspend

· Suspend

· Delete

· Reset EFT/Check.
4.38 Change Payment Detail Window
The Change Payment Detail window displays details for up to 24 EFT/Check payments.  If a payment has already been processed, the entire row will be grayed out.  If the payment has not yet been processed, the Check Number (for check rows only), Due Date, and Amount fields will be open and available for modification.  Changes made to these fields will change the check number, amount, or due date for future scheduled payments.

To Access the Change Payment Detail Window:

1. While in the EFT/Check Detail window, select the View Details button.  The Change Payment Detail window is displayed.

4.39 Apportionment Folder
The Apportionment folder provides the user with ability to specify how debtors’ payments are apportioned across their debts.  This functionality is available only for debtors who already have Installment Agreements (IAs) initiated.  

To Access the Apportionment folder:

1. The Apportionment folder appears on the Payment window or any debtor contact windows if there is an IA initiated. 

To Set Apportionment:

Apportionment can be either by assessment number or debt type.  Enter dollar amounts in the fields labeled “Apportionment Amt”.  Enter dollar amounts in the column for each line that will have a payment applied to it.  The user does not need to enter an amount in every line. When complete, press Calculate button. 

If not satisfied with the apportionment, press Reset button and enter dollar amounts again.

If satisfied with the apportionment, press OK button.

If apportionment already exists, and needs to be deleted, click the Delete button.

Apportionment Sweeper

The Apportionment Sweeper program is a nightly process that evaluates all apportionment records and will remove the records if the assessment or debt type has been paid.  After removing the records, the remaining apportionment is systematically redistributed to just those assessments or debt types still having an amount in the Apportionment Amt field.

All new, changed, or deleted apportionment records sends interface records to STAR, as STAR applies the payments according to the apportionment specified in MARCS (see Exhibit B).  
4.40 Phone Statistics Window
The Phone Statistics window displays statistics accumulated through the Predictive Dialer interface—such as debtor names and phone numbers, busy counts, no answer counts, Special Information Tones (SIT) counts, and last date attempted—for a particular case.  

To Access the Phone Statistics Window:

1. Select the Case: Phone Statistics menu from the Main Case window.  The Phone Statistics window is displayed.

5.0 Collections Actions
5.1 Overview

The actions available in MARCS enable the users to perform a wide variety of tasks on collection cases.   XE "Collections actions" The Actions menu XE "Actions menu"  contains menu items that provide a means for a user to process a case according to settings that have been previously specified in the System Parameters Maintenance Tables.  A manager or system administrator must specify these settings.  Assuming the user has the appropriate authority, actions can be invoked once a case is accessed.
5.2 Action Windows
In some instances, an Action window is triggered from other menu items.  In other instances, an action is performed through the menu items on the Actions menu.  Actions have several similarities as follow:

· Action windows trigger activities that generate a CCH (Coded Collection History) for a case.

· All Action windows have tab folders for logically grouping information that creates the CCH.

· All Action windows provide OK and Cancel push buttons.  These buttons perform the same functions on all action windows.  The OK push button will perform the action and close the window.  The Cancel push button will close the window without performing any action or saving any updates.  From this point forward, these push buttons will not be described for every Action window since their functionality is similar on all Action windows.

All actions function independently of each other, and; therefore, are not grouped by any subjective order.  MARCS groups actions based on hierarchy within the definition of the Actions menu.  This menu has been designed to accommodate ease of use for most users.  The actions used most often have been placed at or near the top of the Actions menu, and the actions used less often have been placed at or near the bottom of the Actions menu.
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5.3 Enter History Text Window 

 XE "Action:Enter History Text" The Enter History Text action window XE "Enter History Text window"  allows for free-form text up to 1,020 characters.  Once entered, this text becomes a permanent record of the case’s processing history and cannot be updated or removed without administrative approval.  Every action window has a History Text folder on which a user can enter text concerning the action being taken; therefore, the user rarely needs to open this window. This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  

To Access the Enter History Text Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Actions: Case Control: Enter History Text from the menu bar.  The Enter History Text window is displayed.
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From any non-action window associated with this case, click on the Enter History Text icon.

5.4 Incoming Call/Outgoing Call Window
 XE "Action:Incoming Call" The Incoming Call/Outgoing Call action window XE "Incoming Call window"  enables the user to document the activity produced from a telephone call.  This window contains three tab folders: History Text, Control, and IA or Promise (and Apportionment if applicable). And also contains three drop down fields, and a 15-charater Descriptor field.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.    

To Access the Incoming Call/Outgoing Call Window:

1. 
To open the Incoming/Outgoing Call window, from any non-action window on the case, select Actions: Debtor Contact: Incoming/Outgoing Call from the menu bar.  The window will open.

2.   To open the Incoming/Outgoing Call window, from any non-action window on the 


case, click on the Incoming call icon.


5.5 Control Tab
To Access the Control Tab:

1. To access the Control Tab click on the tab that states Control.
5.6 IA Folder / Promise Folder
The controls in the IA or Promise Folders enable users to calculate various payment plan scenarios, recalculate, reset to previous calculation, or reset to original.  The Financial Summary box contains protected debt information. The Payment Details box will be protected if an IA or Promise already exists, otherwise it is available for use.  These folders function the same as they would on the Payment window.  For further explanation, see the Payment window (section 4.32 of this Exhibit).  Another folder, Apportionment can be displayed if the IA allows for apportionment.  Apportionment is an option, but not required.  These folders are contained not just on the Incoming or Outgoing call windows, but all debtor contact windows.

In order to access the IA, Promise, or Apportionment Folder from any other folder on the Incoming Call/Outgoing Call window; click on the respective tab.  

5.7 Letter Received Window 

 XE "Action:Enter History Text" The Letter Received window XE "Enter History Text window"  enables users to enter information documenting a specific letter received.  This function is rarely used since the implementation of the imaging process and enhancements. Once entered, this becomes a permanent record of the case’s processing history and cannot be updated or removed without administrative approval.  Every action window has a History Text folder to enter text concerning the action being taken. This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  In addition, this window allows for a drop down list of the debtors/contacts on this account to be selected and defining the sending party.  A title field is also available and a place field of the origination of the letter.  As standard, a descriptor field is available.

To Access the Letter Received Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Actions: Case Control: Debtor Contact: Letter Received from the menu bar.  The Letter Received window is displayed.

5.8 Field Visit Window 


 XE "Action:Enter History Text" The Field Visit window XE "Enter History Text window"  enables users to enter information documenting a specific field officer visitation to a persons address or place of business.  Once entered, this becomes a permanent record of the case’s processing history and cannot be updated or removed without administrative approval.  Every action window has a History Text folder to enter text concerning the action being taken. This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  In addition, this window allows for a drop down list of the debtors/contacts on this account to be selected and defining the party contacted.  A title field is also available and a place field to document who and where the visit was.  As standard, a descriptor field is available.

To Access the Field Visit Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Actions: Case Control: Debtor Contact: Field Visit from the menu bar.  The Field Visit window is displayed.

2. To open the Field Visit window, from any non-action window on the case, click on the Field Visit icon.
5.9 Office Visit Window 

 XE "Action:Enter History Text" The Office Visit window XE "Enter History Text window"  enables users to enter information documenting a debtor contact where the party came into a field office.  Once entered, this becomes a permanent record of the case’s processing history and cannot be updated or removed without administrative approval.  Every action window has a History Text folder to enter text concerning the action being taken. This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  In addition, this window allows for a drop down list of the debtors/contacts on this account to be selected and defining the party who contacted us.  A title field is also available and a place field to document who and where the visit was.  As standard, a descriptor field is available.

To Access the Office Visit Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Actions: Case Control: Debtor Contact: Office Visit from the menu bar.  The Office Visit window is displayed.

2. To open the Office Visit window, from any non-action window on the case, click on the Office Visit icon. 
5.10 Non-CACS-G Letter Window 

 XE "Action:Enter History Text" The Non-CACS-G Letter window XE "Enter History Text window"  enables users to enter information documenting the sending of a letter that is not one of the pre-defined templates existing in the Initiate Correspondence window.  Once entered, this becomes a permanent record of the case’s processing history and cannot be updated or removed without administrative approval.  Every action window has a History Text folder to enter text concerning the action being taken. This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  In addition, this window allows for a drop down list of the debtors/contacts on this account to be selected and defining the recipient(s) of the letter.  A title field is also available and a place field to document who and where the letter was sent.  As standard, a descriptor field is available.

To Access the Non-CACS-G Letter Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Actions: Case Control: Debtor Contact: Non-CACS-G Letter from the menu bar.  The Non-CACS-G Letter window is displayed.

5.11 Payment Received Window 

 XE "Action:Enter History Text" The Payment Received window XE "Enter History Text window"  enables users to enter information documenting the receipt of a payment made in person at a field office.  Once entered, this becomes a permanent record of the case’s processing history and cannot be updated or removed without administrative approval.  Every action window has a History Text folder to enter text concerning the action being taken. This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  In addition, this window allows for an amount field to enter the amount of the payment.  This window does NOT post a payment to an account, but simply documents the physical receipt of the payment. As standard, a descriptor field is available.

To Access the Payment Received Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Actions: Information Received: Payment from the menu bar.  The Payment Received window is displayed.

5.12 Return Received Window 

 XE "Action:Enter History Text" The Return Received window XE "Enter History Text window"  enables users to enter information documenting the receipt of a tax return made in person at a field office.  Once entered, this becomes a permanent record of the case’s processing history and cannot be updated or removed without administrative approval.  Every action window has a History Text folder to enter text concerning the action being taken. This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  In addition, this window allows for a debt type dropdown list, period end month/year, and amount fields.  This window does NOT process a return, but simply documents the physical receipt of the return. As standard, a descriptor field is available.

To Access the Return Received Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Actions: Information Received: Return from the menu bar.  The Return Received window is displayed.

5.13 Information Received Window 

 XE "Action:Enter History Text" The Information Received window XE "Enter History Text window"  enables users to enter information documenting the receipt of miscellaneous information received (e.g., CIS supporting information, pay stub copies, pay check copies, etc.).  Once entered, this becomes a permanent record of the case’s processing history and cannot be updated or removed without administrative approval.  Every action window has a History Text folder to enter text concerning the action being taken. This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  

To Access the Information Received Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Actions: Information Received: Information from the menu bar.  The Information Received window is displayed.

5.14 Case Information Window 

 XE "Action:Enter History Text" The Case Information window XE "Enter History Text window"  enables the user to read pre-defined scripts related to a process specified by administration.  Currently, there are three scripts.  Two are related to standard call talk off.  The third is related to exact verbiage required to be read to a debtor that agrees to have EFT established on their account.  

To Access the Case Information Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Case: Case Information from the menu bar.  The Case Information window is displayed.

5.15 Michigan Guaranty Agency (MGA) Call History Window 

The Michigan Guaranty Agency (MGA) requires a due diligence standard on contact attempts for Student Loan (EDZ) accounts.  Results are taken from various ACD Rockwell Interface window buttons selected by the user. Each unconnected call attempt on an EDZ account immediately adds a history line to the MGA window.  The Predictive Dialer backfeed file also updates the MGA window on EDZ accounts, one history line per result.

 XE "Action:Enter History Text" The MGA Call History window XE "Enter History Text window"  allows the user to read a list of all attempted background and online call attempts on accounts that contain specific student loan assessments (EDZ).  This is a read only window. 

To Access the MGA Call History Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Case: MGA Call History from the menu bar.  The MGA Call History window is displayed.

5.16 Notes Window 

 XE "Action:Enter History Text" The Notes window XE "Enter History Text window"  enables the user to read prior comments, edit, add and delete comments.  This window displays free form field for comments, the last user that updated this window and date it was last updated.  Also displayed is the responsible collector if exists. 

The initial population of this window was data contained in the original comments field from the system before MARCS.

To Access the Notes Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Case: Notes from the menu bar.  The Notes window is displayed.

5.17 Initiate Correspondence Window
The Initiate Correspondence window enables a user to issue approved documentation to a taxpayer or a third party based on a list of letters available to the user.  This window contains six tab folders: Recipient, InRe, Debts, Printing, History Text, and Control.  By clicking once on the “tab” of the folder, the window changes to that folder.  The Initiate Correspondence window also has a Document Drop Down, Descriptor Field, and a Legal Action for Reprint Field. 

To Access the Initiate Correspondence Window:

1. To open the Initiate Correspondence window, from any non-action window select from the menu, Actions: Initiate Correspondence.

