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On behalf of the Georgia Department of Revenue (DOR), the Office of the State Treasurer (OST) is requesting a proposal for certain banking services from commercial banking institutions (Banks). We invite your firm to submit a proposal to us by 4:30 PM EST on September 30, 2011 for consideration. A description of DOR, the services needed, and other pertinent information follow:

Background of Georgia Law and Policy
O.C.G.A. 50-17-50 The State Depository Board, referred to as the “board,” is created, consisting of the Governor, the Commissioner of Insurance, the state accounting officer, the commissioner of banking and finance, the state revenue commissioner, the commissioner of transportation, and the state treasurer, referred to in this article as the “state treasurer”, who shall serve as administrative officer of the board. A majority of the board shall constitute a quorum, and the acts of the majority shall be the acts of the board.  The board, in its discretion, may name and appoint, from time to time, as state depositories of state funds any Bank or trust company which has its deposits insured by the Federal Deposit Insurance Corporation.
O.C.G.A. 50-17-51(c) The board shall prescribe cash management policies and procedures and state agencies shall employ the cash management policies and procedures prescribed by the board. Cash management policies and procedures prescribed by the board shall be designed to maximize the efficient and effective utilization of the state’s cash resources for the state as a whole. The board may require state agencies to submit reports and plans on such forms and at such times as the board may prescribe to determine whether an agency is in compliance with the cash management policies and procedures prescribed by the board. The state treasurer shall serve as the cash management officer for the state on behalf of the board.
The banking services for each Agency are to be reviewed every three years by each state entity in participation with the Treasurer.
In the process of approving new bank accounts and/or new banking services and in the Treasurer’s periodic review of Agency banking services, the Treasurer and/or Agencies may request Banks to provide information regarding their experiences with and capability of providing certain more complex banking services as a factor to be considered in the evaluation and approval process. Under this provision of policy, DOR and OST are inviting Requests for Qualified Banks (RFQB). 
O.C.G.A. 50-17-52 The board shall make with depositories the most advantageous contracts for interest to be paid by them to the state for the use of the state's money which may be deposited therein, as provided by this article. In so doing, the board may authorize the state treasurer to negotiate with depositories explicit fees in payment for the state's banking services. Such fees shall be paid by the state treasurer from interest earned and shall be subject to the board's approval. In the event any depository so named shall refuse to make a satisfactory contract with the board as to interest to be paid and fees to be charged, the board shall have authority to remove state funds from such depository.

The bank accounts to be procured through this RFQB will be included in the Bank Fee Program.
Bank Fee Program Account Guidelines
Account Approval Requirement
To participate in the Bank Fee Program, the Bank acknowledges that it must follow the Bank Fee Policy Guidelines. The Treasurer is only liable for fees related to accounts approved by the Treasurer and the Board that are in the Bank Fee Program. Agencies shall be responsible for payment of fees on accounts not in the Bank Fee Program but approved by the Treasurer and the Board.
No new bank accounts may be opened without the express approval of the Treasurer and the Board except for such instances in which the Treasurer provides initial approval of such accounts pending final approval by the Board at its next regularly scheduled meeting. Accounts or services may be terminated from time to time.
Services And Compensation
The Bank shall be compensated for banking services in accordance with its fee schedule submitted to OST. Such schedule shall not be amended until after June 30, 2012 (“the Fiscal Year”) without written approval by the Treasurer. The Bank may reduce any or all fees on the fee schedule during the Fiscal Year provided it delivers advance written notice to the Treasurer at least five days prior to the implementation of the reduction. Those fees specifically identified as subject to regulatory assessment may be increased during the Fiscal Year to the extent of an increase in the regulatory assessment provided that the Bank provides Treasurer with advance written notice. The Bank may amend its fee schedule for new banking services with permission of the Treasurer. Fees not expressly referenced are not authorized and may not be paid by the Treasurer. Other than the fees authorized, neither the Treasurer, nor the Board, nor any Agency is responsible for any fees for services not authorized.

Additional Services
For accounts in the Bank Fee Program, the Bank shall not be permitted to add any additional banking services that will involve an expense in excess of $ 1,500.00 per month without the prior written approval of the Treasurer. 

Other Agreements
Any agreements which the Bank utilizes in its regular course of business in opening and maintaining Agency accounts and which are necessary for the account and services required must comply with Georgia law.  

Interest
At the option of the Treasurer, accounts in the Bank Fee Program will either earn monthly interest on collected available balances at such rate as may be agreed to by the Treasurer and the Bank from time to time or receive a monthly net earnings credit rate (“ECR”).  For purposes of calculating the ECR, the Bank will treat all Agency bank balances in all accounts in the Bank Fee Program as if they were a single account to give the Treasurer the benefit of any tiered ECRs or interest paid on higher account balances.

Proposals To Agencies
The Bank will provide the Treasurer with copies of any proposal for any additional banking services. 

