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Global Tel*Link Corporation Corporate Headquarters Operations Center

: www.gtl.net 12021 Sunset Hills Road 107 St. Francis Street
Suite 100 32nd Floor
- Reston, VA 20150 Mobile, AL 36602

March 11, 2014

Ms. Tara Lyle, File 32

State of West Virginia

Department of Administration

Purchasing Division

2019 Washington Street, East

Charleston, WV 25305

RE: RFP No. COR61609 — Inmate Banking Services

Dear Ms. Lyle

This letter accompanies GTL's response to your agency's issued RFP. We appreciate the opportunity to
present our comprehensive solution for the West Virginia Division of Correction’s Inmate Banking Services
needs.

We offer in this RFP response many compelling reasons why you should select our solution for your
facilities, including our vision for integrated correctional technology solutions, the value that we create by
providing optimal efficiency and control, and the integrity and honesty of our employees.

The following proposal demonstrates that we fully understand and meet the implementation requirements,
service requirements, and overall operational goals that the Division of Corrections is seeking as described
in your issued RFP for Inmate Banking Services. We believe that after reviewing all bids, you will reach the
conclusion that our comprehensive proposal is the best in terms of innovation, versatility, and value.

Our technology, unwavering commitment to exemplary customer service, and outstanding people are what
make the difference and reaffirm why we should become your provider for Inmate Banking Services.
Among the many reasons why GTL is the logical choice are the following:

e industry-leading expertise and decades of experience

» knowledgeable and capable team members who are familiar with the West Virginia Division of
Corrections and who will be responsive to your needs

¢ an approach and methodology for the Inmate Banking Services that meets or exceeds all RFP
requirements

e the ability to demonstrate to you during the oral interview how the GTL Inmate Banking Services far
exceeds any other System provider in the market place

e how our cost proposal is fair to the citizens of West Virginia and the Division of Corrections

With a proven track record of innovation and value, you will see why we are the leading provider of
integrated corrections technology, offering single-vendor simplicity and accountability. We are ready to put
our team to work for you!

Sincerely,

Forop~< —

Jeffrey B. Haidinger
President and Chief Operating Officer
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Attachment A: Vendor Response Sheet

Provide a response regarding the following: firm and staff qualifications and experience in completing
similar projects; references; copies of any staff certifications or degrees applicable to this project;
proposed staffing plan; descriptions of past projects completed entailing the location of the project,
project manager name and contact information, type of project, and what the project goals and
objectives where and how they were met.

< GTL Response: GTL understands and complies

For nearly 25 years, GTL has been the trusted, one-stop source for integrated technology solutions for
the corrections market.

We started as a provider of correctional telecommunications services, offering facilities both control
and a steady source of income to help augment budgets. Over time, we have expanded our vision and
capabilities by identifying emerging trends in commerce (electronic debit, payment services, kiosks,
etc.), control (facility management, investigative technologies, etc.), and communication (video
visitation and visitation management), developing and integrating the most powerful solutions in
each area.

Banking Services History

In support of our clients, we offer a full suite of automated payment solutions, which are identical to
the services desired by this RFP. As a pioneer in the industry, GTL is the first company to deploy a fully
integrated and automated payment channel including kiosks, IVR and Web for a state DOC. As
evidence of our ability to safely and reliably process transactions, GTL processed over 14.5 Million
automated payment transactions for our customers nationwide in 2013 representing an
increase of 11% year over year. More importantly, GTL has never experienced a credit card
breach.

Global Tel*Link Overview

Today, GTL is the leading provider of integrated corrections technology for facilities across the United
States. We help correctional departments gain an unprecedented view into virtually every aspect of
theirinmate populations and facilities, driving higher levels of control and safety and enabling them
to meet today’s and tomorrow’s operational challenges with confidence.

For a quarter of a century, GTL has been the corrections industry’s trusted, one-stop source for
integrated technology.

©2014 Global Tel*Link 7
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e BigPicture Visibility for Facilities. We help correctional departments gain an unprecedented
view into virtually every aspect of their inmate populations and facilities, driving higher levels
of control and safety and enabling them to meet today’s and tomorrow’s operational

challenges with confidence.

* Greater Options for Inmates and Families. We connect inmates with the people and services
that help with their rehabilitation. Our solutions align with recognized corrections best
practices, including those aimed at preparing inmates for successful reentry to society and

reducing recidivism rates.

e ABetter Experience for Everyone. We’re committed to providing visionary technology,

unmatched customer care and exception value to every corrections audience.

The numbers speak for themselves about our presence in the market:

Solutions

2,200+

FACILITIES WITH

1.1M

INFMATES

14.5M+

CREDITCARD
TRANSACTIONS 11
2013 WITHOUTA
SINGLE BREACH

800+

COUNTIES N

48

STATES AND THE
DISTRICT OF COLUMBIA

28

STATE DOC CONTRACTS
INCLUDING

12

OF THE 20 LARGEST
STATE DOC CONTRACTS

50%

SHARE OF
INMATE TELEPHONE
SERVICEMARKET

500+

EMPLOYEES IN 10 NORTH
AMERICAN LOCATIONS

200M

CALLS HAMDLED
[N 2013 {APPROX.)

2o

YEARS OF INMNGVATION
AND VALUE

TECHNGLOGY PROVIDER
TOTHE FEDERAL BUREAU
QFPRISONS

We are committed to pushing the envelope on how technology can help improve virtually every
aspect of our customers’ operations, including the day-to-day experiences of everyone in the
corrections ecosystem: staff, inmates, family and friends. From the hardened exteriors of our kiosks,
phones and other in-pod devices to the reliability and security of the software that powers our
solutions, everything we provide is designed from the ground up with the rigors of the corrections
environment in mind.

Our solutions align with recognized corrections best practices, including those aimed at preparing
inmates for successful reentry to society and reducing recidivism rates. The following illustration

©2014 Global Tel*Link
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shows how the products and services from each solution family collectively form a broad range of
offerings that meets the needs of correctional facilities.
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Payment and Deposit Solutions - Ensuring the Quick, Accurate and Secure Processing of Funds

GTL’s best-in-class Payment and Deposit Solutions offer correctional facilities an end-to-end system
for the timely and secure processing of funds. From lobby kiosks and lockbox solutions to automated
telephone payments, we help automate labor-intensive and time-consuming processes while
providing seamless, real-time integration across accounts and transactions.

©2014 Global Tel*Link 9
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Inmate Communications Solutions - Enabling Connections Without Compromising Control

Connecting inmates to their friends and loved ones is an essential service with benefits for all
involved. From secure telephones and in-pod kiosks to handheld devices, GTL is the trusted leader in
helping correctional facilities leverage technology to enable connection without compromising
control.

Investigative Solutions - Finding the Answers That Prevent and Solve Crimes

GTL offers a suite of cutting-edge Investigative Solutions that mines valuable data from mountains of
recorded inmate telephone calls and creates actionable intelligence for investigative staff. Designed
with input from leading investigators, field-tested technology reveals previously hidden activities,
identifies incriminating calls and helps investigators solve and prevent crimes.

Facility Management Solutions - Driving New Levels of Efficiency, Control and Safety

Spanning the full spectrum of inmate/facility interaction, our Facility Management Solutions are
engineered to provide correctional facilities of all sizes with enhanced levels of efficiency and greater
control over the inmate population. From collecting and tracking inmate funds to having “one-stop”
access to inmate data, facilities across the country rely on GTL’s hardened and tested technology.

Visitation Solutions - Improving the Visitation Process for Everyone

Smooth and efficient management of the visitation process is essential for maintaining security while
providing meaningful opportunities for inmates to connect with their friends and loved ones. GTL
Visitation Solutions make it easy to schedule and administer both on-premise and remote video
visitation.

Content Solutions - Supporting the Rehabilitation Process

Aligned with industry best practices aimed at reducing recidivism rates, our Content Solutions put
pre-approved educational and entertainment programs and materials into the hands of inmates. This
promotes self-reliance, self-esteem and a safer jail environment while preparing inmates for a more
successful reentry to society.

©2014 Global Tel*Link 10
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References

Ohio Department of Rehabilitation and Corrections

Deposit Services, which included the purchase of phone time as well
as deposits for commissary/trust electronic processing.

February 2010 to Present

Randy Booth

614-728-1100

West Broad Street, Columbus, OH 43222

Montgomery County Correctional Facility, PA

Automated deposit services for commissary/trust deposits

2008 to Present

Julio Algarin, Warden

(610) 630-9390

60 Eagleville Road, Eagleville, PA 19403

Tulsa County Sheriff’s Office

Deposits services, which also included the purchase of phone time as
well as deposits for commissary/trust electronic processing

June 2011 to Present

Michelle Robinette, Chief of Detention

918-596-5641

500 S Denver, Tulsa OK 74103

©2014 Global Tel"Link 1
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Staff Certifications

GTL staff assigned to the WYDOC project is not only very familiar with the agency’s facilities, but also
immensely qualified to accomplish the services needed to give the best solution to the WYDOC. With
12 years experience in the West Virginia correctional facilities, GTL’s team has the knowledge and
expertise to complete the WWDOC Inmate Banking Services project successfully. Please refer to
Exhibit H for GTL’s Staff Resumes.

Chris Moore, Vice President of Product Management, received his Project Management
Professional (PMP) by the Project Management Institute. Please see Exhibit G for the copy of his
certification.

Proposed Staffing plan

As the current provider of Inmate Telephones to the WDOC, GTL’s staff is highly familiar with the
facility and the staff of the WYDOC. Due to our experience and relationship with WWDOC, only GTL will
be able to provide the best staffing team. GTL looks forward to extending our services to the WvDOC
in order to provide the best solution to satisfy the needs of the State.

GTL’s Project Team will be responsible for the accomplishment of each service requirement. Once the
contract is awarded, staff from various areas of support will be assigned responsibility specific to this
project to ensure success.

©2014 Global Tel*Link 12



State of West Virginia Purchasing Division
Inmate Banking Services
COR61609

Title

Account Executive

Role in Support of WWDOC

Continue as the primary single
point of contact for the Agency.
Jim has over 9 years of
experience with the Agency. Heis
the primary contact, liaison, and
facilitator to ensure that West
Virginia DOC’s needs are
understood and accommodated.

Currently
Supporting
WVDOC

Senior Vice President,
| Strategic Accounts

Senior Management Executive
Liaison providing executive-level
support to the Agency. He
ensures that all actions in support
of the Agency are expedited at the
highest levels of GTL.

Vice President of Sales,
Mid-Atlantic

Provides executive level support
to ensure proper corporate
commitment and resources along
with monitoring contract
compliance. Additionally,
Anthony facilitates the escalation
process to ensure prompt,
satisfactory problem resolution.

Account Executive

Serve as the Associate Account
Executive for the Agency. Tom
also has experience with
numerous large agencies, and
will be available to assist in major
activities and serves as the
alternate contact, liaison, and
facilitator for the Agency if Mr.
Beamer is not available.

©2014 Global Tel*Link
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Currently

Supporting
Role in Support of WWDOC WVDOC

Field Service Manager Responsible for the day-to-day
operations, maintenance, and
support of the kiosks including
the supervision of the full-time
Site-Technicians. Ron reports to
Philip Jones, Director of Field
Service, who will manage
resources for installations,
maintenance, and
administration.

Site Technicians Continue to provide local site v
technicians to service kiosk
equipment in Agency facilities.
GTL provides qualified local staff
through a subcontracted
agreement with Cooper
Communications Group (CCG),
which is organized to provide this
service exclusively for GTL

accounts.
Kiosk Implementation Toni is responsible for planning,
Manager scheduling, and managing the

implementation of the project
through cutover and acceptance.

©2014 Global Tel*Link 14
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Title

Director of Field
Services: Southeast,
Mid-Atlantic, North
Central

Role in Support of WWYDOC

Manages implementation and
maintenance activities performed
by regional support staff
including Ron Gibson and the
CCG service technicians. Philip
ensures that Ron and local
support staff members are
provide all resources required to
ensure quality service to the
Agency.

Currently
Supporting
WVDOC

Senior Vice President,
Engineering &
Development

Plays a key role in establishing, as
well as implementing the
corporate architecture,
technology and feature set for
GTL products.

Senior Group Manager,
Consumer Development
Division

Responsible for the kiosk
development and maintenance.
Oversees the product throughout
every step in the development life
cycle. Involved in the
deployment of the application
and works closely with the
Professional Services Group,
Implementation Specialists, and
customers to ensure the
installation of the productis
successful.

©2014 Global Tel*Link
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Currently

Supporting
Role in Support of WYDOC WvDOC

| Executive Director, Oversees the management of

Application Software interfaces with partners

| Delivery and Tech throughout the corrections
Support industry. Jim has extensive

experience in the automation of
services at correctional facilities
of all sizes; conducting business
process analysis and project

management.
Team Lead, Supervises the Corporate Trainers
| Implementation and Implementation Engineers,

working to provide the best
service possible to customers.
She will work closely with Project
Managers, Account Executives,
and the Agency to ensure projects
are scheduled in a timely manner
and completed with focus on the
Agency’s satisfaction.

Vice President, Product | Oversees all product managers
Management and products from design
through installation and
maintenance. ldentifies needs
and defines solution strategies
that the Agency may need.

©2014 Global Tel*Link 16
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Currently

Supporting
Role in Support of WYDOC WVDOC

Product Manager, Lobby
Kiosks

Responsible for facilitating
communication and follow-up on
all kiosk operational and
functionality issues as well as
ensuring that kiosk related
requirements are fully addressed
throughout the duration of the
contract. Ron also identifies
needs and defines solution
strategies that the WWDOC may
need. He will also plan future
kiosk designs and services.

Description of Past Projects
Ohio Department of Rehabilitation and Corrections (ODRC)

In February of 2010 we implemented payments services for the purchase of phone time as well as
commissary/trust electronic deposit processing at the Ohio Department of Rehabilitation and
Corrections facilities by:

* Providing 35 Lobby Kiosks across the State for the acceptance of payments
¢ Accepting payments required by ODRC online
» Providing the facility an interactive voice response system for the acceptance of payments

» Providing payment solutions for approximately 52,000 inmates and their families
Montgomery County Correctional Facility (Eagleville, PA)

The Montgomery County Correctional Facility houses approximately 2,000 inmates and process about
40,000 new inmates a year. We supply this agency automated deposit services for commissary/trust
deposits and have since 2008. We provide for them:

= 2 Deposit Kiosks in the lobby of their facility for the acceptance of payments

¢ 1lntake Kiosk in the booking area to collect all cash and coins on the inmate and print an
itemized receipt to be placed into Property

¢ Accepting payments via the web

» Providing the facility an interactive voice response system for the acceptance of payments

©2014 Global Tel*Link 17
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+ Providing payment solutions for approximately 2,000 inmates and their families

= Processing safely and securely over 52,000 commissary/trust fund deposits a year
Tulsa County Sheriff’s Office (Tulsa, OK)

Tulsa County Sheriff’s Office, located in Tulsa OK, houses 1,500 inmates and accepts approximately
30,000 new prisoners a year into their system. They requested we supply deposit services for them
that also included the purchase of phone time as well as deposits for commissary/trust electronic
processing. We provide for them:

» 2 Deposit Kiosks in the lobby of their facility for the acceptance of payments
» Accepting payments via the web
«  Providing the facility an interactive voice response system for the acceptance of payments

» Providing payment solutions for approximately 1,500 inmates and their families

©2014 Global Tel*Link 18
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Project goals and objectives contained in
Section 4, Subsection 4
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Executive Summary
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Global Tel*Link
Corporation
Reston, Virginia
www.gtl.net

Company at a Glance

« We serve more than
2,200 facilities and
over 1.1 million
inmates in 48 states
and over 800 counties.

e GTL processed 14.5
million credit card
transactions in 2013
without a single
breach

¢ GTL holds 29 state DOC
contracts including 12
of the 20 largest.

« We provide service to
29 of the top 50 county
agencies in the U.S.

West Virginia DOC
Inmate Banking Services
COR61609

Executive Summary

On the following pages, GTL will demonstrate why we believe the
solution offered will meet or exceed the full requirements of each
evaluation criterion. We look forward to increasing our partnership
by continuing to work together to better the Agency and detailing
the reasons why we believe that GTL is the right choice:

Corporate Experience

Knowledgeable and capable team members who are familiar
with your agency and who will be responsive to your needs

A technical solution that meets or exceeds all RFP
requirements

GTL’s continuing commitment to the Agency

A reasonable and fair fee structure



Introduction

This executive summary offers highlights from the full RFP response and tells a comprehensive
story about what we are offering you and how we intend to deliver on our promises.

The following topics are covered in the sections below:
e AboutGTL
e Web Portal Deposits
e Lobby Deposit Kiosks
e Investigative Solutions
e Permanent Release Debit Cards
e Work Release Debit Cards
e Parole Supervision Fees, Court Costs and Victim Restitution Payments
e LockBox

e Our Employees

About GTL

For nearly 25 years, GTL has been the trusted, one-stop source for integrated technology
solutions for the corrections market.

We started as a provider of correctional telecommunications services, offering facilities both
control and a steady source of income to help augment budgets. Over time, we have expanded
our vision and capabilities by identifying emerging trends in commerce (electronic debit,
payment services, kiosks, etc.), control (facility management, investigative technologies, etc.),
and communication (video visitation and visitation management), developing and integrating
the most powerful solutions in each area.

Today, GTL is the leading provider of integrated corrections technology for facilities across North
America. We help correctional departments gain an unprecedented view into virtually every
aspect of theirinmate populations and facilities, driving higher levels of control and safety and
enabling them to meet today’s and tomorrow’s operational challenges with confidence.

For a quarter of a century, GTL has been the corrections industry’s trusted, one-stop source for
integrated technology.

e Big Picture Visibility for Facilities. We help correctional departments gain an
unprecedented view into virtually every aspect of their inmate populations and facilities,
driving higher levels of control and safety and enabling them to meet today’s and
tomorrow’s operational challenges with confidence.

¢ Greater Options for Inmates and Families. We connect inmates with the people and
services that help with their rehabilitation. Our solutions align with recognized

© 2014 Global Tel*Link Corporation West Virginia DOC
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corrections best practices, including those aimed at preparing inmates for successful
reentry to society and reducing recidivism rates.

e A Better Experience for Everyone. We’re committed to providing visionary technology,
unmatched customer care and exceptional value to every corrections audience.

The numbers speak for themselves about our presence in the market:

2,200+
FACILITIESWITH

1.1M

INMATES

14 5M+

CREDITCARD
TRANSACTIONS IN
2013 WITHOUTA
SINGLE BREACH

Solutions

800+

COUNTIESIN

48

STATES AND THE
DISTRICT OF COLUMBIA

29

STATE DOC CONTRACTS
INCLUDING

12

OF THE 20 LARGEST
STATE DOC CONTRACTS

50%

SHARE OF
INFATE TELEPHONE
SERVICE MARKET

500+

EMPLOYEESIN 10 NORTH
AMERICAN LOCATIONS

200M

CALLS HANDLED
IN 2013 {(APPROX.)

2o

YEARS OF INNOVATION
AND VALUE

TECHNOLOGY PROVIDER
TO THE FEDERAL BUREAU
QOF PRISONS

We are committed to pushing the envelope on how technology can help improve virtually every
aspect of our customers’ operations, including the day-to-day experiences of everyone in the

corrections ecosystem: staff, inmates,
family and friends. From the hardened

exteriors of our kiosks, phones and
other in-pod devices to the reliability

and security of the software that

powers our solutions, everything we
provide is designed from the ground
up with the rigors of the corrections

environment in mind.

Our solutions align with recognized
corrections best practices, including
those aimed at preparing inmates for

successful reentry to society and
reducing recidivism rates. The

illustration on the right shows how the

products and services from each

solution family collectively form a
broad range of offerings that meets
the needs of correctional facilities.

© 2014 Global Tel*Link Corporation
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Payment and Deposit Solutions - Ensuring the Quick, Accurate and Secure Processing of Funds

GTL’s best-in-class Payment and Deposit Solutions offer correctional facilities an end-to-end
system for the timely and secure processing of funds as is outlined in this RFP. From lobby kiosks
and lockbox solutions to automated telephone payments, we help automate labor-intensive and
time-consuming processes while providing seamless, real-time integration across accounts and
transactions.

Content Solutions - Supporting the Rehabilitation Process through In-Pod Kiosks

If the Agency desires to install in-pods kiosks, you will be aligned with the company that provides
the industry best practices aimed at reducing recidivism rates. Our Content Solutions put pre-
approved educational and entertainment programs and materials into the hands of inmates
promoting self-reliance, self-esteem and a safer jail environment while preparing inmates for a
more successful reentry to society.

