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SECTION 5: TECHNICAL PROPOSAL
5.0
scope of project

This section of the RFP provides the requirements of the State for the implementation and ongoing project management for the EBT/EFT services to be provided by the Vendor who is selected as the State’s Contractor. 

This section is also intended to provide details on the specific functional and technical requirements to develop, test, implement, and operate an EBT/EFT system(s) in conformance with Federal regulations, applicable national standards, and the State’s performance expectations.  Within this section are the specifications and requirements for equipment, software functionality, telecommunications, EBT/EFT card production and issuance, reporting, training and on-going operational support.   

The State intends for this EBT/EFT system(s) to be an industry standard application, which primarily uses the existing commercial networks and the installed base of ATMs and retailers’ POS devices.  However, in certain circumstances, as more fully described herein, the Contractor is required to purchase, install and maintain POS equipment on the State’s behalf.  At minimum, the Contractor is also required to allow all clients and retailers the option of selecting English or Spanish when using EBT/EFT services provided by the Contractor.

5.1
VENDOR CERTIFICATIONS

Vendors must submit a statement attesting that they warrant and represent to the State that the Vendor accepts and agrees with all certifications and terms and conditions of this RFP.  Further, by submitting a response to this RFP, the Vendor certifies to the State that they are legally authorized to conduct business within the State of Alabama and to carry out the services described in this RFP.

5.1.1
REVOLVING DOOR POLICY   

Vendors must attest that neither the Vendor nor any of the Vendor’s trustees, officers, directors, agents, servants or employees is a current employee of the State, and none of the said individuals have been employees of the State in violation of the revolving door prohibitions contained in the State of Alabama ethics laws.  

5.1.2
DEBARMENT 

Vendors must attest that neither the Vendor nor any of the Vendor’s trustees, officers, directors, agents, servants or employees (whether paid or voluntary) is debarred or suspended or otherwise excluded from or ineligible for participation in federal assistance programs under Executive Order 12549, "Debarment and Suspension."

5.1.3
STANDARD CONTRACT

The Vendor must agree to the use of the State’s standard contract document.  The Vendor will further comply with all the terms and conditions of that document, including, but not limited to, compliance with the Title VI of the Civil Rights Act of 1964, the Rehabilitation Act of 1973, as amended, the Americans with Disabilities Act, Alabama Act No. 2000-775 (governing individuals in direct service positions who have unsupervised access to children), the Health Insurance Portability and Accountability Act of 1996 (HIPAA) as applicable, and all other Federal and State laws, rules and regulations applicable to receiving funds from the State to carry out the services described in this RFP.  Further, any contract executed pursuant to this RFP must be subject to review by the State’s legal counsel(s) as to its legality of form and compliance with State contract laws, terms and conditions, and may further be subject to review by the Alabama Legislative Contract Review Committee, Examiners of Public Accounts, the State Finance Director and the Office of the Governor.

5.1.4
CHARITABLE CHOICE (APPLIES TO FAITH-BASED ORGANIZATIONS ONLY)

The Vendor must attest that funds received as a result of this procurement will not be used for sectarian instruction, worship, proselytizing or for any other purely religious activities that are not directed toward the secular social goals related to the services described in this RFP.  The Vendor must agree to serve all eligible members of the public without regard to their religious beliefs and, further, must not require clients’ active participation in any religious practice.  (In carrying out the said services, the Vendor will remain independent from Federal, State and local governments; will retain control over the expression of its religious beliefs, and is NOT required to remove its religious writings or symbols or to alter its internal governance as a condition of doing business with the State).

5.1.5
FINANCIAL ACCOUNTING

Vendors must agree that the Vendor’s accounting system will be consistent with General Accepted Governmental Accounting Principles (GAAP). The Vendor must maintain sufficient financial accounting records documenting all funding sources and applicable expenditure of all funds from all sources.

5.1.6
VENDOR WORK PRODUCT 

The Vendor must attest that the proposal submitted in response to this document is the work product of said Vendor.  If the proposal is determined not to be the work product of the Vendor, the proposal may, at the Department’s sole discretion, be rejected.  Further, any contract executed pursuant to this RFP must be subject to review by the State’s legal counsel(s) as to its legality of form and compliance with State contract laws, terms and conditions.

5.1.7
OFFICE LOCATION 

Vendors must provide the physical address of the office where records will be maintained and services will be performed under a contract with the State in the event the Vendor becomes the Contractor. 

5.2
CONTRACTOR’S QUALIFICATIONS AND ORGANIZATION

The State of Alabama requires a Contractor that has the necessary qualifications, skills, and resources to provide quality EBT/EFT services to the clients of the State.  Previous experience in providing EBT/EFT services to other State agencies, while desired, is not a requirement.  Regardless, the State is adamant that EBT/EFT services shall continue unabated with minimal impact to its existing client and retailer constituency during the transition to a new Contractor.  In order to be considered as a viable EBT/EFT Contractor, Vendors must demonstrate in their proposal that not only can they provide the requested EBT/EFT services, but also perform an on-time and successful conversion and transition of EBT/EFT services from the existing Contractor to their EBT/EFT System(s).    

 5.2.1
PAST AND PRESENT CONTRACTUAL RELATIONS WITH THE STATE

The Vendor shall describe any present or past contractual relationship it has or have had with the Department or any other State agency including colleges/universities during the past three years. If the Vendor, its predecessor, or any party named in the Vendor’s responses to this section has contracted with any department within State Government during the past three years, identify the contract number and/or other information available to identify such contract(s).  If no such contracts exist, so declare.  If any party named in the Vendor’s response to this RFP was an employee of the State in the past two years, identify the individual(s) by name, State agency by which employed, job title of position held with the State, and separation date.  If no such relationship exists, so declare.

5.2.2
CONTRACTOR’S QUALIFICATIONS AND EXPERIENCE

The State is particularly interested in a Contractor that has substantial experience in developing, implementing and managing financial systems such as EBT, EFT and financial network services, transaction processing, etc.  In totality, the Vendor’s experience, combined with that of any subcontractor(s) shall demonstrate the capability to successfully meet the requirements of this RFP.  Therefore, the Vendor’s proposal shall highlight its corporate capabilities, organizational structure, financial stability, and previous experience related to the requirements of this RFP.  The Vendor must also list all names its company has used when conducting business.

5.2.2.1

CONTRACTOR’S CAPABILITIES 
The Vendor’s response shall include the following:

· Date the firm was established and ownership model.

· Organizational and decision-making chart, relative to the EBT/EFT system(s) proposed.

· Prior and current litigation and/or formal administrative protests or actions for the most recent ten (10) years such as notices of default, unsatisfactory performance, etc. involving State or Federal government and private companies related to the quality or performance of EBT, EFT or related services for any local, county, State or Federal government agency, public or private association, or private organization.

5.2.2.2

CONTRACTOR’S EXPERIENCE 
The Vendor’s responses shall include the following:

· A detailed description of all relevant financial system development, implementation and operating experience within the last five years that demonstrates the Vendor’s ability to satisfy the requirements of this RFP.

· A list of governmental or commercial customers for whom the Vendor has provided relevant financial services.  The Vendor will provide references from a minimum of three current customers who can speak to the Vendor’s capabilities and qualifications.  For each reference, the Vendor must provide: company/agency name of the reference; location where the services were performed (city, state); primary and secondary contact name, title, telephone number, and e-mail address; a brief description of the project; description of the Vendor’s role in the project; and the start and end date of each project. 

5.2.3
CONTRACTOR’S ORGANIZATION

The Vendor shall provide a proposed organizational chart for the State’s EBT/EFT project defining how the Vendor shall staff and manage the project.  The response shall include a discussion of the proposed lines of authority, and how the project management team of the Vendor shall be involved in the administration of the services, including the coordination and communication internally and among all subcontractors.

5.2.4
CONTRACTOR’S PROPOSED KEY PERSONNEL

The Contractor shall provide a project team to be headed by an overall Project Manager whose responsibility is to carry out the tasks in this RFP.  The Contractor’s Project Manager shall meet the following requirements:

· Has three years of project management experience; and

· Has successfully managed within the last 5 years the implementation and/or operation of an EBT/EFT or other system of comparable size and similar complexity as defined within this RFP.

The resume of the proposed Project Manager for the Vendor shall be included within the response.  The Project Manager shall start work on the project on the effective date of the contract and continue until the State’s written acceptance of the successful conversion of the current EBT/EFT systems to Contractor’s EBT/EFT system(s).  

Following a successful conversion, the Contractor may designate a different Project Manager responsible for the EBT/EFT contract that must maintain regular and frequent contact with the State’s EBT/EFT Director(s) and designated staff members.  His or her appointment and continuing service is subject to State approval. A replacement may be required for any legitimate performance reason at the State’s option, and the replacement is also subject to State approval.

Other key personnel from the Contractor subject to the approval of the State are:

· Retail Manager

· Technical Conversion Coordinator

· System Test Manager

· Technical System Lead

The following shall be clear in the proposal:

· A description of the project team to be assigned to the State’s EBT/EFT project, including position title, responsibilities, percent of time on the project, name and resumes of all key staff, and identification of positions to be hired upon contract award.  If the design of the team will change during different phases of the project this must be identified.

· The degree of coordination expected between the Project Manager and the State, to include notification to the State when potential or actual problems are identified. 

· The decision making authority the Project Manager has within the organization in relation to this EBT/EFT project.

· A management structure ensuring adequate oversight and executive direction for the Project Manager.  In this regard, the Vendor shall identify the corporate officer(s) to be contacted should major problems arise during the performance of the Contract.  It shall be the responsibility of the corporate contact person(s) to return a telephone call received from the State’s EBT/EFT Director(s) within twenty-four hours of receipt.

· The lines of authority and communication that will exist within the project team. 

The Contractor must have the appropriate number and mix of project staff at all times during this project to ensure the successful transition and operations of the EBT/EFT systems.  The State anticipates that full-time staff at the State site will not be required to successfully implement the conversion; however the Contractor is responsible for providing a plan whereby the Project Manager or designee is available on-site in Alabama within 24 hours of the State’s request at no cost to the State.  The State does expect the Project Manager or designee will be on-site in Alabama on a regular basis for scheduled status/update meetings, as well as critical time periods such as system testing and database conversion.  The final project plan will determine the actual amount of time the Project Manager or designee is needed on-site in Alabama.

Interviews of key personnel may be conducted prior to award in order to determine acceptability on behalf of the State.  If there is a change in key personnel after award is made, the Contractor shall present the replacement 

to the State, and the State will have right of refusal privileges.  If any of the proposed key personnel or project managers is not currently in the employ of the Vendor, a letter of intent to accept employment shall be included in the Vendor’s response.  

5.2.5
SUBCONTRACTOR’S QUALIFICATIONS AND EXPERIENCE

Vendors may subcontract the performance of the required services with other entities or third parties.  For purposes of this RFP, a subcontractor is defined as any entity under contract to the Vendor providing a service specifically defined and required within this RFP, including but not limited to EBT/EFT card production, EBT-only terminal driving, and/or EBT/EFT transaction switching.  When proposing the use of a subcontractor, the Vendor shall explain and document the relationship between the subcontractor and the Vendor.  In addition, organizational charts and a breakdown of duties between the subcontractor and the Vendor shall be provided.  

Any changes in subcontractors after the execution of this agreement shall first require written notification and prior approval by the State, which approval shall not be unreasonably withheld.  The Contractor shall provide copies of all new contracts with subcontractors (excluding pricing or proprietary information) on or before 15 business days of the effective date of such contracts. Upon receipt, the Department of Human Resources (DHR) and/or State will have 30 business days to review such contracts and provide in writing to the Contractor any concerns regarding the level of service that is required of such subcontractors by Contractor in meeting its contractual obligations to the State.  The Contractor shall address each concern in writing to the DHR and/or the State no later than 30 days from the receipt of DHR’s and/or the State’s concerns.

The responsibility for the performance of subcontractors rests solely with the Vendor.  If used, subcontractors shall be made aware and adhere to the requirements specified within this RFP and the subsequent contract between the State and the Vendor.  The Vendor shall explain the subcontractors' role by including the following minimum information in their response:

· Each subcontractor's name and address;

· The specific service(s) the subcontractor will be performing;

· Evidence of each subcontractor's intent to participate, including a signed letter by an authorized representative;

· Description of relevant qualifications, capabilities, and resources;

· A contingency plan to cover any subcontractor stoppage;

· A security plan to comply with the requirements in this RFP; and

· Three (3) references for each subcontractor, to include contact names, addresses, and telephone numbers, and a description of the services currently being provided.

· A copy of contracts with all subcontractors with copies of same to be provided no later than the date of contract execution by the Contractor.

5.3
PROJECT MANAGEMENT

The State envisions the EBT/EFT project consisting of four generally sequential (although there may be some overlap) phases.  These phases are:

· Design

· Development

· Transition

· Operations

Because of the many possible factors impacting the timeline required for the design, development, and transition to the new system, the State does not intend to prescribe any set period of time for each of the respective phases.  The Contractor is required to define the anticipated timelines and estimated completion dates for the project deliverables within each phase in a draft Project Work Plan submitted with their proposal.  However, following the signing of the new contract, the transition from the current Contractor to the new Contractor must be completed before the contract with the current Contractor terminates (or sooner, if deemed necessary by the State).  

5.3.1
PROJECT WORK PLAN

The Contractor’s Project Work Plan shall be based on the Vendor’s proposal.  The plan shall include, at a minimum, a schedule of all tasks and deliverables required throughout the project.  The plan should also include any Vendor proposed additions to the tasks outlined in Section 5.  The plan should identify the individual tasks and deliverables by project phase, as defined below.  This plan shall identify all critical path and dependency tasks and delineate the responsibilities of the Contractor, the State and Federal agencies.  The Contractor shall submit a preliminary Project Work Plan no later than two weeks after signing of a contract.  The State shall review and comment on the plan within ten working days.  The final Project Work Plan shall be provided ten working days following the receipt of the comments from the State.

The Vendor shall provide a draft work plan in their response that can be fully executed in six (6) months.

5.3.2
DESIGN PHASE

The timeframe for the deliverables from the Project Design Phase shall be based upon tasks and deliverables identified within the Project Work Plan. The Design Phase shall commence with the signing of a contract and shall continue for the timeframe identified within the Contractor’s response and proposed work plan and mutually agreed upon by the State and the Contractor.  All deliverables identified within the Project Work Plan are subject to State review and approval.  The Contractor shall allow an appropriate amount of time for the State to review and comment upon the deliverable.  

5.3.2.1

TRANSITION PLAN 
The Vendor shall agree to and be responsible for the migration of the client and retailer database from the current Contractor’s EBT/EFT system(s) to the new EBT/EFT system(s).  The Vendor shall prepare and submit with its proposal a migration plan that covers each of the following activities in detail:  

· Migration of transaction acquirers (TPPs) and retailers, 

· POS device deployment and installation,

· Migration of client database, and 

· EBT/EFT card issuance and replacement, including entering into an agreement with a sponsoring financial institution on behalf of the State for the Alabama electronic payment/branded debit card(s) program.  

The plan shall address the processes to be used for the migration, how the processes shall be tested and contingency plans for problems and issues that may occur during the migration.  The migration plan shall also address the verification and validation of the migration process, in particular the validation of the clients’ account balances that are converted to the new system.  The Contractor shall submit the final Transition Plan no later than two (2) months after contract signing.  (See Section 5.18 for requirements.)

5.3.2.2

FUNCTIONAL DESIGN DOCUMENT 
This document shall, at a minimum, provide a functional overview and a description of the operating environment, procedures and workflow of the Vendor’s EBT/EFT system(s).  The Contractor shall agree to and submit the final Functional Design Document no later than six (6) weeks after contract signing.

5.3.2.3

DETAILED DESIGN DOCUMENT 
The Vendor’s Detailed Design Document shall describe the total system configuration including system hardware, functionality, file layouts, message and file flows, ARU Scripts, data elements, system interfaces, settlement and reconciliation functions, and the system security plan.  The Contractor shall agree to and submit the final document no later than three (3) months after contract signing.

5.3.2.4

LIFE CYCLE TESTING APPROACH

The Vendor shall provide a System Life Cycle Testing Plan.  The basic premise of the life cycle testing approach is that any changes made, whether they be by the Contractor’s system(s) or the State’s systems, should be properly tested prior to being introduced into a production environment.  The plan shall include, at a minimum, the tests identified in Section 5.3.2.5, Test Plans, of this section, as appropriate, for each of the project’s four phases.  The plan shall address the extent of integration testing that is to occur to ensure that all systems properly interface and operate as designed.  The final Life Cycle Test Plan shall be submitted no later than four (4) months after contract signing.

5.3.2.5

TEST PLANS

The Contractor shall develop System Test Plans during the Design Phase.  Test Plans shall be submitted with the Vendor’s proposal, at a minimum, outline the test purpose, methodology, environment, and approval rating system.  Test Plans shall be developed for the Functional Demonstration, System Acceptance Test, System and Network Capacity Test, ARU Test, and the System Interface Test.  The final System Test Plans shall be submitted no later than four (4) months after contract signing.