Prohibitions
Fees for providing merchant card processing services are not permitted to be billed by analysis charges to bank accounts in the Bank Fee Program without prior approval of the Treasurer.

The Bank shall not provide services to any Agency by way of an amendment to, “tie-in” with or “piggyback” on an existing contract for banking services with another Agency without prior approval of the Treasurer. 
The Bank may not debit an account in the Bank Fee Program for the payment of bank service charges without prior approval of the Treasurer.

Any bank account may be terminated by the Treasurer and/or DOR acting on behalf of the Board should the Bank no longer be qualified as a state depository or should the Board otherwise determine to limit the state’s financial exposure to a Bank.

Requested Services for DOR
Background on this Request for Qualified Banks (RFQB)
The Georgia Department of Revenue (hereinafter “DOR”) collects various types of state and local government taxes, transfers most of the collected funds to OST, is allotted funds by OST and disburses income tax refunds to individual and corporate taxpayers, distributes certain taxes to local governments, disburses certain tax payment adjustments, disburses DOR operating expenses and disburses DOR payroll expenses.  DOR and OST are desirous of obtaining banking services to enable the most efficient and effective collection and disbursement of funds and the most comprehensive reporting of financial information to DOR and OST.
This request provides a description of current banking services and approximate volumes of transactions for most of the current services. Banks are not restricted to replicating existing banking services and are encouraged to provide innovative solutions.
The Bank’s systems must be able to integrate with DOR’s Integrated Tax Solution (ITS), the PeopleSoft Accounting and other payroll systems of the State Accounting Office (SAO) in certain applications that are described further in this RFQB.
Period of Agreement
The term of any contract resulting from this solicitation shall begin with execution of the contract, after all parties have signed, and shall not exceed one (1) year with two (2) one-year renewals unless otherwise terminated in accordance with the termination provisions of the contract. 
Bank Bidding Options

Each Bank may bid on one or more groups of banking services.  Each group of services will be awarded separately, and it is the preference of DOR and OST to have more than one (1) Bank providing banking services. 
Bank Fee Schedules

DOR and OST are requesting that all Banks review and complete Attachments A through F.  List items that need to be added and not covered under the existing Bank Fee Program, on the lines provided at the bottom of each attachment.  For any fee items that a Bank wants to list the at current Bank Fee Program rate, please state “bank fee cost” under the fee column.  Each Bank has the opportunity or ability to lower its bank fee costs for this proposal.  If a Bank’s bid is accepted and a new banking service is awarded, the new DOR fee structure will update the Bank’s Bank Fee Program rates for all other accounts as well. DOR fee proposals can contain tiered volume processing rates if a Bank chooses to do so. Qualified Banks that do not complete and resubmit Attachments A through F will not be considered for the corresponding bank services associated with the Attachment. 

Location

The gathering of system requirements is to be performed at DOR headquarters in Atlanta, GA. All other work/delivery/service is to be performed, completed and managed at the Bank’s work locations. All expenses incurred in performance of this contract shall be at the expense of the Bank.  
Schedule of Events

The schedule of events stated throughout this RFQB represents the best estimate of the schedule that will be followed. However, delays may occur which may necessitate adjustments to the proposed schedule. If a component of this schedule, such as the close date, is delayed, the rest of the schedule may be shifted as appropriate. Any changes to the dates up to the closing date of the RFQB will be publicly posted prior to the closing date of this RFQB. After the close of the RFQB, DOR and OST reserve the right to adjust the remainder of the proposed dates on an as needed basis with or without notice.
	Description 
	Date 
	Time 

	Issue RFQB to Banks
	September 12, 2011
	4:30pm EST

	Banks Deadline to Ask Questions Concerning RFQB
	September 20,2011
	4:30pm EST

	DOR/OST Response to All Written Vendor Questions
	September 23, 2011
	4:30pm EST

	Deadline to receive RFQB from Bank
	September 30, 2011
	4:30pm EST

	Finalist Presentations (if necessary)
	October 2011
	TBA

	Vendor Announcement and Selection
	October 2011
	TBA

	
	
	


Transition/Implementation Plan 
Please provide a comprehensive transition plan, including a timeline for each group of banking services that a Bank bids on. 

State’s Right to Amend and/or Cancel the RFQB
DOR and OST reserve the right to amend this RFQB. Any revisions must be made in writing prior to the RFQB closing date and time. By submitting a response, the Bank shall be deemed to have accepted all terms and agreed to all requirements of the RFQB (including any revisions/additions made in writing prior to the close of the RFQB whether or not such revision occurred prior to the time the Bank submitted its response) unless expressly stated otherwise in the Bank’s response. Banks are encouraged to frequently check the OST website for additional information. Finally, the DOR and OST reserve the right to cancel this RFQB at any time.