Inmate Communications Solutions - Enabling Connections Without Compromising Control

Connecting inmates to their friends and loved ones is an essential service with benefits for all
involved. From secure telephones and in-pod kiosks to handheld devices, GTL is the trusted
leader in helping correctional facilities leverage technology to enable connection without
compromising control.

Facility Management Solutions - Driving New Levels of Efficiency, Control and Safety

Spanning the full spectrum of inmate/facility interaction, our Facility Management Solutions are
engineered to provide correctional facilities of all sizes with enhanced levels of efficiency and
greater control over the inmate population. From collecting and tracking inmate funds to having
“one-stop” access to inmate data, facilities across the country rely on GTL’s hardened and tested
technology.

Visitation Solutions - Improving the Visitation Process for Everyone

Smooth and efficient management of the visitation process is essential for maintaining security
while providing meaningful opportunities for inmates to connect with their friends and loved
ones. GTL Visitation Solutions make it easy to schedule and administer both on-premise and
remote video visitation.

Our Key Principles

We have committed ourselves to three essential core principles that drive our behavior:

» Vision. As the market leader in integrated correctional technology solutions, GTL offers a
vision for the future of the industry. We know that you look to us to deliver solutions that
provide higher levels of efficiency, control and safety while connecting inmates to the
people and services that support their rehabilitation. That’s why we have our eye on
providing tomorrow’s indispensable technology today.

¢ Value. Part of providing value and making customers’ lives easier is serving as a one-stop
shop where you can acquire integrated corrections technology solutions. We deliver value

© 2014 Global Tel*Link Corporation West Virginia DOC
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based on a proven methodology for determining how various technological components
fit together for optimal efficiency and control.

e Trust. We work hard to build trusted, long-term relationships with our customers and
know that nothing accomplishes this as effectively as keeping our promises. You can also
count on us to operate with the highest levels of integrity, transparency and honesty.

By choosing GTL as your provider, you will benefit from our technology,
unwavering commitment to exemplary customer service, and everything
that our remarkable people have to offer.

Did you know that

; GTL is fully PCI
GTL is offering our response to the specific requests of this RFP to Compliant and has
provide inmate banking services using reasonable and competitive ' never had a breach
transaction fees. These services, as GTL is offering them, will reduce the | of its

cost to administer and process these items by the Agency. : OffenderConnect
~ deposit services!

GTL is offering best in class systems for the:

Web Portal Deposit System

Family members and friends at remote locations may deposit funds to inmate accounts
using GTL's secure OffenderConnect® website 24/7. This Web Portal deposit system will
interface with the Agency’s current inmate accounting system My TechFriends for dynamic
information transfer.

OffenderConnect® Lobby Kiosk
GTLs OffenderConnect® Lobby Kiosk offering allows easy access for the inmates, families
and friends to deposit money to the inmate account any time the lobby or Parole office is
open. This system will also interface with the Agency’s current inmate accounting system
My TechFriends for dynamic information transfer.

GTL's OffenderConnect web portal deposit system and lobby kiosk allows for multiple
inmates to be associated with a single user account. This benefits the families and friends
that may have more than one loved one incarcerated.

Investigative Solutions - Finding the Answers That Prevent and Solve Crimes

GTL Data IQ-is a powerful investigative tool that mines valuable data from
mountains of financial records generated by the kiosk data, deposit data

‘ and the GTL inmate telephone call data then creates actionable intelligence
for investigative staff. Designed with input from leading investigators, field-
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tested technology reveals previously hidden activities with link chart analysis, identifies
unusual financial activities and helps investigators solve and

prevent crimes. ﬂﬂbﬁ' Mﬂ
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GTL’s Release Debit Card program will provide a solution for . .7“7"
inmate fund disbursements through the use of a MasterCard
debit card. Our release card program is administrated by a partner company with
requisite federal and state credentials and authorization to transmit funds. The remaining
account balances of inmates about to be released from WVDOC facilities or transferred out
of WVDOC jurisdiction can be electronically transferred to SRR Mo R
the MasterCard debit release card. These funds are available
in real time and guaranteed by GTL.

Permanent Release Debit Cards

Work Release Debit Cards
GTL’s Work Release Card program works similar to the Permanent Release Debit Card and
will allow only Agency staff to add funds to the card by using the Web Portal or by direct
ACH transfer of funds. This eliminates the need for cash/check disbursements of funds.
Our release card program is administrated by a partner company with requisite federal
and state credentials and authorization to transmit funds. These funds are available in
real time and guaranteed by GTL. These cards allow for the Agency to set spending and
withdrawal limits.

Debit Card Reporting

GTL’s Debit Card program allows the Agency to set Alerts and Monitor the activities of the
inmate under Agency Jurisdiction. Reports can be run using GTL’s partner web portal.

Parole Supervision Fees, Court Costs and Victim Restitution
GTL will provide kiosks at all Agency Prisons and the Parole and Probation offices and
make availability of OffenderConnect.com 24/7 to aid the Parolee, inmate families and
friends the greatest ease in paying parole supervision fees, court costs and victim
restitution. GTL also provides convenient walk-in payment outlets through our
partnership with Western Union; with outlet locations including large chain retail stores,
banks, check cashing businesses, and many neighborhood markets, at which families and
friends may purchase and send money orders to GTL'’s lockbox for court ordered
payments or deposit to inmate accounts.
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Post Office Lock Box
GTL will provide a secure lockbox location to which only money orders may be sent by the
friends and families of inmates housed at all Agency institutions. GTL will provide deposit
slips for the families and friends to include with their money order. All funds will be
electronically posted to the inmates account within 48 hours of receipt and all
transactions will be available for the Agency to view and print.

Employees- Our Single Most Important Asset

Technology has brought about significant and positive changes both in corrections technology
and in day-to-day life. While features and patents are important, technology alone is never the
answer to business problems and challenges customers face each day. A key advantage GTL
enjoys is its singular focus on corrections technology. Our sole focus and mission is the delivery
of leading solutions with employees and partners who exclusively deliver our commitments. Our
employees have unmatched experience providing service to complex problems for large-scale
customers. We learn from each customer and share best practices learned from each customer.
The cumulative benefit of this experience is an approach designed to deliver complete
satisfaction with our service - and when we don’t meet your expectations, we learn from the
experience and never make the same mistake twice.

Since the start of the partnership between GTL and the West
Virginia DOC in 2002, GTL has demonstrated a track record of
successful service. We realize that the West Virginia DOC has
options to choose from when selecting a Web services Banking
Provider for this procurement. Other vendors will tout their o
experience, their products, their offer, their patent portfolio, and

other attributes. It’s the day-to-day interaction with the GTL Project Team, our positive ‘Can-Do’
attitude, and commitment to the client that defines GTL. We already have several key peoplein
place who have made - and will continue to make - a difference to the West Virginia DOC on a
day-to-day basis:

Lo S
Raleigh County Airport

Jim Beamer / Account Executive - Since 2005, Jim has supported the West Virginia DOC
providing oversight for the non-technical business issues governing the relationship between the
DOC and GTL. Additionally, Jim serves as the primary contact, liaison, and facilitator to ensure
that the West Virginia DOC’s needs are understood and accommodated.

Ron Gibson / Field Service Manager - Ron was assigned to West Virginia in 2012. He has
visited all sites and has quickly become familiar with all requirements of the West Virginia DOC.
He was instrumental in preparing the Inmate Telephone System for the new Salem Correctional
Facility. Ron has also done site surveys of many of the Agency facilities.
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Continuity of GTL Technical Support

Equally as important as the continuity and knowledge of Jim is the familiarity of service and
support provided by GTL Technical Support. This personal knowledge of the West Virginia DOC
and its operations is vital to the smooth operation of the service we provide the DOC. GTL’s
project team includes three service technicians living within West Virginia that have over six years
of experience, thereby ensuring continuity of knowledge for this contract.

GTL’s Commitment to the West Virginia Division of Corrections

GTL welcomes this opportunity to present to the Agency one
comprehensive solution for the requirements of this Inmate Banking
Services RFP. We are confident that our proposal is compliant with
the RFP requirements and addresses the goals and objectives in all
key areas defined in this RFP. As long-standing business partners with
multiple contracts over the years, we have consistently demonstrated
our ability to deliver easy to use and time saving correctional
technologies.

We will deliver new and innovative solutions for complex problems A partnership now and into the future
and automation to improve daily operational processes, all of which

benefits the inmates, friends and family members, and the Agency staff. This approach —
combined with new technology, a generous financial offer, and increased technology —will prove
that GTL is the correct choice.

Our West Virginia Project Team truly exemplifies a ‘Can-Do’ attitude and a willingness to continue
our business relationship with the Agency. GTL is committed to providing the highest quality,
most reliable services available, with affordable fees to inmates and family and friends, while
meeting the requirements of this RFP.
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Section 4, Subsection 4.1 :To provide the services outlined in this RFP at reasonable and market
competitive transaction fees, while reducing Agency's administrative and processing costs.

Vendor Response:

< GTL Response: GTL understands and complies

For nearly 25 years, GTL has been the trusted, one-stop source for integrated technology solutions for
the corrections market. As the Agency’s current Inmate Telephone Provider, GTL looks forward to
extending our services with the facilities of the WWDOC. As a result of our 12-year partnership, GTL
knows the unique needs of the WWDOC and only GTL can meet and exceed your expectations.

We started as a provider of correctional telecommunications services, offering facilities both control
and a steady source of income to help augment budgets. Over time, we have expanded our vision and
capabilities by identifying emerging trends in commerce (electronic debit, payment services, kiosks,
etc.), control (facility management, investigative technologies, etc.), and communication (video
visitation and visitation management), developing and integrating the most powerful solutions in
each area.

GTL believes that after reviewing all proposals, you will reach the conclusion that our technology, our
unwavering commitment to customer service, and our people are what make the difference and
reaffirm why the Division of Corrections should add GTL’s Inmate Banking Services to the existing
solutions that GTL already provides to the DOC. We offer several value-added services that are backed
by our industry-leading expertise and decades of experience, including the following:

» knowledgeable and capable team members that have the qualifications, experience and are
familiar with the Division of Corrections facilities who will be responsive to your needs

¢ anapproach and methodology for the Inmate Banking Services that meets or exceeds all RFP
requirements

* the ability to demonstrate to you during the oral interview how the GTL Inmate Banking
Services far exceeds any other System provider in the market place

* how our cost proposal has fair and competitive fees which will prove advantageous to the
citizens of West Virginia and the Division of Corrections

GTLU’s best-in-class Payment and Deposit Solutions offer correctional facilities an end-to-end system
for the timely and secure processing of funds. From lobby kiosks and lockbox solutions to automated
telephone payments, we will help to automate labor-intensive and time-consuming processes
currently used by the DOC to reduce the Agency’s administrative and processing costs while providing
seamless, near real-time integration across accounts and transactions. These savings will result from
the use of the following systems:
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Web Portal Deposit System

Family members and friends at remote locations may deposit funds to inmate accounts using GTL’s
secure OffenderConnect’ website. At this website, families and friends can setup personal
OffenderConnect’ payment accounts from anywhere they can gain an Internet connection.
Navigating this simple, yet powerful website, a user sets up an account in part by selecting the facility
in which their loved one is incarcerated, the loved one’s name, and the amount of money the user
wishes to initially place in the inmate’s account. After a user OffenderConnect” account is established,
funds can be deposited in near real time to inmate accounts. On the website the user pays by
MasterCard’ or Visa® or Discover” branded credit card, debit card, or stored value card. Each
transaction appears on the inmate’s account quickly, efficiently, and accurately.

OffenderConnect’ Lobby Kiosk

GTL offers a variety of methods by which funds may be deposited to work release and parole release
cards, authorized DOC personnel may load funds to release cards through a web service program.
Also our OffenderConnect’ Lobby Kiosk offering allows the inmates, families and friends of to
deposit money to inmate accounts.

One of the greatest challenges facing correctional officers today is the constant barrage of requests
that take time away from mission critical tasks. The OffenderConnect’ Lobby Kiosk is an innovative
product that can help alleviate some of these tasks that can be handled quickly and easily without
having to burden your staff. Now you can accept deposits for all the
accounts at each work release center and parole office with one
convenient service; no need to process payments from multiple
sources. The OffenderConnect’ Lobby Kiosk can accept deposits for
accounts authorized and requested by the WvDOC.

The OffenderConnect’ Lobby Kiosk offers an interactive system with a
15” touch screen for input capability. The bill acceptor accepts -
denominations from $5 - $100 bills and detects counterfeit bills which
are returned to the depositors. All our kiosks are equipped with Kaba ~—
Mas Locks which provide state-of-the-art security and accessing
monitoring capability. The OffenderConnect’Lobby Kiosk is
equipped with magnetic card reader offering deposits using credit and
debit cards. All deposits are documented by a camera within the
OffenderConnect’ Lobby Kiosk along with printed receipts issued at
the time of the deposit. WWDOC authorized users can access the
management portal of the OffenderConnect’ website to review all the
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deposit transactions as well as the pictures of the depositor that are captured as the depositor
presses the “ACCEPT” button on the kiosk.

Section 4, Subsection 4.2: To pay a commission rate to the Agency that will be deposited into the
Inmate Benefit Fund, a fund providing additional benefits to the inmate population that are not
mandated by law. The commission rate quoted by the Vendor will not be included in the bid
evaluation process.

Vendor Response:

2. GTL Response: GTL understands and complies

Please refer to Attachment C for GTL’s proposed commission offer.
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Attachment B: Mandatory Specification
Checklist

List mandatory specifications contained in Section 4, Subsection .5:
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Section 4, Subsection 5.1: Web Portal
Deposits
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Section 4, Subsection 5.1: Web Portal Deposits

Section 4, Subsection 5.1.1: Vendor shall provide a web portal deposit system for depositors to
submit monetary, real time deposits to the inmate accounts.

Vendor Response:

<-GTL Response: GTL understands and complies

As the Agency’s current Inmate Telephone Provider, GTL looks forward to extending our services with
the facilities of the WWDOC. As a result of our 12-year partnership, GTL knows the unique needs of the
WVDOC and only GTL can meet and exceed your expectations.

Web Portal Deposit System

Family members and friends at remote locations may deposit funds to inmate accounts using GTL’s
secure OffenderConnect’ website. At this website, families and friends can setup personal
OffenderConnect” payment accounts from anywhere they can gain an Internet connection.

Navigating this simple, yet powerful website, a user sets up an account in part by selecting the facility

in which their loved one is incarcerated, the loved one’s name, and the amount of money the user
wishes to initially place in the inmate’s account. After a user OffenderConnect” account is established,
funds can be deposited in near real time to inmate accounts. On the website the user pays by
MasterCard’ or Visa“ or Discover” branded credit card, debit card, or stored value card. Each

transaction appears on the inmate’s account quickly, efficiently, and accurately.

Section 4, Subsection 5.1.2: Vendor's web portal deposit system must post deposits on-line and in
real time to the inmate accounts.

Vendor Response:

<-GTL Response: GTL understands and complies

Deposits made into an inmate account through GTL'’s secure, on-line OffenderConnect’ website
service are done quickly and available to the inmate in near real time.
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Vendor Response:

The above requirement was deleted per Addendum 3.

Section 4, Subsection 5.1.4: Vendor's deposit system must interface/integrate with Agency's
current inmate accounting system. Vendor shall pay any costs associated with said interface.

Vendor Response:

< GTL Response: GTL understands and complies

GTL’s deposit system will be interfaced with the WWYDOC’s current Accounting System software for
dynamic information transfer. GTL has more correctional interface experience than any other vendor
in the corrections marketplace. We have installed various applications at sites that require zero to
upwards of 40 separate interfaces. Our OffenderConnect’kiosk and remote electronic deposit
applications have been interfaced in the past with jail management and commissary systems and we
anticipate the interface with the WWDOC’s current Accounting System will be implemented without
problems. The type of interface used with a particular Accounting System or other external system is
based on the programming structure of the system from which (or to which) data must be transferred.

GTL Interface Capabilities

Following is a partial list of the technologies used by GTL in the past for completing foreign (third
party) system interfaces:

* XML - Our preferred transport protocol for information sharing is by utilizing the GJXML
subset of the NIEM 1.0-1.1 schema. We have implemented several interfaces utilizing XML and
GJXML 3.3.

* Web Services - This type of interface is preferred by GTL. A specification outlining these web
services can be delivered to a vendor for integration. These services are fully integrated and
can be turned on with a small configuration change to the application. Also, our offender
management applications can easily support outbound requests to a published WSDL for
integration with a third party vendor utilizing the interface platforms, IEngine and Mule ESB.
The web service team utilizes numerous development tools (Mule ESB, MapForce, XMLSpy,
and SoapUl) to deploy and test any custom outbound interfaces that are written to a
published web service. These tools allow the team to develop to a specific WSDL prior to live
testing with the third party vendor. This allows for a faster development cycle of the
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interfaces. These tools can also be used to support any non-standard (not using the
integrated web services) inbound interface requests as well.

+ Direct Database Access - This type of interface falls into two general categories: 1) shared
“interface” tables and 2) custom read-only database views. One or more tables that are
created to post data to and read data from characterize the first category. These tables are
not actually owned by either system, but are shared by both. The systems publish data to
these tables as triggering events occur and also watch the tables for new data that may be of
interest. This type of interface provides strict control over what data is made available to the
foreign system and can run as an automatic process. The second type of interface is
characterized by a custom database view that is provided in order to allow one system to pull
data from the other. This scenario is usually applied to one-way interfaces that are executed
on demand rather than as an automatic process.

* Shared File System - This type of interface leverages the existing facility network file system
as a communication mechanism. In this scenario, data structures are exchanged as files. The
interface can run in near real time and exchange single messages where offender
demographic information is exchanged, or can be batch data, such as used by most
commissary vendor interfaces. The Shared File System scenario typically employs a
“watchdog” application to monitor specific directories for the appearance of new files. The
files can be actual data or request/acknowledgement type messages.

¢ FTP-The FTP protocol is sometimes used as an alternative to the shared file system when the
file systems may not be on the same network. Interfaces of this type share many of the same
characteristics as the shared file system.

« Batch Export to File - This approach actually works in conjunction with several others listed
here. Batch export is characterized by an on-demand or scheduled export of selected
information to a specific file format by import to another system.

¢ Watchdog Applications - GTL has optional “watchdog” applications that can watch
ODBC/OLE databases, the file system, FTP sites, and web sites for triggering events. These
applications can be configured to perform a variety of tasks when a triggering event occurs
such as update an ODBC/OLE data source, send e-mail, write a file, FTP a file, print a report,
execute a process, and others.

+ Application Program Interfaces - GTL uses native Win32 API for a variety of interfaces
including interface of biometric equipment and portable data collection units. We have
created native APIs for loose coupling or own systems and are willing to do the same for third
party vendors where a high performance interface with rich functionality is required.
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Section 4, Subsection 5.1.5: Provide a web portal deposit system that is user-friendly, simple to
access, and simple to navigate.

Vendor Response:

<.GTL Response: GTL understands and complies

GTL'’s OffenderConnect.com website is user-friendly, simple to access,
and simple to navigate. Users simply go to the provided web address.
From there, users are given easy to navigate steps to deposit funds

Did you know that
GTL is fully PCI
Compliant and has

into an inmate’s account.

never had a breach
of its
OffenderConnect

~ deposit services!

Once the friend or family member has an account created, he/she
would simply log on just as they would an email account with secured
username and password. The initial step of the account funding
process is to select the inmate whose account is to be funded. Note
that OffenderConnect.com allows for multiple inmates to be
associated with a single user account.
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e and
SFFENDERC CHNMECT
N, Contacills | Help | Laior

A count Home
Offender Trust Fund > Make a Deposif
My Phone Account

A A Step 2 - Cradf Card Step 3 - Verify Siep 4 - Confrmation

——1

Instructions

Make a Transfer
Send money to an inmate’s jail account to altow thern 1o purchiase iterms from commissary All facilities that use our Transfer
Money service are listed in the search beltow If the facility you need is not listed, you will need to contact that facility 1o add

money to the inmate's account Hyou would like to receive caits from an inmate, please click the Ehane Account ink to setup
Your phone rumbet or make a payment

To add a person 10 your Recipient LISE, 1ollow the sleps oullined beiow
1. Select a recipignt from the lishng below or search for and select the person for which you wish 10 make funds
available
2 Click the Next button

Mote: if you cannot find the Racipiert vou are searching for, try broadening vour search eritenia

Select Recipient

G AIMERS . MAT THEW Cambria County Przon 10.03178 . 117242010

Search for an Offender Vo e teguired (o B out fhe Sekls markmd vih an

The Transfer Money feature is only availlable for the facilites listed in the Faciity dropdown box. If your facility is not
listad, you will RO be able to ransier money 10 the inmate's commissary accoun! through OffenderCannect

sstate. [OH ~ acmty. |~
LastMams First Name.
Buoking # Permanent #

Afl Rights FRess

Funding Inmate Account - Select Inmate

Once the inmate is selected, the user enters the funding information. For user convenience,
OffenderConnect.com maintains record of credit cards that have been previously used, but still
requires entry of the credit card security code.
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OFFENDERCONNECT

Contactils | Help |

ogotl

f Offender Trust Fund > Make a Deposit
My Phone Account ’

Step 3 - Verify

Step 4 - Confrmation

Instructions

Offendrr Phone Account To use a saved card, follow the sleps outiined below.