5.3.2.6

BACK-UP AND RECOVERY PLANS

The Vendor shall provide an evaluation of the types of service interruptions that may impact the EBT/EFT system’s operations and therefore require the use of a backup and recovery process.  For each potential interruption type, the Vendor shall, at a minimum, detail the steps to be taken to survive and recover from the interruption.  The plan shall include provisions to ensure that benefits continue to be accessible to cardholders.  In addition, the Vendor shall outline the resources committed to each proposed contingency plan (i.e., people, systems, telephone lines, and operation sites) and indicate whether the contingency plan has been tested under real or simulated conditions.  The final Back-up and Recovery Plan shall be submitted no later than four (4) months after contract signing.  (See Section 5.19 for requirements.)

5.3.2.7

SYSTEM SECURITY PLAN

The Vendor shall prepare a security plan detailing, at a minimum, the security provisions and proposed user profiles established within the EBT/EFT system(s).  The Contractor shall agree to and submit the final System Security Plan no later than four (4) months after contract signing.

5.3.2.8

TRAINING PLAN

The Vendor shall prepare and submit a Comprehensive Training Plan that identifies the proposed deadlines and supportive tasks for the planning, design, development, production and distribution of all training materials. The training plan should address the timeline for creation of the deliverables as noted in Section 5.9, and the timeframe for training the State and local office staff and retailers.  The plan should outline deliverable dates of training products with sufficient time allowed for State review and approval.

5.3.2.9

RETAILER AND TPP AGREEMENTS

The Vendor shall provide copies of the proposed retailer and TPP agreements that will be utilized within the 
State in its proposal.  The Contractor shall agree to and provide the final versions for review and approval by the State and FNS after contract signing.  

5.3.3
DEVELOPMENT PHASE

The Development Phase shall commence following the completion of the Design Phase, and shall be completed no later than five (5) months from the contract signing date.  During this phase of the project, the Contractor shall configure and test the Alabama EBT/EFT system(s) according to the system specifications defined and agreed upon during the Design Phase.  All deliverables for the development phase identified within the Project Work Plan are subject to State review and approval.  The EBT/EFT Contractor shall allow an appropriate time for the State to review and comment upon the deliverable.  The Contractor shall complete system testing, as well as provide the final training materials during the Development Phase.

5.3.3.1

SYSTEM TESTING

System testing must be performed on all components and functional areas of the EBT/EFT application system(s) before delivery of the system(s).  Upon completion and approval of the design documents, the Contractor shall update the System Test Plan as appropriate.  The Vendor shall provide system test scripts detailing step-by-step instructions on the actual test and system functions to be demonstrated.  Test scripts shall also describe the desired system outcomes and test results.  The Contractor shall develop and control test data.

Required system tests and demonstrations, which shall be conducted by the Contractor during the Development Phase, include:

5.3.3.1.1   
FUNCTIONAL DEMONSTRATION

The functional demonstration shall provide State and Federal representatives the opportunity to review and observe planned EBT/EFT system operations.  The Contractor shall prepare a report of the demonstration results including any system modifications that were identified.  The Functional Demonstration should occur as early as possible but no later than four (4) weeks prior to the System Acceptance Test to ensure the design is proceeding according to the expectations of the State and Contractor.

5.3.3.1.2   
INTERFACE TESTING

A test shall be conducted between the State EBT/EFT Interface Systems and the Contractor’s EBT/EFT system(s) to ensure that all files sent between the two systems are properly received, accepted, and processed.  
5.3.3.1.3   
SYSTEM ACCEPTANCE TESTING

The System Acceptance Test provides both State and Federal representatives the opportunity to test the EBT/EFT system functionality and ensure compliance with the system design requirements.  This test shall consist minimally of functional requirements, security, recovery, system controls, and "what if" testing.  In addition, as part of the system acceptance testing the Contractor must demonstrate the methods and processes for performing daily reconciliation between the State and Contractor interface and processing activities including financial settlement.  During the formal test script portion of the acceptance test, testing representatives will follow detailed test scripts developed by the Contractor.  The test scripts should cover all facets of the system's operations and test all of the system processing options and environmental conditions (e.g., POS hardware and communications failure and entry of erroneous data).

The ad hoc or "what if" portion of the acceptance test provides the State and Federal representatives the opportunity to include various transaction sets and sequences that have not been included in the test scripts and to challenge the system's operations and design. 
5.3.3.1.4   
PERFORMANCE (STRESS) TESTING

The purpose of this test is to ensure that there is sufficient capacity within the EBT/EFT system(s) being provided to the State to handle the expected transaction volume.  Test results from the stress test shall be used to 
formulate a system capacity model to determine the appropriate hardware and software requirements and configuration so that the Alabama EBT/EFT systems can accommodate the anticipated transaction volumes.  

The Contractor may, as an option, choose to use current production data in order to develop a system capacity model for modeling the anticipated transaction volumes.  If the Vendor is anticipating utilizing this option, the Vendor should provide a description on how the modeling will be performed, and how the results of the modeling exercise will be reported to the State. 
5.3.3.1.5   
SIVR/IVR TESTING

The SIVR/IVR system shall be tested to ensure the system properly accepts, processes, and transfers both retailer and client calls per the system requirements and within the specifications defined in Sections 5.6.1 and 5.11.1.2.
5.3.3.1.6   
TRANSITION TESTING

The Contractor shall be required to demonstrate to the State the conversion process of the EBT/EFT systems from the current Contractor to the new EBT/EFT system(s).  Part of the conversion test is a validation of conversion results, and the ability to perform test transactions against the converted database.  Test transactions performed against the converted database shall include both client transactions (e.g., SNAP and cash transactions) and administrative transactions (e.g., benefit adds and card replacement transactions).   
5.3.3.1.7   
LIVE DEMONSTRATION

Because the State of Alabama EBT Interface System is currently running in a production environment for existing Alabama clients receiving benefits, the State does not believe it will be possible to perform a live demonstration of the Contractor’s EBT/EFT system(s) prior to conversion.  Consequently a Live Demonstration is not required. 

5.3.3.2

TEST REPORTS

The Vendor’s proposal shall provide reports describing the results of each test that is performed, as well as any additional retesting that is required to satisfy the test objectives.  The test reports shall also describe the intended scope and results from the tests, and any system modifications that are identified as necessary to resolve system errors and deficiencies found during the testing.  The Contractor shall submit interim test reports no later than two weeks following the completion of the respective test being performed.  Final System Test Reports shall be provided no later than five (5) months after contract signing.

5.3.3.3

UPDATES TO DETAIL DESIGN

The Contractor shall revise the Detailed System Design documents to reflect any system modifications identified and made as a result of the system testing.  If revisions are required, the Contractor shall agree to and submit the updated Detailed System Design no later than two (2) weeks following the completion of the EBT/EFT system(s) testing process.  

5.3.3.4

SYSTEM OPERATIONS/INTERFACE PROCEDURES MANUAL

The Contractor shall provide a manual on Systems Operations/Interface Procedures that shall include an introduction giving the purpose, audience, organization, related documents and feedback. This manual should include: 

1. Batch Files and the times of transmission; 

2. Administrative Terminal configuration;

3. Problem Resolution and Escalation Procedures; and

4. Batch Maintenance Record Formats.

The Problem Resolution and Escalation Procedures shall define the process by which the State would report System and Operational problems to the Contractor and the process by which these problems would be resolved 
and the resolution reported back to the State.  The procedures should include a priority scheme for identifying the relevant severity of the problem as well as the expected timeframes for the resolution of the problem based upon the relative severity of the problem.  
5.3.3.5

REPORTS MANUAL

A Reports Manual shall be provided describing all standard reports to be generated by the Contractor.  The Reports Manual shall also provide a brief description of the data files provided to the State for internal report generation.  The Contractor shall submit the final Reports Manual no later than six (6) months after contract signing.

5.3.3.6

SETTLEMENT MANUAL

The Contractor shall provide a Settlement/Reconciliation Manual that provides guidance and procedures to the State on performing a daily reconciliation of the Contractor’s EBT/EFT System(s) as defined within 7 CFR 274.4(a) and (b), and consistent with FNS reconciliation guidance revised March 29, 2007 (the FNS EBT Reconciliation Guidance document is located at www.dhr.alabama.gov).  The manual should identify the specific EBT/EFT reports from the Contractor’s system that are required for settlement and reconciliation of the Contractor’s EBT/EFT system(s). 

5.3.3.7

ADMINISTRATIVE TERMINAL MANUAL

The Contractor shall provide an Administrative Terminal Manual that provides guidance and procedures for State and County staff on the functionality of the Administrative Terminal.  For Administrative Terminal functionality, see Section 5.16.

5.3.4
TRANSITION PHASE

The Transition Phase consists of the activities required to convert the EBT/EFT processing for the State from the current Contractor to the new Contractor.  It is anticipated that some of the Transition Phase activities, specifically the EBT-only retailer conversion, will begin prior to the end of the Development Phase.  However, it is expected that none of the database conversion activities shall occur until the development activities have been completed, and specifically the Transition Testing has been completed and a sign-off has been received from the State.  The activities within the Transition Phase consist of the following:

· EBT-Only Retailer Conversion

1. Retailer notices are done twice (3 months or possibly 2 months out and 2 weeks

    out).

2. If preferred, FNS will mail notices.

· Cardholder Database Conversion, which includes:

1. Transaction history

2. Client card and demographic data

3. Benefit data

· EBT/EFT Card Issuance and Replacement

The activities taking place during the Transition Phase shall follow the process defined within the State and FNS approved Transition Plan submitted during the Design Phase.  

5.3.5
OPERATIONS PHASE

The Operations Phase begins after the Cardholder Database has been converted from the previous Contractor to the new Contractor.  During the Operations Phase the Contractor shall maintain ongoing communication to the State on EBT/EFT operations and immediate notification to the State of any issues or system problems.  The 
Contractor assigned project manager, defined in Section 5.2.4, Contractor Proposed Key Personnel, shall be the point person for ongoing communications to the State for all EBT/EFT system and operational issues.   

The ongoing communications required from the Contractor includes a monthly status report containing open and closed issues, monthly status meeting with Contractor, and other state reports/meetings at the State’s request.  Of particular importance is the advance notification of scheduled system downtime to the State by the Contractor. 

During the Operations Phase, the Contractor shall maintain and update as required the key design and operational manuals delivered during the Design and Development Phase.  These manuals include:

· Detailed Design Document

· Back-up and Recovery Plans 

· System Security Plan

· System Operations/Interface Procedures Manual

· Reports Manual

· Settlement/Reconciliation Manual

· Administrative Terminal Manual

The Contractor shall provide updated manuals to the State prior to implementing system and operational modifications into production.

5.3.5.1

CHANGE/ENHANCEMENT REQUESTS

For change orders and enhancements requested by the State, the Contractor will provide to the State its cost estimate including programming time and/or any incremental change for the State’s review prior to implementing any State-requested changes.   The cost estimate shall be provided by hour utilizing the hourly rate for the labor grades provided in the Vendor’s Cost Proposal.  The Contractor shall respond to change orders and enhancements requested by the State within two weeks of receiving the request.  If the Contractor is unable to provide an accurate estimate within two weeks, the Contractor shall provide within the two weeks a timeframe of when a complete estimate will be delivered to the State.  Work shall not begin on the change order and/or enhancement by the Contractor until written approval is received from the State. 

The Contractor shall provide the State with timely pre-notification of changes that have an impact on the State, including any changes made by other entities that could impact the State’s system.  The Contractor shall maintain a mechanism to track these type changes or modifications by software version, source and reason.  The State reserves the right to formalize Contractor initiated changes or enhancements in a Contract amendment if necessary.

 If benefits, such as system changes or enhancements determined to be advantageous to the State, are developed by the Contractor for any other State or political subdivision being provided with similar services as the State, the same benefits must be extended to the State at no additional cost.  The Vendor shall describe its approach to providing the State with information concerning EBT/EFT System changes and enhancements implemented by other States.     

5.4
GOVERNING REGULATIONS

This section of the RFP details the regulations governing EBT and/or EFT.  The Contractor shall comply with the following rules and regulations that govern EBT and/or EFT systems and operations
5.4.1
QUEST OPERATING RULES

Quest Operating Rules, Version 2.0, dated December 2008, plus all subsequent revisions and amendments to these rules.
5.4.2
REGULATION E

Regulation E shall govern only if applicable to the type of service being provided.  
5.4.3
FNS REGULATIONS

USDA Food and Nutrition Service Federal Regulations regarding the Supplemental Nutrition Assistance Program (7CFR) and specifically:

· 7 CFR Part 274 – Issuance and Use of Program Benefits, §274.1 through §274.8;

· Direct Final Rule re: Supplemental Nutrition Assistance Program, Regulation Restructuring: Issuance Regulation Update and Reorganization to Reflect the End of Coupon Issuance System; Federal Register, Vol. 75, No. 69, Monday, April 12, 2010; 

· All changes, updates, revisions, and policy interpretations of the federal regulations as enacted by law or FNS.

· Any waiver to the federal regulations granted to the State of Alabama by FNS for EBT purposes. The following waivers have been granted by FNS and are effective with this RFP and any contract entered into as a result of this RFP:

1. Retailer Participation – Charges to Retailers/Reinstallation Fees, 7 CFR 274.3(a) (2): Waiver to allow the State to support a “Rights Upon Termination” clause in the retailer agreement that allows the Contractor to charge retailers a fee to re-install a POS device that was originally installed at government expense, if removal was due to FNS disqualification as an authorized retailer and the retailer is again authorized. The cost for reinstallation must be clearly specified in the retailer agreement and training material.
2. Retailer Participation – Point of Sale (POS) Deployment, 7 CFR 274.3(b): Waiver so that POS deployment is not required for retailers with monthly redemptions less than $100.

3. Performance and Technical Standards – PIN Selection via Automated Response Unit (ARU), 7 CFR 274.8(b)(3)(ii)(C): Waiver to allow PIN selection to be handled through the ARU or SIVR/Help Desk.

5.4.4
OTHER FEDERAL REGULATIONS

45 CFR §302.32 mandates that child support payments must be forwarded to families within two business days of receipt.
5.4.5
STATE RULES

The Contractor shall follow all applicable state laws, rules or policies relating to EBT/EFT, including terms and conditions within the EBT/EFT contract.

5.5
CONTRACTOR’S RESPONSIBILITIES AND LIABILITIES

The Contractor shall be responsible for the following errors:

· Disbursement or authorization of funds. Liability with regard to authorization of State administered programs into a client account as described in OMB Circular A-87, 45 CFR 200, 45 CFR 74, and 7 CFR 276. The State is responsible for losses resulting from the provision of erroneous information by the State to the Contractor.

· Transaction Processing and Settlement. The Contractor will bear all liability for any losses resulting from errors or omissions including fraud and abuse on the part of the Contractor or its representatives or subcontractors.  These liabilities shall include, but are not limited to:

1. Any duplicate or erroneous postings to a client account.

2. Any losses from funds drawn from an account after the client notified the Contractor that the card had been lost or stolen.

3. Any losses from transactions performed with cards issued but not activated by the client and/or the Contractor.

4. Any damages or losses suffered by a Federal or State Agency due to negligence on the part of the Contractor.

5. Any loss of benefits caused by fraud or abuse by the Contractor or its

representatives or subcontractors.

5.5.1
ACCOUNTING AND AUDIT REQUIREMENTS

Regulation 7 CFR 274.1(i)(2) requires the State to obtain a SSAE 16 examination annually of the EBT Contractor regarding the issuance, redemption, and settlement of SNAP benefits.  The Contractor shall have an annual SSAE 16 audit performed on its EBT operations, and shall provide the report to the State within 30 days of the completion of the audit.  The books, records, documents, accounting practices, and facilities engaged in performing EBT services of the Contractor or any subcontractors (including third party processors) relevant to the contract shall be subject to audit, at any reasonable time and upon reasonable notice by the State, USDA, or their duly appointed representatives.  In the event of any audit, claim, negotiation, litigation or other action, records shall be retained for the duration of the event.

Financial records pertaining to the Contractor shall be maintained for three (3) years following the end of the State Fiscal Year during which the Contract is terminated or State and Federal audits of the Contract have been completed, whichever is later.

Internal Revenue Service (IRS), Treasury 26 CFR Parts 1, 3 and 301, Information Reporting for Payments Made in Settlement of payment card and third Party Network Transactions also requires the EBT/EFT Contractor file an information return for each calendar year reporting all payment and transactions and third party network transactions with participating payees occurring in that calendar year.  Therefore, the EBT/EFT Contractor shall supply to IRS or its designated entity as required each year the settlement information for the retailers for which the Contractor is directly responsible for handling POS devices and transaction processing.  

5.6
CONTRACT PERFORMANCE

The contract resulting from this RFP shall be a multi-year, indefinite quantity, and fixed price contract.  All 

 “Contract Terms and Conditions” included in Appendix A apply to the contract with the Contractor.  

Vendors shall accept all provisions in the contract terms in Appendix A unless specific departures are taken from particular terms or conditions.  All such departures must be noted in the proposal as explained in 1.8.1.  Failure to note departures shall constitute acceptance of all such terms and conditions.  A proposal that takes blanket exception to all or substantially all boilerplate contract provisions shall be considered a non-compliant proposal and rejected from further consideration for contract award.  The Vendor must identify concerns with the contract terms during the question period described in 1.6.2.