2. To open the Initiate Correspondence window, from any non-action window select the 

    
Initiate Correspondence icon.    

5.18 List of Group Documents WindowGroup Documents List
The List of Group Documents window XE "List of Group Documents window"  enables users to select which document(s) in a group of documents will be sent.  The Group Document List is sorted by Letter Description in descending order.  

To Access the List of Group Documents Window:

1. Select a document group from the Document drop down on the Send Correspondence window.

2. After configuring the information in the window, press the OK push button.  The List of Group Documents window appears.

Note: There is no menu item or toolbar icon associated with this window.

5.19 Legal Actions
The following sections describe the Legal Actions-related windows in MARCS.  Legal actions are activities used to secure the State of Michigan’s interest on a debt or to force payment.  Legal actions can be liens, levies or seizure warrants. The legal action functions enable users to close actions, re-open legal actions that were closed, or perform subsequent legal actions. 
5.19.1 List of Legal Actions Window
The List of Legal Actions window displays all legal actions that have occurred for this case.  The List of Legal Actions window allows selection of multiple records from the list.  Multiple rows can be selected by holding down the CTRL key and selecting rows with the mouse or the up and down arrow keys and pressing the spacebar or ranges with the SHIFT key.  

To Access the List of Legal Actions Window

1. To Access the List of Legal Actions window, from any action or non-action window, select: Case:  Legal Action View.  The List of Legal Actions Window will appear.

2. To Access the List of Legal Actions window, from any action or non-action window, select the Legal Actions tool bar icon.



Note:  The List of Legal Actions window does not disappear when a Legal Actions detail window is displayed.  It remains open on the desktop in the background to facilitate easy and immediate access.



Note:  Depending on how a user profile is configured, the user may or may not have the appropriate authority level to access Legal Actions.  Legal Action authority is enabled in the System Parameter Maintenance table.
5.19.2 Legal Action Window
The legal action detail window displays information about a specific legal action that was already performed.  This window contains seven tab folders: In Re, Debts, Events, Lien/Levy/warrant, (based on legal action type) Recording, Reinst Rec and Reiss Rec.  By clicking on the “tab” portion of the folders, the focus of the window changes to that folder (In Re is the default folder).

To Access the Legal Actions Window:

1. While in the List of Legal Actions window, double-click on the desired Legal Action type.  The Legal Actions window is displayed.

5.19.2.a In Re Folder
The In Re (In Regards) folder, specifies the debtor, asset, or bankruptcy against whom or which the legal action was taken.  This folder is for display purposes only (all columns are protected).  

5.19.2.b Debts Folder
The Debts folder contains all debts that were selected when the legal action was initiated.  The Debt list is sorted by Assessment Number, Debt Type long description, Period (descending; not shown), and Origination ID.  The Amount is calculated as the total of all debts selected for the legal action.  This folder is for display purposes only (all columns are protected).

5.19.2.c Events Folder
The Events folder displays the history of the legal action. The events list is sorted by date in descending order.  This folder is for display purposes only (all data is protected).

5.19.2.d Lien Folder
The Lien Folder is displayed only when the legal action is type “Lien” and it displays a record of the lien information associated with the lien.  This folder is for display purposes only.
5.19.2.e Levy Folder
This folder is displayed only when the legal action is a type “Levy” and it displays a record of the levy information.

All the fields on this folder are protected except for “Served Date” and “Served Type.”

5.19.2.f Recording Folder
The Recording folder allows for recording original legal action or legal action release information.

5.19.2.g Reinst Rec Folder
The Reinst Rec folder allows for recording reinstated lien information.

5.19.2.h Reiss Rec Folder
The Reiss Rec folder allows for recording reissue lien information.

5.19.3 Action Windows for Legal Actions
The window that appears when users elect to take a new legal action, or perform a legal action-related activity, by selecting an item from the Legal Action menu is described in the following sections.  The window is essentially the same when subsequent legal actions are done such as, release a legal action, or force a legal action closed. Additionally, this same window appears when the user selects Actions: Initiate Legal Action from any non-action, case-related window.

5.19.3.a Initiate Legal Action 
The window that appears when users elect to take a new legal action, or perform a legal action-related activity, by selecting an item from the Legal Action menu is described in the following sections.  The window is essentially the same when users take subsequent legal actions, release a legal action, or force a legal action closed.  Additionally, this same window appears when the user selects Actions: Initiate Legal Action from any non-action, case-related window.  The title of the window depends on the type of action or action-related activity selected.  

5.19.3.b Recipient Folder
The Recipient folder enables users to select multiple addresses that are associated with demographic records (Debtors), Assets, Counties, or Other.  To select a recipient, perform the following steps:

1.   Choose Demographic, Asset, County, or Other in the Address Source group box. 

2. Choose Demographic to enter a debtor’s address as the recipient address.  

3. Choose Asset to select a debtor and asset from the drop down lists.  The recipient address is the address of the selected asset. 

4. Choose County to select a debtor and county from the drop down lists.  The recipient address is the address of the selected county.

5. Choose Other to enter manually a recipient address in the address columns provided.

When a user has selected an address using one of the three methods described in the previous step, select the Add push button to enter the designated address as a recipient address.  The selected address is appended to the Recipients Address list on the top portion of the window.  

This process can be repeated and select as many recipients from Demographic, Asset, or Other addresses as needed.  

5.19.3.c In Re Folder
The In Re folder specifies the debtor against whom, the asset against which, or the bankruptcy for which the legal action is taken.  Up to three debtors and/or assets can be specified for a legal action.  

5.19.3.d Debts Folder
The Debts folder contains all debts that can be selected when the legal action is initiated.  The Debt list is sorted by Assessment Number Debt Type long description, Period (descending; not 

shown), and Origination Id.  Initially, no debts are selected; however, multiple debts can be highlighted in the list.  Subtotals for each debt type as well as total amounts calculated based on the debts selected are displayed. 

5.19.3.e Printing Folder
The Printing folder enables users to select the document destination and the number of copies to be printed for legal actions.  This folder is similar to the Printing folder used to send correspondence. 

5.19.3.f Control Folder
The Control Folder allows users to route accounts to different Function States. This is standard functionality in all action windows.

5.19.3.g History Folder
The History folder enables users to enter history text that will be associated with the legal action history line.  

Once the OK button is pressed and if the associated template has been defined as “Show to User”, the document is presented in Microsoft Word with the Document Generation window in the top right corner.  If the Print button is selected the users are returned to the window from which the legal action was initiated.  If the Cancel button is selected the users are returned to the Initiate, Release, Force Close or Subsequent Legal Action window depending on what action was being performed when Word was opened. If the users do not have the appropriate authority to perform an action on the correspondence, the Document Generation window appears, containing the Route and Cancel push buttons.  Pressing the Route push button routes the correspondence for supervisor review.

5.19.4 Initiate Legal Action Window
 XE "Action:Initiate Legal Action" The Initiate Legal Action window XE "Legal action:Initiate"  enables users to take a new legal action.  Te user can initiate a legal action from any window associated with a case.   XE "Taking a new legal action" 

 XE "Legal action:New" This window contains six tab folders: Recipient, In Re (In Regards), Debts, Printing, Control, and History Text.  By clicking on the “tab” portion of the folder, the focus of the window will change to that folder.  Recipient is the default folder. 

Note:  Only one recipient can be specified for a legal action; however, multiple carbon copy (CC) entries can be specified.

To Access the Initiate Legal Action Window:

1.  From any non-action window associated with the case (for example, Main Case window), select Actions: Initiate Legal Actions from the menu bar.  The Initiate Legal Action window is displayed.

5.19.5 Take Subsequent Action Window
Taking a subsequent legal action XE "Legal action:Subsequent" 

 XE "Subsequent legal action"  involves sending a document or group of documents for an existing legal action (for example, a partial release of a lien).  Subsequent actions may only be initiated from the Legal Actions list or detail window. 

Note:  Only one recipient can be specified for a legal action; however, multiple CC entries can be specified.

To Access the Take Subsequent Action Window:

1. While in the Legal Actions list or detail window, highlight specific legal action and select Legal Actions: Take Subsequent Action from the menu bar.  The Take Subsequent Action window is displayed.

5.19.6 Release Legal Action Window
 XE "Legal action:Releasing" Releasing a legal action XE "Releasing a legal action"  involves dissolving a legal action.  When a legal action is released, a document or group of documents is sent to the executing agency requesting that the legal action be released.  A user can only release an existing legal action from the Legal Actions list or detail window.

Note:  Only one recipient can be specified for a legal action; however, multiple CC entries can be specified.

To Access the Release Legal Action Window:

1. While in the Legal Actions list or detail window, highlight specific legal action and select Legal Actions: Release from the menu bar.  The Release Legal Action window is displayed.

5.19.7 Force Closed Legal Action Window
Closing a legal action XE "Legal action:Closing" 

 XE "Closing a legal action"  involves placing a legal action in a state (for example, written-off) that allows a case to be routed inactive.  If a legal action is open, the case cannot be routed inactive.  When a legal action is closed, the document is not sent to the executing agency requesting that the legal action be released.  Users are then prompted with the following message: "Are you sure you want to close the legal action - (legal action type)?"  A user can only close an existing legal action from the Legal Actions list or detail window.

Note:  Only one recipient can be specified for a legal action; however, multiple CC entries can be specified.

To Access the Force Closed Legal Action Window:

1. While in the Legal Actions list or detail window, highlight specific legal action and select Legal Actions: Force Closed from the menu bar.  The Forced Closed Legal Action window is displayed.

5.19.8 Re-Open Closed Action Window
 XE "Re-opening a legal action" 

 XE "Legal action:Re-opening" By highlighting a legal action that was forced closed on the Legal Actions list or detail window and selecting Legal Action: Re-Open Closed Action the user can return the legal action to an Open status.

To Access the Re-Open Closed Action Window:

1. From the List of Legal Actions window or a Legal Actions detail window, after highlighting a forced closed legal action select Legal Actions: Re-Open Closed Action from the menu bar.  The Re-Open Closed Action window is displayed.

5.19.9 Request Legal Action Window
The Request Legal Action window enables the user to request a new legal action.  The user can request a legal action from any non-action window associated with a case.  The window contains three folders: Type, Control, and History Text.  By clicking on the tab portion of the folder, the focus of the window will change to that folder.

The text entered in the “description” field will appear on the List of History window.

To Access the Request Legal Action Window:

1. From any window associated with the case, select Actions: Request Legal Actions from the menu bar.  The Request Legal Action window is displayed.

5.19.10 Type Folder
The Type folder enables the user to select debtors, assets, and counties based on the legal type selected.

On the Type folder:

1.   Choose either Default Lien, County Lien, or Levy in the Legal Type Section.

2. Choose Default Lien to select a debtor.

3. Choose County Lien to select a debtor and up to three different counties in which to file liens.

4. Choose Levy to specify debtor and asset associated with the levy request.  The user can also check the “do-not auto lien” checkbox if automatic lien should not be done at the time the levy approval is received.

5.20 Viewing Correspondence

 XE "Viewing correspondence" 

 XE "Legal action:Viewing correspondence" The user can view correspondence already sent to a debtor, enabling users to view the types of letters that were sent in the past, which can assist in judging the next action to take concerning this case.  

To View Previously Sent Correspondence:

1. Highlight the previously sent letter, then select History: Correspondence View.

2.   In the List of History window, highlight a letter that has previously been sent.  Once 

      highlighted, click on the Correspondence View icon.

5.21 Dispute Amount Window
 XE "Action:Dispute Amount" The Dispute Amount action window XE "Dispute Amount window"  enables users to record the amount that is in dispute.  This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window will change to that folder.  

To Access the Dispute Amount Window:

1. From any window associated with this case (for example, Main Case window), select Actions: Case Financial Adjustment: Dispute Amount from the menu bar.  The Dispute Amount window is displayed.

5.22 Case Print Window
 XE "Action:Case Print" 

 XE "Case Print" 

 XE "Printing a case" The Case Print feature enables the user to use special templates that print case data.  These case print templates are used in conjunction with the Case Print menu item (listed under the File menu) when hard copy information for a particular case is desired.  The case print information is only presented to the user if the associated case print template is defined to do so.  Otherwise, the data is sent directly to the printer.

To Access the Case Print Window:

1. From any window associated with this case (for example, Main Case window), select File: Case Print from the menu bar.  The Case Print window is displayed.