1 Selectthe card you wishto use

2. Enter the Security Code

3. Enter the Amount you wish 1o transfer
4 Chck the Next button.

Locateons

Credit Card / Debit Card Information

Yous are reguiredd to B out the fekds marked vl an

VisA

.. o

(.:.\, Test Card MASTERCARD

= Security Code: {123 What is 3 Security Code™

* Amount: {200

RN LXK XAKK 4234

minimum: $1.00, maximum $500.00

= i__ e
[o~ [l v

Funding Inmate Account - Enter Card & Amount

Similar to commercial commerce websites, OffenderConnect.com provides a summary/confirmation
screen for the user to review and if necessary make change prior to committing the transaction, then

presenting a confirmation page.
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Offender Trust Fund > Make a Deposit

Step 1 . Select Offerster Step 2 - Credidt Card Step 3 . Verify Sep & - Confirmation
e e e e T o T N e e Gl T ]

You have chosen lo make the following deposit Please check the detalls below and click the Submi button to complete the
fransaction, All Otfender Trust fund deposns become Mo property of the offender. Refunds and credds are not avaiable. fthe
informalion displayed is not accurate, you may cick the Back bution to make changes

Hote When making 3 payment it will laie a few seconds to ge! authonzation from your bank. If authorization is refused. no
wansachion will take place Please be advised that your bank may hold funds in the event of an unsuccessful transaction, and
OtfenderConnect.com is notin control of these funds. An unsuccesshul ransachion can be a result of but not imited to. one of
maore of the fallowing

There are nsulcient funds on your credit account
Your daily imit was exceaded

Your venficalion code is meorect

Your expiration date is tncomect

Your 3ddress is Incorrect

LI

Verify Information

| RO PR RENNENT  Cambna County Prissa ST TR ey Nov 28, 1881 Seb 2,290

Credit Card Type. MASTERCARD
Carcholders Name: test
Credit Card Mumber XOC-H00-00K-3246
Expiration Date: 0120112
Deposit Amount 52500
Fee: 5400
Totai Charged o Credit Card § 28 .00

Hote: Pizase Tick he SUDME BUIN 00ty OACE 10 Avol Makng Mulgie Dayments

(B ) | Svomit ) { Cancet )

Funding Inmate Account - Verify & Commit
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OFFENDERCONNECT

ContactUs | Help | Logaff

Account Home

My Phone Account

Make a Transfer

Offender Phone Account

?‘.' Offender Trust Fund > Make a Deposit

Step 1 - Select Offender Step 2- Credit Cargt Step 3. Verify $Step 4 Confirmation

e L g e

Confirmation

Thank you, your deposit was received
Do you want o Make Anather Deposit?
Do you want o view your Recent Aclvity?

Do you wantto retusn to your Acceunt Home Page?

Ifyou are finished and wish to exitthe site, click the 'Logoff link.

o

Funding Inmate Account - Confirmation

Section 4, Subsection 5.1.6: Provide 24/7/365 toll free customer service center to assist individuals
in using the web portal deposit system.

Vendor Response:

<.GTL Response: GTL understands and complies

GTL provides toll-free access to both automated (fully functional) and live operator

assistance. Knowledgeable operators are available seven (7) days per week, and twenty-four (24)
hours per day. This includes live customer service in both English and Spanish, and we maintain a
robust escalation protocol for quick resolution of any technical issues. Every GTL operator has access
to all customer records in real-time, ensuring they are able to handle any billing, deposit/transaction
history, or account request.
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While most customers find that our fully functional automated IVR can service the majority of their
needs, GTL is committed to providing the highest quality live operator assistance as well. We
maintain a network of interconnected call centers in multiple time zones to ensure calls are answered
as efficiently as possible. Our commitment to continuous improvement has driven overall average
answer times for most clients well below 1 minute. Our commitment to customer satisfaction ensures
short hold times and extends to overall quality of every call.

Section 4, Subsection 35.1.7: Vendor must provide a system that allows Agency the ability to view
within the link analysis all transactions in a quick and easy view manner.

Vendor Response:

< @TL Response: GTL understands and complies

WVDOC’s intention to improve intelligence gathering is accomplished when GTL consolidates all
electronic and money order deposits for offender accounts; providing a single source for this
important information

The details of all deposit transactions will be stored in a database with an on-line interface by which
WVDOC may look up transactions. The interface will assist with intelligence gathering by showing
links between senders and offenders.

Intelligence gathering is further enhanced by the fact that the offender telephone system currently
serving WVDOC facilities and OffenderConnect are fully integrated GTL products. The seamless
integration of the various GTL systems gives WYDOC investigators complete and easy access to
information that will identify and correlate offender usage of telephones, numbers called, and outside
individuals contributing funds on behalf of particular offenders.

Following award of the contract to GTL, the types of data available for data mining or investigative
link charting will include, but not be limited to:

*  Number of individual offenders receiving funds from multiple outside parties.
¢ Number of individual outside parties depositing money to multiple offender accounts

= Depositor information collected at time of deposit, including address, phone number, email,
and more

» AdvancePay data associated with the inmate telephone system (ITS) provides a cross
reference to reveal unique anomalies for further investigations.
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» Call detail records of offender calls to telephone numbers associated with AdvancePay
accounts reveal additional intelligence about the nature of the link between offenders and
those who provide funding. (e.g. How often does the offender actually call the depositor? How
long do they talk? Associated recordings can even reveal what they talk about!)

« Electronic Messaging data from in-pod kiosks (if the DOC chooses to add in-pod) provides yet
another layer of intelligence to contribute to the investigation and link charting.

GTL Data 1Q"V- Turns Data into Information

GTL Data IQ™ combined with our deposit and kiosk data, deposit data and inmate telephone call
data records turns data into information providing investigators with actionable intelligence relative

to suspicious activities.

Money transaction analysis, coupled with inmate telephone call
records, is often underutilized in criminal investigations
due to the sheer volume of data to be processed.
When properly conducted, the analysis of money

\]‘\5\‘{8{1'0”‘?

transfer activity can single-handedly expose a variety
of deceitful behaviors including drug trafficking
patterns; as well it validates associations between
people and organizations.

GTL Data IQ™ Investigative Data Sources - Advanced Intelligence Gathering

GTL Data IQ™ is far more intelligent than other packages that just focus on inmate financial
transaction data. Inmates have ‘touch points’ with the outside through means other than financial
transactions. GTL Data IQ™ was designed with these additional touch points in mind. Its
comprehensive data investigation incorporates the following sources of data:

» Financial Transaction Data - Basic Intelligence

» Kiosk Data - Basic Intelligence

» Inmate Telephone Calls - Basic Intelligence

> Jail Management System Data - Advanced Intelligence
Visitation Data - Advanced Intelligence

Video Visitation Data - Advanced Intelligence

Y vV v

Public Information Resources - Advanced Intelligence
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Public Information Data Sources: GTL Data IQ™ can provide the Agency with a unique investigative
resource within the public domain if the State should select our Advanced Data IQ package. Within
the State of West Virginia, investigators could pull data from public information data sites across a
wide cross section. The following is a sample listing of those public sites:

¢ Collections * Mortgage Broker Branch Offices
e Consumer Finance Businesses ¢ Mortgage Broker Businesses

¢ Correspondent Lenders »  Mortgage Brokers

s Health Department License = Mortgage Lenders

» Health Facilities No Longer Licensed ¢« Motor Vehicle Lenders

¢ Home Improvement Sellers « Retail Installment Sellers

» Loan Originators s Salec Finance Risinessec

¢« Money Transmitters

Data mining technologies allow investigators to uncover linkages between financial transactions,
telephone numbers and people/organizations to expose complex communication networks, identify
investigative targets, and track chronological or sequential patterns.

Searching by inmate, depositor, phone number or visitor enables visualization of:
» Connections between inmates and those making deposits to inmate accounts
» Phone numbers being called by multiple inmates
» Visitors (when using GTL’s Visitation Scheduling) visiting multiple inmates

» Financial transactions made via kiosk

Closer examination of some links might reveal no untoward activity; for example, a relative making
deposits to multiple family members located at different facilities or a single phone number dialed by
multiple inmates might belong to an attorney representing each of those inmates. Other links may
provide valuable investigative benefit by revealing patterns and evidence indicative of ongoing
criminal enterprise, gang activity and communication with former associates.

GTL Data IQ™ is one of the most powerful analytical packages available on the marketplace with a
specific focus on Law Enforcement and public safety related interests. The system was designed to
handle large volumes of data coming from multiple, disparate sources. The unique features of GTL
Data IQ™ enable correctional facilities to easily review and analyze the networks, relationships, and
connections associated with their inmate population.
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There are also several different ways to expose “behavior” based on the patterns detected. Using a
very flexible and adjustable temporal display, the individual activity can be displayed according to
different dimensions including hour-of-day, day of week, day-of-month, month, week-of-year, and so
forth. This approach is used heavily in law-enforcement intercepts, financial crimes, and incident
reports (for crime reporting and predictive analytics). The sample diagram below shows the calling
behavior for a specific inmate where there was a large increase in the middle of the week - potentially
correlated to gang activity or other criminal events. The tool makes this easy to spot and correlate
with other dealings.

Week 41

Week 41

Week 42

Week 43

Week 44

There are built in alerts to notify investigators if specific numbers are called, if certain networks are
changed, or if particular values change in the data. The results can be sent via email or to any
push-device for faster notifications. The system also provides options for certain values such as
phones, addresses, and names to be checked against public records for exposure of false information
or conflicting details to help investigators better understand the ground truth of a situation.

Link charts allow you to view financial ties between depositors and inmates or groups of inmates-
identifying potential trouble spots.
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The system also come pre-configured with call-outs to various mapping packages including Google
Earth, Google Maps, and ESRI products (licenses sold separately). Thus, geo-encoded data such as
addresses can be visually mapped to see the locations of other entities (phones, addresses, people)
based on the content collected. Content from forensic devices such as Cellebrite can provide

additional location detail and reference data, which can be incorporated into the analytics and
displays.

GTL Data IQ is a best-of-breed analytical system that meets the analytical needs of correctional
facilities and is able to scale to large numbers of data sources. The system is easy to maintain and
does not require the re-entry of any data values because the system overlays on top of the existing

databases. The results are easy to share and export for use in other tools; thus, there are no
proprietary formats with the system.

GTL Advanced Data IQ also enables correctional facilities to easily share with other facilities - utilizing
a federal query interface - to help find common phone numbers, expose larger gang networks, and
generally provide the “big picture” of the communications and interactions among the inmates.

Easy Buttons

GTL will set up the user interface with pre-established analysis and reporting queries based on your
requirements. These pre-established queries are in the form of an ‘easy button’ so that investigators
will only need to select the easy button once and the powerful analytics will begin immediately
making it easy for the Agency to retrieve information necessary. These models will be setup based on
the Agency’s specific needs and what the Agency wants to see. This easy button process is created at
the time of implementation and throughout the life of the contract as new easy buttons are required.
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GTL Data IQ is far more advanced than other competing packages. Investigators rely on more than
inmate telephone calls to conduct investigations. Shouldn’t your investigative tool do the same?

Investigative Data Sources

Information Source GTL Data IQ Others
Inmate Phone Calls

Billing Name and Address

Visitation Data

Financial Transaction Data

Jail Management System
Kiosk Data
Security Threat Groups

Incident Reports

Cell Phone Forensic Data

Public Information Data

TS I S S
00000000000

Data Sources Unique to Facility

Benefits WWDOC may realize through implementation of the proposed GTL Data IQ™ solution include:

» Generate actionable information from vast amounts of data

Y

Reduction in valuable time spent investigating suspicious activities

Discovery and disruption of inmate-based fraud schemes

v v

Identification of richer corrections intelligence information to inform internal and external
investigations

Assimilation of valuable information to support successful inmate re-entry
Expose virtually any type of pattern or connection in the collected data including:

¥ Suspicious patterns
v" Tight networks (discrete)
v" Deposits by other inmate’s families
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Deposits by Correctional Officers

Deposits by known Gang members

Local calls

Intra-correctional calls

Calls between inmate

Calls to correctional officers

Calls to other inmate families

Calls to known gang members

Calls to legal representation and many more.

Identify complicated financial networks linking depositors and offenders.
Track the flow of money through the facility and identify offenders of interest.

RN RSSO RRK

Identify depositors funding multiple offenders through a variety of payment service
methods.

v Identify offenders sending money to other offenders’ family. *(if applicable)
v" Combat fraud within the facility and the communities served.
v Uncover extortion of offenders by other offenders.

GTL Data IQ™ is offered exclusively by Global Tel*Link which no other provider can offer to WYDOC.
This advanced investigative solution is offered as a no cost option to WWDOC and provides vast
capabilities unmatched by any other provider.

f The synergy :bétwé'en élfﬁﬂ-_provided_ services (Web Services, lockbox,
-_ pth'é._:l: avenues of electronic deposit, offender telephone, and offender
‘accounting) greatly enhances WVDOC's intelligence gathering capabilities.

Section 4, Subsection 5.1.8: Vendor shall resolve all problems with depositing/receiving funds
within a 24 hour period.

Vendor Response:
<.GTL Response: GTL understands and complies

GTL employs a staff of highly qualified hardware and software technicians to support its installed
locations. As the current provider of WWDOC'’s Inmate Telephone Solution, GTL staff is very familiar
with each WVDOC facility.

©2014 Global Tel*Link 40



State of West Virginia Purchasing Division 1 Sy,
Inmate Banking Services ‘
COR61609 C 7 N

GTL will provide our current technicians, Bill White, Glenn Vavrock and Mike Kiplinger, for
banking services. All three service technicians (STs) are located with 2.5 hours of all the facilities.
Our STs are very familiar with the facilities and will require no training upon contract award. Mike has
been servicing the facilities for 7 years; Bill over a year; and Glenn over a year.

Response to Issues

Responding to issues as they are presented in a prompt and accurate manner assures the best
possible combination of continuing functionality and satisfaction. Support and Maintenance is
available 24 hours a day, seven days a week, reflecting the operating hours of a correctional facility.

A state-of-the-art CRM tracking system is utilized to log all incoming support calls, track the progress,
and insure prompt response and resolution of the situation. Every issue is assigned a priority and
severity designation reflecting the needs of each situation.

When a call requires expertise outside the scope of the person answering the call, the issue is
researched using the appropriate department or specific personnel to provide the most accurate
response possible.

Ninety-nine percent of all calls received in the support center are answered within the first 15 minutes
and resolved successfully. On average, calls are answered and triaged in less than two minutes by a
live support technician. Calls that can be resolved immediately are addressed and closed by the
technician.

GTLisin a position to remotely access kiosks through several methods. This allows our technicians to
identify a situation more quickly and offer instruction for resolution. This can be done directly with
the customer or on-site technician, while online, seeing exactly what is occurring at the facility.

Should a problem not be able to be resolved remotely, one of the dedicated Site Technicians will be
dispatched.

Work Order Timeframes

» Correctional Facility Services - Product Support, Software Upgrades, Reporting loss of
service, Technical Support and Product Use questions are handled 24 hours a day by
telephone using a Toll-Free number. Emails and Faxes may be submitted 24 hours a day.

+ Offender and Offender Family Services - Billing arrangements and questions from family
and associates regarding transaction and balance information are handled by telephone
during extended business hours. Spanish language operators are available.
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GTL will respond within two (2) hours by remote diagnosis or by dispatching a service technician for
issues related to the kiosks, central payment system, and e-messaging. Within six (6) hours of
diagnosis, any hardware in need of repair will be repaired or replaced by GTL.

Section 4, Subsection 5.1.9: In order for depositors to identify inmates, Vendor's system shall
contain the inmate's name, DOC ID number, and any other pertinent information requested by the
Agency. Vendor's deposit system must interface/integrate with Agency's current inmate
information system. Vendor shall pay any costs associated with said interface.

Vendor Response:

<.GTL Response: GTL understands and complies

At no cost to the WWDOC, GTL’s OffenderConnect’ website will be interfaced with the WYDOC’s
current Information System software for dynamic information transfer. The system will contain
inmate’s name, DOC, ID number and any other pertinent inmate information. GTL will pay any costs
associated with the interface to the currentinmate information system.

Section 4, Subsection 5.1.10: Vendor must provide printable receipt/confirmation to depositors, or
the option to have receipt/confirmation emailed to depositor.

Vendor Response:

¢ GTL Response: GTL understands and complies

At the time of a deposit, the GTL OffenderConnect Kiosk provides a receipt to the customer and the
OffenderConnect® website displays final transaction information for the purposes of user verification
and receipt documentation. When the payment transaction is complete, all receipts for the selected
account are displayed in the account’s Recent Activity list. Users may select a receipt and print a
receipt if they choose. OffenderConnect web transactions are sent via email; kiosks are printed at
time of transaction.
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Pending Payments will typicatly be applied within 24 houis
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Section 4, Subsection 5.1.11: Vendor shall provide sufficient promotional and training material to
the Agency, the inmate population, and depositors.

Vendor Response:

<-GTL Response: GTL understands and complies

Kiosk and Electronic Deposit Services Training Plan

On-Site Operational Training

As GTL installs kiosks at each facility location requested, the GTL installation team will train key
facility staff on the operation and capabilities of the kiosk as well as properly identify and disseminate
the appropriate marketing materials. A toll free number is provided on each kiosk for end users to
easily contact customer service. The installation team will review FAQ’s about the kiosk, field any
specific questions, and educate the staff concerning GTL’s customer service processes.

Agency Support Training

GTL will train facility and administrative business managers/accountants on how to use the GTL
Online Reporting Tools and provide an overview of the escalation matrix for all customer service
issues be it hardware, depositor, or facility generated.

Facility support training will be customized to the method preferred by the Agency. Historically, GTL
has provided training to large county jails and Departments of Corrections by training key facility
supervisors and then having those supervisors train their staff directly.
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Alternatively, GTL’s senior accountant and staff can schedule 10 on-line training webinars over a
period of 5 days to allow facility business managers the ability to conveniently schedule their training.
These Web-X based sessions will involve a web-based presentation complemented by a telephone
conference call. At the Agency’s request, training materials and GTL’s Facility Payment Process
Information & Report Guide will be offered via downloadable website link for review prior to the
training.

GTL will conduct the training addressing at minimum the following curriculum and concepts:

Y

Introduction and System Overview
Understanding the Basics

GTL Support and Maintenance Policy

Y v Y

Transaction Flow
Kiosk

IVR

Web

Reporting System

Y V V¥V V¥V VY

Getting Started
Reports
Transactions
Bank Deposits

Blocked Accounts

Y V. ¥V Y VY

Contact Information

Y

Sample Screenshots

Problem Resolution
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GTL will provide multiple types of promotional and education
material to inform potential users of the new funding/deposit
services. GTL will customize all material for WWDOC applications.
A few examples of instructional materials are described below.

» Pod Flyers - Placed in inmate facilities (often near inmate
telephones). The purpose of flyers is to inform inmates
about deposit options and allow them to pass this
information to their families and friends.

» Wall Posters (web/IVR) - Wall posters explaining Internet
and IVR deposit options can be placed in facility lobby
areas where they will be noticed by inmate visitors. These
posters include the web site name
www.OffenderConnect.com and the toll free number for
IVR deposits.

» Wall Posters (kiosk) - Placed on the wall next to kiosk
units, these posters provide inmate visitors with an
understanding of what the machine does and how it is
used. Simply worded instructions help machine-shy
individuals overcome any feelings of intimidation.

» Website - Promotional and instructional information about deposit services are included at GTL’s
OffenderConnect website. With the WWDOC’s permission, similar information can be posted to the
Agency’s website.