If the Vendor, or any proposed Subcontractor, has had a contract terminated for default during the past five years, all such instances must be described as discussed below.  Termination for default is defined as notice to stop performance delivery due to the Vendor’s nonperformance or poor performance and the issue was either (a) not litigated due to inaction on the part of the Vendor; or (b) litigated and such litigation determined the 
Vendor to be in default.  Submit full details of all terminations for default experienced by the Vendor during the past five years, including the other party’s name, address, and telephone number.  Present the Vendor’s position on the matter.  The Department shall evaluate the facts and may, at its sole discretion, reject the Vendor’s proposal if the facts discovered indicate that completion of a contract resulting from this RFP may be jeopardized by selection of the Vendor.  If the Vendor has experienced no such terminations for default in the past five years, so declare.  If at any time during the past five years, the Vendor has had a contract terminated 

for convenience, non-allocation of funds, or any other reason, which termination occurred before completion of all obligations under the initial contract provisions, describe fully all such terminations including the name and address of the other contracting party and the circumstances surrounding the termination.  If no such early terminations have occurred, so declare.

Failure to report on the foregoing or if the information furnished is determined to be inaccurate, whether by omission or commission, shall result in rejection of the Vendor’s proposal.

Note: No points will be assigned to proposals submitted by new or current Vendors who have performed their contractual obligations satisfactorily. However, current Vendors who have performed unsatisfactorily may experience point deductions up to a maximum of 10 points.

5.6.1
PERFORMANCE STANDARDS

The following table defines the State’s requirement for performance standards for the delivery of EBT/EFT services and the performance deficiencies that may trigger the invocation of hold-back provisions, explained later in this Section.  

	Requirement
	Performance Deficiency

	EBT/EFT Central Computer Uptime

The EBT/EFT Central Computer shall be “up” 99.9% of the scheduled uptime measured on a monthly basis.  Central computer is not considered “down” if the system continues to automatically process benefit authorizations, whether electronically or via the Interactive Voice Response Unit. The EBT/EFT Central Computer consists of all system functions over which the Contractor has direct control, either directly or through a subcontractor relationship. 
	Failure of EBT/EFT Central Computer to be “up” 99.9% of the time scheduled uptime measured on a monthly basis.

	Settlement and ACH Processes

1. The timeframe for Automated Clearing House (ACH) settlement window will be met 90% of the time measured on a monthly basis.

2. Account Management Agent (AMA) Entries will be made with 100% accuracy.

3. Store Tracking and Redemption Subsystem (STARS) daily redemption totals will be provided to the Benefit Redemption System Branch (BRSB) at least weekly with 100% accuracy. 
	1. Failure to meet timeframe for ACH settlement window 90% of the time measured on a monthly basis.

2. Two or more errors in providing AMA data to the FRB of Richmond over a two month period.

3. Two or more errors in the daily redemption totals provided to the BRSB over a two-month period.

	Benefit Availability

1. DHR EBT cardholder daily benefits received by 1:00 a.m. Central Time (CT) will be in the clients’ accounts by 5:00 a.m. CT the same morning. 

2. Medicaid EBT cardholder daily benefits received by 5:00 p.m. Central Time (CT) will be in the client’s accounts by 10:00 a.m. CT the following morning.
	1. Failure to have benefits available by 6:00 a.m. CT for two or more days within a calendar month.  

2. Failure to have benefits available by 10:00 a.m. CT for two or more days within a calendar month.  

	DIR Transfer of Funds (Regular ACH Transfers)

The ACH file (including instructions and funds) must be received by 5:00 p.m. Central Time on*:
1. Thursday

2.  Friday

3.  Monday

4.  Tuesday

5. Wednesday

In order for the requested transfer to be completed by 8 a.m. Central Time on the following*:
1.  Monday

2.  Tuesday

3.  Wednesday

4.  Thursday

5.  Friday

*For each day within the processing period that is a banking holiday, an additional day is required to complete the load processing.
	Failure to complete requested transfer of funds  by 8 a.m. CT as specified in left column for two or more days within a calendar month.

	EBT/EFT Switching Services

The Debit Switch service shall be available 99.8% in any calendar month after deducting for scheduled downtime or failure of communication lines or telecommunications equipment out of the control of the Contractor.  
	Failure to provide Debit Switch Availability 99.8% of the time in any calendar month.

	Transaction Response Time

100% of client EBT-only POS transactions shall be completed in 20 seconds measured on a monthly basis.
	Failure to complete 99% of client EBT-only POS transactions within 20 seconds for a month.

	Inaccurate Transactions

No more than 2 inaccurate transactions for every 10,000 SNAP and other financial transactions shall occur measured on a monthly basis.
	Failure to maintain an accuracy standard of no more than 2 errors per every 10,000 SNAP and other financial transactions for a month.

	Customer Service Help Desks

1. 85% of all calls answered within 4 rings measured over a 3-month period. (4 rings are defined as 25 seconds.)

2. 97% of all calls for Customer Service Representatives (CSR) answered within 2 minutes measured over a three-month period.
	1. Failure to answer 85% of all calls within 4 rings measured over a 3-month period.

2. Failure to answer 97% of all calls for CSR within 2 minutes measured over a 3-month period.




	Host Response Time for Administrative Terminal Transactions

Host response time for administrative terminal transactions for on-line data shall not exceed 2 seconds 98% of the time measured on a monthly basis.
	Failure to respond to administrative terminal transactions within 2 seconds 98% of the time measured on a monthly basis.

	Equipment Installation for EBT-only Retailers

95% of POS terminals shall be installed and operational within 14 days after the receipt of the FNS Retailer authorization notice measured over a 3-month period. Retailer initiated delays not included.
	Failure to install 95% of the terminals within 14 days of the receipt of the FNS Retailer authorization notice measured over a 3-month period.

	EBT Card and PIN Issuance

1. For expedited card issuance requests received by the Contractor by 12:00 p.m. (noon) Central Time (CT), cards will be mailed the same business day with PINs mailed no later than the following business day after the card is mailed measured on a monthly basis.

2. For card issuance requests received by the Contractor by 11:00 p.m. CT, cards will be mailed no later than the following business day with PINs mailed no later than the following business day after the card is mailed measured on a monthly basis.
	1. Failure to mail cards and PINs for expedited card requests in accordance with contractual requirement 90% of the time measured on a monthly basis.

2. Failure to mail cards and PINs in accordance with contractual requirement 90% of the time measured on a monthly basis.




	Project Status Reporting

1. The Management Reports defined in Section 5.17.5 of this RFP shall be provided on a timely basis to the State.  Weekly reports shall be provided by close of business on Mondays.  Monthly reports shall be provided by the 15th of the following month. 

2. Customer Service Statistics Reports shall be provided by the 15th of the following month.
	1. Failure to deliver reports to the State within the required timeframe unless advance approval is received by the State. 

2.  Failure to deliver reports to the State within the required timeframe unless advance approval is received by the State.


	Response to Enhancement/Change Requests

The Contractor shall respond to Enhancement and Change requests within two weeks of receiving the request.  If additional time is required to complete the estimate, the Contractor shall provide the expected date of completion within two weeks of receipt of the Enhancement and/or Change Request.   
	Failure to provide a response to any Enhancement and/or Change request within the promised timeframe on a monthly basis.



	
	


5.6.2
PENALTIES FOR NON-COMPLIANCE WITH PERFORMANCE STANDARDS

Performance deficiencies listed above shall be subject to hold-back provisions.  The remedies set forth do not preclude the use of any other remedy provided by the Contract or applicable law; however, the State agrees to invoke the hold-back provisions as its first avenue in seeking to resolve performance deficiencies, except in instances set forth in the Contract Terms and Conditions.  The State’s election not to invoke the hold-back provisions in any instance of performance deficiency shall not be deemed to be a waiver of the State’s right to invoke the hold-back provisions in any other instance.

The State will notify the Contractor of the first incident of failure to meet one or more of the defined performance standards and request a corrective action plan.  The State will set a date for submission of the plan.  If the State does not receive the plan by the due date and no extension has been granted, the State may, at its discretion, invoke the appropriate “first month’s delayed payment” remedy per the schedule.

If the State receives the plan by the due date, it will work with the Contractor to achieve a mutually agreed upon final corrective action plan and schedule.  The State may, at its discretion, invoke the appropriate “first month’s delayed payment” remedy if the Contractor does not meet the schedule and no extension has been granted.

The State will notify the Contractor when it is satisfied that the problem has been corrected.  If the State determines that, after the expiration of the corrective action schedule, the incident has occurred again (second incident), the State may, at its discretion, invoke the delayed payment schedule until such time as the failure is remedied.

The State may, at its discretion, delay payments to the Contractor according to the following schedule:

· First month - the State may delay payment of fifteen percent (15%) of total payment.

· Second consecutive month - the State may delay payment of thirty percent (30%) of total payments owed to the Contractor by the State.

· Third and additional consecutive months - the State may delay payment of forty-five percent (45%) of total payments owed to Contractor by the State.

Payments may be delayed until the State is reasonably assured that the Contractor has fully complied with the performance standards.  Upon such assurance, the State shall promptly pay the Contractor all outstanding payment amounts previously delayed.
5.6.3
PENALTIES FOR CONVERSION DELAYS

The State of Alabama Department of Human Resources considers a timely, successful and problem free transition from the current EBT/EFT Contractor to a new EBT/EFT Contractor critical.  It is critical, both because of the public perception of the EBT/EFT programs and the additional cost to the State resulting from problems and/or delays relating to the conversion.  Because of the importance of the conversion, two deliverables are considered critical: 

The Project Work Plan, and 

The conversion and transition of the EBT/EFT database to the new Contractor’s EBT/EFT system(s).

For those delays directly attributed to the fault of the new Contractor, a fine of $300 per day will be imposed for each day of delay beyond the required timeframe in Section 5.3.1 for the Project Work Plan and the agreed upon date for the database conversion.  Any additional costs incurred by the State solely as a result of the failure by the new Contractor to convert the database on the scheduled conversion date and transition, including, but not limited to, additional costs for the continuation of EBT/EFT services, shall also be the responsibility of the new Contractor.

5.7
ACCOUNT SET-UP AND MAINTENANCE

The account set-up and maintenance function requires generating an account set-up record for the EBT system.  The State of Alabama performs these functions based upon activity occurring within their eligibility systems.  The State transmits an account set-up record to the Contractor to establish an EBT account and associated client record(s).  The EBT account is the record kept and maintained by the Contractor for each benefit type (SNAP, cash) that the client receives. 

For the accounts that will be associated with the AL Vantage card, DIR will generate a request to set-up a new account when the first Unemployment Compensation payment is made for an individual without a personal bank account. The Contractor will establish the debit card account and transmit through secure FTP the account number for payment purposes.  Within 24 hours, the Contractor will also emboss and mail a debit card to the unemployed claimant to the address of record.  For any other program that desires to use an electronic payment/branded debit card, the account set-up and maintenance will be handled in a manner as mutually agreed upon by the program and the Contractor.  

5.7.1
CREATION OF EBT/EFT ACCOUNTS

The State of Alabama Department of Human Resources currently has two eligibility systems in production.  The SCI-II eligibility system supports eligibility determination and authorization of SNAP benefits.  FACETS is the eligibility system that supports client eligibility determination and authorization for Family Assistance (FA) benefits for the entire State of Alabama.  Both of these systems transmit to an Alabama internal system, the Alabama EBT Interface System, which serves as a focal point for EBT account set-up and maintenance information (Case/Client demographic data) being transmitted to the Contractor’s EBT System.  The Alabama 
EBT Interface System assigns the account number, from a pool of available EBT account numbers, to new accounts being set up on the Contractor’s EBT System.  Clients receiving both Family Assistance (FA) and SNAP benefits are contained in different eligibility systems (SCI-II and FACETS), which utilize different case numbers.  The existing interface to the EBT system combines the different cases under one EBT account (see Appendix F, EBT/EFT File Formats).  The new Contractor shall also be required to support the inclusion of the different case numbers under the one EBT account for clients. 

The State of Alabama Medicaid Agency currently operates  the AMAES eligibility system for operation of the Non-Emergency Transportation (NET) Program interfaces with the Alabama Department of Human Resources internal system, the Alabama EBT Interface System, which serves as a focal point for EBT account set-up and maintenance information (Case/Client demographic data) being transmitted to the Contractor’s EBT System.  The Alabama EBT Interface System assigns the account number, from a pool of available EBT account numbers, to new accounts being set up on the Contractor’s EBT System.  The NET Program is set up with a separate benefit type for reimbursement to all eligible Medicaid NET recipients.  
The State of Alabama Department of Industrial Relations will generate a request to set-up a new account when the first Unemployment Compensation payment is made for an individual without a personal bank account. The Contractor will establish the debit card account and transmit through secure FTP the account number for payment purposes.  Creation of accounts for any other program that desires to use an electronic payment/branded debit card will be handled in a manner as mutually agreed upon by the program and the Contractor.  

5.7.1.1

EBT/EFT ACCOUNT NUMBER ASSIGNMENT

The Contractor is required to establish a unique 12-digit EBT Account Number for use in identifying the EBT account on the Contractor’s system.

Because the Alabama EBT Interface System is the system assigning the account number to new EBT accounts, the Contractor will need to assign blocks of EBT Account Numbers to the State.  The format of the file in which the account numbers are provided to the State is contained within Appendix F.  The new Contractor shall continue to use the same file format in providing available EBT account numbers to the State.  The State will assign EBT Account Numbers from this block and include these numbers in all client account set-ups and benefit authorization records transmitted to the Contractor.  All Vendors must specify the approach for development of the EBT Account Number and indicate how it will be used within the EBT system and EBT Account Structure to identify cases and programs for which cases are certified. The Vendor must also specify the approach for validating the EBT Account Numbers provided by the State in batch maintenance records.

DIR requires that the Contractor assign unique 16 digit account numbers that do not being with a leading zero.

5.7.1.2

USE OF EXISTING FILE FORMATS

The State has defined formats established with the current EBT/EFT processor for the exchange of Case/Client Maintenance (demographic data) records and Benefit Issuance records.  These records are detailed within Appendix F, and are defined as the Case/Client Maintenance File and Benefit Maintenance File.  The new EBT/EFT Contractor shall utilize each program’s existing record formats for the exchange of this data.  

5.7.1.3

FILE TRANSMISSIONS

DHR Case/Client Maintenance Files will be transmitted to the EBT/EFT Contractor two times a day.  The first set of files, consisting of expedited cases, will be transmitted to the EBT/EFT Contractor by 12:00 p.m. (noon) Central Time.  The second set of Case/Client Maintenance Files will be transmitted by the State by 11:00 p.m. Central Time.  For timeframe requirements for card and PIN issuance see Section 5.8.2.2.

Medicaid Case/Client Maintenance Files will be transmitted to the EBT/EFT Contractor once daily at 5p.m. Central Time.  For timeframe requirements for card and PIN issuance see Section 5.8.2.2.

DIR will utilize the Vendor’s secure website for transfer of data. DIR transmits two files each day.  The file to request establishment of new accounts is sent around 8 p.m.  The second file is sent about 7 a.m. daily after the new card account numbers have been updated.

5.7.1.4

AUTHORIZED REPRESENTATIVES

Alabama provides a SNAP client the option of selecting one authorized representative to receive an EBT card.  The Contractor shall provide a card for the authorized representative that has a unique card number and PIN.  The case/client file transmitted to the Contractor will contain the authorized representative’s name followed by the suffix “AR”.  Therefore, the authorized representative’s name will be embossed in this manner.  The card shall be mailed to the primary client’s address.  When the authorized representative calls the customer service Help Desk, they should use their own name along with the primary client’s address and Date of Birth (DOB) for verification of identity.

The State has no provision for alternate payees for any other program’s clients.

5.7.1.5

FRAUD INVESTIGATOR ACCOUNTS

The Contractor shall support the State with the function of creating and maintaining EBT accounts for use in Food Assistance fraud investigations.  Fraud accounts are set up through the batch interface to the Contractor’s EBT System with a unique county identifier of 991.  Fraud accounts will only contain a primary client. 

Although the EBT accounts are defined and set up through the EBT batch interface, benefit authorizations for the fraud accounts will only be added through the EBT Administrative Terminal application.  (See Section 5.16 for Administrative Terminal requirements.)  Consequently the EBT Administrative Terminal application will need to support the adding of benefits. 

The selected Contractor must advise, assist and appropriately act to aid the State in detection and investigations of abuses by stores, recipients or workers, including but not limited to, reporting unusual activity.  This may entail cooperation with various authorities of the State and Federal agencies that are responsible for compliance with laws and regulations surrounding the programs.  Stores authorized by the Food and Nutrition Service to accept SNAP benefits may become subject to monitoring and investigations by the State, FSP Compliance Branch, USDA OIG, IRS, Secret Service, or local police departments.  Recipients are subject to investigation by the State program authorities and occasionally others.  Because the State must cooperate with Federal agencies in creating cases, providing cards, and providing information, it will also impact the Contractor.  The State and the Contractor will determine an orderly process for these responsibilities to be conveyed to the Contractor.  Access to information concerning these matters will be restricted both at the State and the Contractor so that the investigations are not compromised.  It should be assumed that these needs must be addressed in the design phase and tested as necessary in acceptance testing, and available at implementation.  