Note:  A history (CCH) line is not generated when a case print is performed.

After selecting the desired case print template in the window, selecting OK starts the process of formatting the document to be printed, pulling case data into the document, etc.  When CACS-G is finished creating the document, it may or may not be displayed, depending on how the case print template is configured.  Case print documents that are displayed appear in Microsoft Word, with the Document Generation window displayed, containing the Print and Cancel push buttons.  

· Pressing the Print push button prints the case information to the local printer.  

· Pressing the Cancel push button cancels the print action and returns to the previous window. 

· The No. of Open Documents column displays how many document templates are currently open.

5.23 Change Case Status
 XE "Action:Change Case Status" The Change Case Status action window XE "Change Case Status window"  enables users that belong to the State of Michigan Personnel category to request the case status change.  The new status and history text entered can provide status information to other MARCS users working the case, or cross-referenced cases.  

To Access the Change Case Status Window:

1. From any window associated with this case (for example, Main Case window), select Actions: Case Control: Change Case Status from the menu bar.  The Change Case Status window opens.

5.24 Change Assessment Status Window
The Change Assessment Status window enables users that belong to the State of Michigan Personnel category to change the status of a particular assessment for a case.  The new status and history text entered can provide status information to other MARCS users working the case, or cross-referenced cases.  

To Access the Change Assessment Status Window:

1. From any non-action window associated with this case (for example, Main Case window), select Actions: Case Financial Adjustment: Change Assessment Status from the menu bar.  The Change Assessment Status window opens.

5.24.1 Financial Folder
This displays assessments for the user to select one or multiple in which qualify for the change assessment status action.
  Note:  In the Financial tab folder, only one line (assessment) can be selected at a time.

6.0 Supervisor Functions
This section contains supervisory functions based on the user's rights, and capabilities.  All users might not have access to the following items.

6.1 Cancel Letter Window
The Cancel Letter action windowxe "Cancel Letter window" enables users to cancel a letter that has yet to be sent.  If no correspondence has been scheduled to be sent, the users are prompted with the message, “The selected document is not in Queued status.”  Once the response window is closed, focus is returned to the List of History or History detail window.  Also, if the user does not have authority to perform the Cancel Letter action, the system displays the following message, “User does not have capability to cancel the selected document.”  After closing the response window, focus returns to the List of History or History detail window. 

This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to the selected folder (History Text is the default folder).  

To Access the Cancel Letter Window:

1. From the List of History or History detail window, only once a letter has been sent previously, highlight the letter sent history and select History: Cancel Letter from the menu bar.  The Cancel Letter window is displayed.

6.2 State Management Window
The State Management windowxe "State Management window" displays all existing states for the case (both primary and secondary).  The window is a starting point to select and maintain secondary states for the current case.  The user can also maintain both the primary and secondary states from the Actions menu. 

To Access the State Management Window:

1.  Select Case: State Management from the menu bar.  The State Management window is     


displayed.

2. Selecting the MARCS icon for the State Management window is also an option.

Note: The State Management window does not disappear when a detail action window is displayed.  It remains open on the desktop in the background to facilitate easy and immediate access to the user.

6.3 Collector Review Window
 XE "Action:Collector Review" The Collector Review action window XE "Collector Review window"  enables users to enter information based on the user’s review of the case.  Although this action indicates that the user has worked the case; the user is not required to route the case.  This window contains two tab folders: History Text, and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  

To Access the Collector Review Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Actions: Case Control: Collector Review from the menu bar.  The Collector Review window is displayed.

6.4 Route for Review Window
 XE "Action:Route For Review" The Route for Review action window XE "Route For Review window"  enables users to manually route a case to be reviewed by a supervisor.  The user prior to the supervisor review can also indicate OCA information.  A case can be routed for review from this window or as part of another action or activity.

This window contains two tab folders: History Text, and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  

To Access the Route for Review Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Actions: Case Control: Route for Review from the menu bar.  The Route for Review window appears.

6.5 Time Schedule Window
 XE "Action:Time Schedule" The Time Schedule action window XE "Time Schedule window"  enables users to schedule manually a time during the day when a case will appear on a specific work list.  This is done by entering a time after the current system time and before the next day.  This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  

To Access the Time Schedule Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Actions: Case Control: Time Schedule from the menu bar.  The Time Schedule window appears.

Note:  This action is only available while the users are in work list mode.

6.6 Review Miscellaneous Window
 XE "Action:Review Miscellaneous" The Review Miscellaneous action window XE "Review Miscellaneous window"  allows MARCS users who have supervisor level authority to perform case review.  The user prior to the supervisor must have either routed the case to a review state or routed the case for review.  The supervisor can then examine a case and decide how to proceed.  The supervisor may or may not enter a review action and secondarily perform case routing, enter history text, set a follow-up date, or change responsible user.  This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.
To Access the Review Miscellaneous Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Actions: Case Control: Review Miscellaneous from the menu bar.  The Review Miscellaneous window is displayed.

Note:  If the user does not have supervisor capability, the Review Miscellaneous menu item is not offered.


6.7 Payment Window (Supervisor Review)

 XE "Review:Payment Plan" The Payment review window XE "Payment Plan window:Supervisor Review"  allows the supervisor (a user with Supervisor authorization) to approve or deny plans that are pending review.  In Supervisor Review mode, the Payment menu is disabled.  The column information on the Payment window and all push buttons on the Payment window folders are also disabled.  The only options available to the supervisor are the Approve, Deny, and Cancel push buttons on the Payment window.  If the supervisor selects Approve, the window is closed and Approval Status is set to Approved.  When the supervisor selects Deny, the window is closed and Approval Status is set to Denied, which means the payment will be sent back to the user who set up the payment for further updates and recalculation.  If the supervisor selects Cancel, the window is closed and no action is taken.  This 
window contains four tab folders: History Text, Control, Case Info, and Payment.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  To view descriptions on the Payment window and its folders, refer to the Payment window in Working Collection Cases (section 4.32 of this Exhibit).  

To Access the Payment Window (Supervisor Review):

1. Highlight the desired row in the Collection List of History.  If the Indicators column of the history list contains a "$", the row contains an Installment Agreement awaiting supervisor review.

2. Select the History: Review menu item.  The Payment review window is displayed.

3. Clicking on the Review icon will also display the Payment review window.

The Payment window (Supervisor Review) contains the same tabs as the Payment window, with one exception, the Case Info tab, only shown on the Supervisor Review window.
6.8 Legal Action Review Window (Supervisor Review)
The Legal Action Review window enables the authorized user to review an existing legal action that has a status of ‘Pending MARCS Approval’.  The user can either ‘Approve’ or ‘Deny’ the legal action by clicking the appropriate buttons on the window.  The window contains four folders: Type, Case Info, Control, and History Text.  By clicking on the tab portion of the folder, the focus of the window will change to that folder.

To Access the Legal Action Review Window:

1. From the History Window, select any legal action row with a ‘Pending Review’ activity.  Select History: Review from the menu bar.  The Legal Action Review window is displayed.

2. From the History Window, select any legal action row with a ‘Pending Review’ activity.  Then click on the MARCS icon.  

6.9 Deny MARCS Actions
The deny MARCS action is a nightly process that will evaluate all MARCS pending legal actions.  If the status or balance no longer justifies the pending legal action, then this process will deny the action and supervisors will not see this action pending in the review status any longer.  It provides relief to the supervisors’ manual review that is required.  
6.10 TEACH Window
The TEACH window allows the user to view a summary of collector statistics during a range of dates including Login/Logout time, case number, if previously worked, route to state, start and end times, and original states of cases that were worked.  The users whose statistics that are allowed to viewed are determined by ones Capability Level.  

The presentation of the list information is chronological.  A typical list will have a Login, followed by a chronological list of cases worked, and then a Logout or Auto Logout. An Auto Logout occurs when the application exits automatically.  If there is no Logout or Auto Logout before the next Login, an error has occurred whether it is a catastrophic computer error or a manual shutdown of the computer without a normal exit of the application.

Whatever case number row is highlighted on the top half of the window, details about the actions taken by the displayed user on the case will display on the bottom half of the window, and change dynamically when the highlight is focused on different case rows.  If any activity description, party/outcome, descriptor, or letter ID data is saved by that debtor on the case highlighted, they will appear here.

To Access the TEACH Window:

1. Select Admin: TEACH from the main menu.  The TEACH window is displayed.

6.11 Work List Browse Window
The Work List Browse windowxe "Work List Browse window" can only be invoked from the Work List Status window.  This window enables users to view the case balances and current state on the work list.  

To Access the Work List Browse Window:

1. From the Work List Status window, select Browse mode and double-click on the selected work list.  The Work List Browse window is displayed.  

To Open a Case:

1. From the Work List Status windowxe "Work List Browse window:Open a Case", double-click on the selected work list.  The Work List Browse window appears.  

2. Double-click on the desired starting case.  The Main Case window for the first case in the work list is displayed and the Work List Browse window disappears.  For more information on the Main Case window, see the Working Collection Cases (section 4.4 of this Exhibit).

Note:  Status is set to Worked anytime an “action” is taken associated with the case while working the case, or while in Update mode for a case that resides on the primary state's work list.

6.12 Change Case Status Review (Supervisor Review)
When a Currently Not Collectable (CNC) or Write-Off (WO) request is made on the Change Case Status window, the window will be reviewed for approval on the Change Status Review window.  The Change Status Review window will display the Current Status, Current Reason, as well as the New Status and New Reason that was requested on the Change Case Status window.  A supervisor may not change the New Status and New Reason fields, and must deny the request if the incorrect status or reason is requested.    This Window has three tabs, the Case Info, History Text, and Control Tab. 

To Access the Change Case Status Review Window:
1. From the List of History window, highlight the Change Case Status request, and select from the menu History: Review.  The Change Case Status Review window will appear.

2. From the List of History Window, highlight the Change Case Status request, and select from the tool bar icons, review.

7.0 Administrative 

7.1 Change Responsible User Window
The Change Responsible User action windowxe "Change Responsible User window" provides a means for user to change the responsible user to another user.  This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder. 

To Access the Change Responsible User Window:

1. While on the State Management window, click on the desired State Type item, and select State Management: Change Responsible User from the menu bar.  The Change Responsible User window is displayed.

2.
Select the Change Responsible User Tool Bar icon from the Main Case window.

7.2 Set Judgment Date Window 

The Set Judgment Date action windowxe "Set Due Process Date window" enables users to set the Judgment date for the selected debt(s) on the list.  

To Access the Set Judgment Date Window:

1. While in the List of Financial Information window, highlight one or more debts and select Financial Management: Set Judgment Date from the menu bar.  The Set Judgment Date window is displayed. 

2. Select Financial: Set Judgment Date menu item from the list of Financial Information window.

3. Select the Set Judgment Date Tool Bar item from the List of Financial Information window.

7.3 Send Inactive Window
 XE "Action:Send Inactive" The Send Inactive action window XE "Send Inactive window"  enables users to route a case inactive (assuming nothing is preventing this action).  If a case is prevented from being sent inactive, the case is routed to a pending inactive state (specified by management on the System Parameter tables).  When a case is successfully sent inactive, updates to the case are no longer allowed and all debts and case/debt links are deleted.  CACS-G can also perform this process offline. 

 XE "Inactive State:Criteria" A case can be sent inactive if:

· No secondary states exist for the case.

· No open legal actions exist for the case (Legal Action Status must be Closed or Released).

· No payment plan(s) exist for the case.

· No EFT exists for the case.

· No debt level balance is greater than zero.

· No hold periods exist for the case.

Note:  The Control folder displays the inactive state, Follow-Up Date displays the current date, and responsible user is not applicable.  All information on the Control folder is disabled. 

If all of the conditions above exist, a case can be sent inactive.  If users attempt to send a case inactive and the above conditions are not satisfied, a message window appears listing the unsatisfied conditions.  This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window changes to that folder.  

To Access the Send Inactive Window:

1. From any non-action window associated with this case (for example, the Main Case window), select Actions: Case Control: Send Inactive from the menu bar.  The Send Inactive window appears.

7.4 Manual Case Set Up Window
The Manual Case Set Up window is used for the purpose of reactivating cases that are inactive.  In some instances, the case must be active before some functionality is available.