GTL’s professional results oriented Marketing Department will work with WWDOC to supply the most
comprehensive promotional and training materials for the Agency, the inmate population, and those
making deposits or making parole supervision fees, court costs, and victim restitution

payments. GTL’s Marketing Department will monitor results and make any modifications needed
during the life of the contract or changes requested by WVDOC.
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Section 4, Subsection 5.1.12: Vendor shall have a formal quality assurance/quality control
program in place that demonstrates that internal review and quality control measures and
processes are in place. In addition, routine evaluations of the quality of the system, equipment, and
service are performed to ensure compliance with the terms and conditions of this contract.

Vendor Response:

< GTL Response: GTL understands and complies

Global Tel*Link (GTL) takes pride in providing the best and most reliable services to our valued
customers who include many of the largest counties and state departments of corrections in America.
We systematically measure, compare with industry and customer standards, and monitor the
performance of the products and services we deliver. This focus on quality translates into repeatable
and sustainable performance over the life of the contract; ensuring contract compliance and resulting
in superior service for the WWDOC inmates and offenders, and the families and friends who financially
support those incarcerated in WYDOC facilities.

GTL’s quality assurance program for our WWDOC Project involves planned and systematic
performance surveillance activities designed to ensure that the WYDOC’s performance standards are
met. This Quality Assurance Plan is subject to modification during the negotiation process or any time
thereafter by the WDOC and GTL’s mutual agreement.

Overview of Mission Critical Quality Control Processes

We include a brief overview of our Mission Critical Quality Control Processes, because these strongly
support and ensure the success of our Quality Assurance Plan.

System Design and Change Management

GTL’s OffenderConnect kiosks, website, and lockbox functionalities are specifically designed by GTL
to meet the unique needs of correctional customers and are manufactured or programmed to meet or
exceed industry standards. Specific services are configured to address the WWDOC’s stated needs and
requirements. Any updates, upgrades, or changes in design or functionality are carefully planned and

extensively tested prior to deployment. Every change, small or large, is subject to the WVDOC’s
approval as well as:

e Management Approval: All changes must be approved by GTL management prior to being
placed in the production environment.
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e Security Department Approval: Any changes to security elements (firewalls, et cetera) or
features that have the potential to impact security must be reviewed and approved by GTL’s
Security Department.

» Impact Analysis: |dentification of all features, applications, and processes related to the
change that may impact functions available to system users.

e Test Plan: Planned tests, specific to the change, to verify that the change accomplished what
it was supposed to do and does not adversely affect other system components.

» Rollback Procedure: A fallback plan that describes the process of reverting the environment
to its original configuration if the change does not proceed as intended.

» Test Environment: All software changes must be rigorously tested on the quality assurance
test network isolated from the production network.

Installation Check Lists and System Burn-in

A series of detailed check lists are used to ensure the proper installation and implementation of
OffenderConnect services for each site. Installation includes a “burn in” process during which all
equipment, interface programs, and transaction record creation, storage and retrieval are extensively
tested.

GTL Security Architecture and PCl Compliance

With the recent news events of credit card information being compromised, it is important to note
that GTL has gone to great lengths to make our customers information as safe as possible. GTL is fully
PCI Compliant and has never had a breach of its OffenderConnect deposit services!

All GTL operations, including business practices; system development, deployment and functionality;
and data acquisition, handling and storage are subject to stringent, detailed security policies and
procedures. We present below only a fraction of the policies and procedures GTL has in place to
ensure fund and financial data security and accuracy. If desirable, GTL’s Chief Security Officer will be
pleased to set up a meeting with the WYDOC for an in-depth review of our security methodologies.

GTL is one of the first Correctional organizations in the country with an employee that has been
certified by the Payment Card Industry (PCI) Security Standards Council as an Internal Security
Assessor (ISA). This ensures that our PCl compliance is held to the highest standard. GTL’s handling of
sensitive cardholder data is fully compliant with Payment Card Industry (PCl) Security Standards.

« All GTL data centers are managed using one centralized badge access system to ensure that
only appropriate employees have access to physical servers. All data centers are under 24/7
Closed Caption Television monitoring using a centralized system providing access to all live
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and recorded video feeds. No visitors or janitorial staff members are permitted within our
data centers without an approved escort.

e  GTL utilizes the SafeNet Key Encryption Appliance to ensure the highest level of protection for
our cryptographic keys and the industry’s highest level of encryption. Keys used for
encryption are housed within the hardware appliance and never leave the device. Three key
custodians are required to create each part of a new key ensuring that no one person knows
the entire key. PCI permits the storage of encrypted keys on the network. Our device goes
above and beyond that requirement.

s Cisco Intrusion Prevention Systems are deployed to alert the Information Security
Department to potential attacks and automatically block such attacks. Many companies
choose to go with an Intrusion Detection System to simply alert to potential attacks. Our
systems automatically block suspected malicious traffic.

» Cisco ASA Firewalls utilize ACL rules to manage network traffic and block unauthorized access.

= Arobust centralized log monitoring solution alerts the Information Security Department
based on pre-canned and internally developed alarm rules. This application is monitored
daily to detect other anomalies that might be indicative of inappropriate use of GTL assets.

« A Wireless Intrusion Prevention System is deployed at all GTL office locations throughout the
country to alert and prevent against the installation of rogue wireless access points. This
system also ensures that only authorized employees have access to GTL wireless
networks. The GTL Information Security Policy dictates that no wireless networks are
permitted to be attached to the LAN. Wireless networks are strictly used to provide guest
Internet access. PCI-DSS Compliance requirements only dictate that quarterly wireless
scanning is required; however GTL goes a step beyond that to better ensure the protection of
our customer’s data.

» Anti-Virusis installed on all internal GTL servers and workstations. The anti-virus solution is
centrally managed and alerts the Technology Group when viruses are detected or security
policies are not adhered to.

¢ Monthly internal and external vulnerability scanning and annual penetration testing is
performed. Payment Card Industry Data Security Standard (PCI-DSS) Compliance
requirements only dictate that we perform this quarterly.

» All application development adheres to strict coding standards that are in line with security
best practices. All web applications are carefully reviewed by dedicated secure coding experts
and scanned for the OWASP top ten web-based security risks.
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» Network segmentation exists to ensure that only a very select group of GTL employees have
access to devices that process, transmit or store credit card information. This also protects
these devices from malicious internet traffic by utilizing a Demilitarized Zone (DMZ) that
prevents any direct inbound or outbound traffic from the cardholder data environment.

+ Two-factor authentication is required for obtaining access to the cardholder data
environment. This means that beyond the use of a username and password, anyone
attempting to access this environment must also have a physical device that is unique to
them.

¢ All backup tapes are encrypted before they are sent for off-site storage. It should be noted
that PCl only requires that tapes be stored in a “secure location”. Encrypting the tapes
ensures that if a tape is lost during transit, the data is not accessible to unauthorized persons.

» Billing customer service representatives are prevented from accessing the internet and their
machines are locked down to prevent the use of external media such as thumb drives and
CD-ROMs. This helps to ensure that electronic credit card data does not leave the premises.

* File integrity monitoring is in place on all servers that process, transmit or store credit card
information. This ensures that the Security Department is alerted to all unauthorized
modifications of critical system files and internally developed software.

Security Breaches

GTL understands the importance of the WWDOC choosing a vendor that provides the best security
features and defenses in order to prevent identify theft to the citizens of West Virginia. GTL is proud
to say we have had NO security breaches to our OffenderConnect® website and is the vendor to
entrust with all extremely sensitive, personal financial information.

Real Time System Monitoring

GTL has continuous, on-line access to our OffenderConnect network and kiosks. Kiosks are
electronically monitored in real time by a “Heartbeat” application. Kiosks are automatically polled at
specific intervals (typically every five minutes) and various data, including bill count and device
status, are transmitted to GTL’s data center. If a kiosk unit goes off-line for any reason, GTL’s Support
Desk is alerted by the Heartbeat application and steps to remotely diagnose and fix the problem
would begin immediately. If an issue cannot be handled through remote access, a technician is
dispatched to the site to investigate and resolve the problem.
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GTL'’s virtual private network (VPN) though which all financial transactions are transmitted and
recorded is monitored in real time, 24 hours a day, 365 days a year by GTL’s highly trained, certified
network specialists.

Quarterly System Surveillance Sweeps

Each quarter, every GTL serviced facility is checked to ensure that all systems and services are
operating according to specifications. Each sweep is performed by a trained and certified Technical
Support Engineer. Sweeps check for such things as network health and function, software version
numbers, storage capacity, module operation, and database synchronization and capacity.

Technical and Customer Service Tracking

GTL provides round-the-clock technical and customer service and support. Every technical or
customer service issue is fully documented in GTL’s Technical or Customer Service tracking systems.

Quarterly Executive Account Review

GTL’s WVDOC Project Team will meet on a quarterly basis with an assigned GTL Executive to review
contractual obligations, terms, and conditions, and GTL’s service delivery performance for the
previous quarter. The review will include at a minimum:

=  WVDOC Performance Standards.

e GTL Performance Surveillance Results as defined in the attached Performance Surveillance
Plans.

¢ Technical and Customer Service Reports.

e Review of transaction volume.

+ Review of service issues.

s Performance comparison to previous quarters.

» Action plan for the following quarter if applicable.
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Section 4, Subsection 5.2: Lobby Deposit Kiosk
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Section 4, Subsection 5.2: Lobby Deposit Kiosk:

Section 4, Subsection 5.2.1: Vendor shall install lobby deposit kiosks at all Agency work release
centers and parole offices in location determined by the Agency.

Vendor Response:

<. GTL Response: GTL understands and complies

GTL is the only vendor to perform site surveys at all Agency facilities to ensure that our Kiosks
conform to the requirements of each location.

GTL offers a variety of methods by which funds may be deposited to work release and parole release
cards, one of which is our OffenderConnect’ Lobby Kiosk offering which allows the inmates, families
and friends of to deposit money to inmate accounts.

One of the greatest challenges facing correctional officers today is the constant barrage of requests
that take time away from mission critical tasks. The OffenderConnect’ Lobby Kiosk is an innovative
product that can help alleviate some of these tasks that can be handled quickly and easily without
having to burden your staff. Now you can accept deposits for all the accounts at each work release
center and parole office with one convenient service; no need to
process payments from multiple sources. The OffenderConnect’
Lobby Kiosk can accept deposits for accounts authorized and
requested by the WVDOC.

The OffenderConnect’ Lobby Kiosk offers an interactive system with a
15” touch screen for input capability. The bill acceptor accepts
denominations from $5 - $100 bills and detects counterfeit bills which
are returned to the depositors. All our kiosks are equipped with Kaba
Mas Locks which provide state-of-the-art security and accessing o
monitoring capability. The OffenderConnect’ Lobby Kiosk is
equipped with magnetic card reader offering deposits using credit and
debit cards. All deposits are documented by cameras within the
OffenderConnect’ Lobby Kiosk along with printed receipts issued at
the time of the deposit. WYDOC authorized users can access the
management portal of the OffenderConnect’ website to review all the

deposit transactions as well as the pictures of the depositor that are
captured as the depositor presses the “ACCEPT” button on the kiosk.
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Section 4, Subsection 5.2.2: Each kiosk must accept cash, debit cards, and credit
cards.

Vendor Response:
-GTL Response: GTL understands and complies

The OffenderConnect’ Lobby Kiosk accepts cash, debit cards, and credit cards for the convenience of
depositors. The bill acceptor accepts denominations from $5 - $100 bills and detects counterfeit bills
which are returned to the depositors. All our kiosks are equipped with Kaba Mas Locks which provide
state-of-the-art security and accessing monitoring capability. The OffenderConnect’ Lobby Kiosk is
equipped with magnetic card reader offering deposits using credit and debit cards.

Section 4, Subsection 5.2.3: Each kiosk must be equipped with a camera to capture a picture of
each depositor.

Vendor Response:

< GTL Response: GTL understands and complies

The OffenderConnect’ Lobby Kiosk is equipped with a camera in order to capture the picture of each
depositor. The photo is taken at the time the depositor presses the ‘ACCEPT’ button so we know they
are actively engaged in their transaction and looking directly at the screen of the kiosk. WV DOC will
be able to view the pictures after the payment is made via the management portal.

Section 4, Subsection 5.2.4: In order for depositors to identify inmates, Vendor's kiosk system
shall contain the inmate's name, DOC ID number, and any other pertinent information requested
by the Agency. Vendor's deposit system must interface/integrate with Agency's current inmate
information system. Vendor shall pay any costs associated with said interface.

Vendor Response:

<. GTL Response: GTL understands and complies

GTL’s Lobby Kiosk will be interfaced with the WYDOC'’s current Information System software for
dynamic information transfer. GTL has more correctional interface experience than any other vendor
in the corrections marketplace. GTL will be pleased to work with WYDOC toward the implementation
of integration services between the GTL’s Lobby Kiosk system and the Agency’s current Inmate
Information System for transfer of inmate information such as inmate name, DOC ID number and
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other pertinent information requested by the Agency. Integration for dynamic transfer of inmate
information will be provided at no cost to WYDOC.

GTL has also developed web service functions that are based upon Service-Oriented Architecture and
that are platform independent. It is critical that GTL’s deposit services technology be able to link with
other databases and create a pathway for information exchange, and not require these other
databases to conform to one vendor’s proprietary protocol. GTL’s system architecture is designed to
be platform independent and to accommodate advances in investigative techniques.

Section 4, Subsection 5.2.5: All funds deposited into the lobby deposit kiosk must be guaranteed
by the Vendor.

Vendor Response:

<-&GTL Response: GTL understands and complies

Any funds that are accepted by cash, credit cards, or debit cards are guaranteed by GTL. GTL uses
several processes to ensure funds are guaranteed upon deposit into one of our Lobby Kiosks.

Cash Acceptance

GTL uses state-of-the-art bill acceptors in our OffenderConnect® Lobby Kiosks to ensure counterfeit
money is rejected upon attempted deposit and that kiosk users experience fewer hassles and
ultra-low jam rates. A highly discriminating bill “validator” allows paper bills to be inserted up-facing
or down-facing and will accept legitimate bills that are torn, wrinkled, faded and even dirty;
processing them in less than 4 seconds from the point of full bill entry into the kiosk. Valid paper
currency is stored in a large capacity bill cassette. Just as quickly, upon identification, counterfeit
currency is rejected and returned through the deposit slot to the depositor. Should any counterfeit
currency be accepted by our kiosks, GTL assumes all responsibility.

Credit/Debit Card Acceptance

GTL utilizes in-house systems and 3™ party card processors to ensure the validity of the cards before
the funds are accepted. This process is seamless to the depositor and occurs in a few seconds not
impacting the depositor’s experience at our Lobby Kiosks. GTL works hard to ensure the WYDOC has
no issues with payments made via our technology and guarantees funds deposited to the kiosk
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Section 4, Subsection 5.2.6: All deposits shall post to inmate's account in real time.

Vendor Response:

<-GTL Response: GTL understands and complies

Deposits through GTL’s payment channels (kiosks, website, and phone IVR) are posted to an inmate’s
accountin near real time.

Section 4, Subsection 5.2.7: The lobby deposit kiosks must print an itemized receipt for each
depositor.

Vendor Response:

<GTL Response: GTL understands and complies

Regardless of the type of funding, the kiosk user is always issued an itemized paper receipt.

Section 4, Subsection 5.2.8: Vendor shall be responsible for all costs of hardware, software, and

installation of the lobby deposit kiosks, including but not limited to electrical and network cabling
and infrastructure.

Vendor Response:

< GTL Response: GTL understands and complies.

Section 4, Subsection 5.2.9: Vendor shall be responsible for providing all supplies necessary for
the kiosks.

Vendor Response:

<. GTL Response: GTL understands and complies.
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Section 4, Subsection 5.2.10: Vendor is authorized by the Agency to subcontract the removal of
money from kiosk and repairs of kiosk. Vendor shall provide Agency with the name of
subcontractor(s) upon award of contract.

Vendor Response:

<. GTL Response: GTL understands and complies

GTL will provide a bonded subcontractor to pick up money deposited into the kiosk and the
maintenance of the kiosk. Name of the subcontractor will be give upon award of contract.

Section 4, Subsection 5.2.11: Vendor shall provide sufficient promotional and training material to
the Agency and depositors

Vendor Response:

7 GTL Response: GTL understands and complies

GTL will provide multiple types of promotional and education
material to inform potential users of the new fund deposit
services. GTL will customize all material for WWDOC applications.

» Pod Flyers - Placed in inmate facilities (often near inmate

telephones). The purpose of flyers is to inform inmates
about deposit options and allow them to pass this
information to their families and friends.

» Wall Posters (web/IVR) - Wall posters explaining Internet
and IVR deposit options can be placed in facility lobby
areas where they will be noticed by inmate visitors. These
posters include the web site name
www.OffenderConnect.com and the toll free number for
IVR deposits.

» Wall Posters (kiosk) - Placed on the wall next to kiosk
units, these posters provide inmate visitors with an
understanding of what the machine does and how it is
used. Simply worded instructions help machine-shy
individuals overcome any feelings of intimidation.
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» Website - Promotional and instructional information about deposit services are included at GTL’s
OffenderConnect website. With the WYDOC’s permission, similar information can be posted to the
Agency’s website.

GTL’s professional results oriented Marketing Department will work with WYDOC to supply the most
comprehensive promotional and training materials for WWDOC, the inmate population and those
making deposits or making parole supervision fees; court costs; and victim restitution

payments. GTL’s Marketing Department will monitor results and make any modifications needed
during the life of the contract or changes requested by WVDOC.

Section 4, Subsection 5.2.12: Vendor's lobby deposit kiosk system must provide the ability for
Agency staff to see connections between inmates and depositors and all transaction history.

Vendor Response:

2.GTL Response: GTL understands and complies

The management portal of OffenderConnect.com provides an easy interface that provides users a
report of past activity between inmates and depositors as shown below.
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% Offender Trust Fund > Recent Activity

Recent Activity Current Activity

Below is a summary of your accaunt for the current biling penod

Locatipny

Per Recipient

The lig! pelow will display the tatal amount of all payments far each recipient

Per Transaction

Penging Payments will typically be applied within 24 hours

o =Accentes (U =Penting €9 =Repcted

& f.:":;‘:,’f" chewiT e 50
) 3?;;:::11 , CREDIT | :Lot{ $350
o ::u;;:ﬂaﬂ CREDIT um: 3350
Iz ;‘;;;‘ﬁf" | cReDiT 3500 3350
¢ é;;?f:“ CREDIT ”m. 5356

;:;::Lan CREDIT 8500 33450

Do you wani to Make Another Transfer?

Do you want to retum o your Accound Mome Page?

As previously mentioned in our RFP response, Data 1Q will create these connections between inmates
and the depositors and all transaction history as well.

GTL Data IQ™ combined with our deposit and kiosk data, _ station,
deposit data and inmate telephone call data records turns _
data into information providing investigators with
actionable intelligence relative to suspicious activities.

Money transaction analysis, coupled with inmate telephone
call records, is often underutilized in criminal investigations due to the sheer
volume of data to be processed. When properly conducted, the analysis of money transfer activity can
single-handedly expose a variety of deceitful behaviors including drug trafficking patterns; as well it
validates associations between people and organizations.

Qhone C,,-‘,‘,:I_
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Not only does Data IQ aid investigators in identifying subjects but it also is critical for administrators
to identify if they have an isolated incident within the facility or are they faced with an epidemic that
may require additional resources or varying strategies throughout the entire DOC.

— LINK-OFFENDER-PHONE
‘g LINK-OFFENDER-WORK
) = — LINK-OFFENDER-EMAIL
fror g - — LINK-OFFENDER-DEPOSITOR
- =2 — LINK-DEPOSITOR-PHONE
-~ — LINK-DEPOSITOR-ADDRESS
8= — LINK-DEPOSITOR-EMAIL
g 1 4
i -
" x, :
S )
= -
- o /=\|\ O m— ___1 -
; ] 5 - - - [ m
Eﬁ' m §d B B ﬁ - —
. ¢ - ] -
| 1
- - B
o y,
g : = : &
= St —
- ]
‘ -

©2014 Global Tel*Link 59



State of West Virginia Purchasing Division

.7‘4 b —"
Inmate Banking Services + N
COR61609 S

Section 4, Subsection 5.3: Permanent Release
Debit Cards
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Section 4, Subsection 5.3: Permanent Release Debit Cards:

Section 4, Subsection 5.3.1: Vendor shall provide Agency with pin based debit cards for the
purpose of transferring an inmate's remaining account balance upon release from prison.

Vendor Response:

<-&GTL Response: GTL understands and complies

GTL’s Release Card program will provide a solution for inmate fund disbursements through debit
cards. Our release card program is administrated by a partner company with requisite federal and
state credentials and authorization to transmit funds. The remaining account balances of inmates
about to be released from WVDOC facilities or transferred out of WVDOC jurisdiction can be
electronically transferred to a debit release card.