Minimally, the following are necessary:

· Creation of cases and cards to be used by investigators.

· Posting benefit amounts to the investigative cases, possibly on an irregular basis as needed by the investigators.

· Training, card issuance, and PIN selection for investigators using the cases.

· Providing reports on the investigative cases showing the amounts funded to the cases and the transaction histories of the funds on a monthly basis.  

· Providing information from the system, as needed, for evidentiary purposes within 24 hours.

· Providing extract files, starting at implementation, of store transaction history on a regular basis to the Food and Nutrition Service.  (See ALERT requirements for more information).

· Retention of all records for a period of three (3) years or longer if notified.
5.7.2
BENEFIT AUTHORIZATION

The Contractor shall receive and process Benefit Authorization records transmitted by the State. Benefit only records shall be transmitted by batch with the exception of benefits added through the Administrative Terminal for those accounts established for the purpose of fraud investigation. The Contractor shall process Benefit Authorizations and post the authorized benefit amounts to the appropriate EBT accounts, based on the unique EBT Account Number, benefit type, case number, and unique authorization number generated by the State for each benefit authorization.

5.7.2.1

BENEFIT AVAILABILITY

Monthly ongoing cash (FA) benefits shall be posted to be accessible to the respective clients no later than 5:00 a.m. Central Time on the day of availability (currently the 5th day of each month). Any other benefit record is considered a daily batch update and the benefit should be made available to the client no later than 5:00 a.m. Central Time on the day following the day the Contractor receives the batch update file.

Monthly ongoing SNAP benefits shall be posted as available on a staggered schedule.  The State shall provide an availability date, which is included in the benefit detail record passed to the Contractor in the monthly batch file (see Appendix F for the contents and format of the file).  The staggered schedule begins on the 4th day of each month and ends on the 18th.  On the specified availability date, benefits shall be accessible no later than 5:00 a.m. Central Time.  Any other benefit record is considered a daily batch update and should be made available to the client no later than 5:00 a.m. Central Time on the day following the day the Contractor receives the batch update file.

For NET, daily cash benefits shall be posted to be accessible to respective recipients no later than 10:00 a.m. Central Time on the day following the day the Contractor receives the batch update file.  
Unemployment Compensation benefits should be available for use as soon as the funds are loaded to individual accounts.

5.7.2.2

FILE TRANSMISSION (DAILY& MONTHLY)

For ongoing cases, the State shall authorize benefits, at a minimum, once per month on a schedule specified by the State.  In addition to the monthly benefit authorizations, the State shall transmit daily benefit authorizations to authorize benefits for new accounts and to authorize supplements for existing accounts.  Daily Benefit Maintenance Files are produced and transmitted from both the SCI-II and FACETS eligibility systems.  The SCI-II benefit file will be transmitted to the EBT/EFT Contractor by 1:00 a.m. Central Time every State business day, which may also include the third Saturday of each month.  The daily benefit file from FACETS will be transmitted to the EBT/EFT Contractor by 1:00 a.m. Central Time every State business day.  

The monthly benefit files are produced from both the SCI-II and FACETS systems on the last business day of the month.  The monthly file from the SCI-II system and FACETS (SNAP and cash) will be transmitted to the EBT/EFT Contractor by 1:00 a.m. Central Time.  

The Alabama Medicaid Agency Non-Emergency Transportation (NET) Program shall authorize daily benefits for new accounts and existing accounts and will be transmitted to the EBT/EFT Contractor by 5:00 p.m. Central Time every State business day.  
The Department of Industrial Relations will utilize the Contractor’s secure website for transfer of data. DIR transmits two files each day.  The file to request establishment of new accounts is sent around 8 p.m.  The second file is sent about 7 a.m. daily after the new card account numbers have been updated.

Child Support payments are receipted daily by the Alabama Child Support Payment Center and transmitted electronically to CSED daily for distribution through the Alabama Locate and Enforcement of Child Support (ALECS) system.  ALECS is the Statewide Child Support System for IV-D cases.  CSED currently makes payments to its customers though paper checks and is federally mandated to distribute child support collections within two (2) business days.  Child Support Payment files must be transferred on a daily basis, can dramatically vary in size from one day to the next, and on certain occasions such as the end of a month, quarter, or fiscal year, CSED is required to send more than one payment file in the same day.   Therefore, due to the aforementioned, the Contractor must be able to process a daily payment file and be able to process more than one file in the same day.  CSED will mutually decide on a frequency and time for transmission with the selected Vendor during the Functional Design Phase.
5.7.2.3

BENEFIT EXPUNGEMENT

For those programs required or that select the option to expunge benefits, on a monthly basis the Contractor will send to the State an extract file of all benefits falling into the expungement (formerly aging) periods as specified by the State. The Contractor shall support two expungement periods for reporting on benefits not utilized by a client. To facilitate any action required by the State for stale benefits, the Contractor will send to the State a Benefit Expungement (formerly Aging) File. The file will include a header record, a detail record for each benefit being reported on, and a trailer record. The detail record will include an expungement indicator that identifies the expungement period for the benefit (i.e., period 1 or 2 for 1 or 2 months respectively) as well as the remaining balance that is being expunged.

The periods used in the expungement process are inclusive of the expungement period start date minus one. For example, if the calendar month for expungement purposes is set to start on the 22nd of the month, the inclusive period for the expungement run will be the 22nd of the current month to the 23rd of the prior month. 

All benefits on a case shall be utilized first in, first out (FIFO).  During the monthly benefit expungement run, benefits on a case will be retrieved in order of the benefit available timestamp. Any benefit with a benefit Last Used timestamp greater than 365 days from the availability date will be expunged. 

When the oldest benefit(s) on the case reaches the second expungement period without being used, that benefit will be expunged from the Contractor’s system and the expunged balances will be returned to the State.  The benefits being expunged will be reported on the benefit expungement report and files, as well as on the transaction history file.

5.8
EBT/EFT CARD AND PERSONAL IDENTIFICATION NUMBER (PIN)

The Contractor shall produce and supply hi-cocivity magnetic stripe cards to the State’s EBT/EFT clients.  The responsibility of the Contractor shall include processes and functions to issue, replace and distribute/deliver cards to clients; and maintain a centralized card issuance management database on behalf of the State. The EBT/EFT system(s) shall provide online, real time access to clients’ EBT/EFT accounts via a benefit access card containing a magnetic stripe that supports electronic transactions. 

5.8.1
TECHNICAL SPECIFICATIONS

The Contractor shall ensure that the EBT/EFT cards designed and produced for the Alabama EBT/EFT system(s) complies with the specifications prescribed in the Quest Operating Rules, and the International Standards Organization (ISO) and American National Standards Institution (ANSI) standards relating to cards used for financial transactions.  If the card is a branded debit card it must also comply with the entity sponsoring the card if the specifications exceed the aforementioned rules and standards.
5.8.1.1

CARD DESIGNS

The award of the new EBT/EFT contract for EBT/EFT services will require the use of the State’s current EBT/EFT card designs and may require an additional design(s) in the future.  The State will provide input concerning the design process and reserves the right to approve the reproduction of the card designs.  The State retains the right to rename or change the design of the EBT/EFT cards at any time.  The Contractor shall produce the State’s EBT/EFT cards using the same graphics and color processing as is currently being used.  However no other security features, such as a hologram, fine line printing, or ultraviolet ink are required for the card.  The Vendor’s Proposal must describe in detail its capabilities to design and/or manufacture the State’s EBT/EFT cards and identify any third party or subcontractor involvement in the process. 

All EBT/EFT benefit cards shall have the client’s name and the Primary Account Number (PAN) embossed on the face of the card. The toll-free number for Customer Service shall be printed on all cards.   A signature panel shall be provided on the back of the cards. The EBT card shall clearly state, “Do Not Write PIN on Card” and the toll-free number for Merchant Voice Authorizations shall be printed on the back of the card.  To promote national recognition and acceptance, EBT cards manufactured under a contract pursuant to this RFP shall include the Quest™ logo.  The USDA/FNS statement of nondiscrimination must also appear on the back of the EBT card.  The nondiscrimination statement shall read: “USDA is an Equal Opportunity Provider and Employer.” 

Card samples must be submitted for State approval prior to initial production, whenever the card is redesigned or whenever the card is changed in any respect.

5.8.1.2

TRACK 2 FORMAT

Track 2 of the EBT benefit card(s) shall be encoded in accordance with ISO 7813.  The maximum character count in Track 2 shall not exceed 40 characters, including all control characters.  The layout of the Track 2 for the current EBT card is as follows:

	Field Nbr.
	Field Name
	Length

	1
	Start Sentinel
	1

	2
	Primary Account Number
	16

	3
	Field Separator
	1

	4
	Expiration Date
	4

	5
	Service Code
	3

	6
	Card Authentication Value
	3

	7
	Discretionary Data
	2

	9
	Longitudinal Redundancy Check
	1


State of Alabama cards currently have a non-expiring expiration date of “4912” encoded on Track 2 and the new Contractor shall continue to encode cards with a non-expiring expiration date.  The Service Code field is encoded with a value of “120”.  Cards issued by the current Contractor have a Card Authentication Value (CAV) encoded.  The encryption keys utilized by the current Contractor shall be transferred to the new 
Contractor.  The new Contractor shall continue to encode the CAV field on Track 2 with a cryptographic value to validate the Track 2 data contents. 

For DIR, the AL Vantage card shall be personalized with the cardholder’s name on the face of the card and will expire at the end of the twenty-fourth month after the date of issue.   Other programs that desire to use an electronic payment/branded debit card will select their expiration as mutually agreed upon by the program and the new Contractor. 
5.8.1.3

CARD NUMBER/BIN NUMBER

The State of Alabama’s current Bank Identification Number (BIN)/Issuer Identification Number (IIN) for EBT cards is 507680.  The new Contractor shall issue Alabama EBT cards containing a 16 digit PAN that utilize the State’s current BIN/IIN.  The process by which the new Contractor calculates the PAN for issued cards shall not interfere with the existing card base being utilized by the State of Alabama clients.  The Vendor must describe the process by which it will generate the PANs for the EBT cards being issued in its proposal.  

The State’s current Bank Identification Number (BIN)/Issuer Identification Number (IIN) for AL Vantage cards is 510756.  The new Contractor shall also issue AL Vantage cards containing a 16 digit PAN that utilize the State’s current BIN/IIN.  The process by which the new Contractor calculates the PAN for issued cards shall not interfere with the existing card base being utilized by the State of Alabama clients.  The Vendor must describe the process by which it will generate the PANs for the AL Vantage cards being issued in its proposal.
5.8.2
CARD AND PIN ISSUANCE

Currently initial card issuance is indicated through the batch interface in the account set up record.  When a new EBT/EFT account is set up, or a new SNAP authorized representative is added to the EBT/EFT account, the Contractor assigns a PAN to the client on the EBT/EFT account, and issues an EBT/EFT card through the mail.  A card activation sticker is placed on the card with instructions to the client for activating the card.  The Contractor is liable for any misuse of the card until activated by the client.  The current Contractor mails the system assigned PIN numbers for Alabama EBT clients in a mailer to the client no later than the following business day after the card is mailed.  If a client wishes to or is required to select his/her own PIN, the client may do so by calling the SIVR/IVR or Customer Service Help Desk.  The Customer Service Representative can request a PIN be sent via mail or provides the necessary support and information for the client to select his/her PIN using the SIVR/IVR.

5.8.2.1

ISSUANCE THROUGH MAIL REQUIREMENTS

The Contractor shall be required to issue an Alabama EBT card when indicated by the respective flag within each Case/Client Maintenance Detail record (see Appendix F for the format of the record).  All cards issued for the State shall be issued through the mail.  PIN numbers shall be system generated and mailed to clients as indicated by the account set-up record if they are required by to be issued by the respective program(s).  

Each card shall be issued and mailed to the client in an inactive status.  A sticker shall be placed on the front of the card explaining how to activate the card.  The client shall be required to call the Customer Service Help Desk and provide adequate verification of identity prior to card activation.
5.8.2.2

TIMEFRAME REQUIREMENTS

Card issuance requests within the batch Case/Client Maintenance file received by the Contractor by 12:00 p.m. (noon) Central Time shall be placed in the mail that day.  All card issuance requests received in the batch file after 12:00 p.m. (noon) Central Time but before 11:00 p.m. Central Time shall be placed in the mail no later than the next business day.  System-generated PIN numbers shall be mailed no later than the following business day after the card is mailed.
5.8.2.3

CLIENT SELECTION OF PIN

Clients shall have the option at anytime to select their own PIN by using a PIN select SIVR/IVR.  The Contractor is required to propose a secure SIVR/IVR select procedure.  The State currently uses a one step PIN select process.

5.8.3
REPLACEMENT CARD ISSUANCE

Clients are required to call the Customer Service Help Desk to report a lost, stolen or non-functioning card and have a new card issued.  The old card shall be deactivated immediately.  Cards returned by the U.S. Postal Service as undeliverable should be statused as such and a report provided to the State.  See Appendix E for card replacement statistical data.

5.8.3.1

TIMEFRAME REQUIREMENTS

All Alabama replacement EBT cards shall be delivered by direct mail through the U.S. Postal Service.  A replacement card shall be issued and mailed no later than the following business day after the old card was reported lost, stolen, or damaged.  In rare circumstances where the replacement card is not being delivered by the Postal Service after repeated attempts, the card shall be delivered overnight.  The State is requiring the Contractor to support up to the first twenty (20) occurrences of the before mentioned situation in a calendar year, after which the State will reimburse the Contractor for any additional overnight deliveries.  The State will identify to the Contractor when cards need to be delivered overnight.   DIR does not reimburse for overnight deliveries and does not require overnight delivery of cards.

5.8.3.2

PIN TRANSFERRED FROM OLD CARD TO NEW CARD

When a client requests a new EBT/EFT card the existing PIN shall be transferred to the new card.  The system shall not generate a new PIN unless specifically requested by the client.

5.8.3.3

COMPROMISED PINS

Each client shall be able to report a compromised PIN by calling the Customer Service Help Desk.  The system shall allow a client to request a system-generated PIN or allow the client to select his or her own PIN by using the SIVR/IVR PIN Select procedure.
5.8.4
USE OF EXISTING EBT CARDS

With the exception of minor changes that may have to be made in the information that appears on the back of the EBT card, the State does not wish to change neither the card design nor its existing cards, including the disaster card stock.  The new Contractor must have the ability to operate without replacing existing cards and disrupting cardholder benefit access and services. 

5.8.4.1

CONVERSION PROCESS

New (initial) EBT cards with training materials shall be mailed to clients anytime one is requested by the State or via the batch file process.  All existing EBT cards currently being used by the clients shall remain active and functional.  Current PIN numbers should function with the clients’ current EBT cards in use, so issuance of new PIN numbers is not necessary.
5.8.4.2

TIMEFRAMES

Issuance of new EBT cards shall continue on the same schedule as required in 5.6.1 Performance Standards, EBT Card and PIN Issuance.

5.9
TRAINING

The Contractor shall be responsible for providing training information on EBT/EFT for State and County workers with training provided for State workers as requested.  The Contractor has the sole responsibility for training of retailers. 

5.9.1
CLIENT

All new EBT/EFT clients shall be provided with training materials.
5.9.1.1

PRINTED MATERIAL

All new cards mailed to EBT/EFT clients shall contain training material (training material is not required to be mailed with replacement cards).  The training materials must be written in easy to understand language, at a fifth grade reading level and in compliance with SNAP Regulations and Regulation E, if applicable.  Printed training materials must be provided in pamphlet format.  Training material must be prepared in both English and Spanish.  The State’s current eligibility systems provide a language indicator to the Contractor when cards/PINs are requested via the batch file process.  At a minimum the training pamphlet shall include the following topics:

· Use of the Alabama EBT/EFT card at the Point–of-Sale terminal, including the type of benefit transactions that can be processed at POS terminals.

· Use of the Alabama EBT/EFT card at ATMs, including the type of benefit transactions that can be processed on ATMs.

· Use and safeguarding of the card and PIN.

· Card replacement and PIN changes methods and procedures.

· Manual SNAP transaction procedures.

· Guidance on reporting problems with the card or its use and on reporting a lost or stolen Alabama EBT/EFT card.

· Use of the transaction receipt to track balances.

· Use of the SIVR/IVR.

· Customer service functions, including a prominent display of the toll-free Customer Service Help Desk number.

· The nondiscrimination statement must be printed on the Alabama EBT card.

5.9.1.2

VIDEO

Clients with questions on EBT have the option of receiving further training at the local agency offices.  In addition to the written training materials made available in local agency offices, the Contractor shall also develop an EBT training video for the purposes of local agency training of clients.  The EBT training video shall be distributed to the State and to every local agency office.  Local agency offices and addresses will be provided at the appropriate time.  The training video should be no more than 15 minutes in length and must cover the same topics listed above for the written training materials.  The training video should be directed to a fifth grade education level, must be provided in both English and Spanish with at least one open-captioned version of each.  Initially, the Contractor shall provide 100 copies of the Alabama Training video in DVD format.  

5.9.2
RETAILER

The Contractor shall provide training and training material to retailers participating in the EBT program.  Training shall cover benefit information topics for both the SNAP and Cash Programs.