To Access the Manual Case Set Up Window:

1. From the file menu, select Access: Manual Case Set Up from the menu bar.  The Manual Case Set Up window appears.

7.5 Change Status Review Window
The Change Status Review window is a user initiated action where the user has evaluated the assessment or account and it is believed the action to change the status is required.  The supervisor has to approve or deny this request.
To Access the Change Status Review Window:

1. Highlight or select the appropriate History Text Line, on the List of History Menu.  After the selection is made select History: Review.  The Change Status Review window will appear.

2. Highlight or select the appropriate History Text Line, on the List of History Menu.  After the selection is made, click on the MARCS icon, Review.

7.6 Request Case Split Window
 XE "Action:Case Split" The Request Case Split action window XE "Case Split window"  enables the user to request that debtors on a case be split into separate cases. This window contains two tab folders: History Text and Control.  By clicking on the “tab” portion of the folder, the focus of the window will change to that folder. 

Note:  A transaction is sent to the accounting system when this action is complete (see Exhibit B).  

To Access the Request Case Split Window:

1. From any non-action window associated with this case (for example, Main Case window), select Actions: Case Split from the menu bar.  The Request Case Split window is displayed.

7.7 Merge Cases / Change Case Number Window
The Merge Cases/Change Case Number window enables the user to either merge the present case with another existing case or change the case number of the present case to a new case number.  The window contains two folders: Control and History Text.  By clicking on the tab portion of the folder, the focus of the window will change to that folder.

To Access the Merge Cases / Change Case Number Window:

1. Select Actions: Merge/Change Case from the menu bar.  The Merge Cases/Change Case Number window is displayed.

7.8 Transfer to the Attorney General (AG) / Field Window
The Transfer to Attorney General (AG) / Field window allows users to transfer an account to the AG or the field.

To Access the Transfer to AG / Field Window:

1. Select Actions: Transfer to AG/Field from the menu bar.  The Transfer to AG/Field window is displayed.  

The information displayed on Financial, Control, and History Text folders is the same as that of other action windows.

Once the OK button is pressed, account passes through edits internally and a transaction is sent to STAR (see Exhibit B).  If it fails to pass the edits, error messages are generated.

7.9 Levy Source Window
The Levy Source window displays source information for banks, employers, or other.  With this window, users can enter levy information for these entities.  

To Access the Levy Source Window:

1. Select Admin: Levy Source: New: Bank/Employer/Other to create a new levy source.  Select Admin: Levy Source: Maintain to edit an existing levy source.  The Levy Source window is displayed.

2. When Maintain is selected, a search window opens.  Here users can search for an existing levy source based on one of the following criteria:

· Levy Source Name, which can be conducted as a partial search;

· Routing Number, which is a full search;

· FEIN Number, which is a full search.

7.10 Levy Source Association
Users can associate a levy source to a debtor by inserting levy source information directly into one of the Asset Detail windows (Bank Information, Employer Information, or Other Asset Information) or by clicking the ‘Search Master’ button on one of the Asset Details windows.  Clicking the ‘Search Master’ button displays the Levy Source Search window.  After users have chosen a levy source, the source information will be inserted into the detail window, and users will be returned to the detail window.


See the sections on the Asset Detail windows for more information regarding these windows (sections 4.21 through 4.27 of this Exhibit).

7.11 Fee Verification Window
The Fee Verification window provides the ability to capture and modify the fees associated with liens.

To Access the Fee Verification Window:

1. Select Admin: Fee Verification from the menu bar.  The Fee Verification window is displayed

Note:   Depending on how the user profile is configured, they may or may not have appropriate authority to access this window

Based on the county selected on the county dropdown, corresponding county costs are displayed at the bottom of the window and these are for display purposes only.

Also based on the county selected, the existing fee information is displayed on the window, which can be modified and saved, by clicking the “Send to Main” button.  A user can transfer the existing fee information from the county table to county batch table where by information is sent to MAIN (see Exhibit B).  

7.12 Case Archive Window
The Case Archive window XE "Archive Control window"  enables users to view a list of valid Case Archive entries.  The list is sorted by Debtor ID in ascending order, then Archived date in descending order.  

To Access the Case Archive Window:

1. Select Admin: Case Archive from the menu bar.  The Case Archive window appears.

Note:  This window is for display purposes only.  Add, Change, and Delete actions are not allowed on this window.

7.13 Imaging Correspondence
Imaging Correspondence allows the user or users to view all correspondence associated with a particular case (also see section 1.023.1.k of RFP).  The Imaging information will appear on the List of History Window.

Images are viewable within MARCS by highlighting the image and clicking the camera icon or file menu, view image.  The image is a tagged image file (TIF) and represented on demand to the user.  
7.14 Document Reassignment Window
To move an image to another account and/or case, or delete an image, users must have the proper authority.  

To Access the Document Reassignment Window:

1. On the List of History window, highlight the Core Received Activity line that either needs to be moved, or deleted.

2. Once highlighted select the menu, History: Document Reassignment.  The document reassignment window will appear.

7.15 Agent Monitoring Window
The Agent Monitoring window displays the user, phone number, IP address, login date/time of all users.  

To Access the Agent Monitoring Window:

1. Select the menu, Admin: Agent Monitoring.  The Agent Monitoring window will appear.

7.16 Assign Correspondence Window
The Assign Correspondence window allows the user to assign correspondence to designated user for review.  When a debtor sends in correspondence and it needs review for possible adjustment.  This window has a drop down list of all the available options to select from.  These are listed by department and person that will be assigned to conduct the review of the document(s).  Once the person is selected, click OK to finish the transaction.
To Access the Assign Correspondence Window:

1. On the List of History Window, select the imaged correspondence, and then from the file menu select History: Assign Correspondence.  The Assign Correspondence window will appear.

7.17 Request Outside Collection Agency (OCA) Recall Window
The Request Outside Collection Agency (OCA) Recall window is designed to have an account that is assigned to an OCA returned to Collection Division for reassignment.  This window contains a descriptor field, history text tab, and control tab.

To access the Request OCA Recall Window:

1. Select the menu, Action: Request OCA Recall.  The Request OCA Recall window will appear.

7.18 Audit Report Window
The Audit Report window is designed to request a list of all the accounts a user had accessed for a specific date range.  This window contains case number, user ID, date from and date to fields.  If case number is blank, then it searches for all accounts a user accessed.  When the data is entered and OK is clicked, a new window is presented with Collector Statistics and Collector History of all accounts that met the criteria.
To Access the Audit Report Window:

1. Select the menu, Action: Audit Report.  The Audit Report window will appear.

8.0 Background Processes
8.1 Background Application Overview
The nightly background process can be broken down into two main components: interface posting and database analysis. The MARCS system needs to post the interface transactions from STAR to keep the two systems synchronized. The data that either updates, inserts (new), or deletes rows from tables in MARCS is used for reporting, organizing (State Assignment, Work List) and online displays. When Account Representatives are working an account, they need to have the most current update to that account to make decisions regarding legal actions (liens, levies, garnishments), sending letters, or collecting balances still due. Without the most current updates, Account Representatives are prevented from taking certain actions and thus are not able to collect effectively.

8.2 Computer Operations (Nightly Run)
Interfaces are processed each night by the MARCS system.  There are many background processes that occur behind the scenes.  Many occur during the nightly batch window.  The MARCS computer room has several operators that run the nightly processes and monitor system performance.  Operational software is in place to allow for scheduling of the background processes.  A daily operational status report is used to track and report status of jobs on MARCS and distributed to responsible parties.  Correspondence printing is also done as a part of the operational responsibilities.

8.3 Interface Overview
Several interfaces are sent to and from MARCS on a nightly basis (see Exhibit B).  MARCS sends files to the State Treasury Accounts Receivable System (STAR), Customer Relations Management System (CRM), Michigan Administrative Information Network (MAIN) and Bankruptcy Claims Professional (BCP); furthermore, MARCS sends files to the State of Michigan’s Originating Depository Financial Institution contractor and e-lien counties through STAR.  MARCS takes in files from STAR, CRM, BCP, Originating Depository Financial Institution contractor (EFT), and e-lien counties.  Additionally, BCP sends files directly to the State of Michigan Garnishment and Levy system (GAL) for accounts that have petitioned for bankruptcy.
8.3.1 STAR/MARCS
Maintaining synchronization between STAR and MARCS is crucial for the effective collection of state debts.  STAR inputs the MARCS records and responds with the output that MARCS then takes in and posts as response to its requests.  Details of these records are in Exhibit B.  The MARCS input records are referenced as ‘Z’ records and ‘S’ records are STAR input records. 

MARCS and STAR send interface transactions to each other on a daily basis. MARCS sends “S” transactions to STAR contained in the SRECORD file. STAR sends “Z” transactions to MARCS in four separate files.  Sequence numbering systems have been developed to ensure the same records are not processed twice. All interface records sent to STAR (S records) and received from STAR (Z records) have corresponding sequence numbers.  Both MARCS and STAR record the sequence numbers every time records are transferred between systems.  If records received by either system do not have the corresponding sequence numbers expected, the records will not post in the system unless a system operator intervenes.  The use of sequence numbers on all records ensures that records are neither skipped nor double posted by either system
The MARCS SRECORD file is created six times per week at a minimum and sent via file transfer protocol (FTP) Monday through Saturday. After STAR picks up the SRECORD file, they place an empty SRECORD file back in the directory to indicate that the records were retrieved. If there are multiple MARCS background runs prior to STAR picking up the SRECORD file, the new SRECORD file is concatenated / appended to the existing SRECORD file. The “S” record transactions are either created via online actions or as a result of background processing. 
The four data files placed in the FTP directory by STAR (and their respective trigger files) are interrogated by an edit process that identifies fields that do not have the correct data format or valid values.  These edits present a warning or an error depending on the severity of the problem.  
There are currently twenty-four Z record posting programs. These programs use as their main input the edited valid record data files from the edits processes. Their purpose is to either update existing row entries in MARCS tables or to insert new rows to these tables. All of the posting programs use a concept called “checkpoint” allowing them to be re-runnable from the last successfully committed transaction if the process should abort before the end of the job. 
STAR also acts as intermediary passing files between MARCS and other systems/entities.  
8.3.2 MARCS to CRM Processing
MARCS creates a file of all new service requests related to tax account correspondence that are requested from both online and background.  This file is sent to CRM so that the service requests can be worked by Treasury Customer Service Representatives.  Process Messages report the number of records sent to CRM.  

8.3.3 CRM to MARCS Processing
An update is sent to MARCS once the review of the correspondence has been completed on CRM.  A history record is added to an account for each update received from CRM.  If the response is received on an account where the image has been moved or deleted from the account in MARCS, the update will still post to the original account from where the request originated.  However, if an account has been merged to a different account after the request has been sent to CRM, the response will post to the new account.  Exhibit B contains the current versions of the interface files.
8.3.4 E-lien
MARCS has the ability to electronically submit liens through STAR to Michigan counties.  Currently, there are two counties that participate in the e-lien process.  Each night after an approved lien is posted to the MARCS system, if it is for one of the e-lien counties, an electronic record is created and sent to STAR for transfer to the county on the next business day.  In turn, the county returns a response file of records with the recording information of the specific liens or lien releases filed with them.  The counties have the ability to recreate a physical lien document if necessary. More information is in the e-lien section later in this document (section 8.7.1).

8.3.5 MAIN
The Michigan Administrative Information Network (MAIN) is the State of Michigan’s accounting and purchasing system.  It will print or electronically transmit warrant amounts for the payment of filing fees to county register of deeds offices.  In order to file Lien documentation with any of the 83 county register of deeds offices, payment for each must accompany the documents.  MARCS has a process that creates a file for transfer to MAIN that in turn allows for printing of the warrants to accompany the lien documents.  This file is submitted on demand, usually weekly.  Only State of Michigan personnel are allowed to use this process.  More information is in the Lien section later in this document (see section 8.7).

8.3.6 Electronic Funds Transfer (EFT)
Electronic Funds Transfer (EFT) is an interface from MARCS to STAR and from STAR forward to the State of Michigan’s Originating Depository Financial Institution contractor with debtors’ ACH information for payments to be returned to STAR/MARCS.  Any reversals or notice of change (NOC) records are returned to STAR/MARCS as well
8.3.7 BCP – MARCS
The Bankruptcy Claims Professional (BCP) application is used by the Contractor to maintain information on accounts where bankruptcy petitions have been filed.  BCP sends data to MARCS for population of several windows for the purpose of immediate notification to the user that they are working on an account associated with a bankruptcy.  Since any action on an account with a bankruptcy can have potential legal consequence, this interface is required.  