GTL will make every effort to tailor a release card program that satisfies the WYDOC objectives.
Inmates can use either a pin number or their signature to complete debit card transactions.

Release Debit Card Benefits

Facility Benefits Inmate Benefits

Eliminate Checks/Cash Immediate Funds Availability
Reduces Lost Checks/Fraud Eliminates Check Cashier Fees
Simplifies Bank Account Reconciliation ' Seéurity of PIN Protected Card
Interfaces to the M:ytech Friénds Accou nting System Worldwide Access to ATM’s

Real Time Transactions Account Info Available Orgline-
Robus’t'A.Pl for system fo systém integration Re-Loadable Card '

: Allows for Direct Deposit

GTL will provide MasterCard Pin based debit cards to the agency at no cost. These cards can be
loaded from $.01 up to $9,700.00.
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Section 4, Subsection 5.3.2: Agency's staff must have the ability, via web based program, to
transfer funds to debit card.

Vendor Response:
< 43Tk Response: GTL understands and complies

Staff will be able to populate the card via web based program in DEb’t Mﬂftercard

order to transfer funds to the debit card. The WYDOC will have
access to a secure, 24x7x365 website in order to meet all
activities relating to the loading and reconciliation needs for the
program.

HOME ACCOUNT LOGIN CARD FEES FAQ CONTACT

NELEASEPAY

MONEY MANAGEMENT MADE EASY

The Rerease?sy™ card allovs you instant access 10 your funds from mostATMS and in any stores where Debic MasterCard is accepred,
750 ger the carverience of 24/T access ta your account in & secure, reshume environment.

>

ReleasePay.com Homepage
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Accasz Your Funds

Tustomsr Suppcet

Section 4, Subsection 5.3.3: All transfers shall post to the debit card in real time.
Vendor Response:
< GTL Response: GTL understands and complies

GTL’s debit release card program offers immediate and convenient access to funds. There is no

waiting period on accessing the funds as the funds post to the debit card in real time. Inmates have
two options:

1. Use their card at an ATM to receive cash or;
2. Use their card at a point of sale purchase.

Cards are available for use 24 hours, 7 days a week, and 365 days per year by either
www.releasepay.com or by calling our toll free support line at 1-877-592-1118.

Section 4, Subsection 5.3.4: Vendor shall provide the ability for Agency staff to view and print a
summary of all funds transferred.

Vendor Response:

<.GTL Response: GTL understands and complies

GTL will provide all necessary reporting tools to the Agency through the web portal of our partner,
ReleasePay. All data will be in real time. Agency staff will have the ability to view and print a
summary of all funds transferred.
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Section 4, Subsection 5.3.5: After confirmation of funds transferred to the debit card, funds must
be guaranteed by the Vendor.

Vendor Response:

2 GTL Response: GTL understands and complies

Once loaded onto the debit card, funds are FDIC (Federal Deposit Insurance Corporation) guaranteed.
The debit card is a product of an FDIC Bank and GTL guarantees all funds transferred.

Section 4, Subsection 5.3.6: Debit cards shall be reloadable.

Vendor Response:

< GTL Response: GTL understands and complies

Security cleared WYDOC staff are able to load and reload cards through the web portal with the use of
our easy-to-use magnetic stripe reader. After aninmate is released from custody, the inmate has the
ability to add funds on the debit release card just as they would a regular debit card or have an
employer ACH payroll to their debit release card. The Debit Cards can be electronically reloadable by
ACH transfer by an authorized staff member at a WYDOC facility.
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Section 4, Subsection 5.3.7: Agency must have the ability to set geographical locations or types
of allowed businesses for debit card usage on paroled offenders.

Vendor Response:

<. GTL Response: GTL understands and complies

WVDOC will have the ability to set geographical and business type restrictions as needed. An example
of this feature is the ability to restrict release card usage at stores that sell alcohol. There are many
different types of businesses and other restrictions available in this very customizable system.

Section 4, Subsection 5.3.8: Released inmates shall have the ability to withdraw funds from the
debit card at point-of-sale (POS) locations; banks; and ATMs worldwide.

Vendor Response:

<. GTL Response: GTL understands and complies

Inmates can conveniently withdraw funds at banks and ATMs worldwide. The cards are accepted
World Wide at POS, Banks, and ATMs where MasterCard is accepted.

If a card is reported lost or stolen, GTL is able to de-activate the card and send a new card via mail to
the inmate. The FDIC (Federal Deposit Insurance Corporation) guarantees these cards.

Vendor Response:

The above requirement was deleted per Addendum 3.

Section 4, Subsection 5.3.10: Vendor shall supply training and training material to Agency staff
for operating and maintaining the debit card program.

Vendor Response:

<GTL Response: GTL understands and complies

The GTL installation team will train key facility staff on the operation and capabilities of the debit
release cards. A toll free number is provided on the card for end users to easily contact customer
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service. The installation team will review FAQ’s about the release cards, field any specific questions,
and educate the staff concerning GTL’s customer service processes.

Facility Support Training

GTL will train facility and administrative business managers/accountants on how to use the debit
release cards and provide an overview of the escalation matrix for all customer service issues be it
hardware, depositor, or facility generated.

Facility support training will be customized to the method preferred by the WYDOC. Historically, GTL
has provided training to departments of corrections by training key facility supervisors and then
having those supervisors train their staff directly.

Alternatively, GTL’s senior accountant and staff can schedule on-line training webinars to allow
facility business managers the ability to conveniently schedule their training. These Web-X based
sessions will involve a web-based presentation complemented by a telephone conference call. At the
WVDOC’s request, training materials and GTL’s Facility Payment Process Information & Report Guide
will be offered via downloadable website link for review prior to the training.

GTL will conduct the training addressing at minimum the following curriculum and concepts:

‘;.’7

Introduction and System Overview

A7

Understanding the Basics

Y

GTL Support and Maintenance Policy

Transaction Flow

Y V¥

Debit Release Card Loading and Reloading
#» Debit Release Card Website

Section 4, Subsection 5.3.11: Vendor shall supply brochures to inmates containing debit card
usage instructions.

Vendor Response:

<. GTL Response: GTL understands and complies

Every card that is loaded and issued to an inmate will be accompanied with instructions outlining
“How To Use” and “Customer Service” accessibility. Each card also has the toll free customer service
number printed on it for easy access to customer service. These calls to customer service are
provided at no cost to the cardholder. Please see the sample brochures provided in the next 3 pages.
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Frequently Asked Questions

When will you send cards?
Cards are sent automatically based on your usage.
‘What if a facility loses cards?
Please notify your account manager immediately; however, cards
may only be used by the facility to which they were assigned.
What happens if | reverse a load?
The funds are retumed to your designated bank account.
What is the ACH cycle cutoff?
The 24-hour cycle ends and begins at 3 p.m, Central.
How do | do & reversal?
Your initial contact should be your software provider, as they are
best equipped to assist you, If there is a fee that needs 10 be walved
please contact Facility Support at 1-877-592-1118.
‘What if | cannot reverse the load?
It Is possible that a card that has been loaded will have had a

L d or funds This will prevent you
from deing the reversal. In these cases, please contact your account
manager and she will assist in reversing maintenance fees and/or
identifying possible transactions that may prevent you from doing a

reversal.

Where can | refer a card holder wha Is having problems using
his card?

You may provide them with our toll-free customer service
telephone number (1-877-592-1118) or to cur website Release-
Pay.com.

Why can‘t cardholders access thelr account?

Occaslonally, a card will become blocked due to too many incortect
PIN entries. This preventative measure ensures the security of the
funds on the card; however, the card holder may contact customer
support at 1-877-592-1118 to have the card unblocked.
What if & card b di have h on acard to
withdraw from an ATM?

The card halder may use his card at all retallers that accept Master
Card Debit®, He may also request the balance on the card in the
form of cash back.

How can the card holder find out his balance?

The card holder can call customer service toll-free at
1-877-592-1118 for account information, or he can log in to his
account at RefeasePay.com. Alternatively, he may access his balance
at an ATM; howevet, there ks a small fee for this service, For this
reason, we encourage cardholders to check by phone o Online.
What is a convenience fee?

The individual ATM will charge for the use of the ATM. Itis in
addition to card fees. ReleasePay has no control over the fee and it
will vary fram ATM to ATM.

‘What if a card holder claims the card does not work?

ReleasePay will replace the card free of charge. Simply have the card
holder contact customes service. However, if you believe the card is
damaged, one option is to do a reversal of the load and give the
card holder & new catd from your stock. Just be sure to add it to

your destroy list.

‘What il a card holder loses a card?

‘We will replace the card for a fee, They must contact ReleasePay
customer support.

Aml bie for card holder's problems?

No, you are not. They may contact ReleasePay and we will assist

them.

Can the card be used outside the US?

The card can be used in almost every cauntry in the world whete
Cirrus®, PULSE®, or Master Card is accepted.

Can the card be used intemationally st point-of-sales?

The card may be used wherever Maestro®, PULSE®, and STAR® are
accepted.

Whao can | call if | have a problem with my account?

Please call 1-877-592-1118.

What if the Inmate’s Balance is higher than the card’s loading
limits?

Issve a second card.

Whaere are the PIN numbers for each card?

We use the last four digits of the card number.

What are Dacline ATM fees?

If a card holder attempts to withdraw mare money than is on the
card, including any fees assoclated with the transaction, the usage
attempt will be declined.

When is the Dabit Card Activated?

The card is active once the funds are loaded onto it. There isno
need to place a call

Can a card holder transfer funds from the card to his checking
account?

Yes. He simply requests the form that is available for that purpose,
fills it out, and returns it. There is a small fee incurred to process the
transfer,

Can a card holder close ot the account snd recaive a chack for
the balance?

Yes, He simply requests the proper form, fills it out, and returns it
There is a small fee to process the reguest.

NELEASEPAY

A Prepaid Debit Card that Works Better than Cash!
Money Management Made Easy

NPT wrverdtncom RELEASEPAY.COM

60919400
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‘Overview of the Inmate Release Debit Card Program

1. What information is required in order to toad and activate a card from the facility? The card holder's name and birth date is required.
2.Can the inmate continue 1o use and toad the card after it has been issued by the facility? Yes, they will need to call customer service and
update their profile?

3.Can they request card? Yes, by calling and updating their profile.

4. Does the Release Pay card expire? Yes, it has a three-year explration date,

5. What happens after the expiration date? If the card s still In use at the time of expiration, a new card will automatically be mailed Lo the
card holder.

6. What is the PIN number? The PIN number is factory-set as the last four digits of the sixteen-digit account number on the front of the card.
The card holder can log into our website or call customer service to change it

7. How is the Release Pay card activated? Once the funds have by the card is d. No phone call is required.
8. Can the Release Pay card be used outside of the UST Yes, the card can be used anywhere in the world where Master Card is accepted.
9.What happensif a card is lost? The card can be replaced by calling customer support. There is a fee to replace a lost card.

10. Can the Cardholders account be closed? Yes, the card holder can request a check or an ACH transfer to a checking account that will close
this account out by notifying custamer suppart. There is a fee for this service,

11. What is the minimum and maximum that can be loaded on the card? The minimum amount that can be loaded s 5.01, and the maximum
is $9,700.

12. Can the card be deactivated should an ermor be realized? Ves.

13. Can the card holdes request cash back from & POS terminal? Yes. There s no fee for this service,

Ovarview of the Trust Account

1.What information Is required in order to issue 2 card? The inmate’s first and fast name and date of birth are required,

2.Why is there a need to establish a Funding Account (Trust Account)i A Funding Trust Account is required at the card Issuing bank because of
the nature of the pre-paid debit account service, It is callad the Good Funds Model, which means that, by law, the funds must be immediately
available when the funds are transferred. The only way to meet this requirement is to insure that the funds are available at the transfesring
bank when the card |s loaded.

3.1s this an Interest-bearing account? No, it is Trust Account, thus not interest-bearing.

4. Does the jail own the Trust Account? Yes, the account is owned and set up in the name of the jail.

5. How are the reports provided? Reports are provided through Online access.

6. Why does the jail need to sign the Agent Agreement? It allows Rapid Financial, as the processor, the authority to establish the Trust
Account, as wel as the authority to electronically transfer funds from the Jalfs bank account as needed i replenish the Trust Account.
7.What if there are more guestions concerning this Trust Account? Please contact the company Controlier at 435-535-3454

Inmata Release Card Program Benefits

1. The Rielease Card program reduces costs that by a facility to
release inmates with thel funds,
2.The program totally check fraud ion activities

! T!!e program eliminates the high cost to the facility M printing, writing, and managing checks.
access to their funds. Inmates no longer have 1o find a
bank(hai w!ll cash a check or wat for a bank to open.

5.The program eliminates fees charged by check cashing services to inmates who do not have:
checi or who do not have vall

& The funds on lost or stolen cards can beﬂomm(iaﬂphwnmra«dsnmsmmebahme
This is much safer for the inmate than carrying cash.

7. Point of Sale transactions are free to the card holder. There are no fees attached.

Gvarview of the Reporting

1. When will a Jall be provided accessto th!irxrwnt? A facility will have access once their Trust Account has been established and funded.
2. What inf is The O v g tools provide real time access to card loads and aute replenishment of the Trust
Account.

3. What if a Jail has questions regarding this service? Any questions fram the jails concerning this reporting mechanism should be directed to
customer

4. What does ACHmean? ACH stands for Automated Clearing House. It is the service regulated the Federal Reserve that allows money to be
transferred electronically from one account to another. It Is the method wsed for the issuing bank to replenish the trust account from the jalls
bank account.

Card holder Fees Associated with the Inmate Release Program

ove_|

Weekly Maintenance

VR Batance Inquiry

#in Change

Domestic ATM Fees™

Dorestic ATM Decline for NSF

International ATM Fees™

ATHA Account Inguiry

POS Debit Fee (PIN and signatur)

Card to Bani Funds Transfer (ACH)

Account Closure Fee - should a check be
requested and account closed.

ol
s it the 0041 o the FDIC rstared account

™ Fote

Customer Sefvice / Servicio Al Clients:
Toll Free from US.A - 1-877-592-1118

W skt asepay.com
Security Requirements for the Storage of Prepaid Cards
Tha security in this are based on policies and ped by the Payment Networks and Industry best
practices. Th a 5t be fimpl 1§ that d distribute Instant-tssue card products.
Card Ordering

Card ardess will be shipped to the designated locations by ReleasePay (hereafter RP) or its assignees by bonded and approved carrier. Card
orders must be signed for upon amival, Al cards must be placed at the time of receipt into inventory in a secured storage area. An employee
designated by management should be appointed 1o ensure that physical and procedural security poficies are implemeanted.
Card Inventory
Physical security of the cards in invenlory mustbemamlaineddtan nrm(.ards mustbﬂtmdma mntr\alied uannansum asa safe or
locked storage device, with access fimited to empl who have
An inventory lag must account for the number of:ards received, cards used, cards spoiled (cards that cannot be wzsd due to damage,
ampering or expiration) and remaining cards that should balance 1o the number of cards on hand at any time. An explanation of spollage
should be included on the log. Any inventory discrepancy must be reported to RP as soon as detected.

B3
3, Cards are damaged or defective;
4. Program s terminated, fod

Card Destruction

RP may request return of o cards in inventory for d jon for any of the reasons listed below:

Gmwmmmdshwldbamﬂypacmzd A copy of the inventory tog should be Included in the shipment. A second copy of the
ould to RP

1. Cards are compromised or tampered with;
2 Card stock has expired;

ylog
Altemnatively, the location may destroy any defective or damaged card and certify its destruction by maintaining a detailed invertory log and
destroying the cards using a cross cut shredder that creates pleces no larger than % " by %" In size. A certified report of destruction outlined
in Exhibit B, attached hereto and incarporated herein by this reference must be submitted to RP on a menthly cycle even if no cards were
destroyed in that perdod,
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Dt Poocessing Uehiber
PO o 1805
Notly Fowmn, UT 84341

Your temporary PIN Number is the last four
digits of the card number.

Your Cand B ACTIVE Right NOW!
Yomr PIN s the EAST FOUR dagits of this cand,

Customer Suppor: 377-592 1118 I

Roowp This Cand In Yomr Wallet®”
Fewooramy PIN e LAST FOUR DIGEUTS OF THIS CARD,
Proat this card tike cash,
Change sour PIN often,
Sever write the PN on the card,
Dot tell wnvose your PIN,
W will never ask for your PIN,

Llse your card where you see these symbabs:

l”——*
u = T G
pulse @ €D STAR
Custiomer Service © Servion Al Chienne:
HTT-582-1118
st kst

Faor corvent cnnd teatires wend furstions, pleise visi
(URCEEREE 5% lc.u._-,'p;u CuIfny

DECUINES: Thera aro several 10a3s0ns ths mighl accur

= Wt ot of Sale termumal you are trping 1o purchase ar @em (bl
COSLS s than e viahiee oi e Cand, phus e POS foe OF appbeatile)

o It an ATRE you are Lrysng 1o access your funas

Bt geolint esror mcssage stalng FUNDS NOT avAlLABLE or
SOy Sk b ey e il vea ase Sy 1o valbdraw miore than
s avaable Please koo i mind mal e meecs o be sulticent funds
1o cover Inn fees assonated with he Transachon

Example: You have $42 50 in your account You Iy to witdnae S0 00
AN YOU Fecive 0 2ror message. The reason i3 Lhe oo o willwhas
the funds = greater than 52 50, nolincluding ATM convemance fog 4
appheathe}

139CAHIY

CUNSTOMER SUPPORT INCLUDING PIN CHANGE FOR
YOUR REFEASEPAY PREPAH DEBRIT CARD

877-592-1118

YOUR CARD IS ACTIVE RIGHT NOAW!
NO CALL NEEDED TO AUTIVATE!

CARD FEES

Cind Actaivation

Weekh Maimenance

Support Cialls

PN Chanee

Dromesiie ATA bees =
Interrational ATA Toest

ATM Avcount Bngunn

PO Dobit Bee sPEN and Sipmnure)
ATM Dechine tor NSE

ATM 1Rectinge Intersgiogal

Cund wo Bunk Fasals Trasfer 1ACH)

Chieck Isuinee bPew

* Afler theee (3 days of wsuence the cand starls incuring weekly
mainterance fees (o cover e cost of the FDIC insured account.

"Fees may also be wnposed by the local AT provider in additan 1o card
oo

Hoprempted, seleet the *Cheeking™ option to withdreaw cash
Fronw e VUV

You ae allgwed § ATM withdrawals for o total of $1.000 per day. At a
poini-of-zaln, you are allowed 10 purchases for a total of $3,500 per day

Want fo save money vn Tees? Foallow these easy tips:

Check your balines online ar throagh customer
vive before using on ATM, '

O Use vanrr vard as o poyinent mcthod in PrOUCry
stoves, convenienee steres, deag stores, or anvaahere
that nevepts Daebit MasterCardv, .

SO vour card iz vejected o an ATM. never attempt
over and over again, Samoe ATM= Brpose a0 lee even
lor ceelinge trnnsictions

& Maintian your secotint for free online,

2 Retuin this document G lulure veference,

= Aroingr prason for adecing is ncause of lirvabd PIN mmbor

* Pro-Payment of sorvices ko el degirmed
from i1 "Pay at the Pump” loaminad prior to Jmping
the gas o far sefveod ke a hote! ropm. The
payment nelworks aulemabicalty pud p hold on g
corlnn amaun o e Lmds avinlable W ensures
paaymant Tiis hohd usiesily bk el lowirs

e e remaved, therelore, the cordboklor cannot
access s funds until thes okl s reseowerd
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Section 4, Subsection 5.4: Work Release Debit
Cards
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Section 4, Subsection 5.4: Work Release Debit Cards:

Section 4, Subsection 5.4.1: Vendor shall provide Agency with pin based debit cards for the
issuance to work release inmates.

Vendor Response:

< GTL Response: GTL understands and complies

GTL’s Work Release Card program will provide a solution for inmate fund disbursements through
debit cards. Our work release card program is administrated by a partner company with requisite
federal and state credentials and authorization to transmit funds. All funds to be released to an
inmate can be transferred to the inmate’s debit card on a daily or weekly basis and the inmate will
have instant access to these funds, eliminating the need to provide cash or check to the inmate. The
means by which this occurs may vary but GTL understands the WYDOC’s primary motivation is to
minimize cash/check transactions while maintaining control and fiduciary responsibility for the
WVDOC objectives. Inmates can use either a pin number or their signature to complete debit card
transactions.