Costs for Preparing Response
Each response should be prepared simply and economically, avoiding the use of elaborate

promotional materials beyond those sufficient to provide a complete presentation. The cost for

developing the response and participating in this RFQB process is the sole responsibility of the

Bank. The State will not provide reimbursement for such costs.

Registered Lobbyists
By submitting a response to this RFQB the Bank hereby certifies that the Bank and its

lobbyists are in compliance with the Lobbyist Registration Requirements in accordance with the

Georgia Procurement Manual.
IRS Publication 1075 Taxpayer Privacy 
Each Bank must comply with the taxpayer privacy laws that are covered under IRS Publication 1075.  (available upon request) 
Groups of Services Open for Solicitation 
Each of the following five (5) banking service areas will be awarded separately.  It is OST’s and DOR’s preference that no one (1) Bank will be awarded all five (5) groups of banking services. Please review and bid on the following groups of services. 
I. REVENUE COLLECTION ACCOUNTS 
Purpose of Solicitation

DOR is responsible for the annual collection of state taxes and fees, from both individuals and businesses, which together fund the daily operations of the state government.  DOR’s mission is to administer Georgia’s tax laws in a fair and equitable manner while providing a high level of customer service to ensure that every Georgia citizen pays their fair share and nothing more. 

There is a need for depository accounts which can handle large volume transactions on a daily basis.  The revenue in this group of banking services includes: 
1. Paper receipts mailed to DOR.

2. Paper receipts outsourced to a Bank’s lockbox processing system.

3. Electronic receipts (EFT), including both ACH Debits and ACH Credits.  

4. Wire transfers. 

General Requirements:
1. Must comply with all NACHA Rules and Regulations. (available upon request)
2. Must comply with DOR tax system file sharing requirement to accept files through ConnectDirect or SFTP.
3. Must comply with file format structure found in Attachment H of this RFQB.
4. Must agree to provide all services outlined in Customer Service section of this RFQB.
In addition to the information provided in this RFQB, the Bank is also encouraged to review the tax collections and processes document that is posted on OST’s website.  
Volume for this Group of Banking Services
During Fiscal Year 2011, DOR collected approximately $22.2 billion.  These collection totals are comprised of all tax types and all electronic and paper collection streams located in this Banking Services section.  For the transaction volumes, please see Attachment I, Attachment K and Attachment M.  For this section please pro rate 85% of Attachment K. The remaining 15% of Attachment K is open for bid in Section II.  
II. REVENUE COLLECTION ACCOUNTS FOR REGIONAL OFFICE LOCATIONS 

Purpose of Solicitation

This portion of the RFQB is soliciting Banks utilizing a depository account that can include the option of a supporting Cash Handling Systems (smart safe programs). DOR will use the information generated by this RFQB in conjunction with other information available to determine the solution that is best for recognizing deposits at the point of sale prior to receiving physical checks or cash at the branch location. DOR seeks information on the handling of day to day transfer of funds that are received at a point of sale in one of DOR’s 12 regional offices and DOR’s Tag and Title offices throughout the state. Funds include cash, check, money orders, and electronic transfers. 
Description D
Please provide detailed information and attachments for the questions listed below:

1. Does your Bank have a solution or a partnership that can link cash, check, money order or electronic transfers to a specified DOR account?

2. Does your Bank have a solution or partnership that can scan checks and record financial transactions to multiple DOR accounts?

3. Can your Bank or partnership provide the same equipment to DOR’s 12 Regional Offices with the same connectivity?

4. If a Cash Handling Machine is your solution, what will be the frequency of scheduled pickups? Weekly, daily, etc.? If not a Cash Handling Machine please further describe your solution. 
5. Would your solution require a land-line, or network connection? 
6. What is the maximum number of bills / checks that can be stored in the Cash Handling Machine?
7. Does the Bank have a solution or partnership that can record each deposit made into the Cash Handling Machine by tax type?
8. Does your Bank have a solution or partnership to repair / maintain the Cash Handling Machine? What is the turnaround time to repair/ maintain? What is the cost to repair / maintain and is it included in the fee schedule? If the Cash Handling Machine is down for an extended time period what is your solution for cash collections received?
9. If you are partnering with a third party, what is your solution if the partnership between the Bank and third party is dissolved? How would that affect the daily cash deposits?
10.  What is the cost of pick-up and is it included in the fee schedule?
11. Does your Bank have a solution or a partnership that can provide check scanners which can link electronic images to a specified bank account? If so, describe the process and costs associated with the service. 

Volume for this Group of Banking Services

During Fiscal Year 2011, DOR collected approximately $122 million.  These collection totals are comprised of all tax types and all electronic and paper collection avenues located in this banking services section.  Also pro rate 15% of Attachment K for transactional volume detail. 
III. REFUND DISBURSEMENT ACCOUNTS
Purpose of Solicitation
DOR disburses Income Tax refunds to taxpayers who have overpaid their Individual Income Taxes.  Such refunds are currently disbursed either electronically, as an Automated Clearing House (ACH) direct deposit, or by paper check. Paper check is the default method of disbursement unless a taxpayer chooses ACH direct deposit by providing their bank account information to DOR. 
General Refund Questions
1. Describe any specific experience you have processing income tax refund

disbursements.
     