8.3.8 BCP – GAL
This interface is a notification to the State of Michigan Garnishment and Levy (GAL) system that an account has had bankruptcy petitions filed.  The GAL system is responsible for all levy and garnishments on income tax refunds, vendor payments, and/or wages.  These legal withholdings are affected by bankruptcy filings and this interface is required.  
8.4 Direct Check / Auto Pay
Auto Pay is a telephone payment for Business accounts and is used for an initial payment on an Installment Agreement or a one time only payment by phone. This type of transaction assists the collection effort in that the taxpayer does not have to write the check and mail it to us.  Instead, the Contractor controls the timely creation of the check and sends it to the State of Michigan for processing, minimizing the time to get the payment on the account. 

The transaction is created in MARCS and is downloaded to the AutoScribe system via daily batch processing.  A physical check is generated and goes through the normal channel of being sent to Treasury’s Receipts Processing Division for batching and then to the bank for payment. An electronic “CHK” payment file is created that is input into STAR via daily FTP processing to post the payments.   Since the paper checks generated in this process are sent to the bank, any subsequent returned checks are sent back to Treasury for manual processing.  No electronic file is returned from the bank.

AutoScribe is a network-compatible, windows-based application that is designed to enter pre-authorized payments, produce paper checks, generate reports and create an electronic payment posting file that is taken into STAR.

Functions include:

· Paper Check Production

· Electronic “CHK” file for payment posting to STAR 

· Reports – Authorized users can generate a series of standard reports for analyzing transaction histories.  Report types include transaction details and summaries for pending, archived, or all transactions within the database.  Some of these reports are utilized in quality assurance processing to ensure accurate batch and payment processing.

· User Activities Report - generated to view specific users and can be sorted by date range.

· Security – AutoScribe features per-user password protection, assignment of privileges, and “Pay to the order of” information to prevent checks payable to an unauthorized party.  The System Administrator has full access to assign a particular security level for an agent.  There is no generic security level for agents.  Privileges are as follows:

· Data Entry – User can enter checks, view payors, and view debit information

· Data Editing – User can edit payor information and pending debit information

· Check Printing – User can print checks 

· Reporting – User can view and print standard system report

· Administration – User can update preferences, payees, and agents.  User can also purge archived payments.

· Security – User can add, modify, and delete users; and also print security report.
8.5 Skip Tracing





An automated file transfer process has been developed to have a credit reporting agency match MARCS data with theirs and determine matching demographic information.  The matching data is sent back by file transfer and uploaded to the MARCS system.  It is further compared with the MARCS data, and based on strict criteria, automated transactions are created and sent to STAR to update demographic information and allow for enhanced collections.
MARCS receives files daily containing new debts from the STAR system.  New debts which do not have a Social Security Number and have been assigned a State of Michigan Agency Temporary Account (SCT) number by STAR are accumulated in a file, called the Skiptrace file.  The Skiptrace file contains all the names and addresses for which Social Security Numbers are being requested from TransUnion.  When the TransUnion request processing is ordered, the Skiptrace file is first cleansed to ensure that the request records will be more likely to return valid data from the contractor.  TransUnion then sends a return file and MARCS attempts to create valid case number assignments from the return information provided.  MARCS processes the file returned by the skiptrace company and determines whether or not to “Merge” or change the assigned number to the SSN numbers returned.  There are four different scenarios that occur as follows:
1. Merge case
If the returned data matches an existing debtor ID based on the social security number returned and that debtor is a match with the SCT debtor (names and dates of birth from both debtor records match), a merge case request will be generated and a history record attached to the case. 

2. Hard Match Error

If the returned data match an existing debtor ID based on the social security number returned, but it is not an acceptable match to the SCT debtor ID, no merge case is requested. 

3. No existing SSN debtor ID

If there is no existing debtor ID in MARCS based on the social security number returned no change case is requested. 

4. No social security number returned

If the returned information for a name/address request do not provide a social security number (this is called a “no-hit”) the affected case in MARCS will be updated with a history record indicating a failed skiptrace attempt. 

If TransUnion has matched some of the key fields of the cases sent but not all, then these cases are considered a “soft match” and a report is generated for further skip tracing efforts by MARCS to confirm what the true SSN might be. If TransUnion was not able to match the data sent to them then these are considered “soft matches” and another report is generated for further skip tracing efforts.

8.6 Imaging
MARCS contains images all correspondence received.  This includes paper correspondence, faxes and email.  A notification of an image pending review can be accessed via different methods depending on the user.  Some of the notifications are interfaced with Treasury’s Customer Relationship Management System (CRM).  
8.6.1 Overview of Imaging
When paper correspondence is received, bar codes are generated and scanned with the document.  These bar codes contain account information, as well as the type of document received.  This information is used as an index for the scanned document.  Background processing routes the account to a work queue for Contractor staff.  It also creates a MARCS history entry to show the document was received and scanned.  Priority correspondence is sorted by the Contractor mail room personnel per Collection Division criteria.  Some priority correspondence is imaged and physically delivered to the recipients.  
Contractor staff reviews the document by next casing in a work list, and view the scanned image online to determine next action.  MARCS users view the associated images via the List of History window.  

Contractor staff sends a transmittal via e-mail to the effected State Division or Agency indicating a document needs to be reviewed.  This transmittal contains the location of the TIF file (in the form of a URL), which is needed to access the image for review.
All MARCS users with applicable security have the ability to view scanned images online by highlighting the appropriate history line and selecting the Image View option from the History dropdown list.  The image will be displayed using Microsoft Office Document Imaging software that is provided with the Windows operating system.  Users can open multiple documents for their review, and they have the ability to print those documents if desired.  

8.6.2 Images of Faxes
Faxes are received via fax software.  The fax software acts as a fax machine.  It receives the fax, formats the fax as a .tif file, attaches the file to an email and forwards the email to a designated recipient.  The software allows one recipient per incoming fax phone number.  

Contractor personnel review the display of the .tif attachment via the Microsoft Document Imaging Software and forward the email to the appropriate recipient.  The recipient can also view the .tif attachment and take appropriate action.  This may include forwarding the email to the Contractor’s Mailroom so that the attachment can be attached to an account as an image.  Mailroom personnel will save the .tif email attachment to the Image Directory on the network.  These images are uploaded to the MARCS file server daily along with any images that have been scanned from paper during the day.

8.6.3 Images of Email
E-mails are saved as Word documents and users have access to these documents via history lines on the List of History window.  Overnight processing captures the index information written to the MARCS table online.  It processes this information in the same manner as faxes to create a history line and link the e-mail document to the MARCS account.  

The e-mail documents functions in the same manner as images.  Users have the ability to view the e-mail Word documents via the icon or menu option currently labeled “Image/E-mail View”.  They also have the ability to Move and Delete e-mail documents, as well as Generate Transmittals for those documents.  

8.6.4 Image Notifications Sent to CRM
Correspondence imaged on MARCS that requires review by Treasury Customer Contact Division is updated in the Customer Relationship Management System (CRM).  This is accomplished by generating a file that CRM processes to create a “contact log” and/or “service request” that is assigned to the appropriate division within CRM.  Correspondence is viewed on MARCS, but the resolution will be entered in CRM and sent to MARCS to be systematically updated. 

8.6.5 MARCS to CRM Processing

MARCS creates a file of all new service requests related to tax account correspondence that are requested from both online and background and forwards it to CRM for updating.  Process Messages report the number of records sent to CRM.  

8.6.6 CRM to MARCS Processing
An update is sent to MARCS once the review of the correspondence has been completed on CRM.  A history record is added to an account for each update received from CRM.  If the response is received on an account where the image has been moved or deleted from the account in MARCS, the update will still post to the original account from where the request originated.  However, if an account has been merged to a different account after the request has been sent to CRM, the response will post to the new account.

8.7 Liens
A lien is a legal right or interest that a creditor has in another’s property, lasting usually until a debt or duty that it secures is satisfied.  Typically the creditor does not take possession of the property on which the lien has been obtained.  For reference in this document, a lien is a legal document that is recorded in the State of Michigan county register of deeds office or the Secretary of State office.  This document secures the States interest in any real and/or personal property the debtor may have.  It is important to file liens timely as the date may allow the state lien to take precedence over other liens filed later.  

MARCS provides a variety of functions related to liens.  The first of which is on-line edits for any requests made by users.  Second, any pending requests are again edited by the background process, and based on pre-defined criteria, can be systematically denied or allowed to continue in the approval process.  Also, there is continued processing depending on the approval received from the STAR system (see Exhibit B).  MARCS will create an electronic file for any counties that have agreements to send and receive the lien files electronically.  The system will also generate liens requests systematically if prior liens have been previously approved.  

After a lien is requested, it is reviewed for approval by authorized State of Michigan employees.  If approved, MARCS sends a lien request electronically to STAR for further approvals.  When all approvals are complete and all STAR edits are passed, the approved lien is printed and an electronic record is returned to MARCS.  MARCS posts the approved lien transactions and counts are added to the specific county lien totals.

The lien and/or any lien release recording information is required to be maintained in MARCS. It can be either manually entered or electronically updated.  This information is crucial as it is required to exist prior to issuing a lien release or a reinstatement.  MARCS is also responsible for creating lien release documents, and reinstated lien documents, when STAR determines a release or reinstate is necessary.
8.7.1 E-liens
Certain counties have agreements with Treasury to receive and send lien documents in an electronic form instead of hard copy printed liens.  Upon receipt of the electronic file, the counties will return a file that confirms the receipt of each record within the file by supplying the recording information for each electronic lien or release.  The recording information must be on file with the State of Michigan in order for Treasury to issue a release of the lien, or extend the original lien.  MARCS will not create any records for county lien files without an approval record from STAR.  STAR will pick up the file and FTP to each county.

The county will electronically file the lien information and update the same file with recording information, and FTP back to STAR.  STAR, in turn, will combine all the individual county files and create one file to FTP back to MARCS.  MARCS will process the file and update the appropriate lien record with recording information.

See Exhibit B for interface layouts for county e-liens.

8.7.2 Previously Approved Lien (PAL)
If a lien has already been approved on an account, the system will monitor the account for any future debts that may be assessed and ensure automatic request of liens to secure the State of Michigan’s interest on the new debts.  By automating this process, it allows the State of Michigan to continue to secure its interest on an account with prior approved liens and allows for user to pursue other higher value activities to continue the collection processes.
Other Lien related activities supported by MARCS follow:
· Certificate of Withdrawal
· Certificate of Specific lien release or Partial lien releases

· Certificate of non-attachment

· Amended lien

· Corrected lien

· Reissue or Extended lien

· Reinstated lien

· Re-releasing lien
8.7.3 Recycling Lien Releases
If the original lien recording information has not been returned from the county, an approved lien release cannot be printed and sent back to the county for recording.  MARCS has an automated process that will continue to evaluate approved lien release records until the recording information has posted.  This process ensures that the release will be sent to the county immediately after the recording information has been updated on the MARCS system.
8.7.4 Fee Verification Window
The counties charge a fee for recording lien related documents.  MARCS has a county lien fee window available for this purpose.  MARCS automatically totals the amount due for each county and allows for additional editing by the users prior to weekly submission of the fee records to MAIN.  A separate set of windows are used by authorized State of Michigan users that oversee the transfer of lien documentation between the state and the counties.  A weekly file is approved by these select users and sent to MAIN for the fees due to the counties.  After this is processed, the lien documents and the warrants are matched up and mailed to the county register of deeds offices.  The amounts must match exactly; otherwise, the entire filing for that county can be rejected and must be resubmitted.  
This process creates the TC88 file to be sent via FTP to MAIN for lien county fees. There are three reports created that detail the fees that will be charged by the counties to the State of Michigan for filing or releasing of liens. These reports are used by MAIN to issue warrants (checks) to the counties.
8.8 Computer Based Training (CBT) – Knowledge Presenter Professional


The State of Michigan requires a CBT system that allows for varied techniques to ensure participants, who may be in multiple locations, master the material presented.  The system should provide for the ability to “test” and allow the ability to store, track and report on scores of “tests”. 

MARCS (CACS-G) comes with an extensive Computer-Based Training (CBT) Program.  The CBT is Windows based and gives instructions to users on the functionality of the system.  It provides the user with hands-on exposure to the system and its features.  Varied techniques are available as follow:
· Animation – Animation of system processes and workflows to illustrate how the system handles different types of cases and how users interact with the system.