Work Release Debit Card Benefits

Facility Benefits _ Inmate Benefits
Eliminate Checks/Cash ' Immediate Funds Availability
Reduces Lost Checks/Fraud . ~ [Eliminates Check Cashier Fees
Simplifies Bank Account Reconciliation ! S__échri_ty' of PIN Proteéted Card
Interfaces to the MyTechFriends Accounting System. Worldwide Ac_te_s_:;‘; toATM's
Real Time Transactions o Account Info Available Online
Robust AP for system to system integration 4 " Re-Loadable Card :

' ' G "~ [Allows for Direct Deposit

Vendor will provide MasterCard Pin based debit cards to the agency at no cost. These cards can be
loaded from $.01 up to $9,700.00.

Debit MasterCard’

SHleg ¥5ig: 351 ?IG?*
wion | el

B, BEARY
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Section 4, Subsection 5.4.2: Agency must have the ability, via web based program, to transfer
funds to the debit card.

Vendor Response:

<"GTL Response: GTL understands and complies

GTL will provide a secure web portal for the loading and reloading of the work release debit cards.
This web portal meets PCl standards and offers several unique security options, which the agency can
select from. These security options are designed to provide maximum security from fraudulent
activities surrounding the loading of funds onto the debit card.

Staff will be able to populate the card via web based program in order to transfer funds to the debit
card. The WWDOC will have access to a secure, 24x7x365 website in order to meet all activities relating
to the loading and reconciliation needs for the program.

HOME ACCOUNT LOGIN CARD FEES FAQ CONTALT

HELEASEPAY

MONEY MANAGEMENT MADE EASY

easePay™ card ailows you insiart access 0 your funds from most AThs and in sry stares where Debit MasterCard s accepted.

You gexche converrence o l24'7 <orss S0 yoUr BSCIUNL In & Secure, reskiTE BrvrCRmeNt.

ReleasePay.com Homepage

©2014 Global Tel*Link 72



Py
4

State of West Virginia Purchasing Division S,
Inmate Banking Services « N
COR61609 C &,

Access Your Funds Account Login Customer Support

Just fog in te your ac

nd start taking

ReleasePay

log in you can:

balances or review ransac

Lozin Now Go Now

FORGOT OR LOST YOUR PIN? ACCOUNT BLOCKED? CONTACT US

Forl
For |

{877) 592-1118

{877} 592-1118

Section 4, Subsection 5.4.3: Agency must have the ability to set spending and withdrawal limits
on debit cards.

Vendor Response:

The agency will have the ability to predetermine how much money can be accessed from the card per
transaction plus the ability to set how much can be withdrawn per a given time period. The program
is very customizable and we will work with WWDOC to implement the system controls that are
desirable.

Section 4, Subsection 5.4.4: All transfers shall post to the debit card in real time.
Vendor Response:
<.GTL Response: GTL understands and complies

All transfers are posted in real time to the debit card.
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Section 4, Subsection 5.4.5: Vendor shall provide the ability for Agency staff to view and print a
summary of all funds transferred.

Vendor Response:

<. &GTL Response: GTL understands and complies

GTL will provide all necessary reporting tools to the Agency through the web portal of our partner,
ReleasePay. All data will be in real time. Agency staff will have the ability to view and print a
summary of all funds transferred.

Section 4, Subsection 5.4.6: After confirmation of funds transferred to the debit card, funds must
be guaranteed by the Vendor.

Vendor Response:

<-GTL Response: GTL understands and complies

All funds once loaded onto the debit card are FDIC (Federal Deposit Insurance Corporation)
guaranteed. The debit card is a product of an FDIC Bank and all funds are guaranteed by GTL.

Section 4, Subsection 5.4.7: Debit cards shall be reloadable. Funds loaded to work release debit
cards may only be performed by Agency.

Vendor Response:

2 GTL Response: GTL understands and complies

Only authorized WVDOC staff can reload cards through the web portal. This means that an inmate
cannot go out and add funds to these cards on their own unless the agency has approved this service.
A magnetic stripe reader will be supplied to WWDOC at no cost to ensure accuracy of the original
loading and reloading of funds.
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Section 4, Subsection 5.4.8: Agency must have the ability to set geographical locations or types of
allowed businesses for transactions.

Vendor Response:

<.GTL Response: GTL understands and complies

WVDOC will have the ability to set geographical and business type restrictions as needed. An example
of this feature would be that the card cannot be used in stores selling liquor/alcohol. There are many
different types of businesses and other restrictions available in this very customizable system.

Section 4, Subsection 5.4.9: Inmates shall have the ability to use debit cards at point-of-sale (POS)
locations; banks; and local ATMs.

Vendor Response:

<GTk Response: GTL understands and complies

The cards are accepted at POS (Point of Sale locations), Banks, and ATMs where MasterCard is
accepted.

If a card is reported lost or stolen, GTL is able to de-activate the card and send a new card via mail to
the inmate. The FDIC guarantees these cards.

Section 4, Subsection 5.4.10: Vendors system shall provide real time alerts to Agency.
Vendor Response:

<-@GTL Response: GTL understands and complies

GTL’s debit release card system is able to send real time alerts to WWDOC. We will work with the
WVDOC to determine the type of alerts that would be applicable and how WVDOC would receive those
alerts. An example would be loading limits, cards already issued, etc. We offer a very customizable
system that will be able to meet the needs of WVDOC.
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Section 4, Subsection 5.4.11: Vendor shall provide the ability for Agency to track inmate
purchases and/or withdrawals.

Vendor Response:

<-GTL Response: GTL understands and complies

All debit release card transactions are logged and reported in real time. Information on release card
usage is available as well. Information provided for each card transaction will include date and time,
location, and dollar amount.

DEZME0IZ 610000 DOCD24Q4dY B

0ER2YA0IZ 123850 0000235542 ¢

0242012 123550 DO0D236841  fa2aSeiOX00N0194  Acqurer convenence fee
0872172012 123550  ODOO2ZACS40 S4atEfONOONDIB4  &£21 E MILLER RO FARVEW MUS
fB2002082 222318 DOOO221E22 L2
0R2002082 138325 O00OZTI4  £42

JL4TS0NO0NG1EE  Perdic mamienance e
AZAGA000X0194  issuer fee

AFECON0OX0184 200 8 MORENCISTRE 140 MUS
SSEE0XOOK0154  Depostt by agent 3009028281 cashier v 21,2

Section 4, Subsection 5.4.12: Vendor shall supply training and training material to Agency staff for
operating and maintaining the debit card program.

Vendor Response:

<. GTL Response: GTL understands and complies

The GTL installation team will train key facility staff on the operation and capabilities of the work
release debit cards. A toll free number is provided for end users to easily contact customer service.
The installation team will review FAQ’s about the release cards, field any specific questions, and
educate the staff concerning GTL’s customer service processes.

Facility Support Training

GTL will train facility and administrative business managers/accountants on how to use the work
release debit cards and provide an overview of the escalation matrix for all customer service issues be
it hardware, depositor, or facility generated.

Facility support training will be customized to the method preferred by the WYDOC. Historically, GTL
has provided training to departments of corrections by training key facility supervisors and then
having those supervisors train their staff directly.
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Alternatively, GTL’s senior accountant and staff can schedule on-line training webinars to allow
facility business managers the ability to conveniently schedule their training. These Web-X based
sessions will involve a web-based presentation complemented by a telephone conference call. At the
WVDOC’s request, training materials and GTL’s Facility Payment Process Information & Report Guide
will be offered via downloadable website link for review prior to the training.

GTL will conduct the training addressing at minimum the following curriculum and concepts:

» Introduction and System Overview

» Understanding the Basics

» GTL Support and Maintenance Policy

» Transaction Flow

Work Release Debit Card Loading and Reloading
» Work Release Debit Card Website

Section 4, Subsection 5.4.13: Vendor shall supply brochures to inmates containing debit card usage
instructions.

Vendor Response:

< GTL Response: GTL understands and complies

Every card that is loaded and issued to an inmate will be accompanied with instructions outlining
“How To Use” and “Customer Service” accessibility. Each card also has the toll free customer service
number printed on it for easy access to customer service. These calls to customer service are
provided at no cost to the cardholder.
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Section 4, Subsection 5.5: Parole Supervision
Fees, Court Costs and Victim Restitution
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Section 4, Subsection 5.5: Parole Supervision Fees, Court Costs and Victim Restitution:

Section 4, Subsection 5.5.1: Paroled inmates shall have the ability to make deposits via the web
portal and/or parole office lobby kiosk for the payment of parole supervision fees; court costs; and
victim restitution payments.

Vendor Response:

<“GTL Response: GTL understands and complies

GTL provides a variety of payment channels for supervision fee collections. Parolees and probationers
are able to use GTL’s OffenderConnect® Kiosk or OffenderConnect® Website to make required fee
payments for programs determined by WVDOC. GTL also provides convenient walk-in payment
outlets through our partnership with Western Union; with outlet locations including large chain retail
stores, banks, check cashing businesses, and many neighborhood markets, at which families and
friends may purchase and send money orders to GTL for court ordered payments or deposit to inmate
accounts.

Kiosk - Parolee/Probationer Payment Process

The OffenderConnect® Kiosk user follows easy, step-by-step instructions on the touch screen to make
cash or credit/debit card payments. At the time of implementation, the Pay for Program Fees option

is configured to display the fee programs designated by the WvDOC for which payments can be made
via the kiosk.

A series of easy-to-understand touch screen options and instructions walk the kiosk user through the
simple payment process; including:

+ Selection and verification of the individual for whom the payment is being made,

¢ Indication of the payment method (cash or credit/debit card)

* Disclosure of transaction and program fee information

» Input and verification of the amount to be paid

»  Cash or credit/debit card deposit with verification of information

e Receipt generation
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SAMPLE Kiosk Screens

OFFENDERCONNECT.COM OFFENDERCONNECT.COM

Please select the fee you would like to pay:

Drug Testing

Sex Offender Treatment

En Espafiol Cancel

Sample OffenderConnect® Kiosk Payment Options

OFFENDERCONNECT.COM OFFENDERCONNECT.COM

Pletse:enter e Probiofioner Faroleel ID:# ond press OK; Enter at least 2 letters of the probationer’s or parolee’s first and

last name. Touch within the box to enter the information.
First Name: John _ Last Name: Smith |

Sample Information Input Screens

OFFENDERCONNECT.COM OFFENDERCONNECT.COM

The following surcharges apply to the use of this machine:

| A fee of $3.50 applies 1o all CASH transactions from $0.00 to $200.00

A fee of $3.50 + 3% of the deposit amount applies fo all CREDIT fransactions | >
from $0.00 to $200.00 Please select payment method:

- CASH EREON 1 cancEn
Would you like to accept and continue? CARD
QK CANCEL
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Sample Fee Disclosure and Payment Methods

OFFENDERCONNECT.COM OFFENDERCONNECT.COM

Please confirm the following payment:
You have selected Name: JOHN SMITH
JOHN SMITH 1D #: 7445522
ID #: 7445522 Payment for: Drug Testing Program
Birth Date: 12/12/1980 Credit Card Number: X)XOOC-XXXX-XXXX-1234

Drug Testing Program Fee Amount Credited: $10.00
Service Charge: $3.80
Total Charge: $13.80

By pressing 'CONFIRM' you agree to have $13.80 charged to your card.

CANCEL CONFIRM CANCEL

Sample Verification Screens

Current Balance: $10.00
Minimum Payment Due: $10.00 on 07/01/2012

A receipt screen will be displayed after the user makes a cash or credit card payment. The amount
credited to the probationer/parolee’s program balance will be displayed as well as a receipt number.
A paper receipt will be printed from the kiosk and the user will have the option to reprint the receipt if
multiple copies are needed.

Website - Parolee/Probationer Payment Process

On GTL’s OffenderConnect” Website a user selects the Program Fees option to make payments for
specific Programs defined by WVDOC using a credit or debit card. After the user logs into the website
using a secure user name and password, the website walks the user through the simple payment
process, which includes:

« Search for and select the probationer/parolee for whom the payment will be made

s View the probationer/parolee’s fee payment balance, minimum amount due, and
transaction fee

¢ Select or enter credit or debit card information and amount to be paid

» Verify the selected probationer/parolee, depositor and card information, and payment
amount

e Confirm and execute the transaction

¢ Receipt generation
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SAMPLE Website screens
OFFENDERCONNECT
\ & Contactls | Hep | aqoff

Account Home '?
SRR Tl @', Program Fees > Make a Payment
Program Fees b
Slw1 -Payment For Step 2 - Credit Card Step 3 - Verify Step 4 - Confrmation ;

e Select a Probationer / Parolee

| Select | Probalioner f Parclee Name | Facility | Probationer i Parolee ID# | Birth Date

O s, o  Blar County Prison | 7485522 | 12121380

Search for a Probationer / Parolee

“ou are required to fill out the fields marked wath an *

*State: |PA v *Facility !BlaernuntyPrisnn v

FirstName: |

Slaterment

Make a Payment - Step 1 of 4 Easy Steps

The OffenderConnect’ Program Fees Make a Payment option guides the user through 4 simple steps
to selecting, inputting, and confirming required information. Users are able to selecta

probationer/parolee for whom they had previously made payments or to search for and select a
different probationer/parolee.

When all four steps of the Make a Payment process are complete, ending with the user confirming

and executing the transaction, the system automatically emails a receipt to the depositor, who may
also choose to print the receipt.

The OffenderConnect’ Program Fees Receipts option allows the user to access, review, and print
receipts for all Program Fee payments made on behalf of the specified probationer/parolee.
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OFFENDERCONNECT
/e ContactUs | Help | Logaff

A
fccosnl Hooe "~ Program Fees > Receipts
Program Fees
Receipts
B i e
Program Name
{‘ 06/15i2012 $10.00 SMITH, JOHN 7445522 Drug Testing Program
| 05182012 $10.00 SMITH, JOHN 7445522 Drug Testing Program
041812012 $10.00 SMITH, JOHN 7445522 Drug Testing Program
| 0322012 $40.00 SMITH, JOHN 7445522 Drug Testing Program
02182012 $20.00 SMITH, JOHN 7445522 Drug Testing Program
: 01r1502M2 $45.00 SMITH, JOHN 7445522 Drug Testing Program
121402011 $10.00 SMITH, JOHN 7445522 Drug Testing Program
| 111202011 $10.00 SMITH, JOHN 7445522 Drug Testing Program
; 10412011 $15.00 SMITH, JOHN 7445522 Drug Testing Program
! 091212011 $30.00 SMITH, JOHN 7445522 Drug Testing Program
e T e e

GTL  SLomay TELe Likk

Example Receipt

The system issues a receipt for every
payment transaction. A receipt is
automatically emailed to the website user
and can be accessed and printed any time
through the Program Fees > Receipts option.
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Section 4, Subsection 5.5.2: Vendor shall transfer the above referenced deposits into the inmate's
account via the Agency's inmate accounting system.

Vendor Response:

<-GTL Response: GTL understands and complies

All deposits received either for parole supervision fees; court costs; and victim restitution payments,
from the web portal or parole office lobby kiosks will be transferred into the appropriate inmate’s
account via the WV DOC inmate accounting system. The integration of systems will allow the deposits
to be completed in near real-time using GTL’s web services portal. We will interface with the Agency’s
accounting system to ensure these fees/costs are indeed transferred into the appropriate inmate’s
account.

All money (from all sources) deposited in any day will be sent to the proper bank accounts via ACH
process as determined by the facility on the next business day.

To support reconciliation of accounts by the WYDOC, GTL’s payment systems will send an automated
email daily that states the total amount of money sent via ACH and a listing of the individual
transactions. The email can be formatted to present the information as desired by the WVDOC, e.g.
segregated by deposit source or by the facility institution. The email provides transactions in HTML
format and also includes an Excel attachment to allow for easy importing of the transaction records.

Section 4, Subsection 5.5.3: Agency shall be responsible for processing payments to all courts and
victims.

Vendor Response:

< GTL Response: GTL understands and complies

GTL understands that the Agency shall be responsible for processing payments to all courts and
victims.
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Section 4, Subsection 5.5.4: Agency shall be responsible for transferring parole supervision fees
from inmate's account to the proper Agency account.

Vendor Response:
< GTL Response: GTL understands and complies

GTL understands the Agency is responsible for transferring parole supervision fees from inmate’s
account to the proper Agency account.

Section 4, Subsection 5.5.5: All provisions outlined under "Web Portal Deposits" shall apply to
this section.

Vendor Response:

<-GTL Response: GTL understands and complies

Section 4, Subsection 5.5.6: All provisions outlined under "Lobby Deposit Kiosk" shall apply to
this section.

Vendor Response:

< @GTL Response: GTL understands and complies
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Section 4, Subsection 5.6: Post Office Lock Box
Address
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Section 4, Subsection 5.6: Post Office Lock Box Address:

Section 4, Subsection 5.6.1: Vendor shall supply a lock box service/address for the collection and
processing of money orders sent to inmates.

Vendor Response:

<.GTL Response: GTL understands and complies

GTL will provide a secure lockbox location to which money orders may be sent by the friends and

families of inmates housed at all WYDOC institutions. Only money orders will be accepted at this
location.

*  We maintain a five-day turn-around policy. This means that once received at the lockbox
location, money orders are processed quickly to ensure the funds will be available for inmates

to spend no more than five days after the sender has placed the money order in the mail to
GTL.

» Collected funds from money orders (along with funds from other electronic deposits) will be
deposited once a day, every week day, for the previous day’s transactions. Transactions
received on weekends will be aggregated in the Monday electronic file of daily transactions
and deposited via ACH on Tuesday.

e GTLis responsible for resolving discrepancies in the inmate name and number and will not
deposit any monies until such discrepancies are resolved.

Benefits of GTL Lock Box Service

s Money Orders sent to GTL allow for quicker and more accurate posting of deposits to inmate
accounts.

e GTL will work with WVDOC IT staff to develop an electronic interface in order to automate

posting money order deposits into the inmate account maintained by the WVDOC trust fund
software system.

« Money Orders on average can be scanned, updated, and posted to an inmate account in less
than 48 business hours (depending on WYDOC deposit policy for hold periods.)

»  WVDOC staff members formerly required to process money orders, are now freed to perform
other functions and put focus on care, custody and control.

¢ When inmates move between WVDOC facilities funds are automatically posted to the new
location.

e Lock boxes increase security as no contraband can be directed within WWDOC walls.
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Section 4, Subsection 5.6.2: Vendor shall electronically post funds to inmate accounts.
Vendor Response:
2 GTL Response: GTL understands and complies

GTL electronically scans deposit slips for speed and accuracy as they are processed and posted to
inmate accounts. If a money order cannot be processed (e.g. illegible print) GTL will attempt to
contact the sender or work with WVYDOC to resolve the issues.

Section 4, Subsection 5.6.3: No personal, business, cashier's check or certified checks shall be
accepted.

Vendor Response:

< &GTL Response: GTL understands and complies

Section 4, Subsection 5.6.4: Deposit slips must be included with each money order for proper
inmate identification.

Vendor Response:

2 &GTL Response: GTL understands and complies

GTL creates money order deposit slips for each deposit in order to properly identify the inmate.

Section 4, Subsection 5.6.5: Vendor shall supply deposit slips to depositors. Vendor shall supply
deposit slips to Agency for placement in lobby areas and visitation areas. Agency shall also place
pdf deposit slips on the Division of Corrections website.

Vendor Response:

< GTL Response: GTL understands and complies

GTL creates money order deposit slips in English and Spanish and makes them available at: 1)
lobby/visiting areas at all WWDOC facilities; 2) WWDOC website and 3) GTL’s website. Deposit slips may
be typewritten, handwritten, or completed online.
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Section 4, Subsection 5.6.6: Vendor shall process and post funds to the inmate accounts within 48
hours of receipt.

Vendor Response:

<-GTL Response: GTL understands and complies

Money orders are processed upon receipt and transmitted to WVDOC for posting each business day
(Monday through Friday).

Section 4, Subsection 5.6.7: Vendor shall provide the ability for Agency to view and print reports
of all money order deposits.

Vendor Response:

<. &GTL Response: GTL understands and complies

GTL can provide a secure lockbox location to which money orders may be sent by the friends and
families of offenders housed at WYDOC institutions. The GTL lockbox service includes processing
money orders received daily and including them in the combined electronic file of transactions
transmitted to the Department on a daily basis.

Reports

GTL has the capability to report inmate account deposits to the Agency in whatever format is desired.
Transactions are reported in near real time though our website service. The system can be configured
to transmit transaction records to Agency applications at intervals ranging from every 5 minutes to
daily.