5.9.2.1

PRINTED MATERIAL
FNS Federal Regulation 274.3(e)(7) requires that retail store employees be trained in system operation prior to implementation.  Such training shall include the provision of appropriate written and program specific materials.  The Vendor shall propose training deliverables in order to meet FNS requirements.  

Training material should include:

· Merchant Help Desk toll-free number.

· Use of the SIVR/IVR.

· Manual Voucher Processing Procedures.

5.9.3
STATE

The Contractor shall provide written training materials about the new EBT/EFT system(s) to be used by State and County workers.  In addition, whenever the Contractor modifies functionality of the EBT/EFT system(s), updates and revisions of the training materials shall be provided to the State in a timely manner.
5.9.3.1

ADMINISTRATIVE TERMINAL

Training material provided by the Contractor shall cover all of the functionality supported by the EBT/EFT Administrative Terminal for the State.  The material shall cover accessing the Administrative Terminal functions, security features within the system, and detailed explanations of the screens and functions supported by the Administrative Terminal application.  Training material shall include the Administrative Terminal Manual.  Sufficient copies for each authorized Administrative Terminal user plus 10 additional copies shall be provided.  See Appendix E.
5.9.3.2

REPORTS

The Contractor shall provide a training module describing the detail and use of the reports generated by the EBT/EFT System(s).  

5.10
SETTLEMENT/RECONCILIATION

The Contractor’s EBT/EFT system(s) shall operate on a 24-hour processing cycle.  At a designated cutoff time each day, the Contractor shall close out the current processing day and commence the next processing day.

The Contractor shall designate a standard daily cutoff time for EBT/EFT transaction processing.  The 24-hour period between the cutoff time on Day 1 and Day 2 constitutes the EBT/EFT transaction day.  The specified cutoff time must allow the Contractor sufficient time to originate ACH payments for next day settlement.  It is also preferred that the EBT/EFT cutoff coincide as closely as possible with the cutoff time of the prevailing EBT/EFT transaction switch and/or regional ATM/POS networks as appropriate to minimize the need for carry over or suspense accounting.

5.10.1
OVERVIEW

The Contractor shall maintain ledger accounts at the program and State levels.  Subsequent to the daily settlement cutoff, the EBT/EFT system(s) must be balanced and reconciled.  The Contractor shall compute the 
end-of-day net position or balance for each benefit program.  An audit trail shall exist so that reconciliation can be performed at the individual EBT/EFT account level up through the program and State levels.   For each level, the end of day net position is equal to:  

Opening balance + credits - debits = End of day balance 

On a daily basis, the Contractor shall ensure that the EBT/EFT system(s) as a whole is in balance.  The balancing functions performed by the Contractor shall ensure that the change in the net position in the sum of client accounts equals the change in the net position of program accounts at a summary level.  The Contractor shall also ensure that the change in the net position in the sum of the program accounts is equal to the change in the net position (obligations outstanding) for the funding agencies.  The Contractor shall specify procedures for maintaining audit trails throughout the settlement processes.  
5.10.1.1

FNS REQUIREMENTS

The Contractor shall meet Food Assistance Program (formerly Food Stamp Program - FSP) reconciliation requirements of 7 CFR 274.4(a) and (b). At a minimum, Contractors shall propose procedures for reconciling: 

· Client account daily beginning balance and net draws versus the ending balance; 

· Client net redemptions versus retailer/acquirer settlement values; 

· Total funds entering, exiting, and remaining in the system each day; 

· Total net change in system-wide obligations outstanding to the sum of the net change in obligations outstanding for the Food Assistance Program; 

· Total net change in system-wide obligations outstanding to the sum of the net change in obligations outstanding for all Government agencies; 

· The net settlement value of all transactions to the sum of the net settlement values for the Food Assistance  Program; and 

· The net settlement value of all transactions to the sum of the net settlement value for the State. 

If FNS makes it a requirement, the Contractor will provide the service below at no extra charge.  Below are the current requirements which are still subject to change:  

 

ACH settlement, rejected due to inaccurate account information or closed accounts, must be researched by the Contractor and, when possible, corrected and re-sent to the retailer or Third Party Processor account.  The Contractor must return to FNS any funds that could not be settled to the retailer within 90 calendar days of the initial ACH.  If the responsibility for EBT-only acquiring is subcontracted, the subcontractor must also return any rejected settlement funds to FNS.  These funds must be returned to FNS within 10 calendar days after the end of the Federal Fiscal Quarter (FFQ) in which the unsettled funds met the 90 day resolution period.  
At a minimum, the Contractor must provide the following information for each unsettled payment returned to the State:  transfer type (credit or debit), transfer method (ACH, wire transfer, etc.), STARS settlement date, total amount, Federal SNAP amount, additional attempted settlement date(s), retailer/TPP name, retailer’s last known address, and FNS retailer number if SNAP funds are involved.  Additional EBT Contractor contact information will also be required. 
5.10.2
CURRENT STATE PROCESS

As SNAP and cash benefits are authorized by eligibility systems (SCI-II and FACETS), reports are generated that provide the details of the benefits being authorized.  The benefits for the two authorization systems are passed through the Alabama EBT Interface System to ensure that an EBT account exists for the client.  The Alabama EBT Interface System transmits the benefit files to the EBT Contractor.  The State uses the Benefit Batch Posting Reports produced by the current EBT Contractor to ensure that all benefits passed to the EBT System have been posted or otherwise accounted for.  The State tracks the availability of future date benefits by using the warehouse totals on Account Management Agent (AMA) to reconcile the monthly postings.  

Benefits to Fraud Investigator accounts posted through the Administrative Terminal are verified through standard reports produced by the EBT System.  Benefit repayments posted through the EBT system are verified against the State’s Claim System. 

The State receives a Settlement Clearing Statement from the Contractor to determine the amount of funds to settle on a daily basis.  State law requires that all Federal funds that the State is disbursing go through the State Treasury.  Consequently, as funds are required for settlement, the State performs the draw down for both Food Assistance benefits using the Automated Standard Application for Payments (ASAP) and Family Assistance (FA) using Smartlink.  The current process used by the State allows funds to be moved to the Contractor’s clearing account on the same day as the Settlement Clearing Statement is received.  The only exception is State holidays that are not Federal Reserve Banking Holidays.  These days are Jefferson Davis’ Birthday, which is the first Monday in June, and Confederate Memorial Day, which is the fourth Monday in April.  There also may be additional State holidays as declared by the Governor, such as the Friday after Thanksgiving.  For settlement on State Holidays, the State will perform the draw down and funding of utilized benefits on the first business day following the State Holiday.  However, the State will pay the EBT/EFT Contractor for interest expenses as agreed upon to cover the cost of money for the settlement dollars advanced by the Contractor.     

The Medicaid Agency authorizes benefits using the Payment Management System (PMS).   The current process used by the State allows funds to be moved to the Contractor’s clearing account on the same day as the Settlement Clearing Statement is received.  Exceptions are state holidays, which will be handled as discussed above and year-end cut off the last week in September, which will be paid on October 1.  

All DIR payment transactions are ACH transfers.  The funds are already available at the time of the transfer.

5.10.2.1

STATE RESPONSIBILITIES

The State has the responsibility for ensuring that benefits authorized by the State’s Eligibility Systems are posted to the Contractor’s EBT System or are otherwise accounted for.  The State will ensure that Food Assistance benefits posted to the Contractor’s EBT system are correctly reported to AMA.  The State is responsible for performing the draw down from the appropriate federal system for both Food Assistance and Family Assistance (FA) benefits utilized by clients.  The State will verify the liability remaining in the Contractor’s EBT system at the end of the processing day for SNAP benefits.  This can be reconciled against the outstanding liability on the Federal Reserve Bank’s ASAP system.  The State also performs a daily reconciliation of the outstanding liability reported for cash benefits.      
5.10.2.2

CONTRACTOR RESPONSIBILITIES

The Contractor is responsible for the daily settlement of funds to benefit providers (retailers and ATM owners), either directly or through financial intermediaries such as Third Party Processors (TPPs) and ATM Networks.  The Contractor shall own and reconcile the clearing bank account used for the daily settlement.  The Contractor is responsible for handling both credit and debit adjustments to the client’s EBT account in the manner and timeframe dictated by federal regulations and Quest Operating Rules.   The Contractor shall ensure that Settlement reports, such as the Clearing Statement used for the daily draw down, are received by the State by 
6:00 a.m. Central Time.  The Contractor is responsible for providing detailed and accurate reports that allow the State to reconcile benefit postings to the EBT system, settlement of benefits utilized by clients, and the outstanding liability remaining on the EBT system at the end of the processing day. 
5.10.2.3

CUT-OFF TIMES

The cut-off time used for financial settlement by the current Contractor is 5:00 p.m. Central Time.  

5.10.3
RETAILER/TPP/ATM SETTLEMENT

Settlement to retailers, Third Party Processors (TPPs) and ATM networks shall be through the existing commercial banking ACH infrastructure.  The Contractor shall have an originating and receiving relationship with the Automated Clearing House (ACH), either directly or through one of its subcontractors.  For transaction processing and settlement purposes, the Contractor shall provide access to the ATMs of local networks for the State’s EBT/EFT clients as per State requirements and be capable of settling both ATM and POS transactions. For retail merchants, third parties, or other benefit providers that are directly connected to the Contractor’s system, the Contractor shall originate an ACH credit for the total balance due for EBT/EFT benefits provided during the just closed EBT/EFT processing day.  The benefit provider credits shall be entered into the ACH for settlement on the next banking day.  Credits due EBT/EFT benefit providers who are connected to the Contractor through a transaction switch, TPP, or national network will settle utilizing the Quest Operating Rules or Regulation E, if applicable.  

5.11
CUSTOMER SERVICE

The Contractor is required to support a Customer Service Help Desk for both the EBT/EFT clients and the retailers accepting the State EBT/EFT cards.  The State’s clients and EBT-only retailers currently have access to a Speech Interactive Voice Response (SIVR) system.  The Contractor is also required to provide EBT/EFT clients and EBT-only retailers access to account information via a web based online system.  The Contractor shall ensure that EBT-only retailers have online access to other information pertinent to doing business with the Contractor.  The Contractor shall explain the online services provided for EBT/EFT clients and EBT-only retailers in its proposal.
5.11.1
CLIENT HELP DESK

The Contractor shall provide Client Customer Service 24 hours a day, 7 days per week, the purpose of which is to provide current EBT/EFT account and benefit access information via a toll-free, “1-800” number (refer to Section 6.1, Response Requirements).  See Appendix E, for SIVR and CSR statistical data.
5.11.1.1

SERVICE REQUIREMENTS (STANDARDS)

The Contractor shall provide a Client Help Desk that meets or exceeds the following service requirements (standards):

· Performance standards regarding number of rings prior to answer and average time on hold shall be consistent with call center industry standards.  In its proposal, the Contractor shall propose standards for client access to customer services including, but not limited to, number of rings and average time on hold, however the Contractor is obligated to meet the minimum standards defined in Section 5.6.1, Performance Standards, for the Help Desk.  

· For reporting purposes, the Contractor shall provide SIVR/IVR and Customer Service Center activity data (refer to Customer Service Statistics Reports, Section 5.17.6).  Additionally, Teletypewriter (TTY) capability must be provided to clients with hearing disabilities.

· Help Desk access and support for clients using rotary phones.
5.11.1.2

FUNCTIONAL REQUIREMENTS

The SIVR/IVR and/or Customer Service Center shall support the following functions:
5.11.1.2.1   
CARD ACTIVATION

The caller’s identity must be confirmed prior to activating the card.  The recipient’s name, date of birth and/or social security number is currently used to validate identity. 
5.11.1.2.2   
REPORT PROBLEMS OR NON-RECEIPT OF CARD

The caller’s identity must be confirmed prior to disabling the card when the caller is reporting his/her card lost, stolen, damaged or not received.  Prior to replacing a card, the client’s address must be confirmed.
5.11.1.2.3   
CURRENT BALANCE INQUIRY

Current Balance shall provide “real time” account balance information.
5.11.1.2.4   
TRANSACTION HISTORY

Transaction History shall provide information about the last ten (10) transactions by benefit program, i.e. transaction number, amount, date.  If requested by the client, deposit history will also be provided by benefit program.
5.11.1.2.5   
ACCOUNT HISTORY

Account History shall enable a caller to request a two (2) month statement of account history by benefit program to be mailed to the last known client address within two (2) business days.
5.11.1.2.6   
PIN CHANGE

PIN Change callers shall be given information needed about PIN selection and re-selection procedures.
5.11.1.2.7   
BENEFIT ACCESS/SERVICE POINTS

Callers shall be given information about POS/ATM site locations where benefits may be accessed.  The Contractor shall provide general information regarding stores and ATMs displaying the Quest( logo and supporting the Alabama EBT card, AL Vantage card and/or other branded card if one exist or is created in the future.  The information shall also be provided to Alabama clients attempting to use their EBT, AL Vantage or other branded card out-of-state.
5.11.1.2.8   
REPORT UNAUTHORIZED CARD USE

Callers selecting this option shall be transferred to a Customer Service Representative for assistance in reporting unauthorized card use. 
5.11.1.2.9   
BENEFIT AVAILABILITY DATE

Callers selecting this option shall be given the date benefits will become available based on the issuance schedule supplied by the State.  

5.11.1.2.10   
CUSTOMER SERVICE REPRESENTATIVE (CSR)

The Contractor shall provide CSRs to resolve client issues that cannot be resolved by the ARU, including requests for adjustments.  The Contractor shall provide sufficient CSR capacity to meet the contractual service standards for client calls referred to a CSR.

5.11.1.2.11   
INTERACTIVE VOICE RESPONSE (IVR)

The State reserves the right to review and approve the transaction flow and content of all SIVR/IVR messages, prompts, and customer service scripts a minimum of thirty (30) days prior to their implementation.  The Contractor shall not change SIVR/IVR messages or menu functions without prior approval of the State.

The Contractor is encouraged to recommend for consideration any other transactions and/or uses of the SIVR/IVR which would represent an effective and economical application of this technology.  The Contractor is also requested to describe the access control to assure security of clients’ account information.  

5.11.2
RETAILER HELP DESK

The Contractor shall provide Retailer/Merchant Customer Service, providing retailer EBT/EFT support and program information via a toll-free, “1-800” number, 24 hours a day, 7 days per week. 

5.11.2.1

SERVICE REQUIREMENTS (STANDARDS)

The Contractor shall ensure through technical design, resource allocation, and staffing that each retailer call is answered in accordance with Section 5.6.1, Performance Standards.

For reporting purposes, the Contractor shall provide SIVR/IVR and Retailer Customer Service Center activity data (refer to Customer Service Statistics Reports, Section 5.17.6).  Additionally, Teletypewriter (TTY) capability must be provided to retailers/merchants with hearing disabilities.  TTY can be made available through the use of a service that can support TTY for retailers requesting such a service.

5.11.2.2

FUNCTIONAL REQUIREMENTS

The Contractor shall provide a Retailer Customer Service Help Desk that is:

· Toll-free and without charge or fee to the retailers.

· Accessible to all Quest retailers.

· Used exclusively for retailer support.

· Operated and staffed in an industry standard manner.  

The Contractor is encouraged to recommend for consideration any other transactions and/or uses of the SIVR or IVR/Help Desk which would represent an effective and economical application of this technology.  The Contractor is also requested to describe the access control to ensure security of both retailers’ and clients’ account information.

5.11.2.2.1   
VOICE AUTHORIZATIONS

The Contractor shall equip and program the SIVR/IVR to provide voice authorization for SNAP transactions.  CSRs shall also support voice authorizations if the SIVR/IVR is not available or is not functioning.  

5.11.2.2.2   
EBT-ONLY RETAILER SUPPORT

 The Contractor shall provide via the Retailer Help Desk, the following services for EBT-only retailers: 

· Support and problem resolution on EBT-only POS equipment;

· Settlement information and reconciliation procedures;

· Support on system adjustments and resolution of out-of-balance conditions; and

· General information regarding EBT policies and procedures.

5.12
TRANSACTION PROCESSING

The Contractor will be responsible for the authorization of client initiated SNAP and cash transactions.  The Contractor shall have the capability to receive and process client transactions from both ATM and POS devices.  The Contractor shall ensure that clients access their SNAP benefits only at POS terminals in authorized food 
retailer locations.  Cash benefits may be accessed through participating ATMs or POS terminals without restriction.  See Appendix E for statistical data on transactions.

Clients may be entitled to benefits under a number of programs.  Each transaction must be allocated to either the SNAP or cash account.  Benefits within the EBT/EFT account should be distributed on a first in, first out basis.

Transaction authorization will require:

· Accepting transactions coming from an authorized transaction acquirer. 

· Authorizing or denying transactions.

· Sending response messages back to the transaction acquirer authorizing or rejecting client transactions.

· Logging the authorized/denied transactions for subsequent settlement and reconciliation processing, transaction reporting, and for viewing through transaction history. 