· Simulation – Extensive job and business simulations are built into the CBT course.  Simulations can exist in the tutorial sections of the course as well as in the case studies and workshops.

· Multiple question types – Many different types of questions range from standard multiple choices to full simulation of system functions.

The current CBT system on MARCS is not being utilized due to access constraints by off-site users.  
The current CBT, non-MARCS software product in use is, ‘Knowledge Presenter Professional’ produced by Knowledge Presenter.  ‘Knowledge Presenter Professional’ is a user-friendly CBT tool that can be created by an individual that does not possess a technical background. 

Knowledge Presenter Professional has a single user license. This software is not available with a ‘network’ license.  

Knowledge Presenter Professional – product information follows:
· Import files from Microsoft PowerPoint, Microsoft Excel, Microsoft Word, Macromedia Flash, the clipboard, or standard text files. 

· Export text to Microsoft Word document.
· Access over the Internet, intranet, CD-ROM or DVD. No plugins required (however, when the user includes multimedia in Flash, Quicktime, Real, and/or Windows formats, the appropriate plugin will be required). 

· Built-in Learning Management System can be run online (in IIS web servers), and data is recorded to a database.
· Optimized screen-capture process streamlines capturing software screens.
· Wizards available to automatically create presentations or activities.
· Categorize objects into groups - groups can be hidden or shown as required. Allows user to create one lesson with multiple scenarios.
· Check spelling using Microsoft Word spell checker without leaving Knowledge Presenter 2004 Professional (requires Microsoft Word).
· Search and replace feature.
· Capture a sequence of single screens, and import them into Knowledge Presenter 2004 Professional with ‘mouse down’ and ‘mouse over’ screens automatically identified
· Completed activities can be compiled into the built-in Learning Management System, for the delivery of a complete managed learning environment.
· Track user errors. Determine how many clicks before an incorrect response is assumed. Determine action to take or message to display should the user make an error.
· Create random question, multiple-choice quizzes 
· Display current score, current possible score, total score, or a complete summary of objectives and results on screen in the activity.
· Students are tracked on a name and password basis
· Records, times, dates, scores, status, total time in course, times lessons attempted, individual objectives within each lesson or quiz 
· All interactive material can be made available as printable material.
· User designed CBT available to multiple users at a time
· Password protect any exported lessons
· Tutorials
· Hands on exercises
· Free eLearning manual
· Email support
· Online Interactive Tutorial
· Online Hands on Exercises
· KnowledgeBase Access
· Online Technical Articles Access
· Learning about eLearning Online Manual
· Email lessons for analysis
· Access to new templates
· Access to Beta releases.
8.9 Responsible User
The Responsible User function is used to assign accounts to particular users and to build work lists based on the assignments.  The work lists allow employees to manage accounts assigned to them.    

8.9.1 Contractor Use of Responsible User Concept
The current MARCS application provides a process that will tie commissionable financial transactions to the user who took the most recent action that resulted in receipt of the transactions.  The process assigns a “Responsible Collector” to the financial transaction and is able to produce daily reports showing the results.

In addition to manual online updating of the Responsible Users, a parameter driven background process has been developed to allow for systematically changing Responsible Users when employees leave employment or are transferred.
8.9.2 State Use of Responsible User Concept
In order to provide better use of MARCS by Field personnel, several enhancements have been made to current online processing.  For each Field office, a new Function Area and Function States within that Area were created.   Although each office maintains their functional area manually, there are many rules that are used by the State Assignment process to route the accounts systematically.  
A “Responsible User Account Inventory” window is used to display information for all accounts assigned to a particular Responsible User.  Users are only able to obtain information for themselves, or one of their employees.  This window has a dropdown for Responsible User.  This dropdown only displays those entries the user has security clearance to view.  If the user is not a Responsible User themselves, nor do they have any employees who are Responsible Users, this dropdown will be empty.  

There is also background processing to interface Responsible User information with STAR (see Exhibit B).  MARCS creates a history line when receiving Responsible User notifications from STAR.  A notification is sent to STAR any time a State Responsible User is added, changed, or deleted in MARCS (either through online or background).  This is a ‘one-way’ notification; in that STAR will not send an approval response back to MARCS.  

8.10 Quality Assurance (QA) Monitoring
Quality Assurance Monitoring of Contractor’s agents activity is currently done remotely by both the Contractor and State of Michigan analysts to ensure accuracy of all components in the handling of collection accounts.  Standards are set and agents are scored on various categories such as: updating of demographics, assets, the ability to negotiate, appropriate phone etiquette, capability to problem solve and utilize the system in the most efficient manner.   The Contractor needs to provide the ability to remotely monitor without the subject agent being aware of the monitoring (see section 1.023.3.a of RFP).

The monitoring of Contractor agents includes both “voice” and “visual” of agent real time activity.  For   screen visual of Contracted agent activity, the monitor accesses the NetOp application and selects the agent for review.  The monitor can then view screens accessed, key strokes and mouse activity taken in real time by the agent.

For voice monitoring of the Contractor agent, the monitor accesses “Meridian MAX Version 9 (Network) to identify an available agent and the telephone extension in use.  Then the Meridian telephone is dialed with appropriate agent number to begin the session.  This process enables the monitor to “hear” both sides of the conversation between the agent and debtor.  The “live” call is then scored by the monitor for management and agent review.
The monitoring of State of Michigan agents is primarily visual with the monitor accessing the account to review activity on the MARCS system after the call is concluded.  The ability to “hear” the call is accomplished by using CentreVu® and Service Observe.   The monitor also has the ability to record the call using additional recording hardware, “MyVoice Pro Recorder”.   Recorded calls are retained until scoring is completed and utilized in performance improvement process, then discarded.
NetOp Remote Control version 9.0 - application used by the Contractor on MARCS for remote monitoring as well as the ability to configure workstations from another workstation.  There are two components: 
· The Host Personal Computer (PC) – Installed to allow remote access to the workstation.

· The Guest PC – Installed on Manager and information technology (IT) staff workstations to allow remote management by IT staff and monitoring by managerial staff.
Meridian MAX Version 9 - Meridian Terminal Emulator by Northern Telecom is the application utilized by the Contractor for voice monitoring.
Meridian telephone – Telephone utilized by the current contractor. 

CentreVu® Supervisor Version 6, Lucent Technologies software - software that generates call center reports utilized by Collection Division.  This software monitors the operations of and collects data from the switch.  The data is then organized into reports that assist with the management of the call center facilities and personnel.   The reports may be displayed in real time, printed immediately, stored in a file, or scheduled for printing at a later time.  The data tracked includes caller identification, service parameters, internal call transfers, outgoing calls, and agent calls.  The supervisor uses an “output window” available on the desk top that is a visual of the call activity.   

Service Observe – A feature available with G3V4 or later switches that gives a voice terminal (telephone set) user the ability to monitor the treatment a call receives.   This is used by State of Michigan monitors who log into the telephone with selected agent extension to monitor calls.
MyVoice Pro Recorder - The recording equipment used by State of Michigan monitors.  State of Michigan monitors do not utilize Meridian MAX 9 application.  
8.11 Bankruptcy Claim Professional (BCP)
Bankruptcy Claim Professional (BCP) is a client server application that has many different menu functions that allow for entering, modifying, viewing, and reporting of data.  Included are; the inputting of a case, the updating of case information, creating and maintaining assessment information, calculating amounts to include on claims, routing and maintaining  routing dates, maintaining multiple name/addresses on accounts, and the ability to identify cross referenced accounts.  This system can combine bankruptcy claims, print claims with multiple copies using digital signature and create reports for accounts that require follow up.  

Users manually insert new bankruptcy case information and update existing case records in the BCP application.    There are real time interfaces from BCP application to MARCS and a daily interface to the Garnishment and Levy system (GAL) (see Exhibit B).  However, changes made to accounts via MARCS online are not sent to BCP.

8.11.1 Real Time Interface from BCP to MARCS
Bankruptcy Posting - The purpose of this interface is to automatically populate the MARCS bankruptcy window with information from BCP during daily processing.  This data is sent to MARCS and reflected in the MARCS bankruptcy tables, visible to the user in the MARCS Bankruptcy window.
Upon notification that a claim exists, the user adds information to the BCP system on the “Debtor Tab” to begin the claims processing (information such as name, address, creditors, trustee, court etc.).  These cases are tagged for upload to MARCS.  Adding the information to MARCS is necessary so that agents are aware of bankruptcy and the impact to the collection process.
8.11.2 Claim Processing
In BCP, the user selects accounts and assessments using the “Taxes Tab” then use an “Import” button to assign them for inclusion to the claim.   The selected assessments are downloaded from MARCS and a merge application is run to insert new assessments or update existing ones in the existing bankruptcy database for claims processing.

Next, in BCP, the user accesses the “calculate” function for assessments that are selected.  The calculate function then goes through a complex set of rules that are hard coded into the BCP system that result in the assignment of the type of claim and the appropriate tax, penalty and interest amounts.

The user has the ability to create and route the account to appropriate tax divisions for review and consideration of new assessments to be added to the claim.  The system retains routing information so that the authorized user can create a report for follow up of the routed claim to its completion.

The system provides the ability to print multiple copies of a claim with the copy recipient designated that includes the authorized “sworn summary of claims digitized signature”. 

When the claim is printed, the account number format is truncated to meet State of Michigan and federal guidelines regarding privacy of social security numbers (SSN) (see section 1.023.9 of RFP).   Account numbers including SSN are fully visible to the authorized user of BCP. 

8.11.3 BCP System Administrator Function
The designated “System Administrator” can perform the following functions:

· User Activity

· Claims routing 

· Claims routing follow up

· Mailing labels

· Creation of flat file that is sent to Treasury Audit Division. 

8.11.4 Reporting
Various reports can be generated by an authorized user’s request. Reports that contain user activity, claim follow up routing information, and a separate process that creates an audit file utilized by another Treasury Division used for audit selections.  The ability to create mail labels is also included in the reporting function of the system.

This audit file is currently requested monthly and essentially contains a data “dump” of the information on the BCP system at the time it is requested.  This file is sent as text file via email to another Treasury Division and applicable information is added to the “Data Warehouse” to be utilized in audit review processing.

8.11.5 Other Functionality
Report History - The system provides the ability to identify activity taken on accounts, similar to the “TEACH” function in MARCS (see section 6.10 of this Exhibit).   In the “Report” tab the user selects “History” and enters applicable user information and dates for review.   

Calculator – allows the ability to simulate import of assessment by manually entering information

Enter Assessments - The BCP system also has the ability to manually enter assessment that may not be on STAR.  This function can be utilized to facilitate testing of the system.

8.11.6 Daily Interface from BCP to Garnishment and Levy System (GAL) (See Exhibit B)
There is a daily BCP to GAL interface file.  This file contains all active bankruptcy cases present within the BCP application.

This file contains such information as the account number, case number, file date, and the bankruptcy chapter and is sent via FTP for updating the GAL system.