2. How do you measure quality in income tax refund disbursement services? What quality

standards do you measure, and how has your performance been relative to the standard   for the past year?
3. How do you provide customer service for income tax refund disbursement services?

               What service standards are in place, and how do you perform against them?
4. What controls are available with your income tax refund disbursement services that    might help detect fraud?
5. Describe your proposed check cashing policy for all State income tax refund items. Are the check cashing services performed without an additional fee to the individual taxpayer?
6. What disbursement notification methods are available? 
7. What kind of controlled disbursement image applications do you offer?
8. How does your positive (match) pay service operate? What time do you provide notification of exception items? What time must the customer notify you of disposition and what methods of notification are available?
9. What is your Bank’s contingency plan for providing income tax refund disbursement services in the event of an outage or disaster?
Scope of Services to Be Performed 
ACH Refund Accounts 

	 

	General Requirements: 

1. Must comply with all NACHA Rules and Regulations. (available upon request)
2. Must comply with DOR tax system file sharing requirement to accept files through ConnectDirect or SFTP
3. Must comply with file format structure found under the Technical Specifications in Attachment H.  
4. Control disbursement bank accounts will be used.

	


Check Refund Accounts

General Requirements: 

1. Must comply with DOR tax system file sharing requirement to accept files through ConnectDirect or SFTP
2. Must comply with file format structure found under the Technical Specifications in Attachment H. 
3. Control disbursement bank accounts will be used.
4. Does your Bank have an in-house check print facility? If so, what is the cost per check?
DOR is interested in adding stored value/debit cards for two main reasons – the cost of issuing and processing paper checks and the need to provide alternative refund access to persons without bank accounts. DOR intends to offer a single purpose payment stored value card option in lieu of check processing to minimize the number of paper checks issued annually. The purpose of this Request for Qualified Banks (RFQB) is to obtain competitive proposals from bona fide, qualified Banks who are interested in providing an electronic payment solution for the disbursement of Individual Income Tax refunds using an Electronic Access Card (EAC) that is VISA or MasterCard branded (heretofore and hereafter such EAC will be referred to as a “stored value card”). 
Stored Value Refund Accounts
In order to move away from paper checks as the default disbursement method, DOR is soliciting Qualified Banks to begin issuing stored value/debit cards as another means of disbursing tax refunds. The Bank will produce and provide a product to Georgia taxpayers designated as a stored value card. 

Financial Goals and Objectives for Stored Value cards
The Bank shall provide a certification statement that the referenced stored value card will be at no cost to the State of Georgia. In addition, this RFQB is to provide Income Tax refunds via stored value cards to taxpayers of Georgia at a low cost. The Bank may elect to consolidate various kinds of refunds within one account or manage them separately. 
An additional objective of this RFQB is to procure services which:

· Achieve certification and implementation deadlines.

· Meet the stated requirements.

· Ensure accurate and timely processing of refunds.

· Allow for growth and changes to the program.

· Provide system and operational security.

· Provide fail safe, disaster recovery, and associated business continuity services.
DOR requires that the Bank provide customer service center(s) that will assist our cardholders with any questions or issues they have regarding use of the card. The Bank’s customer service agents must be adequately trained and responsive to taxpayers’ needs, and make every effort to resolve issues with their stored value cards in an expedient manner. The Bank must offer, at a minimum, customer support service to our taxpayers through the internet and by telephone.

DOR will not assume any responsibility for resolving banking or retail merchant issues with the card.  DOR will not assume any responsibility for providing customer support to taxpayers regarding any features of the stored value cards or limitations outlined in the cardholder agreement.

In order to maintain proper accounting and financial tracking needed by the State of Georgia and federal regulations, the Bank will need to provide a series of reports to DOR in an accurate, timely manner.

The Bank will be required to provide instructional material to cardholders, to include material that clearly outlines the fees that may be incurred when using the card. DOR does not assume any responsibility for paying the costs involved in producing these materials or the postage costs involved in mailing this material to taxpayers. DOR must have the option of collaborating with the Bank to create instructional or marketing materials, such as streaming video, brochures or presentations that would be used for the sole purpose of educating taxpayers on the use of the card. These materials would be subject to the approval of DOR, and DOR must be relieved of any trademark liability in the distribution of these materials.
Stored Value Card Requirements
The Bank must describe in detail how it will meet the following requirements:

General Requirements:

1. The State of Georgia requires a magnetic stored value card that is fully compliant with all applicable laws and regulations and that meets industry standards for quality. The stored value card must be similar in design and technology to bank-issued ATM cards.

2. The stored value card must be branded VISA or MasterCard, operate via the VISA or MasterCard network, be accepted by any participating merchant, and allow for PIN based and signature-based purchases.