GTL’s OffenderConnect’ Services will record and track all deposits and generate reports of activity by
individual inmate and totals by facility. GTL has the capability of using OffenderConnect transaction
records to report to the Agency deposits made to inmate accounts through the various payment
channels (e.g. kiosks, website, phone IVR); enabling authorized Agency staff to view all EFT
transactions. Reports will compile the number of transactions and related dollar values for the
selected time frames. The system offers the ability to view all transactions by facility as well as
transactions based on Agency-specified criteria, such as individualinmate.

To support the Agency’s reconciliation of accounts, GTL’s payment systems will send an automated
email daily that states the total amount of money ACH’ed and a listing of the individual transactions.
The email can be formatted to present the information as desired by the Agency, e.g. segregated by
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deposit source or by facility. The email provides transactions in HTML format and also includes an
Excel attachment of the transaction records.

OffenderConnect.com is a secure website at which authorized Agency staff may access, review, and
generate reports of all transactions, grouped according to user preference. Reports generated
through the website can be saved in Excel format. The easy to navigate website provides for filtering
criteria including transaction types, location, and date range.

OFFENDERCONNECT

Account Home h‘.’ Offender Deposits > Reports

Offender Deposit Reports
Transachon History
Rl Tesnsacions _________________
Location | Al =
satDaemme [ 7
EndDateTime: | =

Administrator Activity Report - Choose Transaction Type

Once reports are generated, they can be further filtered. For example, in the illustration below the
report of transactions are grouped by facility.
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Offender Deposit Reports
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Example Report Results - Grouped by Facility
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Section 4, Subsection 5.7: General
Specifications:
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Section 4, Subsection 5.7: General Specifications:

Section 4, Subsection 5.7.1: Vendor shall be responsible for safeguarding all stored data,
particularly files that contain recipient information, so as to be compliant with all state and federal
laws and regulations, and in the case of the Debit Cards, individual card brand requirements.
Vendor must be compliant with Payment Card Industry Data Security Standards (PCI DSS) and
must be able to show proof of such certification in accordance with the policies, standards and
guidelines.

Vendor Response:

£-GTL Response: GTL understands and complies
Please refer to Exhibit E for GTL’s PCI Compliance Certificate.

With the recent news events of credit card information being compromised, it is important to note
that GTL has gone to great lengths to make our customers information as safe as possible. GTL is fully
PCI Compliant and has never had a breach of its OffenderConnect deposit services!

All GTL operations, including business practices; system development, deployment and functionality;
and data acquisition, handling and storage are subject to stringent, detailed security policies and
procedures. We present below only a fraction of the policies and procedures GTL has in place to
ensure fund and financial data security and accuracy. If desirable, GTL’s Chief Security Officer will be
pleased to set up a meeting with the WYDOC for an in-depth review of our security methodologies.

GTLis one of the first Correctional organizations in the country with an employee that has been
certified by the Payment Card Industry (PCI) Security Standards Council as an Internal Security
Assessor (ISA). This ensures that our PCI compliance is held to the highest standard. GTL’s handling of
sensitive cardholder data is fully compliant with Payment Card Industry (PCI) Security Standards.

¢ All GTL data centers are managed using one centralized badge access system to ensure that
only appropriate employees have access to physical servers. All data centers are under 24[7
Closed Caption Television monitoring using a centralized system providing access to all live
and recorded video feeds. No visitors or janitorial staff members are permitted within our
data centers without an approved escort.

*  GTL utilizes the SafeNet Key Encryption Appliance to ensure the highest level of protection for
our cryptographic keys and the industry’s highest level of encryption. Keys used for
encryption are housed within the hardware appliance and never leave the device. Three key
custodians are required to create each part of a new key ensuring that no one person knows
the entire key. PCI permits the storage of encrypted keys on the network. Our device goes
above and beyond that requirement.
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¢ Cisco Intrusion Prevention Systems are deployed to alert the Information Security
Department to potential attacks and automatically block such attacks. Many companies
choose to go with an Intrusion Detection System to simply alert to potential attacks. Our
systems automatically block suspected malicious traffic.

e Cisco ASA Firewalls utilize ACL rules to manage network traffic and block unauthorized access.

* Arobust centralized log monitoring solution alerts the Information Security Department
based on pre-canned and internally developed alarm rules. This application is monitored
daily to detect other anomalies that might be indicative of inappropriate use of GTL assets.

e AWireless Intrusion Prevention System is deployed at all GTL office locations throughout the
country to alert and prevent against the installation of rogue wireless access points. This
system also ensures that only authorized employees have access to GTL wireless
networks. The GTL Information Security Policy dictates that no wireless networks are
permitted to be attached to the LAN. Wireless networks are strictly used to provide guest
Internet access. PCI-DSS Compliance requirements only dictate that quarterly wireless
scanning is required; however GTL goes a step beyond that to better ensure the protection of
our customer’s data.

e Anti-Virusis installed on all internal GTL servers and workstations. The anti-virus solution is
centrally managed and alerts the Technology Group when viruses are detected or security
policies are not adhered to.

* Monthly internal and external vulnerability scanning and annual penetration testing is
performed. Payment Card Industry Data Security Standard (PCI-DSS) Compliance
requirements only dictate that we perform this quarterly.

* All application development adheres to strict coding standards that are in line with security
best practices. All web applications are carefully reviewed by dedicated secure coding experts
and scanned for the OWASP top ten web-based security risks.

¢ Network segmentation exists to ensure that only a very select group of GTL employees have
access to devices that process, transmit or store credit card information. This also protects
these devices from malicious internet traffic by utilizing a Demilitarized Zone (DMZ) that
prevents any direct inbound or outbound traffic from the cardholder data environment.

¢ Two-factor authentication is required for obtaining access to the cardholder data
environment. This means that beyond the use of a username and password, anyone
attempting to access this environment must also have a physical device that is unique to
them.

* All backup tapes are encrypted before they are sent for off-site storage. It should be noted
that PCl only requires that tapes be stored in a “secure location”. Encrypting the tapes
ensures that if a tape is lost during transit, the data is not accessible to unauthorized persons.
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* Billing customer service representatives are prevented from accessing the internet and their
machines are locked down to prevent the use of external media such as thumb drives and
CD-ROMs. This helps to ensure that electronic credit card data does not leave the premises.

» File integrity monitoring is in place on all servers that process, transmit or store credit card
information. This ensures that the Security Department is alerted to all unauthorized
modifications of critical system files and internally developed software.

Security Breaches

GTL understands the importance of the WYDOC choosing a vendor that provides the best security
features and defenses in order to prevent identity theft to the citizens of West Virginia. GTL is proud
to say we have had NO security breaches to our OffenderConnect® website and we are the vendor
to entrust with all extremely sensitive, personal financial information.

Real Time System Monitoring

GTL has continuous, on-line access to our OffenderConnect network and kiosks. Kiosks are
electronically monitored in real time by a “Heartbeat” application. Kiosks are automatically polled at
specificintervals (typically every five minutes) and various data, including bill count and device
status, are transmitted to GTL’s data center. If a kiosk unit goes off-line for any reason, GTL’s Support
Desk is alerted by the Heartbeat application and steps to remotely diagnose and fix the problem
would begin immediately. If an issue cannot be handled through remote access, a technician is
dispatched to the site to investigate and resolve the problem.

GTL’s virtual private network (VPN) though which all financial transactions are transmitted and
recorded is monitored in real time, 24 hours a day, 365 days a year by GTL'’s highly trained, certified
network specialists.

Quarterly System Surveillance Sweeps

Each quarter, every GTL serviced facility is checked to ensure that all systems and services are
operating according to specifications. Each sweep is performed by a trained and certified Technical
Support Engineer. Sweeps check for such things as network health and function, software version
numbers, storage capacity, module operation, and database synchronization and capacity.

Technical and Customer Service Tracking

GTL provides round-the-clock technical and customer service and support. Every technical or
customer service issue is fully documented in GTL’s Technical or Customer Service tracking systems.
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Quarterly Executive Account Review

GTL’s WWDOC Project Team will meet on a quarterly basis with an assigned GTL Executive to review
contractual obligations, terms, and conditions, and GTL’s service delivery performance for the
previous quarter. The review will include at a minimum:

¢  WVDOC Performance Standards.

*  GTL Performance Surveillance Results as defined in the attached Performance Surveillance
Plans.

» Technical and Customer Service Reports.

* Review of transaction volume,

¢ Review of service issues.

» Performance comparison to previous quarters.

» Action plan for the following quarter if applicable.

Section 4, Subsection 5.7.2: Vendor must provide written notification to Agency as soon as
possible, but no later than 24 hours, following the reasonable belief of any unauthorized access or
breach of confidential information provided to the Vendor under the Contract. Written notice shall
include: a) the nature of the unauthorized use or disclosure; b) the specific confidential
information involved; c) who gained unauthorized access; d) what steps has been or will be taken
to mitigate any negative effect of the unauthorized use or disclosure; and e) what corrective action
Vendor has taken or shall take to prevent future similar unauthorized use or disclosure.

Vendor Response:

<. GTL Response: GTL understands and complies

In the event of unauthorized access or breach of confidential information, GTL will provide written
notification to the Agency as soon as possible (within 24 hours) with a full synopsis of the details of
the event, what GTL’s done to minimize the negative effect of the event and what corrective actions
GTL will take to prevent any future events of this nature.

That being said, GTL is one of the first Correctional organizations in the country with an employee
that has been certified by the Payment Card Industry (PCI) Security Standards Council as an Internal
Security Assessor (ISA). This ensures that our PCl compliance is held to the highest standard. GTL’s
handling of sensitive cardholder data is fully compliant with Payment Card Industry (PCI) Security
Standards.
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¢ All GTL data centers are managed using one centralized badge access system to ensure that
only appropriate employees have access to physical servers. All data centers are under 24/7
Closed Caption Television monitoring using a centralized system providing access to all live
and recorded video feeds. No visitors or janitorial staff members are permitted within our
data centers without an approved escort.

* GTL utilizes the SafeNet Key Encryption Appliance to ensure the highest level of protection for
our cryptographic keys and the industry’s highest level of encryption. Keys used for
encryption are housed within the hardware appliance and never leave the device. Three key
custodians are required to create each part of a new key ensuring that no one person knows
the entire key. PCl permits the storage of encrypted keys on the network. Our device goes
above and beyond that requirement.

» Cisco Intrusion Prevention Systems are deployed to alert the Information Security
Department to potential attacks and automatically block such attacks. Many companies
choose to go with an Intrusion Detection System to simply alert to potential attacks. Our
systems automatically block suspected malicious traffic.

» Cisco ASA Firewalls utilize ACL rules to manage network traffic and block unauthorized access.

* Arobust centralized log monitoring solution alerts the Information Security Department
based on pre-canned and internally developed alarm rules. This application is monitored
daily to detect other anomalies that might be indicative of inappropriate use of GTL assets.

* AWireless Intrusion Prevention System is deployed at all GTL office locations throughout the
country to alert and prevent against the installation of rogue wireless access points. This
system also ensures that only authorized employees have access to GTL wireless
networks. The GTL Information Security Policy dictates that no wireless networks are
permitted to be attached to the LAN. Wireless networks are strictly used to provide guest
Internet access. PCI-DSS Compliance requirements only dictate that quarterly wireless
scanning is required; however GTL goes a step beyond that to better ensure the protection of
our customer’s data.

e Anti-Virus is installed on all internal GTL servers and workstations. The anti-virus solution is
centrally managed and alerts the Technology Group when viruses are detected or security
policies are not adhered to.

¢ Monthly internal and external vulnerability scanning and annual penetration testing is
performed. Payment Card Industry Data Security Standard (PCI-DSS) Compliance
requirements only dictate that we perform this quarterly.

* Allapplication development adheres to strict coding standards that are in line with security
best practices. All web applications are carefully reviewed by dedicated secure coding experts
and scanned for the OWASP top ten web-based security risks.
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* Network segmentation exists to ensure that only a very select group of GTL employees have
access to devices that process, transmit or store credit card information. This also protects
these devices from malicious internet traffic by utilizing a Demilitarized Zone (DMZ) that
prevents any direct inbound or outbound traffic from the cardholder data environment.

e Two-factor authentication is required for obtaining access to the cardholder data
environment. This means that beyond the use of a username and password, anyone
attempting to access this environment must also have a physical device that is unique to
them.

*  All backup tapes are encrypted before they are sent for off-site storage. It should be noted
that PCl only requires that tapes be stored in a “secure location”. Encrypting the tapes
ensures that if a tape is lost during transit, the data is not accessible to unauthorized persons.

¢ Billing customer service representatives are prevented from accessing the internet and their
machines are locked down to prevent the use of external media such as thumb drives and
CD-ROMs. This helps to ensure that electronic credit card data does not leave the premises.

 File integrity monitoring is in place on all servers that process, transmit or store credit card
information. This ensures that the Security Department is alerted to all unauthorized
modifications of critical system files and internally developed software.

Section 4, Subsection 5.7.3: Vendor must comply with Regulation E, "Electronic Funds
Transfer" requirements (12 CFR Part 205) issued by the Board of Governors of the Federal
Reserve System pursuant to the Electronic Fund Transfer Act (15 U.S.C. § 1693 et seq.).

Vendor Response:

C-GTL Response: GTL understands and complies

GTL complies with Regulation E and has been issued a Money Transmitters License by the West
Virginia Division of Banking. See below:
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Division of Financial Institutions

DSI-ITIL, LLC

WHEREAS, for the purpose of engaging in the business of issuing and selling checks, draffs,
money orders, personal money orders or other instruments for the transmission or payment of money in
accordance with the provisions of Article 2, Chapter 324 Code of West Virginia, as amended;

DSIITI, LLC
5000 6" Avenue, Suite 1, Altoona, PA 16602

has been issued this license.

NOW, THEREFORE, 1, Sara M. Cline, Commissioner of Financial Institutions of the State of West
Virginia, do hereby certify that the above named has complied with the provisions of said law and that
within the State of West Virginia it and any and all authorized delegates thereof may engage in the business
of issuing and selling checks, drafis, money orders, personal money orders or other instruments for the
transmission or payment of money in accordance with state law.

This license is valid and shall remain in full force and effect so long as the above named shall
comply with the provisions of said law and instructions issued by this office pursuant thereto.

IN WITNESS WHEREOF, I have hereunto set my hand and
affixed the seal of my office, at Charleston, West Virginia, this the
27" day of January, 2014,

Sara M. Cline
Commissioner of Financial Institutions
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Section 4, Subsection 5.7.4: The Vendor may have access to private or confidential data
maintained by the Agency to the extent necessary to carry out its responsibilities under this
contract. Vendor shall ensure that all data is secured and protected during the course of this
contract.

Vendor Response:

2-GTL Response: GTL understands and complies

GTL is one of the first Correctional organizations in the country with an employee that has been
certified by the Payment Card Industry (PCl) Security Standards Council as an Internal Security
Assessor (ISA). This ensures that our PCl compliance is held to the highest standard. GTL’s handling of
sensitive cardholder data is fully compliant with Payment Card Industry (PCl) Security Standards.

o All GTL data centers are managed using one centralized badge access system to ensure that
only appropriate employees have access to physical servers. All data centers are under 24/7
Closed Caption Television monitoring using a centralized system providing access to all live
and recorded video feeds. No visitors or janitorial staff members are permitted within our
data centers without an approved escort.

s  GTL utilizes the SafeNet Key Encryption Appliance to ensure the highest level of protection for
our cryptographic keys and the industry’s highest level of encryption. Keys used for
encryption are housed within the hardware appliance and never leave the device. Three key
custodians are required to create each part of a new key ensuring that no one person knows
the entire key. PCl permits the storage of encrypted keys on the network. Our device goes
above and beyond that requirement.

+ Cisco Intrusion Prevention Systems are deployed to alert the Information Security
Department to potential attacks and automatically block such attacks. Many companies
choose to go with an Intrusion Detection System to simply alert to potential attacks. Our
systems automatically block suspected malicious traffic.

» Cisco ASA Firewalls utilize ACL rules to manage network traffic and block unauthorized access.

« Arobust centralized log monitoring solution alerts the Information Security Department
based on pre-canned and internally developed alarm rules. This application is monitored
daily to detect other anomalies that might be indicative of inappropriate use of GTL assets.

» A Wireless Intrusion Prevention System is deployed at all GTL office locations throughout the
country to alert and prevent against the installation of rogue wireless access points. This
system also ensures that only authorized employees have access to GTL wireless
networks. The GTL Information Security Policy dictates that no wireless networks are
permitted to be attached to the LAN. Wireless networks are strictly used to provide guest
Internet access. PCI-DSS Compliance requirements only dictate that quarterly wireless
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scanning is required; however GTL goes a step beyond that to better ensure the protection of
our customer’s data.

s Anti-Virus is installed on all internal GTL servers and workstations. The anti-virus solution is
centrally managed and alerts the Technology Group when viruses are detected or security
policies are not adhered to.

»  Monthly internal and external vulnerability scanning and annual penetration testing is
performed. Payment Card Industry Data Security Standard (PCI-DSS) Compliance
requirements only dictate that we perform this quarterly.

« All application development adheres to strict coding standards that are in line with security
best practices. All web applications are carefully reviewed by dedicated secure coding experts
and scanned for the OWASP top ten web-based security risks.

» Network segmentation exists to ensure that only a very select group of GTL employees have
access to devices that process, transmit or store credit card information. This also protects
these devices from malicious internet traffic by utilizing a Demilitarized Zone (DMZ) that
prevents any direct inbound or outbound traffic from the cardholder data environment.

s  Two-factor authentication is required for obtaining access to the cardholder data
environment. This means that beyond the use of a username and password, anyone
attempting to access this environment must also have a physical device that is unique to
them.

» All backup tapes are encrypted before they are sent for off-site storage. It should be noted
that PCl only requires that tapes be stored in a “secure location”. Encrypting the tapes
ensures that if a tape is lost during transit, the data is not accessible to unauthorized persons.

¢ Billing customer service representatives are prevented from accessing the internet and their
machines are locked down to prevent the use of external media such as thumb drives and
CD-ROMs. This helps to ensure that electronic credit card data does not leave the premises.

» File integrity monitoring is in place on all servers that process, transmit or store credit card
information. This ensures that the Security Department is alerted to all unauthorized
modifications of critical system files and internally developed software.
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Section 4, Subsection 5.7.5: No private or confidential data collected, maintained or used in the
course of performance of this contract shall be disseminated by the Vendor except as required by
federal or state laws and regulations, either during the period of this contract or thereafter. The
Vendor must agree not to use any such data or any material derived from the data for any purpose
and where so instructed by Agency, will destroy or render it unreadable.

Vendor Response:

<. GTL Response: GTL understands and complies

GTL agrees not to use any data received during the course of this contract for any purpose except that
prescribed by this contract or required by any federal or state law or regulation.

Section 4, Subsection 5.7.6: Vendor shall preserve and make available all of its records and other
evidence involving transactions related to this contract for a period of at least five (5) years from
the date of expiration or termination.

Vendor Response:

2 GTL Response: GTL understands and complies

GTL shall maintain all reports of inmate deposits and activities (Lobby kiosk and web) for a period of
at least 5 years after the expiration of this contract in a standard format for use by the agency.

Section 4, Subsection 5.7.7: Vendor shall agree that authorized State or Agency representatives
shall have access to and the right to examine records during the term of this contract.

Vendor Response:

< GTL Response: GTL understands and complies

All records are available to be examined by the Agency at any time during the term of this contract.
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Section 4, Subsection 5.7.8: Vendor must provide activity reports to the Agency on an agreed
basis, which will include information as outlined by the Agency. Vendor shall provide a
description of reporting packages available and if Agency will have access to enter the online
system.

Vendor Response:

- GTL Response: GTL understands and complies

GTL has the capability to report inmate account deposits to the WWDOC in whatever format is desired.
Transactions are reported in near real time though our website service.

GTL’s OffenderConnect’ Services will record and track all deposits and generate reports of activity by
individual inmate and totals by facility. GTL has the capability of using OffenderConnect transaction
records to report to the WWDOC deposits made to inmate accounts through the various payment
channels (e.g. kiosks, website, phone IVR); enabling authorized WVDOC staff to view all EFT
transactions. Reports will compile the number of transactions and related dollar values for the
selected time frames. The system offers the ability to view all transactions by facility as well as
transactions based on WVDOC-specified criteria, such as individual inmate.

To support the WYDOC's reconciliation of accounts, GTL’s payment systems will send an automated
email daily that states the total amount of money ACH’ed and a listing of the individual transactions.
The email can be formatted to present the information as desired by the WWDOC, e.g. segregated by
deposit source or by facility. The email provides transactions in HTML format and also includes an
Excel attachment of the transaction records.