The EBT/EFT system(s) will go through a series of checks and processes to determine whether a transaction being initiated by a client should be approved.  These checks should include determining whether:

1. The merchant has a valid FNS authorization number (if it is a SNAP transaction);

2. The card number (PAN) is verified and the card is active;

3. The number of consecutive failed PIN tries has not been exceeded (currently clients have four (4) attempts from midnight to midnight, then it is reset);

4. The PIN is verified as being entered correctly;

5. The account is active; and

6. The EBT/EFT account holds a sufficient balance in order to satisfy the transaction request.

If any one of the above conditions is not met, the Contractor shall deny the transaction.  The Contractor shall ensure that client benefit accounts are not overdrawn and shall assume all liability if an account overdraft does occur.  The system must return a message to the retailer/provider indicating the reason for denial (e.g., invalid PAN, invalid PIN, NSF, etc.).

5.12.1
SERVICE REQUIREMENTS (FNS STANDARDS)

The Contractor will comply with the software and automated data processing equipment ownership rights prescribed in federal regulations 7 CFR 277.18(l) and as further clarified or negotiated with the State and the Federal government.  The Contractor is responsible for ensuring that the EBT/EFT system meets the processing requirements and criteria established by FNS.

It is the responsibility of the Contractor to ensure that the EBT/EFT system meets performance and technical standards and regulations in the areas of:

· System processing speeds

· Availability and reliability

· Security

· Ease-of-use

· Minimum card requirements

· Performance

· Minimum transaction set

In order of precedence, the Contractor will use:

1. Federal regulations;

2. Quest® Operating Rules for EBT; 

3. Regulation E, if applicable; or

4. Prevailing industry performance standards.

If there is a conflict within the governing regulations and guidelines regarding a specific standard, the State will determine the appropriate standard to which the EBT/EFT Contractor must adhere.  In determining the appropriate standard, the State will allow consultation and input from the Contractor, however the final decision will remain with the State.   

The Contractor shall comply with all relevant processing speed requirements as stated in 7 CFR §274.8.  The EBT/EFT host computer shall process and respond to all on-line transaction requests within 2 seconds.  The Contractor shall provide back-up purchase procedures for FNS authorized retailers when the EBT/EFT system is unavailable; both for unscheduled and planned outages.  Responses shall define both the back-up procedures to be used by the Contractor, and the method by which retailers will be notified that the back-up procedures are being utilized.  

The Contractor’s EBT/EFT system shall be available 99.9% of scheduled uptime, 24 hours a day, seven days per week.  Schedule uptime shall mean the time the database is available and accessible for transaction processing, and excludes scheduled downtime for routine maintenance.

The total system, including the system’s central computer, any network or intermediate processing facilities under the control of the Contractor (either service provider or subcontractor to the Contractor), shall be available 98% of scheduled uptime, 24 hours per day, 7 days per week. 

The State shall be notified in advance of scheduled downtime for routine maintenance, which will occur during off-peak transaction periods.  The Contractor must provide the State with any scheduled downtime outside of the time required for routine maintenance.  Such downtime must be arranged and approved by the State.

As defined in the federal regulations, the EBT/EFT System Central Computer shall permit no more than 2 inaccurate EBT/EFT transactions for every 10,000 EBT/EFT transactions processed.  The transactions to be included in measuring system accuracy shall include:

· All SNAP and Cash transactions occurring at POS terminals and/or ATM and processed through the host computer.

· Manual transactions entered into the system.

· Credits to EBT/EFT accounts.

The Contractor will resolve all errors in a prompt manner.
5.12.2
INTEROPERABILITY REQUIREMENT

The Contractor shall support the federal requirement of processing interoperable SNAP transactions, including SNAP transactions acquired at a State of Alabama retailer where the client has benefits issued by a State other than the State of Alabama.   In addition, the Contractor shall have the capability of accepting and processing 
client transactions occurring at out-of-state (non-Alabama) retailers.  The Contractor shall outline its plan for supporting interoperable transactions for both Alabama and non-Alabama clients.    
5.12.3
POS TRANSACTION SETS

The EBT/EFT System must be able to accept EBT/EFT transactions from POS devices for both SNAP and cash benefits.  

5.12.3.1

SNAP TRANSACTIONS

The Contractor must be able to process, at a minimum, the following SNAP transaction types:

· SNAP Purchase

· SNAP Merchandise Return 

· Manual Authorization

· Voucher Clear

· Balance Inquiry

· Voids or Cancellations

· Reversals

5.12.3.2

POS CASH TRANSACTIONS

The Contractor must be able to process, at a minimum, the following cash transaction types:

· Cash Purchase

· Purchase with Cash Back

· Cash Withdrawal

· Balance Inquiry

· Voids or Cancellations

· Reversals

5.12.4
ATM TRANSACTION SETS

The Contractor must maintain an EBT/EFT system that will process and authorize cash withdrawal transactions originating from ATMs.  The Contractor must ensure that the EBT/EFT system will deny transactions if the balance of the cash account will not support both the requested withdrawal/transaction and all allowable charges/fees.

5.12.4.1

ATM CASH TRANSACTION TYPES

The Contractor must have the capability to process the following ATM transaction types:

· Withdrawal from Cash Account

· Balance Inquiry from Cash Account

· Adjustments

· Reversals

· Cancellations

5.12.5
MANUAL AUTHORIZATIONS

The Contractor shall process manual SNAP transactions.  A paper voucher shall be designed and distributed by the Contractor to FNS-authorized retailers for use in processing manual SNAP transactions. This process may be used for the manual processing of SNAP benefits by:

· Retailers who do not have immediate access to a POS device at the time of purchase, including stationary food stores that choose to make home deliveries to FNS certified households, house-to-house trade routes that operate on standing orders from customers, food buying cooperatives, farmers markets, and other retailers authorized to participate in the SNAP;

· Retailers who do not possess a POS terminal, such as those who do not qualify to receive State provided equipment based on their total monthly FNS SNAP sales; and

· Retailers who have POS equipment, but their POS terminals are inoperable, there are problems with the telecommunications network between the POS terminal and the EBT/EFT host processor, or the EBT/EFT system is down or otherwise not available. 

The Contractor shall provide to any requesting retailers an adequate supply of the forms for voice authorizations.  Retailers may also utilize their own forms as long as they meet the minimum data requirements specified by the State and Contractor.  See Appendix E for statistical data.

5.12.5.1

SNAP VOICE AUTHORIZATIONS

The retailer is required to complete the manual voucher and receive a voice authorization from the EBT system prior to completing the SNAP sale.  The client is required to sign the paper voucher.  The Contractor shall require the client’s signature on the voucher as a condition for processing.  A toll-free telephone number shall be provided to retailers to obtain authorizations for the manual vouchers.  The authorization process should be automated as part of the Help Desk SIVR/IVR functionality.  Vouchers submitted for payment without prior telephone authorization can be accepted by the Contractor, but only “at the retailer’s risk” and paid only if the remaining balance in the account is sufficient to cover the amount indicated on the face of the voucher. The retailer shall be liable for declined transactions in the event the retailer fails to obtain prior authorization and the EBT account has insufficient funds to cover the purchase. 

Upon providing a telephone authorization for a SNAP transaction, the Contractor shall place a “hold” on the amount of benefits necessary to fund the transaction.  The Contractor shall maintain the hold on SNAP benefits until the voucher transaction is “cleared”, up to a maximum of 30 days.  A retailer has 30 calendar days to submit the voucher, either electronically or by paper copy, to complete the transaction.  If the retailer fails to submit the voucher within the 30 days, the hold shall be released and the use of these funds shall revert back to the client.  The retailer or acquirer bears the liability for the transaction if the voucher is not cleared timely.  If the acquirer pays the retailer for a voucher that has not cleared on a timely basis, the acquirer will be liable for the funds unless the acquirer can recover such funds from the retailer.   

5.12.5.2

STAND-IN PROCESSING

If the retailer cannot access the Contractor’s system because it is unavailable, the Contractor must allow for “stand-in” processing of SNAP purchases up to $40 for which the Contractor shall be liable for insufficient funds.  The Vendors shall define in their proposal under what circumstances they would consider their EBT/EFT system unavailable.  Responses to this requirement should specify the process by which retailers would be notified that “stand-in” processing is currently in effect, as well as the processing and settlement of these transactions.  Re-presentment of a manual voucher is not allowed.  The Contractor’s system shall be designed to prevent merchants from re-presenting vouchers in subsequent months.  However, an exception to re-presentment shall be allowed if the insufficient funds for the voucher occurred while the Contractor was authorizing transactions in a “stand-in” processing mode.  The Vendor shall describe if and how they would utilize this exception for re-presentments.  
5.12.5.3

VOUCHER CLEAR
There are two methods by which a manual voucher can be cleared.  If the authorized retailer has a POS device, the retailer will convert the manual transaction to an electronic transaction for transmission to the Contractor when the POS device is again able to communicate with the EBT/EFT Host.  If the retailer is a non-traditional or low-volume (per FNS waiver) FNS authorized retailer who does not have a POS device, the voucher will be mailed directly to the Contractor for the clearing and settlement of the manual voucher.  
5.12.6
VOIDS OR CANCELLATIONS

A transaction may be voided/cancelled by a retailer at a POS device or by a client at an ATM.  The void/cancellation message will include the trace number, the exact dollar amount, and other identifying information from the original transaction.  The Contractor shall have the capability to accurately process the void or cancellation transaction and have the effect of the void/cancelled transaction immediately and appropriately reflected in the client's EBT/EFT account.

5.12.7
REVERSALS

A POS or ATM transaction may be reversed if for some reason the completion of the transaction cannot take place at the originating POS device or ATM (e.g., communication failure with the device and/or a device malfunction, or a late response from the Contractor).  The entity (specifically the TPP, authorized retailer/benefit acquirer, or the POS device or ATM) within the response chain where the transaction error is recognized will generate a reversal message back to the Contractor.  As defined within the EBT/EFT International Standards Organization (ISO) message specifications, the reversal message will include the trace number, the exact dollar amount, and other identifying information from the original transaction.  The Contractor shall have the capability to accurately process the reversal transaction and have the results reflected immediately and appropriately in the client's account.
5.12.8
ADJUSTMENT PROCESSING

The Contractor and/or retailer/TPP can initiate an adjustment to resolve errors and out-of-balances related to system problems.  The Contractor, on behalf of a client complaint, can initiate an adjustment to resolve a transaction error.  The adjustment will reference an original settled transaction, which is partially or completely erroneous.  The Contractor shall have the capability to process the adjustment and have this reflected in the client's account.  Federal regulations have been issued regarding the recording, tracking and processing of these types of adjustments.  These regulations can be found at http://www.fns.usda.gov/snap/ebt/ebt_regulations.htm.  Adjustments made by the Contractor must be in compliance with these regulations.  Adjustments made by the Contractor will cause money to be moved either to or from the client’s EBT/EFT account, and will impact the daily settlement.  Notification must be provided to the State of pending debit adjustments so that notification can be provided to the client if required by the State.   The contractor shall provide a brief overview of its adjustment process in its proposal.
5.12.9
STORE AND FORWARD

At its option and sole liability, a retailer may store and forward SNAP transactions one time within 24 hours of when the system becomes available and in accordance with FNS regulations at 7 CFR 274.8(e)(1) Store-and- Forward.

5.12.10
KEY-ENTERED

The Contractor shall accept and process EBT/EFT transactions where the card number (PAN) has been manually entered (key-entered) into the POS device.  Transactions may be key-entered at times when a card presented by a client is damaged and/or the POS device is unable to accurately read the magnetic stripe.  The validation of the client’s PIN is still required on key-entered transactions.  If a PIN pad is defective or for other reasons a PIN does not accompany the transaction to the EBT/EFT host for processing, the Contractor shall deny the transaction.

The Contractor shall adopt other security measures to prevent client and retailer abuse/misuse of the key-entry feature. The Contractor shall ensure that the PAN printed on the transaction receipt is truncated, and the Contractor must be able to selectively disable or deny the capability of an EBT-only POS device from completing key-entered transactions.  Finally, the Contractor shall track key-entered transactions by card number and by retailer site.  The Contractor shall propose procedures for responding to client reports of malfunctioning or defective equipment at retailer sites, including both EBT-only POS devices and retailer-owned devices. 
5.12.11
TRANSACTION FEES

FNS regulations prohibit the charging of a fee for any SNAP transactions. The EBT/EFT system must provide Alabama EBT cardholders with two (2) successful cash only withdrawal transactions per month per case (either from an ATM and/or POS device) without assessment of transaction fees by the Contractor.  The State will pay for the first two successful ATM cash only withdrawals and any processing costs for POS cash only withdrawal transactions as part of the Cost Per Case Month.  The State currently pays the interchange fee of $0.30 cents per POS cash withdrawal transaction from retailers as a pass through charge to the State.  Transactions that are reversed or voided, either partially or completely, shall not count as one of the free cash withdrawal transactions.  Once the client has performed the two (2) transaction fee free cash only withdrawal transactions, the client will be responsible for any additional fees associated with cash withdrawals as charged by the Contractor.  Clients shall not be charged for cash withdrawal transactions that are subsequently reversed or voided, either partially or completely.  Clients shall not be charged for cash purchases or purchases with cash back at POS devices.  
5.12.12
MERCHANT VALIDATION (FNS rETAILER NUMBER)

For all SNAP transactions, the Contractor shall validate the transactions originated at an FNS authorized retail location.  The Contractor shall maintain a database of authorization numbers for all FNS authorized retailers in accordance with the Retailer Participation Requirements specified in 7 CFR 274.12(g).  The Contractor must access the FNS REDE system daily to obtain updates of the national and/or State REDE files used to validate authorized FNS retailer numbers.  The Contractor shall verify the retailer identification number is that of an FNS-authorized retailer prior to completing its processing of a transaction.

5.13
DIRECT DEPOSIT OF CASH BENEFITS

The State desires the option to implement a program whereby clients who have a bank account can have cash benefits received from the State directly deposited into their bank account.  In its response, the Contractor shall describe their system of handling direct deposits of a client’s cash EBT/EFT benefits.  

5.13.1
MAINTENANCE OF DIRECT DEPOSIT INFORMATION

The Contractor shall be required to maintain the client’s bank information in its database.  At a minimum, the State envisions a process whereby bank information shall be entered into the EBT/EFT system through the EBT/EFT Administrative Terminal application after an EBT/EFT account for the client has been established on the EBT/EFT System.  The State would also welcome a proposal that uses a more automated process for the State to supply and update the client’s bank information maintained by the Contractor (i.e., using a batch file process).  
5.13.2
CORRECTION OF DIRECT DEPOSIT REJECTS

It is critical that rejects be handled in a timely and expeditious manner.  Rejected benefits should be made available to the client as quickly as possible.  The Contractor shall describe its process for correcting rejects of direct deposited benefits.  

5.14
RETAILER MANAGEMENT

The Contractor shall be responsible for managing retailer participation in the State of Alabama EBT program.  

The Contractor’s primary roles and responsibilities include:

1. Providing every FNS authorized retailer with the opportunity to participate in the EBT/EFT system.

2. Ensuring that the Alabama EBT system is interoperable with other States’ EBT systems as defined in 7 CFR 274.8.

3. Assuring that a sufficient number of retailers have agreed to participate in the system to allow clients adequate access to both cash and SNAP benefits and at “non-traditional” retailers such as farmers’ markets.

4. Assuring that the participating retailers understand their responsibilities in regards to the policy, operating rules, and operations of the EBT/EFT system.  The Contractor shall enter into an agreement with the retailer in accordance with 7 CFR 274.3 (c).

5. Maximizing the use of the existing commercial Point-of-Sale terminals.

6. Installing, maintaining and otherwise supporting Contractor provided EBT-only POS equipment as necessary in accordance with FNS policy for retailer participation as defined in 7 CFR 274.3.

7. Providing Help Desk services to retailers for resolving issues/problems on Contractor supplied EBT-only POS equipment and helping resolve settlement and dispute questions and issues.

5.14.1
CURRENT ENVIRONMENT DESCRIPTION

eFunds currently provides retailer management services.  eFunds has reported the statistics to the State in regards to EBT-only retailers and EBT-only terminal driving as outlined in Appendix E. 

5.14.2
SERVICE REQUIREMENTS (FNS STANDARDS)

Federal regulation at 7 CFR 274.3(a)(1)(ii) requires that newly authorized retailers have access to the EBT system within two weeks after the receipt of the FNS authorization notice.  However, whenever a retailer chooses to employ a third party processor to drive its terminals or elects to drive its own terminals, access to the system shall be accomplished within a 30 day period or a mutually agreed upon time, to enable any required functional certification to be performed by the Contractor.

Federal regulation in 7 CFR 274.8(b)(1)(i) requires that for leased line communications, 98 percent of EBT transactions shall be processed within 10 seconds or less, and 100 percent of EBT transactions will be processed within 15 seconds.  For dial-up systems, 95 percent of EBT transactions shall be processed within 15 seconds or less, and 100 percent of EBT transactions shall be processed within 20 seconds or less.

5.14.2.1

EBT-ONLY RETAILERS
According to Federal regulation at 7 CFR 274.3(b), POS terminals shall be deployed as follows:

· For an authorized food retail store with SNAP benefit redemption amounting to 15 percent or more of total food sales, all checkout lanes shall be equipped;

· For an authorized food retail store with SNAP benefit redemption representing less than 15 percent of total food sales, supermarkets shall, at a minimum, receive one terminal for every $11,000 in monthly redemption activity up to the number of lanes per store.  All other food retailers shall receive one terminal for every $8,000 in monthly redemption activity up to the number of lanes per store. 