3. The stored value card must be “Regulation E” compliant. The stored value card shall be compatible with an operating ATM network, accessible throughout the State of Georgia, as well as provide for Point of Sale (POS) and allow for withdrawal of cash through a normal ATM transaction. In addition, the Bank shall provide a “zero liability policy”. This policy will relieve the cardholder from any liability for unauthorized online or offline charges. The State of Georgia shall not be liable for any unauthorized transactions.

4. All cards issued must require cardholder activation upon receipt. “Live/Active” cards shall not be mailed.

5. The Bank must not deny any taxpayer referred by the State of Georgia for participation in the stored value card program, unless the recipient has been labeled suspicious by other governmental or national security agencies.

6. Describe the process that will be utilized to handle the return of undeliverable stored value cards and the funds associated with the card account.

7. Cardholder information must be protected and kept confidential. Banks must describe what security measures will be taken to ensure confidentiality of the cardholder’s information and shall provide details of the security package to be used for access control to cardholder information.

8. Cardholder information must not be used for solicitation purposes.

9. Bank must provide legal assurances by Certification letter, that all accounts set up for taxpayers under the stored value card program are insurable to FDIC limits per individual participant. 

10. Bank must be responsible for all escheatment of funds related to the accounts established under the stored value card program.

11. Bank must accept reversals from DOR for any payments made in error to the cardholder account per NACHA regulations.

12. Bank shall provide a map, schematic or listing of all Georgia ATM’s and branch locations for the issuing Bank and associated networks. For locations outside of Georgia, the Bank must provide a listing or website address of where the cardholder may find these locations.

13. Upon implementation of the new stored value card, the Bank will be responsible for notifying the appropriate Georgia officials, affiliates of the issuing institution, and the appropriate banking authorities of the new card issuer. 

14. The Bank must provide all reasonable transition assistance as requested by DOR for six (6) months after the expiration of the contract or cancellation for any reason, to allow for the expired or cancelled part of the service to continue without interruption or adverse effect. During the transition period, the Bank must allow the existing cardholders access to their funds, account balances, customer service and all other services that were provided in the original contract. 

Card Restrictions:

1. The stored value card may operate as a credit card and must have no line of credit. Since this is not a credit card, cardholders may not be charged interest on their account balances at any time. Nor may they use this card to borrow money from the card issuer.

2. Neither the cardholder, nor any other entities not authorized by the State of Georgia, shall be able to make deposits or add value to the stored value card except merchants making refunds.

3. The stored value card must not have any advertisements anywhere on the card or inside the stored card envelope, without the consent of DOR. 
4. Banks must provide the conditions by which the network would allow for the possibility of a stored value card to be overdrawn (such as: gas pump sales, hotel stays, internet sales, etc.) and their method for getting reimbursements of those overdraft amounts from the cardholder; or, Bank must state that no overdrafts are possible and describe the limitations this places on the use of the stored value card. 

5. In the event that the network allows a taxpayer to overdraft their card account, the Bank will be responsible for managing these overdrafts and for seeking reimbursement from the participant cardholder. Bank will not be allowed to deduct overdraft amounts or overdraft fees from the funds deposited on the card from DOR. 

Account Setup and Payment Processing:

1. The Bank must be affiliated with VISA or MasterCard and must be capable of performing electronic funds transfer (EFT) using NACHA standards.

2. Payments must be processed and credited to the cardholder’s account so funds are available to the cardholder by close of business on the designated settlement day.

3. Describe the ability to disburse funds from different State programs onto the same card.

4. Describe the process for providing multiple cards on an account for family members of the person named on the account.

5. Describe the process for proving joint filers ensuring that there are two (2) different stored value cards tied to one (1) refund account. 

6. Bank must not allow for the charging of any fees to cardholders who have not pinned their card.

Cardholder Access:

1. The card access network must be available to all cardholders and the technology used must be currently active and available.

2. The Bank must provide the cardholder with reliable access to card balance and transaction information on a 24/7 basis.

3. The cardholder shall be able to choose or change their PIN.

4. The cardholder shall be able to transfer funds from the stored value card to an eligible checking or savings account with the funds made available within one (1) business day.

Cardholder Fees:

1. Cardholder must be able to withdraw funds from any in-network ATM an unlimited number of times without incurring any fees.

2. Cardholder must be able to make retail purchases, either PIN based or signature based an unlimited number of times without incurring any fees.

3. Cardholder must be able to choose to get cash back when they use their stored value card, PIN for retail, and/or POS purchases an unlimited number of times without incurring any fees.

4. Cardholder must be able to use a bank teller at any in-network Bank to withdraw funds at least once (1) without incurring any fees.

5. Cardholder must be able to access their balance inquiry via the internet an unlimited number of times without incurring any fees.

6. Cardholder must be able to access their balance inquiry via automated telephone service an unlimited number of times without incurring any fees.