8.12 Specified Attorney General (AG) Payments Processing
This is a new process that at the time of writing this RFP is in the functional design phase.  It will be in production June of 2009.  The new window will display a combination of selected data from the bankruptcy system (BCP) and MARCS for accounts in bankruptcy status.  It will allow users to apply Attorney General (AG) payments to specific debts with collection claims in accordance with federal/State of Michigan guidelines.  It will take the place of outdated software (FileMaker Pro) that is currently being utilized to perform this function.  As this process is still being developed, only the requirements are listed below:       

· Capture and display claim information from Bankruptcy Claim Pro (BCP) – including type of claim, amount of each type of claim, assessments included in each claim (some assessments can be split into multiple claim types)
· User input fields for data needed by either AG or Treasury that cannot be retrieved from BCP
· Ability to input payment received and define how that payment will be applied (assessment number, tax amount, penalty amount, interest amount)
· Maintain original batching information received with each payment

· Maintain original amount of claim/assessments, as well as current amount (this is the amount remaining after applying the specified payments – this is not the current amount on MARCS/STAR)

· Security to grant inquiry and/or update access to this new window based on MARCS user id

· Capture specified payment information input online by users and create payment posting file to STAR.  This must include original batching information received with payments

· Create monthly, annual, bi-annual, and on-request reports for AG office

· Convert existing data from FileMaker to MARCS

· Electronic exchange of “flyer sheet” data from AG to Treasury

· Electronic exchange of bankruptcy data to AG from either BCP or MARCS 
· Search capabilities (Batch #, Check #, Court Docket # , AG Case #, and Last 4 digits of SSN/FEIN, Payment amount)

· Security edits (TMU)

· Ability to input/define payments received and maintain original payment batching information.  (Applied to – claim, short payments, adjustments, direct payments)

· Maintain original amount of claim/assessments as well as the current amount of claim/assessments as debits/credits/payments apply

· Payment posting file (utilizing existing CHK file format)

· Nightly interface between BCP and MARCS.
Reporting Requirements

· Global reports (4 reports) – reporting to meet AG needs 
· “Lansing” specific reports (3 reports)  

· “Detroit” specific reports (3 reports).
8.13 Predictive Dialer
The MARCS system has the ability to create outgoing call campaigns by use of a predictive dialer system.  Currently, the SER Call Processing System (CPS) is used by the current contractor.  Based on pre-identified criteria several different campaigns are downloaded from the MARCS system to the dialer each night.  The next business day, the dialer attempts to contact the selected accounts.
This system allows for screen pops that the agent receives when there is a connection made.  The agent assigns a code that indicates the disposition of the contact made when the call has ended. 
This system allows for administrative and manager functions to monitor and edit the campaigns.  The Collection Division’s Do Not Call list [non-Federal Communications Commission (FCC) Do Not Call list] is integrated with this system and any matching numbers are not passed to the dialer or removed the account from the current campaign.  
There are several online/real-time reports and campaign reports that can be run by the managers of this system to allow for dynamic management and trend management.
Recent enhancements are being made to have cellular phone numbers identified and potentially allowed for removal from the dialer download based on FCC rules.

8.13.1 Dialer Backfeed
This process updates MARCS with the unsuccessful results from the Predictive Dialer results. If the Predictive Dialer was not able to use any of the phone numbers supplied for a case to successfully contact a case then the unsuccessful results are used to update phone statistics and queue the case for State Assignment.  This process is not part of the nightly background cycle but rather is run prior to the normal background cycle.

8.14 Western Union
The MARCS/STAR system accepts payments from Western Union, Quick Collect.  This is a payment option offered in lieu of credit card payments which are not currently accepted by the MARCS/STAR system.  At the taxpayer/debtor request, Western Union generates an electronic transaction to a modem that is attached to a dot matrix printer, where checks are printed for daily processing.   Paper checks are created on paper stock provided by Western Union.  

In addition, the Contractor receives an email transmission from Western Union with attachment - “Daily Quick Collect Client Recap”.  This document is printed and matched to the checks created as part of batch balance quality assurance.  

The checks are counter signed by Collection Division administration, manually batch balanced for data entry and subsequent posting to Collection ledgers. The checks are delivered via courier to the Receipts Processing Division (see section 1.023.10 of RFP).
Each affected account is manually updated on the MARCS system to identify specifics related to payment processing.  

8.15 User Security
User security levels in MARCS are divided into three major categories as follow (also see section 8.23 of this Exhibit and section 1.023.9.h of RFP):
· Database security, the user’s ability to access the application database and the rights the user has to update the tables in the database.

· Application Security, the user’s access to the various modules in the MARCS application and the ability to perform certain actions within the application.

· Correspondence Subsystem Security, known as Doc Gen and is a separate executable, uses the “letter class” for its security instead of the capability.  Each document template and document group is assigned to a class.

The database permissions for the various MARCS tables will vary by type of table.  Code tables will allow the user only read permission, while all other application tables will be configured with read and write (update) permission.  Database access to the MARCS application tables are controlled from within the application itself.
The first security distinction is driven by the designation of State of Michigan or non-State of Michigan employee which is determined and entered at the time a user is initially set up.  Secondly, a capability level category is assigned to the user, from “inquiry only” through “systems administrator level”.  Third, even more specific security options can be selected such as access to specific action windows, even down to the field level within the window.  In addition, bank account information can be restricted as described later.  Finally, access can be limited to certain functional areas, letters, and images.  This security functionality allows for very specific, customized options for individual users.

The user level security is driven from a separate application called Table Maintenance Utility (TMU).  The system administrator utilizes the TMU for many different table updates within the MARCS system.  One table is the User table which allows for security level and access rights to many different windows.  Depending upon the level and window combinations, some of the security is down to the field level.  This utility also allows for user code and password resetting as needed.
Recent changes addressed security of the debtor bank account number wherever it exists on the account, and the need to suppress or limit viewing of debtor bank account numbers without limiting a collector’s performance.  These changes included modifying the current TMU User security for viewing banking information and adding a 3rd level of ‘Limited’ access, which includes:

· Masking the debtor bank account number when an EFT is created or viewed.

· Allowing an authorized User to modify an Installment Agreement (IA) where an EFT exists.

· Allowing an authorized User to view History Text while maintaining debtor security by masking the debtor bank account number.

An additional User security level was created in TMU to restrict the viewing of specific image documents that contain, or have the potential to contain debtor bank account information.  

8.16 Document Management System
The MARCS Document Management System is a multi user document repository system available through the use of an Internet Browser.  This is an online intranet utility that is independent of the MARCS system and allows users with specified accesses to select reports housed within this system.  Documents are archived and stored by month for each calendar year.  When documents have been uploaded into the system, users are able to locate the documents using the hierarchy folder structure.  Users can view and print selected documents as well as download selected documents to their desktop or to another location.  The format of the files stored here is variable and allows for the user to pre-identify the format based on their specific need.  Routine formats are Excel, Access, Word and Adobe.
Users of the MARCS Document Management System have a unique user name and password to log into the system.  Upon accessing the application, the user has the ability to download, view and print reports they have access to.  Users do not have the ability to edit, move, copy, delete or replace an existing report within the application; additionally, access control is maintained for all users.

The System Administrator of the application has the ability to add new users, edit current users, grant user access to specific reports, add report groups, create and modify report folders, create statistical reports pertaining to use of the application, as well as the ability to change system parameters.

The Document Browser is the main method which users have to navigate the hierarchical folder structure and to find and use documents that have been uploaded into the system.  Certain actions on documents can be carried out such as sorting the displayed order and viewing or downloading a document. 

Users also have the ability to download a file to their desktop or to another location that allows the user to save the file in a location where they have read/write access. 

8.17 Strata™
Strata™ is an algorithmic scoring system that evaluates all the accounts on the MARCS database and scores them with a number indicating the probability of collecting the debt.  The work list background process contains commands that sort the order of a work list based on the System Administrator’s selection and on the parameters selected.  The work list then is built to allow users to process the accounts that were targeted by Strata as needing additional manual work to ensure the best potential collection of the debt(s).
Strata™ is a tool for assisting management in making critical policy and procedural decisions.  Risk is assigned by Strata™ using the concepts of risk modeling and behavior scoring.  By estimating the level of risk, management can determine who should be contacted by staff and who should follow less intensive workflow.  

Also, Strata™ allows for testing of new collection strategies, then can monitor accounts and evaluate results.  This advantage of Strata™ allows for continuous refinement of the scoring process.

Through the automation of the review of the risk to an account and by estimating the risk, it allows the user to focus on collection of the debt instead of evaluation of the collectibility.  This also eliminates inconsistencies of the subjective user review of accounts and allows for equitable treatment of accounts as a whole.  
8.18 Correspondence Templates
CACS-G’s Document Generation Facility (Doc Gen) supports requests for outgoing correspondence for both online and background requests.  State of Michigan forms are used as templates which allow them to be populated with proper account data.  Through use of Microsoft Word users can view a letter before it is mailed, make corrections, and add data in prescribed areas within the letter.  Macros within Microsoft Word are engaged to retrieve data from an account and populate the letters.  Standard Word templates are used for MARCS production of correspondence to debtors and third parties. 
A separate application is a part of the MARCS baseline and used to maintain the documents used by the MARCS system.  This involves an integrated template that uses macros within Word to call key elements within the MARCS database to populate specified fields within the template.  With this application, new versions of letters can be created and implemented based on the cutover date.  One advantage of this application is the recreation of the original document mailed to the debtor or third party.  The re-presentation of the exact copy of the letter that was sent is vital to the user when contact is made from the addressee so both parties can be looking at the same document.  Also, this is vital when debtors need letters resent or for dispute documentation.  

Currently there are approximately 4,000 letter templates and with 400 active templates.  The inactive templates are used for historical re-creation.

8.18.1 Online
Users are able to initiate correspondence using MARCS online (see section 5.17 of this Exhibit).  It allows for a dropdown of the most current template of a letter, selecting a debtor address, manually keying a different address and selecting print options all prior to the preview of the letter presentation in Word.  At that time the user is given additional options to modify demographic information and other specified fields.  Only letters the user has been assigned via security are available in the dropdown menu.  Users have two groups of letters; direct letters and letters needing supervisor approval.  Direct letters are able to be initiated and sent by the user.  Letters requiring supervisor review are able to be created, but then routed to a supervisor for final approval.
8.18.2 Background
There is a batch process that identifies selected accounts that meet requirements for certain letters to be generated and sent to debtors.  This process generates approximately 4,000 letters a night and another 10,000 on a weekly run.

All letters support embedded images of the State seal or various signatures of Treasury’s designated representatives.  MARCS can re-create these documents with the same seal or signature that was attached at the time the document was originally generated.  
Documents that require local printing for immediate use must have any graphics, such as the state seal or signatures loaded to the local printer to meet this requirement.  
8.19 ACD (Automated Call Distributor)
MARCS is integrated with a Nortel phone system.   MARCS has Desktop Integrator software to allow the interface between the MARCS application and the Computer Telephony Interface (CTI) phone server.  This software runs in a minimized mode on the users’ personal computer (PC).  The Automated Call Distributor (ACD) allows incoming calls to be distributed to predefined staff members.

Upon login to MARCS, users are automatically logged into their agent phone console. Users can also manually log into the phone console using an assigned Agent ID.  When a connection is made to the switch, outbound calls can be made within MARCS using the ACD Interface window.  When exiting MARCS, the user is automatically logged out of their agent console and disconnected from the switch, thereby not allowing incoming or outgoing call capabilities.

Administrative phones are always active and do not require a login. This is controlled using the MARCS local INI settings.  The automatic login routine will only execute if the extension number in the MARCS local INI file (cacsgl.ini) is populated.  

After a successful connection has been established with the switch, MARCS allows access to the Nortel ACD Interface Window.  The window displays when the user double-clicks on a phone number from the Debtor, Contact or Potentially Liable window. The baseline window functionality allows the user to automatically disconnect a call or record the call results to the MARCS Phone Statistics table.  Disconnecting a call from the Nortel ACD Interface Window will disconnect from the switch.  

8.19.1 Telematch Request/Upload

This process extracts cases from specific Function States, specified by system parameters, to request telephone numbers from the telematch contractor/service.  A file is created and sent to the service.  The upload process takes the return file from the service and posts the telephone numbers to the accounts if any matches were found. 
8.20 Death Records
Death Certificate Search, a web-based search application, is used to provide the death record data from the Michigan Department of Community Health.  It consists of searching and retrieving death records by both onsite and off site users.  

The Michigan Department of Community Health provides an updated CD each quarter containing year-to-date death record data. This data is then loaded into a separate application and appends the data to the existing data.   Both on-site and off-site authorized users can access this application to confirm the death of taxpayer/debtor.

Onsite users are users located at the Contractor’s location.  Off-site users are users located at various offices and field offices.   The application can only be accessed within the State of Michigan Network.  It is not accessible outside of the State of Michigan Network.  A link from the MARCS intranet site is available to onsite users to access the death record online application.  Off-site users utilize their Internet Web Browser and enter the death record online application address. 

A link to the Death Certificate Search application is available from the MARCS intranet web-site.  Selecting the link will initiate the application and display the login screen in an Internet browser window.  The IP address of the application can also be used to access the application.   

Security access requires a User ID and password to access the death record online application.  One User ID and password is set up for all users to use.  Multiple logins of the one User ID is allowed enabling multiple users to access the application at the same time.  Users are be given the death record online application address, User ID and password on an individual basis and under the authorization of their Manager or Supervisor.    

Upon accessing the application, the user has the ability to search the data by a single field or multiple fields.  Search results will be returned to the user in a list format.  Functionality exists that allows the user to sort the returned results by any one of the output column headers.  This is the preferred method for search as the information is considered “verified” by Department of Community Health and therefore accurate.