· For newly authorized food retailers, the Contractor and the food retailer shall negotiate a mutually agreed level of terminal deployment up to the number of lanes per store.  If the Contractor and the food retailer are unable to reach a mutual agreement, the State will make the decision.

The Contractor shall be allowed to provide additional POS equipment to retailers that wish to obtain additional equipment from the Contractor.  The Contractor is free to charge the retailer for providing and supporting this additional equipment.  However, any agreement covering such an arrangement shall be between the Contractor and the retailer and the State will not be party to any such agreements.

5.14.2.2

THIRD PARTY PROCESSORS
To support retailers that deploy their own terminals, within 30 days of the start of the contract, the Contractor shall provide the State with interface specifications that would enable these retailers and third party terminal drivers to interface directly with the Contractor to perform SNAP EBT transactions.  The Contractor shall provide these specifications to retailers and third party terminal drivers as well.  The Contractor shall not unduly withhold certification for retailers and third parties that enter into direct connect arrangements with the Contractor.

5.14.3
CASH ACCESS FROM POS TERMINALS

The Contractor shall permit any retailer to provide cash access services to EBT/EFT clients through commercially deployed equipment only.  However, a retailer that has selected government equipment to provide SNAP access services will not be permitted to provide cash access through any commercially deployed equipment at the merchant location. 

Retailers that provide cash access services to clients using the Alabama EBT card shall be paid no more than $0.30 cents per successful cash withdrawal transactions.  The fee shall be paid on a monthly basis, either directly to the retailers, or through the TPP supporting the retailer.  The Contractor shall provide a summary report to the State providing supporting detail on the cash withdrawal fees being paid to the retailer.

5.14.4
GROUP HOME SUPPORT

In addition to the traditional retail merchants, SNAP merchants may include drug/alcohol treatment centers, blind/disabled group living facilities, battered women and children shelters, homeless meal providers, restaurants, elderly/disabled communal dining facilities, meal delivery services, and route vendors.

Being designated a SNAP merchant may not necessarily require the installation of POS equipment.  However, group homes which meet the monthly minimum SNAP redemption total and authorized by the Food and Nutrition Service, United States Department of Agriculture, as retailers in the SNAP shall have the option to receive EBT-only POS devices.  To support these facilities, the Contractor shall install POS devices in the 
facilities.  This allows the benefits from the client’s account to be deposited into the facility’s bank account at its financial institution as is performed for any other authorized merchant.

5.15
ADEQUATE CASH ACCESS

The Contractor shall propose a method for maintaining a database and tracking retailers providing cash back and ATMs that accept the Alabama EBT/EFT cards.  The Contractor shall propose a method to ensure that no cash client must travel any further than 15 miles to any cash access location.  The cash access location may be either a retailer location or an ATM.  In addition, clients receiving NET reimbursements via the Alabama EBT card, AL Vantage cardholders and other electronic payment/branded debit card cardholders must be allowed to access cash via a teller within a financial institution if the withdrawal amount meets the financial institution’s minimum amount for withdrawal. 

The Quest Operating Rules will govern the processing of all retail merchant cash transactions that are made by the Alabama EBT cardholders. The retail merchant cash transactions that are made by the AL Vantage cardholders or other cardholders’ payment card if created in the future will be governed by Regulation E and/or any other rules mutually agreed upon by the Contractor and State program choosing to use the card as a benefit delivery method.  Depending upon the Contractor’s arrangement with the prevailing ATM Networks, either the Quest Operating rules, Regulation E or the ATM Network’s Operating Rules may govern ATM cash transactions. 
5.16
EBT/EFT ADMINISTRATIVE TERMINAL

In addition to ATM and retail POS transaction functionality, the Contractor shall also support administrative transactions from a web based EBT/EFT Administrative Terminal.  Transactions that originate at Administrative Terminals located in State and county offices will be sent to the Contractor in on-line processing mode.  These transactions are subject to the requirements for two (2) second response. 

5.16.1
OVERVIEW

Federal, State and county staffs primarily use the EBT/EFT Administrative Terminal application for inquiries into the EBT/EFT system; however, the EBT/EFT Administrative Terminal is currently used by designated State staff to establish and fund EBT accounts used for fraud investigations.  To a limited extent, State staff use the Administrative Terminal to change the status of a client’s EBT/EFT card (although the Client Help Desk maintained by the Contractor performs the majority of card maintenance).  

The Contractor must provide Administrative Terminal access to State personnel and Federal agencies as designated by the State and arrange for such access to be implemented when the State’s EBT/EFT system is implemented.  FNS has stated that they will require administrative software access and support as necessary for USDA staff at a minimum in the Montgomery field office (and possibly Jackson, MS), the South East Regional Office (SERO), FNS Compliance office in Memphis, TN, and OIG investigative office (Atlanta).  The Vendor must detail its planned approach to supporting this requirement. 

The Contractor shall provide EBT/EFT Administrative Terminal software and communication protocols to State and county offices. Administrative Terminal functionality shall include multi-level access controls to ensure that only authorized individuals can process administrative transactions or access client account information through EBT/EFT Administrative Terminals. Vendors must clearly explain their proposal to provide Administrative Terminal functionality, including their access controls, and must specify the hardware (terminals) and software that is necessary to support this function.  The State is currently provided Administrative Terminal support through a web based application.  The State can also access information via online microfiche (see Appendix G, State Hardware/Software Configuration).  The Vendor shall clearly define the hardware and software infrastructure required to support their Administrative Terminal application within the State and county offices.        

5.16.1.1

USER PROFILE

The Contractor shall provide a security system for the EBT/EFT Administrative Terminal(s) whereby user profiles can be established based upon the specific Administrative Terminal functions required by the user to perform his/her respective job.  Each Administrative Terminal user, as he/she is granted access, shall be assigned a specific user profile based upon the requirements for his/her job.  The State will define the user profiles with the assistance of the Contractor.  It is estimated that approximately five (5) to six (6) user profiles will be required by the State.  
5.16.1.2

SECURITY ADMINISTRATION

The administration of the Administrative Terminal security system shall lie with the State EBT/EFT Administrative Security Officer(s).  DHR would prefer to maintain its own users.  The Contractor is responsible for training the State Security Officer(s).  

5.16.2
FUNCTIONALITY

Vendors shall describe their Administrative Terminal functionality in terms of navigation and data presentation.  At a minimum, the transaction set that shall be supported by the EBT/EFT Administrative Terminal(s) includes:

· EBT/EFT Account Set-up

· EBT/EFT Account Maintenance

· Benefit Authorization

· Benefit Cancellation (prior to availability date)

· Card Status Change

· Card Issuance and Replacement

· Client Search (by Card Number– this is the PAN for the EBT cardholders, Case Number, Name, Account Number, SSN, Benefit Authorization Number)

· Client Account Information Inquiry  (Client Demographics, Benefit Data)

· Retailer Search (by name, FNS Authorization Number, Store Number)

· Card Inquiry 

· Transaction History Inquiry (by PAN – this is the Card Number for EBT cardholders, Case Number, FNS Authorization Number, Account Number)

· Repayment Functionality

· Retrieval of Archived Data

· EBT Data Warehouse (Client Search by name, DOB, PAN, account number, case number, SSN; Merchant Search by name, FNS authorization number, EBT-only store number; and Transaction Search by client, merchant, agency level) 

5.16.2.1

INQUIRY SCREENS

The primary Administrative Terminal inquiry screens used by the State are the Client Account Information Inquiry and the Card Inquiry screens.  Navigation and data formatting on these screens should be easy to use and understand.  The State expects that all inquiry data could be accessed from the Client Search screen once the appropriate client has been located. 

5.16.2.2

UPDATE SCREENS

Update screens are limited in access to the appropriate personnel within the State.  Currently EBT Account Set-up functionality is not used in production by the State, although the State still requires this functionality to exist.  The benefit authorization screen is used to add benefits to fraud investigator’s EBT accounts.  Benefit cancellation has been rarely used, but has been used to resolve system errors. 

Card status change and card issuance and replacement screens have only been used by the State to correct unusual problems and issues.  The majority of changes to the EBT card status are handled by the Client Help Desk, as are card replacements.  Initial card issuance is normally handled through the batch interface.    
5.16.2.3

THREE (3) YEAR HISTORY 

Current EBT/EFT account balances and a rolling 3 year transaction history for each account shall be maintained for on-line access through the EBT/EFT web based Administrative Terminals.  After three years, transaction history data shall be maintained online for four (4) years in a Data Warehouse, or longer if required by FNS or federal legislation.   At a minimum, data within the transaction history inquiries shall include: 

· PAN (Card Number)

· EBT/EFT Account Number

· Client Case Identification Numbers

· Benefit Program Identifier

· Retailer Identification Numbers (both FNS and Acquirer) and Reg. E Data for Retailer Information

· Terminal Identification Number

· Transaction Type

· Transaction Amount

· Balance by Benefit Type

· Manual Voucher Information

· Transaction Date and Time

· Transaction Results (Approval Code or Denial Reason)

The Contractor shall describe in its proposal how data maintained off-line is retrieved.

5.17
EBT/EFT REPORTING

The Contractor shall accommodate the informational needs of the State and FNS in its reporting package.  This information shall be provided electronically (via Administrative Terminals or electronic files transmitted to the State) or through other media that are mutually agreed upon.  The Contractor shall provide the capability for most reports to be available on-line.  The Contractor may also recommend alternative methods for access, such as the Internet.  

The Contractor will be responsible for distributing appropriate daily, weekly and monthly reports to FNS and the State.  The distribution of the reports shall be in an electronic format, but the method for distribution of reports will be finalized during system design/development activities.  However, the Contractor in its response to this RFP shall state its preferred method for distributing reports.  The Contractor shall also be able to support the retransmission of previously produced reports to the State as requested.  The Contractor shall support requests for two previous generations for monthly reports (e.g., last two months), and last seven days for daily reports.  

Reports provided to the State in a file transmission shall use standard ANSI carriage control for controlling the formatting of reports being printed.  

The Contractor shall provide report training and report manuals for State and county staff prior to EBT/EFT operations as described under the Training Requirements (Section 5.9). 

The reporting system shall produce information at the program and local office (e.g., county) summary levels.  Settlement and reconciliation reports shall be consolidated at the State Level by program.   

The Contractor shall provide to the State a daily transaction history file of all transactions impacting benefit authorizations for reconciliation, audit, and investigative purposes.  The file structure for the file provided by the current EBT processor is defined in Appendix F.  

Other files received and processed by the State include:

· Benefit Expungement (formerly Aging) File

· Case/Client Delete File

The formats of these files are also defined in Appendix F.  The State requires that the new Contractor provide the same information in the format defined in Appendix F.  

DIR requires that reports be accessible from a secure website on a daily basis and include at a minimum information concerning Account Activation, Account Creation, Account Activity Detail, Account Balance Summary, Direct Deposit Setup, Days After Expiration Date, Cards Lost/Stolen, Negative Balance, Mailed Cards, Returned Cards (undeliverable), Transaction Detail and Value Load Detail.  

The CSED requires that the Vendor demonstrate its ability to generate reports to the department related to customer accounts by providing sample summary and detailed reports; describe its ability to send a daily electronic data file to inform the department of the date an account is ready to accept deposits; and agree to notify the department when a card or PIN mailer has been returned by the Post Office as undeliverable.  The Vendor, at a minimum, shall submit reports which provide the following information: total number of cards issued, total number of accounts added and deleted, total number of cards/accounts cancelled, total number of PIN mailers returned for bad address, total dollar value of deposits,
total dollar value of withdrawals, total number of accounts with deposits that have had no withdrawal activity for 3 months, 6 months, 9 months, and 12 months, and a report showing the dates deposits are not credited to accounts in the required time frame.

General categories of State EBT reports currently being received have been identified and are described below, but are not intended to be used as a comprehensive list of all the EBT reports the State expects the new Contractor to provide.  The State expects the new Contractor at a minimum to maintain reports that encompass the data that the current Contractor is maintaining on reports.  Although it is not expected that the formatting of the reports be duplicated, it is expected and required that the new Contractor duplicate the data being presented.  The State shall have approval rights over all reports being provided by the EBT/EFT Contractor.  
5.17.1
FINANCIAL REPORTS

Financial audit reports are those reports needed by the State in order to account, reconcile and balance, and audit the EBT system processing and operations.
5.17.1.1

ACCOUNT ACTIVITY REPORTS

The Contractor shall provide daily Account Activity Reports reflecting all account actions received from the State via batch and/or on-line during an EBT processing day, or taken on behalf of the State by the Contractor (i.e., account expungements).  The reports shall provide detail on every transaction that impacts an EBT account balance.  The reports shall show the amount of the transaction (i.e., account action), type of transaction, date and time of transaction, and who originated the transaction (batch or on-line).  
5.17.1.2

TERMINAL ACTIVITY REPORTS

The Contractor shall provide daily Terminal Activity Reports showing all transactions that will result in funds being moved (i.e., settled) to a retailer, third party processor, or ATM network.  The report shall list, at a minimum, the transaction type, amount, transaction date and type, settlement date, merchant and terminal identifier, and benefits impacted.  The report shall provide settlement totals for each entity for which funds will be moved, as well as suspense totals, if any, for transactions that will not be settled until the next processing day.  Suspense totals for transactions not being settled in the current business day should be reported by individual benefit types, and rolled up into the program types (i.e., SNAP and cash).   
5.17.1.3

CLEARING REPORTS

This report shall provide at a summary level the total funds that are being settled for the processing day by program type (i.e., SNAP and cash), which require funding.  This report shall balance with the totals from the Terminal Activity Reports
5.17.1.4

DATABASE VALUE REPORT

This report shall provide the value of the outstanding liability for unused benefits residing on the EBT system at the end of the processing day.  Totals shall be maintained by benefit type, and rolled up into the program types.  State totals shall be reported by program type.  The ending balance for the previous day shall become the beginning balance for the current processing day.  The ending balance for the current processing day shall be reconciled by taking into account the beginning balance for the processing day (which is the ending balance from the previous day) and adding or subtracting as appropriate the account activity detailed from both the Terminal Activity and Account Activity Reports.
5.17.2
SUPPORT REPORTS

Support Reports are those reports used by the State to control and account for activity taking place on the EBT system, such as card issuance, but are not specifically used in the financial settlement and reconciliation process.
5.17.2.1

ADMINISTRATIVE ACTION REPORTS

The Contractor shall provide a daily Administrative Action Report that lists all administrative actions attempted and completed either by the system or users logged onto the EBT system.  The report shall identify the transaction type and the EBT account affected.  Administrative actions include changes to client, case, or account data (e.g., client name or address), account closure, and benefit expungements.
5.17.2.2

CARD/PIN MAIL DATE REPORT

The Contractor shall provide to the State a daily report showing when the card manufacturer placed new (initial) cards, replacement cards and PIN mailers into the mail.  
5.17.2.3

BATCH PROCESSING REPORTS

The Contractor shall propose a standard set of Batch Processing Reports to be used by the Contractor and the State to ensure the complete and accurate transfer of data during nightly batch processing.  The reports shall include a Summary Report by file transmission that provides a confirmation for the processing of the batch file(s).  The Summary Report shall contain summary verification data, including the total number of records received in the batch and the number of records by record type (e.g., number of add, change, and delete records).  The report shall contain a summary of the processing of the transmission (i.e., number of records accepted and number of records rejected).
5.17.2.4

BATCH EXCEPTION REPORTS

The Contractor shall provide a Batch Exception Report for all batch files received by the State.  Batch Exception Reports will contain a listing of all records received within a batch, which were not processed by the Contractor.  Each record included on the exception report will have a corresponding reason code indicating the cause of the rejection.  In particular, duplicate case exceptions shall be clearly identified.
5.17.2.5

ADMINISTRATIVE TERMINAL BENEFIT AUTHORIZATION REPORT

The Contractor shall provide a report of all benefit authorizations that are added to the EBT system through the Administrative Terminal functionality.  This audit report shall include, at a minimum, the benefit amount, benefit type, and the User ID of the Administrative Terminal operator adding the benefit.  
5.17.2.6

MERCHANT VOUCHER REPORT

The Contractor shall provide a daily report of all voice authorizations of SNAP transactions performed by retailers.  The report shall contain, at a minimum, the merchant name and FNS number, the transaction amount and type, the date and time, the client performing the transactions, and whether the merchant is a traditional or non-traditional merchant.  
5.17.2.7

MONTHLY OUT-OF-STATE ACTIVITY REPORT

The Contractor shall provide a monthly report of all client transactions occurring outside of the State.  
5.17.2.8

BENEFIT EXPUNGEMENT REPORTS

The Contractor shall provide a report of clients who have not accessed their benefits for the last eleven (11) months and twelve (12) months.  The Contractor shall clearly identify the expungement category the EBT account is within and shall have page breaks by caseworker within local office. 
5.17.2.9

CARD ISSUANCE/RE-ISSUANCE REPORTS

The Contractor shall provide audit and statistical reports of cards being issued and/or reissued to clients.  Audit reports shall provide detail data by card issued, such as reason for issuance (i.e., initial issuance or replacement for lost/stolen card), and how the card was issued (i.e., over the counter, mail, etc.).  Statistical reports shall provide data needed to manage the EBT program, such as the card reissue rate, the reasons for re-issuance, etc.  The Contractor should suggest the statistical reports that will best help the State manage the card issuance process. 
5.17.2.10

TRANSACTION DENIAL SUMMARY REPORTS

The Contractor shall provide a monthly statistical report that provides the number and percentage of client transactions denied and the reason for the denials (i.e., non-sufficient funds, invalid PIN, etc.) 
5.17.2.11

FRAUD REPORTS
The Contractor shall recommend a set of Fraud Reports that will help the State manage and detect fraud within the Food Assistance Program.  Examples of such reports the State is anticipating are Even Dollar Transactions, Excessive Large Dollar Transactions, Multiple Withdrawals/Same Day, and Manual Card Entry Reports.  The Contractor shall also recommend other Fraud Reports that they anticipate the State would find valuable.  
5.17.2.12

HOST RESPONSE TIME REPORT

The Contractor shall provide a monthly report providing a summary of Contractor Host response times within pre-established tiers for both client transactions (POS & ATM transactions) and for Administrative Terminal transactions.  The report shall be used to monitor the Contractor’s compliance with Contractor Host response times.