7. Cardholder must be able to perform balance inquiries at any in-network ATM an unlimited number of times without incurring any fees.

8. Cardholder must be able to request one (1) replacement card per year without incurring any fees, when mailed via first class mail (standard 3 to 5 business days delivery). Bank cannot charge the cardholder any transfer fees.

9. Cardholder must be able to contact Bank’s customer service agents via telephone to make inquiries or resolve issues with their accounts an unlimited number of times without incurring any fees.

10. Banks must provide a fee schedule that outlines any chargeable services to the Cardholder. The Fee Schedule included in Attachment D of this RFQB should be used to convey this information.

11. Bank must provide informational material to the Cardholder that clearly notifies them of the potential fees associated with the stored value card. This must be provided in two (2) methods: a brochure with the issued card and a wallet-sized card. DOR must review and approve all instructional or informational material before they can be mailed to cardholders.

Individual Bank Statements:

1. Describe how you will provide a monthly statement for each cardholder.

2. Describe the information that appears on each statement. Sample statements should be provided.

3. Define the timeline for providing online statements.

Customer Service:

1. Bank must have service call centers located within the continental United States.

2. Banks must include a diagram of the call flow, menu and options that taxpayers will encounter when calling their customer service centers.

3. The Bank’s Customer Support package must include the capability for cardholders to report lost, stolen or damaged stored value cards.

4. A secure internet-based management tool that will allow cardholders to view financial transaction detail posted to their account must be provided.

5. Toll-free telephone access to Customer Service and Support that can be accessed seven days per week, 24 hours per day must be provided. Include in the technical response any alternative methods of accessing account information such as online access and/or Automated Response Unit (ARU) technology.

a. The Customer Service Support Package must include TDD/TTY capability.

6. Bank must describe how it will meet the following customer service issues:

a. How cardholders are notified of changes in policy or procedures that affect them.

b. How cardholder complaints are resolved and the time frames associated with the process. List the types of issues you anticipate and explain how they will be resolved.

c. How errors are resolved and time frames associated with the process.

d. Describe how issues of fraud and liability are handled.

e. Describe how returned mail is handled and how it will be reported to DOR.

f. Explain your process for reporting lost, stolen, or damaged cards.

g. Describe the procedure and timeline for the replacement of a cardholder’s lost, stolen or damaged card.

h. Detail all services that will be provided to cardholders.

i. Describe services available to cardholders living outside of the continental United States and those with FPO and APO addresses.

j. A secure internet-based management tool that will allow cardholders to view financial transaction detail posted to their account must be provided.

k. Describe what languages, other than English, are available through your Customer Service center. What languages can you provide through translation services? Which translation service(s) do you use? What limitations might DOR’s cardholders encounter, in terms of language and translation?

l. Explain your PIN selection process under the following circumstances: After initial card issuance; when a card is lost or stolen; if a cardholder forgets their PIN. In addition, explain alternative methods of PIN selection such as ARU PIN select, etc., if available.

m. Describe the customer process for completing a balance inquiry, including such options as ARU, ATM, Customer Support, online, etc.

n. Describe any limitations placed on the cardholders, such as amount available to withdraw daily and number of transactions permitted daily.

o. Describe any transactions that will be disallowed under the Proposal.

Fraud Controls:

●
Describe methods of monitoring account transactions to identify any unusual spending patterns or frequencies, attempted purchases at blocked or excluded merchants (sin categories), or purchases made on dates and times that are outside of normal cardholder spending patterns. Finally, describe procedures for contacting the cardholder when fraudulent stored value card usage is suspected. 
Volume for this Group of Banking Services
During the Fiscal year of 2011, DOR disbursed approximately $2.6 billion in tax refunds.  This disbursement total was inclusive of all different tax types and for all methods of electronic or paper distribution. Also see Attachment J for number of transactions that comprise the $2.6 billion in annual disbursements.
IV. SALES TAX DISTRIBUTION ACCOUNT TO LOCAL GOVERNMENTS

Purpose of Solicitation
DOR collects sales tax on behalf of local governments throughout the state of Georgia.  On the 3rd from the last business day of each month, DOR requests funds from OST to cover the disbursements to various local governments.  OST transfers funds to this account for the following day disbursements. The disbursement are divided into over 700 different accounts (see Attachment G) and sent to over 700 different locations.  
Through this bank account set-up, DOR issues approximately $2 billion on an annual basis. Also see Attachment L for number of transactions that comprise the $2 billion in annual disbursements. 
General Sales Tax Distribution Question 