8.21 Payment Features
MARCS contains baseline functionality relating to Payment Features and Electronic Funds Transfer (EFT), including an EFT window and background processing that manages the EFT status.  Taxpayer/debtors are encouraged to pay accounts using an electronic withdrawal from checking or savings accounts.  EFT set up requires verbal/written authorization, the bank account number, and the 9 digit routing number for the applicable financial institution.   

EFT transactions are generated daily for cases meeting the proper criteria.  EFT transactions can be set up for one time payments, consecutive payments as part of Installment Agreement or as single payment for an amount different from the regularly scheduled Installment Agreement (IA)   (used when debtors agree to pay a newly created assessment in addition to maintaining their existing IA).  MARCS sends transactions to the banking institution.  When the bank receives and processes the transaction, the bank sends payment to STAR electronically.  STAR applies the payment to the proper case(s) and sends a payment updated transaction to MARCS for processing.

8.21.1 TEL PAY 
A TEL PAY is set up for Individual accounts and used for an initial “payment by Phone”. Tel Pay is built into the MARCS software and is an “electronic transaction” that follows National Automated Clearing House Association (NACHA) guidelines.  This type of payment is used only for personal accounts and can be done multiple times as long as the taxpayer debtor calls in and authorizes each individual payment.  A TEL Confirmation letter is automatically sent to the taxpayer by the system if only one payment is scheduled. If a series of payments are scheduled, and the first payment in the series is TEL, both the TEL Confirmation, and EFT Authorization letters and forms are automatically generated by the system. 

8.21.2 Auto Pay 
Auto Pay is a telephone payment for Business accounts and used for an initial payment by phone.  Auto Pay is built into the MARCS software and the transaction downloads to the AutoScribe system via batch processing.  A physical check is generated and goes through the normal channel of being sent to the Treasury Receipts Processing Division and then to the bank for payment. An electronic file is also created that is utilized to post the payments to STAR based on the user set up in MARCS.   Since the paper checks are processed through the bank, any returned checks are sent back and manually processed along with other paper payment processing.

8.21.3 EFT Payment
An EFT Payment that represents subsequent ongoing electronic payments requires a completed and signed EFT authorization form.  EFT payments can not be processed unless the authorization form is received back and scanned into the MARCS system with the appropriate document type.  These documents are reviewed and the EFT is activated on MARCS.  If all payments scheduled are EFT, and EFT is not yet activated, an EFT Authorization letter will be sent.  If all payments scheduled are EFT and EFT has been activated, no letter will be sent.

Accounts with EFT are identified with the following status:

· Pre-Note – pre-notification is sent to the bank to test or ensure that banking information is correct.  (Account number, Routing number, Customer Name, Bank Name, Check number)

· Active – is displayed on the EFT window when written authorization is reviewed and the EFT has been activated by an authorized Collection staff member.

· Open – is displayed on the EFT window after verbal authorization is given on an individual or business account.

· Suspended – Displayed on the EFT Window when the payment cannot be processed for several reasons or when there is a verbal or written request from the taxpayer to stop EFT payments.

Current functionality allows for display of 6 months worth of previously sent payments in the prescribed window as well as the ability to view and edit future detail rows for theIA.
Current functionality allows third party Tel Pay’s to be set up on personal accounts only.  

MARCS will not allow EFT-Type transactions without proper data in the IA or Pay-Plan windows.

MARCS will automatically suspend an EFT arrangement if the account due balance is zero, for returned check, after a one-time only payment over the phone and for certain status changes such as correspondence received or litigation.

8.21.4 EFT Edits
The users are presented with “pop ups” during the set up of the EFT which allows for any edit to be handled at the time of set up, while the taxpayer is on the phone or processing mail requests.  Edits are present in MARCS that prevent set up of an EFT in the event of a returned check within the last six months (exception bank error returned checks), or when an IA or pay plan window is not populated as Active,  and when open bankruptcy or computed assessments exist.      

Edits are in place that prevent setting up of an EFT for greater than the amount due on the account.  

Current functionality prevents duplicates from being generated and allows for display of 6 months of previously sent payments in prescribed window as well as the ability to view and edit future detail rows for the IA.

Edits exist in the system that suppress or limit banking information without limiting collectors’ performance.  Due to federal guidelines that mandate the safe treatment of sensitive information such as bank account numbers, sensitive information is removed or masked to assist in protecting a debtor’s bank account number from unauthorized use.  An additional level of security exists.  Limited access includes the following:

· Masking the debtor bank account number when EFT is created or viewed

· Allowing an authorized User to modify an IA where EFT exists

· Allowing an authorized User to view History text while maintaining debtor security by masking the debtor bank account number.

MARCS background processing will create three separate files relating to EFT as follow (see Exhibit B):

· EFT File – contains all EFT and pre-note transactions scheduled for the current date (or any date in the past).  This file is sent to STAR, and then forwarded to the bank.

· Payment Posting File – contains the payment transactions that will post the EFT payments to STAR.

· A Reversal File – to correct an EFT file that was sent to the bank and processed in error.  The reversal file contains the same records as the original EFT file, as well as special code to credit the money back to the account instead of debiting it.

STAR receives and forwards to MARCS any NOC (Notice of Change) transactions that are received from the bank.  NOC transactions can include NSF (Non-Sufficient Fund) notifications, corrected routing or account numbers, and EFT rejections (i.e., account closed).  MARCS processes these transactions and:

· Creates a History line

· Provides reason code of the NOC

· Provides any text displayed on the NOC (i.e., if the NOC was for an incorrect account number; the text would display the correct account number).

· Suspend the EFT.
A table contains NOC Reason Codes and a brief explanation of each code for NOC transactions.  Complete explanations are displayed in the MARCS help system.  When the NOC is received, background processing will match the reason code with the text and display that text with the history line.  

8.21.5 Reporting
Daily reports are generated that identify NOC (Notice of Change) accounts that need manual review and correction in order for payment to post correctly.

Daily reports are generated for manual review of accounts that require suspension of the transaction.

8.21.6 EFT Monitoring

EFT Monitoring is a nightly program that monitors EFT plans on MARCS. It suspends EFT plans that have been paid off, where the case no longer has a collectible status, where the case has been frozen, or the Installment Agreement (IA) is no longer active. It will also create a queue of data for creation of an EFT file of Pre-Notes or EFT requests and update the date when the next EFT request should be sent.

8.21.7 Security
Users can perform all functions related to EFT based on security levels identified on user profile. 

Users have the ability to:

· Create an EFT

· Activate an EFT

· Reset an EFT

· Un-suspend an EFT

· Delete an EFT.
Only authorized users are able to view banking information that is retained on the accounts.

8.21.8 EFT File Create   


The EFT File Create is a nightly program that uses the data queued from the preceding EFT process, and places it in a table. This process creates an EFT file that is passed to STAR via FTP to be passed along to the ACH (see Exhibit B). This process also creates a PYT (payment) file that STAR uses to post to cases and which is also picked up by STAR via FTP. 


8.21.9 EFT Reversal

EFT Reversal is a program that will create a reversal file from a previously created EFT file. This would be necessary only if a previous EFT file had been processed twice by the bank or deemed to be sufficiently in error to warrant a reversal of the entire EFT file sent previously.

8.21.10 EFT Modify Effective Date

EFT Modify Effective Date is a program that allows re-sending of EFT requests (Pre-Note and Standard EFT Requests) that were not processed by either STAR or the Bank. 

8.21.11 EFT Bank Update

AUTOSCRIBE will periodically send an updated file of Banks with routing numbers that are used by EFT processing.  EFT Bank Update is a program that will truncate the Bank table and place the new data into it.
8.21.12 Miscellaneous
An EFT flag is displayed on the account once the EFT is active.  This flag is removed when the EFT is no longer active.

8.22 Resolution Rates
Account Resolution is measured using "Collection Events" in MARCS.  A Collection Event starts each time a debt is assigned to the Contractor.  The date of the assignment makes each Collection Event unique.  The activity for all Collection Events that are started in one calendar month is tracked over the life of the event and reports provide analysis of the results.  Seven reports are used to track resolution rates and are produced and distributed to management on a monthly basis.
Definition of the following will allow the Collection Division to track account resolution:
"Collectible Period" for each Collection Event is defined as either:

· 6 months from the start of the certain student loan debts, or 

· 12 months from the start of the Collection Event for in-state, active business accounts, or

· 18 months from the start of the Collection Event for all other accounts.

"Collectible Minimum" is defined as:

· $100 for the sum of all debts on the account.

· Zero for the balance of an individual debt.

"Resolution Percentage" compares the number of "Resolved" Collection Events to the sum of  "Open”, "Resolved" and "Unresolved" Collection Events.

A Collection Event ends when one of the following conditions occurs:

· The Collection Event is "Resolved." 

· The Collection Event is "Dropped" from the inventory due to actions taken by Treasury.  (See definition below.)
· The Collection Event becomes "Unresolved" because the "Collectible Period" expires and the Collection Event has not been "Resolved."

A separate process is run monthly to update Collection Event records with the current status.  

A new monthly process will evaluate each record in the Collection Events table and update it with its present status as of the end of each month.   Each record will be evaluated for the duration of its collectible period, based on the assignment to the Contractor.  If the monthly status has not changed for a record, the current status will be recorded for the month.  If the monthly status has changed for a record, the new status will be updated for the monthly status.  At the end of the collectible period, the final monthly status is recorded and the record is closed.  

The monthly process saves the Collection Event Status as of the end of each month, and retain up to eighteen separate statuses’, so data is available for trending reports.  

.

The monthly process evaluates each “Open” and “Resolved” Collection Event record and update with the current CES (Collection Event Status) as follows:
1)
The status of an “Open” Collection Event is changed to "Resolved" if one of the following conditions exists within the specified collectible period:

a) the current collectible balance for the sum of all debts on the account is reduced below $100, OR

b) the balance of the associated debt on the account reaches zero, OR

c) an active Installment Agreement (IA) exists, OR 

d) an active Promise exists for the account, OR

e) the account exists in a levy follow-up status, OR 

f) the account exists in the education wage garnishment follow-up status.

2)
The status of an “Open” Collection Event is changed to “Dropped” if the assessment is removed from the Contractor’s responsibility and the debt is within the specified collectible period.  

Otherwise, the status of an “Open” Collection Event is changed to "Unresolved" if the following conditions are met within the specified collectible period:

a)
the status changed to a currently not collectible status, OR

b)
the status changed to a write off status, OR

c)
the status changed to an Attorney General (AG) status, OR

d)
the collectible period has expired

3)
The status of a Collection Event is changed from "Resolved" to "Open” inventory if the following conditions exist within the specified collectible period:

a)
the payment is returned or reversed, OR

b)
the debt net balance is greater than zero, OR
c)
the debt is no longer on an active IA, OR

d)
the account is no longer on an active Promise, OR 

e)
the account does not reside in a levy follow-up status, OR

f)
the account does not reside in an education wage garnishment status.

8.23 System Administration
The MARCS system is supported by two tandem applications, TMU and DOC GEN.  TMU is a table maintenance utility that allows the system administrator to use GUI windows to update various system parameters (also see section 8.15 of this Exhibit).  This utility is used to establish and maintain user security and re-set passwords.  DOC GEN is the document generation utility that is used by system administrators to create and maintain Microsoft Word correspondence templates.  

8.24 Test Environments
Various test environments exist in a development server.  There are several QA (quality assurance) test environments mainly used by the information technology (IT) business analysts to troubleshoot, test enhancements, and research help desk requests.  The QA environments are small, non-production sized environments.  There are also several production size test environments and their use is similar to the QA environments, but also allow for queries and reporting.  System administrators also have test environments that allow for testing of State Assignment enhancements, template development, troubleshooting and testing.  A smaller training database also exists.  
8.25 Database Compare 


This process has been developed to have an extract from STAR to be compared with the MARCS data (see Exhibit B).  Any data that does not match is reported on and the account number of the mis-matched data is placed on a file.  This file is used as input to STAR and a refresh of various data is in turn sent back to MARCS for updating.   This process brings mis-matched data back into synchronization.  This process is scheduled to run quarterly.
8.26 Commission

Financial transactions are evaluated each night for potential qualification of commission fee.  If a transaction is determined to be commissionable, a record is written to a separate table used to calculate the monthly commission report for the State of Michigan.  This report is subject to State of Michigan audit prior to authorization of payment.  
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