5.17.3
STATISTICAL REPORTS

Statistical Reports are those reports that assist with the management of the EBT System.  The Contractor shall also suggest, in addition to the reports detailed below, other Statistical Reports that will help with the management of the EBT system. 

5.17.3.1

MONTHLY UTILIZATION REPORTS

The Contractor shall provide a report detailing the number and type of transactions performed from each EBT-only terminal provided to SNAP retailers.  
5.17.3.2

NETWORK STATISTICS REPORT

The Contractor shall provide a monthly report providing a summary of transactions by time of day and day of month.  The purpose of the report is to show the peak processing time for the EBT system.
5.17.3.3

MANAGEMENT STATISTICS REPORT

The Contractor shall provide a monthly summary report of transaction activity on the EBT system at a county and State level.  Statistics provided should include, at a minimum, benefits authorized for the previous month, transactions performed by transaction type (i.e., SNAP purchases, cash purchases, and cash withdrawals), the number of active cases on the system, number of active cards on the system, and the number of cards issued during the month.  
5.17.3.4

MONTHLY TRANSACTION FEE REPORT

The Contractor shall provide a monthly summary report of transaction fees charged against the client by the Contractor, as well as transaction surcharges levied against the client by the ATM owner for cash withdrawals.  Transaction fees should be reported by category, and should include ATM cash withdrawal fees and POS cash withdrawal fees (as well as any other specific fees directly charged against the client’s EBT account).  The report should also include ATM surcharges levied against the client as a separate category for any transaction where the surcharge is separately identified.   

5.17.4
ADMINISTRATIVE TERMINAL SECURITY REPORTS

Administrative Terminal Security Reports are those reports that identify the users of the EBT Administrative Terminal; the access provided these users, and an audit trail of the transactions performed by the users. 
5.17.4.1

ACCESS DEFINITION REPORT

The Contractor shall provide a report detailing each authorized Administrative Terminal user with the ability to access the EBT data.  The report shall also detail the level of access afforded the user through the EBT Administrative Terminal.  
5.17.4.2

FAILED LOGON REPORT

The Contractor shall provide a daily report of users failing in their attempt to logon to the EBT System.
5.17.4.3

USER SESSION ACTIVITY REPORT

The Contractor shall provide an audit report by User ID of all actions taken by the user on the EBT System from the EBT Administrative Terminal.   
5.17.5
MANAGEMENT REPORTS

The Management Reports shall be produced by the Contractor and shall provide to the State the current status of the EBT project.   The following project status reports will be provided to the State on a weekly and/or monthly basis:    
5.17.5.1

PROJECT DESIGN/DEVELOPMENT REPORTS

This weekly report is a summary by task of major completed activities during reporting period.  The report shall include problem identification, required corrective action and timeframe for resolution.  The report will also include tasks required by Federal and State agencies, as well as reports of delayed tasks, reason and revised completion date(s), and the scheduled activities for the next reporting period.
5.17.5.2

PROJECT IMPLEMENTATION/CONVERSION REPORTS

This weekly report is a summary of major tasks and scheduled activities completed during the reporting period for the conversion activities.  The report shall also include the status of:

· POS Device Deployment and Installation 

· Training (State, county, clients and retailers) 

· Card Issuance

· Retailer Agreements

The report shall include problem identification, required corrective action and timeframe for resolution.  The report shall also include tasks required by Federal and State agencies, as well as reports of delayed tasks, reason and revised completion date(s), and the scheduled activities for the next reporting period.
5.17.5.3

PROJECT STATUS REPORT

This monthly report is a summary of significant events/accomplishments during the month, status of outstanding issues and problems, and the status of pending enhancement requests and system change orders.  Following the conversion to the Contractor’s EBT system, the Contractor shall include in the Project Status Report the detail data that documents the performance of the EBT system over the last month.  The Contractor shall meet or exceed the standards, requirements and definitions specified in 7 CFR 274.1, et seq.  Specifically, the Project Status Report shall detail the performance of the system against the following processing requirements:  

· EBT central computer shall be available 99.9 % of scheduled up time. 

· EBT transaction switch shall be available 99.8% of scheduled time.

· The total system under the Contractor’s control, either directly or contractually, including central computer, any network, intermediate facilities, or processor, shall be available 98% of scheduled up time. 

· The host computer shall permit no more than two (2) inaccurate transactions per 10,000 transactions processed. 

· Benefit authorizations to EBT accounts and ACH settlement shall occur accurately and on schedule 99% of the time. 
5.17.6
CUSTOMER SERVICE STATISTICS REPORTS

The Contractor shall provide Statistical Reports on a monthly basis that report on the statistics and effectiveness of the customer service functions for both the Client Customer Service and Retailer Help lines.  Statistics for both the SIVR/IVR and Customer Service Representatives (CSR) shall be reported.  The Contractor shall deliver the reports that follow.
5.176.1

MONTHLY CLIENT HELP DESK STATISTICS

This monthly report shall provide a summary of the number of calls received on the Client Customer Service line by reason (lost/stolen card, balance inquiry, transaction history, etc.) for both SIVR/IVR and CSR.  Daily statistics regarding the Help Desk performance (i.e., number of calls, number of rings before answered, number of abandoned calls, number of busy signals received) shall be collected and reported.  Statistics regarding language selected for both SIVR/IVR and CSR shall be provided.  
5.17.6.2

MONTHLY RETAILER HELP DESK STATISTICS

This monthly report shall provide a summary of the number of calls received on the Merchant Assistance line by reason (SNAP voice authorization, terminal problems, settlement questions, etc.) for both SIVR/IVR and CSR.  Statistics regarding retailer help tickets, including number of tickets opened, tickets closed, and reason for ticket, shall be provided.  Daily statistics regarding the Help Desk performance (i.e., number of calls, number of rings before answered, number of abandoned calls, number of busy signals received) shall be collected and reported.  Statistics regarding language selected for both SIVR/IVR and CSR shall be provided.
5.17.6.3

MONTHLY POS INSTALL REPORT

This report shall provide retailer information concerning newly authorized FNS retailers being offered or provided with EBT-only POS devices.

5.17.7
BILLING REPORTS

The Contractor shall provide to the State in an electronic format detail reports substantiating the monthly billing for EBT/EFT services.  The Billing Reports shall include detail information to allow the State to validate the bill for EBT/EFT services, as well as pass through expenses being charged to the State, such as payphone surcharges on calls made to the Client Help Desk.
5.17.8
AD-HOC REPORTS

Although requests for ad-hoc reports will not be often, there are times when additional reporting regarding data on the EBT/EFT System is required.  The Contractor shall support requests for ad-hoc reports on a timely basis.  The reports will be paid for by the State on an hourly rate.  The Contractor shall provide in their response the process to be used to request ad-hoc reports and the expected timeframe in which the request will be satisfied.  
5.17.9
STATE DATA FILES

The current EBT/EFT Contractor provides three data files to the State on a regular basis concerning accounts maintained for Alabama EBT cardholders.  These files are: 

· History Extract File (received daily)

· Benefit Expungement (formerly Aging) File (received monthly)

· Case/Client Delete File (received monthly)

The formats of these files are defined in Appendix F.  The State requires that the new Contractor provide these same files to the State in the format defined in Appendix F.  

The current EBT/EFT Contractor provides two data files to the State concerning accounts maintained for AL Vantage cardholders.  The files are:  

· Daily New Card File with DDA numbers

· Rejected (error) File
5.17.10
FNS DATA FILES

The EBT/EFT Contractor is required to support the data requirements of the Federal government, and specifically FNS, for the SNAP EBT Program.  The three data files described below shall be provided to the Federal government on a periodic basis as defined by FNS.  
5.17.10.1

AMA FILE

Each business day, the EBT/EFT Contractor must provide data necessary to support increases/decreases to the projects ASAP account balance to the Federal Reserve Bank of Richmond.  The Federal Reserve Bank will serve as the Account Management Agent (AMA) for the FNS SNAP EBT benefit account.  The AMA will interface with the Treasury Department's Automated Standard Application for Payments (ASAP), and will establish ASAP account funding limits for the State for SNAP EBT activity.  Consequently, it will be necessary for the EBT/EFT Contractor to interface with the AMA and provide the necessary data.  This data must be provided in a formatted file (see Appendix F for file format).  

5.17.10.2

SNAP REDEMPTION REPORTING

The EBT/EFT Contractor shall provide detailed daily SNAP redemption data by retailer identification number to the Store Tracking and Redemption Subsystem (STARS), the FNS SNAP redemption database, through the Benefit Redemption Systems Branch (BRSB) in Minneapolis.  The data format and requirements of this file is specified by FNS.  The data elements and file format for this data is provided in Appendix F.

5.17.10.3

ALERT FILE

The EBT/EFT Contractor shall provide transaction data, starting at implementation, of store transaction history on a monthly basis to FNS through the Anti-fraud Locator of EBT Retailer Transactions (ALERT) file.  The data element requirements and file layout for the ALERT file can be found in Appendix F.


5.18
TRANSITION

Transition from the current Contractor to the new Contractor will consist of three phases as described below.  This section also includes the conversion to a new Contractor, if required, following the conclusion of the contract awarded through this procurement.     
5.18.1
EBT-ONLY POS TERMINALS

During the conversion of EBT-only equipment it is critical that clients not be negatively impacted in their ability to redeem their benefits due to conversion and that business operations of stores using EBT-only terminals not be negatively impacted due to the conversion to new terminals and terminal drivers.  Therefore, 95% of all existing EBT-only terminals shall be converted prior to the database conversion.
5.18.2
EBT/EFT DATABASES

Database conversion (conversion from existing database to new database) shall take place overnight on the weekend and is usually done next to the last month of the State’s current contract.  The Contractor shall analyze monthly transaction volumes and select a weekend when the least number of retailer and clients would be impacted.  The entire conversion shall be completed in ten hours or less.  During conversion no stand-in of clients’ transactions will be required.

The Contractor shall:

· Perform significant testing of the conversion process, including performing test transactions against the converted database in the Test System.  Testing shall also validate that PINs have been converted successfully.  FNS requires at least two trial runs.

· Accept a minimum of three years and up to seven years of transaction history to be transferred from the current EBT Contractor’s data warehouse.  If information cannot be transferred from the currently existing data warehouse, then at least three years will be stored in the data warehouse using the online history.  

· Provide for conversion of three years of online transaction history onto the new system.  

· Have checkpoints and reconciliation procedures built into the conversion process to ensure that no benefits or records are dropped.

· Have a contingency fallback plan in case the conversion cannot be completed in a timely manner due to problems.

· Send two notices to retailers.  The first notice may be sent 2 or 3 months before conversion and the second must be sent 2 weeks before conversion.  FNS reviews them and will mail them if asked to do so.
5.18.3
EBT/EFT CARD ISSUANCE

The State does not wish to convert its existing clients’ Alabama EBT cards to a new card stock.  Although the State understands that the AL Vantage branded cards must be replaced, the Contractor shall continue to use the State’s current card designs with minor modifications as specified by the State.  The Contractor must have the capability to operate without replacing the existing cards that have already been produced and/or issued and without disruption to the cardholders benefit access and services.  If the client needs a replacement EBT card, the PIN for the client shall be transferred from the old card to the new (replacement) card.  Once a new EBT card is issued the old card will be inactivated.  The old card will be inactivated after the clients have used all funds associated with the AL Vantage cards that were issued by the current Contractor or the balances are transferred to the new Contractor to reflect in the client’s new accounts, whichever is most feasible and mutually agreed upon by DIR and the Contractors involved.  

5.19
DISASTER PREPARATION AND CONTINGENCY PLANNING

Disaster preparation and contingency planning covers three areas.  The first is the Contractor’s system; the second is the State’s eligibility systems; and the third is disasters impacting a large number of the State’s population.  This section of the RFP covers these three areas.  
5.19.1
CONTRACTOR SYSTEMS

The Contractor shall provide an alternate means of authorization of EBT/EFT transactions during short-term outages, when switching over to the back-up site is not considered appropriate.  The response to this requirement shall also include how the Contractor will notify both the State and the retailer community that an outage is occurring and alternate means of authorizations are currently in place.  

However, in the event of a disaster impacting the availability of the Contractor’s primary data processing site, the Contractor shall have available a back-up site for host processing and telecommunications network services.  The Contractor shall have the EBT hot back-up site begin processing transactions within one hour of a disaster declaration.  

The Contractor’s disaster recovery plan shall also include a State notification process as well as disaster declaration criteria and timeframes that are acceptable to the State.  The Contractor shall notify the State immediately upon Contractor’s decision to move to a disaster back-up site to provide EBT/EFT services.  If the Contractor is providing EBT/EFT services to multiple States, the disaster recovery plan shall address the timing and order of recovery of the State as compared to the other agencies being processed.  The recovery of the State of Alabama’s EBT/EFT system(s) shall not be delayed because the Contractor is recovering other States’ EBT/EFT systems.  

The disaster back-up site shall be tested annually, and the Contractor shall provide the State with copies of such test results within thirty (30) days of receipt of the test results.  
5.19.2
STATE SYSTEMS

The Contractor shall support the recovery of the State’s eligibility and EBT/EFT interface systems at a back-up site in the event of a disaster at the State’s primary data center(s).  This support shall consist of providing connectivity to the State’s back-up site to support the transmission of data files and reports between the State and the EBT/EFT Contractor.  Initial support may consist of only dial-up access until a more robust solution can be implemented.  The connectivity during the initial days of a disaster may also consist of passing tape cartridges between the Contractor and the State.  In either case, the Contractor shall provide support to the State in ensuring that benefits are still being provided to clients through the EBT/EFT system(s) during the recovery of the State’s data processing systems.  Following the declaration of a disaster by the State and movement to a back-up data center(s), the Contractor shall work with the State technical staff to provide EBT/EFT Administrative Terminal support. 

5.19.3
diSASTERS WITHIN THE STATE

The EBT/EBT Contractor shall support providing benefits to the State’s clients subsequent to the occurrence of a disaster within the State.  The basic assumption in this scenario is that there is sufficient infrastructure available within the retailer and financial community to support EBT/EFT as a means for benefit payments.  This section provides the requirements to the EBT/EFT Contractor for providing these benefits.  

The State’s plan in supporting disasters for the SNAP is to maintain an inventory of pre-embossed and pre-encoded Alabama EBT cards within the State that would be used in the event of a disaster.  Following the declaration of a disaster supporting expedited issuance of SNAP benefits by USDA, the State would issue the disaster EBT cards to eligible clients within the disaster areas.  Following the issuance of the card, the State would update the respective EBT account on the Contractor’s EBT/EFT system through the batch interface with the associated demographic information, including the assigned case number and client name.  Benefits would also be added to the EBT account through the batch interface.  

To support the State’s plan for EBT disaster services for the SNAP, the Contractor shall maintain on the EBT/EFT database predefined disaster accounts and the related EBT card.  The Contractor shall maintain 49,994 EBT accounts to be used for disaster services, and the associated EBT cards and system assigned PINs.  These EBT accounts shall remain on the Contractor’s EBT/EFT system until utilized for a disaster.  If the State needs additional EBT disaster cards, PIN mailers and manifests with lift out labels, they shall be delivered to the State in EBT account number ascending sequence.  The State is responsible for storing the cards and related PIN mailers and manifest until they are needed for a disaster.  The EBT account number shall be used as an identifier on both the Card and PIN mailer, so the two can be matched and provided to clients during a disaster.  The Contractor shall work with the State during the design phase of the project to finalize and document these requirements.  

For localized disasters impacting a small geographic area, such as an area hit by a tornado, the Contractor shall support the option of drop shipping all requested EBT/EFT cards to a specified address within the impacted area.  The impacted area would be identified by zip code.  Following written notification by the State, the State requires that all EBT/EFT cards that would normally be mailed to clients within the impacted zip codes instead be dropped shipped to the location specified by the State.  The EBT/EFT cards would be dropped shipped until written notification is received from the State to discontinue drop shipping and begin mailing cards again.  This is a Fee for Service option that should be priced separately in the Vendor’s Cost Proposal.    