1. Describe all options available for the confirmation of the ACH file prior to the Bank’s distributing the funds.
General Requirements: 
1. Must comply with DOR tax system file sharing requirement to accept files through ConnectDirect or SFTP.
2. Must comply with file format structure found under the Technical Specifications section towards end of this RFQB.  
3. Online access to account 24/7.
4. Must comply with all NACHA Rules and Regulations. (available upon request) 
5. Provide email notification, to multiple DOR email addresses, the ACH file has been received by the Bank.
6. Provide email notification, to multiple DOR email addresses, the ACH file has been processed by the Bank.
7. Provide examples of the following types of reports: deposit, distribution of funds, and returned items.
V. DOR OPERATING ACCOUNTS  
Purpose of Solicitation

DOR is soliciting Qualified Banks to bid on DOR’s Operating bank accounts.  Currently, DOR has two separate accounts, 1 for payroll and 1 for other overhead expenses. 
General Operating Account Questions
1. What do you consider currently the most competitive features of your payroll services, and specifically, your controlled disbursement product?
2. How do you measure quality in payroll services? What quality standards do you measure, and how has your performance been relative to the standard for the past year?
3. How do you provide customer service for payroll services? What service standards are in place, and how do you perform against them?
4. What controls are available with your payroll services that might help detect fraud?
5. Describe your proposed check cashing policy for all State items and other items issued pursuant to accounts created by this document. Is the check cashing service noted to be performed without an additional fee to the individual presenter?
6. What benefits or incentives can you provide to employees to receive their compensation by Direct Deposit?
7. Describe your failure processing system for Direct Deposits. Does the system guarantee the return of funds to the account at the same time as notification?
8. Please describe your capabilities to recover erroneous payroll payments. 
9. What controlled disbursing image applications do you offer today?
10. Do you offer online (internet) initiation of stop payments?
11. Do you offer PC-based initiation of stop payments?
12. Does your stop payment system confirm the placement of a stop within 2 minutes of initiation?
13. How does your positive pay service operate?
14. What time do you provide notification of exception items, and what time must the customer notify you of disposition? What methods of notification are available?
15. What is your Bank’s contingency plan for providing payroll services in the event of an outage or disaster? When was your disaster recovery plan last tested?
16. For direct deposit transactions, when will the Office be notified of individual payment failures and how will Notification of Change information be provided to the Office?
17. The Bank must maintain collateral for State funds on deposit in excess of the amount subject to deposit insurance.
18. The Bank must provide Fedwire transmission services for time sensitive payroll tax payments as a back-up to the State’s normal payment processing when necessary.
19. Payroll services must include the following:

a. Check processing

b. Return item processing

c. Deposit ticket processing

d. Deposit item processing

e. Incoming and outgoing wire transfers

f. Incoming and outgoing ACH transfers

g. Automated stop payment processing

h. Daily paid transmissions

i. Account maintenance

j. Direct deposit processing

k. Copies or images of paid items

l. Investments of idle balances

m. Positive pay

n. Prenote process
20. The system must provide report verification of stop payments within 24 hours of a request and provide an identifying number for each stop payment placed which shall be effective for a two-year period.
21. The Bank must provide for forgery protection, which ensures funds are returned to the appropriate account within 30 days.
General Requirements: 

1. Must comply with DOR tax system file sharing requirement to accept files through ConnectDirect or SFTP.
2. Bank account(s) must be able to share files and function with Peoplesoft General Ledger system. 
Volume for this Group of Banking Services

On an annual basis, DOR disburses approximately $168 million to cover various operating and overhead liabilities.  Also see Attachment N for number of transactions that comprise the $168 million in annual disbursements. 
Customer Service 
The following services will be requested and needed from a Bank in order to be successful in its proposal.  For each service below, the Bank will have to supply a team dedicated to help the DOR accounting staff. 

Customer/Support Services

· Provide a dedicated team of experienced personnel responsible for supporting DOR in handling all service requests, such as but not limited to: check inquiries, ACH inquiries, file transmission, verification of transmitted files, industry regulations, bank forms, research of transactions, affidavit process for stolen checks, ACH process for incorrect bank account data, and agency projects.
· Banks will provide bank deposit slips that meet the requirements of DOR in perpetuity on all applicable bank accounts at no cost to OST or DOR. 

· Include a diagram/flowchart of the dedicated team including telephone and email information

· Provide dedicated telephone numbers (toll-free) and email addresses to assist in requests; receive acknowledgement email of personnel assigned to respond to requests. In addition, have the capability to route incoming calls within the team to reach a dedicated person who understands the operations of DOR.

· Provide access to an Automated Account Services and Technical Help Desk in addition to the dedicated team using a single toll-free number.

· After hours emergency contact information.
· Provide support services (dedicated team, toll-free number, email) between the hours of 7 a.m. through 9 p.m. Eastern Time.

· Branch Services, such as, cash deposits over the counter

· Ensure all deposits, regardless of amount, will be accepted
On-line Banking Services

· Provide access to secure web-based treasury management tools for all bank accounts, merchant cards (debit and credit), and other services as applicable.

· Provide industry standard security of an online treasury management tool to protect against and mitigate fraud and access to DOR’s information.

· Provide the following on-line support, such as but not limited to: 

· Checks – issued, paid, outstanding, image access, stop payment, storage, deposits, debit/credit memo images, and reports

· Maintain 5 to 7 years of check, deposit, debit/credit memo images

· Provide examples of reports related to checks

· ACH  – credits/debits issued, received, returned, origination, blocks, fraud control, and reports

· Provide examples of reports related to ACH

· Full / Partial Reconcilement with positive pay – stale-dated maintenance and check storage

· Bulk Image File Transmission

· Wire Transfer for incoming and outgoing

· Account Transfer

· Current / Previous Day Reporting – online statements, returns, deposits, wires, stop payment, and multiple days

· Provide examples of  the aforementioned reports

· Provide time frame of when monthly online statements will be available

· Ability to export all reports seamlessly to Microsoft Excel

· Ability to obtain, at a minimum, one year of data for all reports

· Validation of ACH origination files online and by telephone

· Acknowledgement of Bank’s receiving ACH files online and email

    ●
On a monthly basis the Bank must provide OST an electronic data transmission that identifies all the paid items and stopped items since the previous transmission.

    ●
The Bank must provide legible images of items within 8 business hours of the request. Request for items over two years old must be provided within 72 hours of the request.
OST Reporting
The Bank must provide the Treasurer with the following reports and documents:

1. Monthly bank analysis statements on Treasury and Agency accounts in the Bank Fee Program both electronic and paper versions. 
2. Monthly Deposit Balances on all Treasury and Agency accounts in the Bank Fee Program. 
3. Monthly report that identifies interest earnings transfers, and collateral.
4. The Bank will provide a report immediately notifying OST of an overdraft, in any account created pursuant to this RFP.
5. Monthly electronic transmission files (822 EDI files) to provide bank fees and services for Treasury and Agency accounts in the Bank Fee Program. These files should be provided via the Bank’s secure website.
6. Executed copies of State Agency Signature Cards and Depository Agreements for each Treasury and Agency account in the Bank Fee Program (attached as Exhibit C).

The Bank may be asked to provide certain other reports and information from time to time, including but not limited to the following:

1. Verification of pledged collateral or FDIC insurance or guaranty coverage for all State Agency accounts.
DOR Reporting
Detailed reporting will be required of the Bank. The following reports will be required:
	Report Name
	Report Description
	Frequency

	Monthly Activity Report
	Detailed report for the preceding month’s activity including the number of cards issued, the number of cards cancelled, and any other activity totals as negotiated.
	Monthly

	Weekly Account Inactivity Report
	Shows accounts that have shown no activity for a predetermined period of time.
	Weekly

	Batch Processing Summary Report
	Shows information about approved and rejected deposit records.
	Each time a refund deposit file is processed

	Card Returned Report
	Shows cards that were returned as undeliverable
	Daily

	Cards not Activated Report
	Shows cards that have gone more than 30 days after issue without being activated, amount of funds associated with these cards, and an aggregate total of funds
	Daily

	Return of Funds Report
	Shows the cardholders name, amount of funds being returned and an aggregate total of funds returned.

Used in conjunction with automated return of funds program.
	Daily

	Monthly Bank Statement 
	Report that shows all account transactions
	Monthly 

	
	
	


Bank shall provide the various fees and circumstances under which cardholders will be charged. 

Frequency for DOR Reports
Run report on refunds issued previously when requested by DOR.  Should be returned the next business day after a refund file is processed.
Your Response to This Request for Qualified Banks
In responding to this request, we request the following information: 
1. The completion of Attachment A-Attachment F with cost and fee outlines for each service that the Bank chooses to bid on. 

2. Detail your Bank’s experience in providing commercial banking services.
3. Describe how you are organized to respond to issues like lost cards and any service oriented functions that could add value.
4. Identify the person or persons who will be assigned to our account if you are successful in your bid. Also provide contact information and biographies.
5. Provide the names and contact information for three other similar clients that currently have similar agreements in place. 
6.
Describe how and why your Bank would be a good choice to provide the requested services.
7. A Bank should have a testing environment in which to test with DOR
8.  A Bank should be able to accept files through ConnectDirect or SFTP 
9. DOR or OST, at its discretion, may ask one or more Banks to provide additional information.
Other Requirements
Evaluation of Qualified Banks Questions and Answers

Please submit all questions in connection with the RFQB in PDF format to kasher@treasury.ga.gov AND rcain@treasury.ga,gov on or before 4:30pm on September 20, 2011.  
OST will respond in writing to all questions and copy all prospective Banks on or before September 23, 2011.
Please submit a final response in response to this RFQB in PDF format to kasher@treasury.ga.gov AND rcain@treasury.ga,gov on or before 4:30pm on September 30, 2011. After the evaluation of the RFQB responses, DOR may select finalists to present their respective DOR collections, disbursements and operating programs in an oral presentation. 
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