OffenderConnect.com is a secure website at which authorized WVDOC staff may access, review, and
generate reports of all transactions, grouped according to user preference. Reports generated
through the website can be saved in Excel format. The easy to navigate website provides for filtering
criteria including transaction types, location, and date range.
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OFFENDERCONNECT

Account Home h" Offender Deposits > Reports
Email Center
Offender Deposits
Offender Deposit Reports
Transaction History
SRl Trsacions
StatDatemme: [
EndDatetims | 4

Administrator Activity Report - Choose Transaction Type

Once reports are generated, they can be further filtered. For example, in the illustration below the
report of transactions are grouped by facility.
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Example Report Results - Grouped by Facility

Section 4, Subsection 5.7.9: Technical support must be available 24/7/365 by both telephone and
web.

Vendor Response:

< GTL Response: GTL understands and complies

Response to Issues

Responding to issues as they are presented in a prompt and accurate manner assures the best
possible combination of continuing functionality and satisfaction. Support and Maintenance is
available 24 hours a day, seven days a week, reflecting the operating hours of a correctional facility.
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A state-of-the-art CRM tracking system is utilized to log all incoming support calls, track the progress,
and insure prompt response and resolution of the situation. Every issue is assigned a priority and
severity designation reflecting the needs of each situation.

When a call requires expertise outside the scope of the person answering the call, the issue is
researched using the appropriate department or specific personnel to provide the most accurate
response possible.

Ninety-nine percent of all calls received in the support center are resolved within the first 15 minutes.
On average, calls are answered and triaged in less than two minutes by a live support technician.
Calls that can be resolved immediately are addressed and then closed by the technician once
confirmed fixed.

GTLis in a position to remotely access kiosks through several methods. This allows our technicians to
identify a situation more quickly and offer instruction for resolution. This can be done directly with
the customer or on-site technician, while online, seeing exactly what is occurring at the facility.

Should a problem not be able to be resolved remotely, one of the dedicated Site Technicians will be
dispatched.

Work Order Timeframes

« Correctional Facility Services - Product Support, Software Upgrades, Reporting loss of
service, Technical Support and Product Use questions are handled 24 hours a day by
telephone using a Toll-Free number. Emails and Faxes may be submitted 24 hours a day.

« Offender and Offender Family Services - Billing arrangements and questions from family
and associates regarding transaction and balance information are handled by telephone
during extended business hours. Spanish language operators are available.

GTL will respond within two (2) hours by remote diagnosis or by dispatching a service technician for
issues related to the kiosks, central payment system, and e-messaging. Within six (6) hours of
diagnosis, any hardware in need of repair will be repaired or replaced by GTL.

Toll-Free Live Operator Assistance

GTL provides toll-free access to both automated (fully functional) and live operator

assistance. Knowledgeable operators are available seven (7) days per week, and twenty-four (24)
hours per day. This includes live customer service in both English and Spanish, and we maintain a
robust escalation protocol for quick resolution of any technical issues. Every GTL operator has access
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to all customer records in real-time, ensuring they are able to handle any billing, blocking,
deposit/transaction history, or account request.

While most customers find that our fully functional automated IVR can service the majority of their
needs, GTL is committed to providing the highest quality live operator assistance, as well. We
maintain a network of interconnected call centers in multiple time zones to ensure calls are answered
as efficiently as possible. Our commitment to continuous improvement has driven overall average
answer times for most clients well below 1 minute. Our commitment to customer satisfaction ensures
short hold times and extends to overall quality of every call.

Section 4, Subsection 5.7.10: Customer service must be provided 24/7/365 by both telephone and
web. Web service must be user friendly and non-complicated for all friends and families of the
inmates. Vendor must provide customer satisfaction surveys by telephone and web. Vendor shall
describe its responsibilities of customer service personnel, including the chain of command for
problem resolution.

Vendor Response:

< GTL Response: GTL understands and complies

GTL provides both telephone and website customer service 24 hours a day, 365 days a year. Families
and friends have access to toll-free automated (fully functional) and live operator assistance. While
most customers find that our fully functional automated IVR can service the majority of their needs,
GTL is committed to providing the highest quality live operator assistance, as well. We maintain a
network of interconnected call centers in multiple time zones to ensure calls are answered as
efficiently as possible. Our commitment to continuous improvement has driven overall average
answer times for most clients well below 2 minutes. Our commitment to customer satisfaction
ensures short hold times and extends to overall quality of every call. GTL can even provide customer
satisfaction surveys by telephone and web.

Courteous and Knowledgeable Customer Service Representatives

GTL provides customers (relatives and friends of inmates) toll-free access to our knowledgeable
Customer Service staff seven days a week, 24 hours a day.

GTL provides live customer service in both English and Spanish. Our service representatives respond
to customer questions and help resolve issues related to the billing and deposit issues. Each GTL
Customer Service representative has access to up-to-date account information that includes current
account status, call records, and billing and payment histories.
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GTL’s Customer Service personnel are well versed in the functions of our products and are skilled in
handling questions, complaints, billing disputes and adjustments.

Chain of Command for Problem Resolution: Any issue that cannot be readily resolved by the call
center representative is quickly brought to the attention of a Billing Department Supervisor. Escalated
issues or complaints that cannot be quickly resolved by Billing Supervisors are passed to a Priority
Billing Customer Service group for handling. The Priority Billing Customer Service group targets
resolution of 95% of issues within 48 hours. Severe issues are passed to the Billing Services
management team for immediate resolution.

Friendly and Informative OffenderConnect.com

GTL’s OffenderConnect web portal is friendly and non-complicated. By default the site displays
information in English. Clicking the Espanol option displays text in Spanish.

1 OFFENDERCONNECT Eagafic: | Conactus | Hep
®

Sign Up Locations Why OffenderConnect?

Access My Account Services

User € and Passworo are case-sensitive. AdvancePay
ser & |

£ c My Phone Account

a Offender Trust Fund

» B9 Offender Phone Account

Creale My Account

x4 PGS Daly Debit fachlles » B send an Emall

i Transferred VAC v-Direct frcies

To craate an OfenderConnactAccount

i * Arizona Visitation Fee

4 E Community Corections

| News & Updates

In addition to providing easy account set up and deposit options, the site gives intuitive and simple
access to Customer Service through Contact Us and Help links.
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Help - Frequently Asked Questions

Fraguény Asked Duesuons

About Offeriercoaosct
2. AvancePny Prepard Phone Accouns
Contact Us 3 inmatemanaged Accoums:
.l Propoid Phons Accounts

B. TrustAccownts

Funds:
A Using Credt or Dot Cards
B. Other i .

bl UL MBGUTE BREEENCE DEA3E CICH N B K

5. Proguct informaton:

A Phone Service

8. Fhons Service K MY DOC Customers
Caifocva BOC Cusinmers €. 1Way Email Sefeice [0S Customers]
Qe Dapanment of Ranan avan and Correcton Customers A

Yizngan 3O Custnmers

Tennesses DOC Customens

Wasvagion DOC Custerery

A Fer a1 ot paezatng facize £ sarroen are ATaAb B pach, TNt toa “Locareny ok tgm e SPemdarlpnne e
Tooatng f0SRes G araRbR Service. hoie Mt fer i

D0Ce, maign asites g ot

OTignsersonnectoom Sugpent i

§ @ How 851 create an GtenderConnect sccoumt? -

Families and friends may contact GTL’s Customer Service representatives either by our toll free
telephone number or email. They may also browse our Frequently Asked Questions, which are written
in clear, easy to understand language.

Q. Howr do | view my Offender Trust Fund Statement online?

A, after you've legged into your Offenderconnect account, click on the “Statement” link in the left side panel under the Offender Trust
#ccount heading. Nete that you will see your ewn depost history but will not be able to view the account balance.

Q. How soon after | make a deposit to an inmate will they receive the money?

A.When you make a depostit to an inmate, the funds are available immediately to the facilty. Each facility has its own policies regarding
updating the inmate's commissary account with the available funds.

To find out when the inmate has received your funds, click on the Recent Activity under the Offender Trust Fund menu. At the bottom of
the screen, under the Per Tranzaction sectien, there is a Payment Status tabie. This table wil provide you with an up-to-date status on
your current transactions.

&n Accepted status v shows when the inmate has received the funds.

A Pending status Q‘) shows when the facilty has received yeur funds but has not yet updated the inmate’s account.

A Rejected status (=] shows when your money transfer was net completed.

Section 4, Subsection 5.7.11: Vendor shall be responsible for any fees or costs associated with the
interface to Agency's current inmate accounting system and inmate information system.

Vendor Response:

< GYTL Response: GTL understands and complies
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Section 4, Subsection 5.7.12: For all services outlined in this RFP, Vendor must provide the ability
for Agency to see connections between inmates and depositors and all transaction history.

Vendor Response:

< GTL Response: GTL understands and complies

OffenderConnect.com provides an easy interface that provides users a report of past activity between
inmates and depositors as shown below.

% Offender Trust Fund > Recent Activity

Current Activity

Bolow 13 3 SUMMary of your account for the current buking penod

Per Recipient

The fist below will display the 1otal amount of all payrnents far each recipient

Par Transaction

Pending Payments wil typically be applied within 24 hours

W =Aweptes (L =Perdng €9 =Repctzd

28.5ap 2011

& | gaman CREDIT s100 320
@ L S cRepim ;1.00; 350
o ,3.;;':?” CREDIT w.m_ 150
& 32323’“ chebiT =00 390
& ::‘: sl CREDIT 500 80
O CREBIT 500 350

Dio you wan! to Make Anather Transfer?

D0 you want to retum fo your Account Home Page?
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WVDOC’s intention to improve intelligence gathering is accomplished when GTL consolidates all
electronic and money order deposits for offender accounts; providing a single source for this
important information

The details of all deposit transactions will be stored in a database with an on-line interface by which
WVDOC may look up transactions. The interface will assist with intelligence gathering by showing
links between senders and offenders.

Intelligence gathering is further enhanced by the fact that the offender telephone system currently
serving WVDOC facilities and OffenderConnect are fully integrated GTL products. The seamless
integration of the various GTL systems gives WYDOC investigators complete and easy access to
information that will identify and correlate offender usage of telephones, numbers called, and outside
individuals contributing funds on behalf of particular offenders.

Following award of the contract to GTL, the types of data available for data mining or investigative
link charting willinclude, but not be limited to:

e Number of individual offenders receiving funds from multiple outside parties.
e Number of individual outside parties depositing money to multiple offender accounts

« Depositor information collected at time of deposit, including address, phone number, email,
and more

+ AdvancePay data associated with the inmate telephone system (ITS) provides a cross
reference to reveal unique anomalies for further investigations.

o Call detail records of offender calls to telephone numbers associated with AdvancePay
accounts reveal additional intelligence about the nature of the link between offenders and
those who provide funding. (e.g. How often does the offender actually call the depositor? How
long do they talk? Associated recordings can even reveal what they talk about!)

o Electronic Messaging data from in-pod kiosks (if the DOC chooses to add in-pod) provides yet
another layer of intelligence to contribute to the investigation and link charting.

GTL Data 10™- Turns Data into Information

GTL Data IQ™ combined with our deposit and kiosk data, o

y psitelione
deposit data and inmate telephone call data records turns S
data into information providing investigators with A

actionable intelligence relative to suspicious activities.
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Money transaction analysis, coupled with inmate telephone call records, is often underutilized in
criminal investigations due to the sheer volume of data to be processed. When properly conducted,
the analysis of money transfer activity can single-handedly expose a variety of deceitful behaviors
including drug trafficking patterns; as well it validates associations between people and
organizations.

GTL Data IQ™ Investigative Data Sources - Advanced Intelligence Gathering

GTL Data IQ™ s far more intelligent than other packages that just focus on inmate financial
transaction data. Inmates have ‘touch points’ with the outside through means other than financial
transactions. GTL Data IQ™ was designed with these additional touch points in mind. Its
comprehensive data investigation incorporates the following sources of data:

» Financial Transaction Data - Basic Intelligence

Kiosk Data - Basic Intelligence

Y v

Inmate Telephone Calls - Basic Intelligence

Jail Management System Data - Advanced Intelligence

Y v

Visitation Data - Advanced Intelligence

Y

Video Visitation Data - Advanced Intelligence

Public Information Resources - Advanced Intelligence

Public Information Data Sources: GTL Data IQ™ can provide the Agency with a unique investigative
resource within the public domain if the State should select our Advanced Data IQ package. Within
the State of West Virginia, investigators could pull data from public information data sites across a
wide cross section. The following is a sample listing of those public sites:

» Collections « Mortgage Broker Branch Offices
e Consumer Finance Businesses » Mortgage Broker Businesses

e Correspondent Lenders e Mortgage Brokers

» Health Department License « Mortgage Lenders

= Health Facilities No Longer Licensed e Motor Vehicle Lenders

¢ Home Improvement Sellers » Retail Installment Sellers

» Loan Originators o Sales Finance Ricinaccas

* Money Transmitters
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Data mining technologies allow investigators to uncover linkages between financial transactions,
telephone numbers and people/organizations to expose complex communication networks, identify
investigative targets, and track chronological or sequential patterns.

Searching by inmate, depositor, phone number or visitor enables visualization of:
» Connections between inmates and those making deposits to inmate accounts

» Phone numbers being called by multiple inmates

T

Visitors {(when using GTL’s Visitation Scheduling) visiting multiple inmates

Financial transactions made via kiosk

Closer examination of some links might reveal no untoward activity; for example, a relative making
deposits to multiple family members located at different facilities or a single phone number dialed by
multiple inmates might belong to an attorney representing each of those inmates. Other links may
provide valuable investigative benefit by revealing patterns and evidence indicative of ongoing
criminal enterprise, gang activity and communication with former associates.

GTL Data IQ™ is one of the most powerful analytical packages available on the marketplace with a
specific focus on Law Enforcement and public safety related interests. The system was designed to
handle large volumes of data coming from multiple, disparate sources. The unique features of GTL
Data IQ™ enable correctional facilities to easily review and analyze the networks, relationships, and
connections associated with their inmate population.

There are also several different ways to expose “behavior” based on the patterns detected. Using a
very flexible and adjustable temporal display, the individual activity can be displayed according to
different dimensions including hour-of-day, day of week, day-of-month, month, week-of-year, and so
forth. This approach is used heavily in law-enforcement intercepts, financial crimes, and incident
reports (for crime reporting and predictive analytics). The sample diagram below shows the calling
behavior for a specific inmate where there was a large increase in the middle of the week - potentially
correlated to gang activity or other criminal events. The tool makes this easy to spot and correlate
with other dealings.

Week 41
Week 41
Week 42
Week 43
Week 44
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There are built in alerts to notify investigators if specific numbers are called, if certain networks are
changed, or if particular values change in the data. The results can be sent via email or to any
push-device for faster notifications. The system also provides options for certain values such as
phones, addresses, and names to be checked against public records for exposure of false information
or conflicting details to help investigators better understand the ground truth of a situation.

Link charts allow you to view financial ties between depositors and inmates or groups of inmates-
identifying potential trouble spots.
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é LINK-OFFENDER-WORK
’ 1 =8 — LINK-OFFENDER-EMAIL
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& — LINK-DEPOSITOR-EMAIL
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”
— &
[ —r
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- - — & . ﬁq
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- - -
. iz y 1 =
[ ” -
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A g . —@—————4&
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The system also come pre-configured with call-outs to various mapping packages including Google
Earth, Google Maps, and ESRI products (licenses sold separately). Thus, geo-encoded data such as
addresses can be visually mapped to see the locations of other entities (phones, addresses, people)
based on the content collected. Content from forensic devices such as Cellebrite can provide
additional location detail and reference data, which can be incorporated into the analytics and
displays.

GTL Data 1Q is a best-of-breed analytical system that meets the analytical needs of correctional
facilities and is able to scale to large numbers of data sources. The system is easy to maintain and
does not require the re-entry of any data values because the system overlays on top of the existing
databases. The results are easy to share and export for use in other tools; thus, there are no
proprietary formats with the system.
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GTL Advanced Data IQ also enables correctional facilities to easily share with other facilities - utilizing
a federal query interface - to help find common phone numbers, expose larger gang networks, and
generally provide the “big picture” of the communications and interactions among the inmates.

Easy Buttons

GTL will set up the user interface with pre-established analysis and reporting queries based on your
requirements. These pre-established queries are in the form of an ‘easy button’ so that investigators
will only need to select the easy button once and the powerful analytics will begin immediately
making it easy for the Agency to retrieve information necessary. These models will be setup based on
the Agency’s specific needs and what the Agency wants to see. This easy button process is created at
the time of implementation and throughout the life of the contract as new easy buttons are required.

&N S 2 & oo
o - { *

L e - Al

e, [*)

étﬂ W & ~

L 2 *j aad ) ﬁ &
= =t

PtN Con!‘erance Call PiN Calling Staff (Weekly) Fl‘equenlly Dlaled !Iumbers > 25 {Weekly) Multiple Pm Cattlnu Smgle B’m (Weekly)

Network M:ner Net‘w‘onvc I;€<n.er w Summanr Summary .

GTL Data 1Q is far more advanced than other competing packages. Investigators rely on more than
inmate telephone calls to conduct investigations. Shouldn’t your investigative tool do the same?

Investigative Data Sources

Information Source GTL Data IQ Others

inmate Phone Calls

Billing Name and Address

Visitation Data

Financial Transaction Data

Jail Management System
Kiosk Data
Security Threat Groups

Incident Reports

Cell Phone Forensic Data

Public Information Data

IS
0000000000

Data Sources Unique to Facility

Benefits WWDOC may realize through implementation of the proposed GTL Data IQ™ solution include:
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Generate actionable information from vast amounts of data
Reduction in valuable time spent investigating suspicious activities

Discovery and disruption of inmate-based fraud schemes

> Identification of richer corrections intelligence information to inform internal and external
investigations

Vf

Assimilation of valuable information to support successful inmate re-entry

Expose virtually any type of pattern or connection in the collected data including:

%

TR R OR ORNUR NS R RS

v
v
v

Suspicious patterns

Tight networks (discrete)

Deposits by other inmate’s families
Deposits by Correctional Officers
Deposits by known Gang members
Local calls

Intra-correctional calls

Calls between inmate

Calls to correctional officers

Calls to other inmate families

Calls to known gang members

Calls to legal representation and many more.

Identify complicated financial networks linking depositors and offenders.

Track the flow of money through the facility and identify offenders of interest.

Identify depositors funding multiple offenders through a variety of payment service

methods.

Identify offenders sending money to other offenders’ family. *(if applicable)

Combat fraud within the facility and the communities served.
Uncover extortion of offenders by other offenders.

GTL Data IQ™ is offered exclusively by Global Tel*Link which no other provider can offer to WWDOC.
This advanced investigative solution is offered as a no cost option to WWDOC and provides vast
capabilities unmatched by any other provider.

©2014 Global Tel*Link

118



State of West Virginia Purchasing Division ‘f.x Sy
Inmate Banking Services v\
COR61609 C S

Section 4, Subsection 5.7.13: For all services outlined in this RFP, Vendor must provide the ability

for Agency's investigators to view within the link analysis all transactions in a quick and easy view
manner.

Vendor Response:

<. GTL Response: GTL understands and complies

Via GTL’s Data IQ, transactions are shown in a quick and easy view for users. One such visual of the
link charting would be the screenshot below:
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For additional link analysis information, please refer to the above information regarding GTL’s Data I1Q
Investigative System.
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Section 4, Subsection 5.7.14: Resolve all deposit and transferring of funds issues within a
twenty-four hour period.

Vendor Response:

<. GTL Response: GTL understands and complies

Responding to issues as they are presented in a prompt and accurate manner assures the best
possible combination of continuing functionality and satisfaction. Support and Maintenance is
available 24 hours a day, seven days a week, reflecting the operating hours of a correctional facility.

A state-of-the-art CRM tracking system is utilized to log all incoming support calls, track the progress,
and ensure prompt response and resolution of the situation. Every issue is assigned a priority and
severity designation reflecting the needs of each situation.

When a call requires expertise outside the scope of the person answering the call, the issue is
researched using the appropriate department or specific personnel to provide the most accurate
response possible.

Ninety-nine percent of all calls received in the support center are successfully resolved within 15
minutes. On average, calls are answered and triaged in less than one minutes by a live support
technician. Calls that can be resolved immediately are addressed and closed by the technician.

GTL’s technical support is able to remotely access all kiosks via a secure VPN. This allows our
technicians to identify a situation more quickly and offer instruction for resolution. This can be done
directly with the customer or on-site technician, while online, seeing exactly what is occurring at the
facility.

Should a problem not be able to be resolved remotely, one of the three dedicated Site Technicians
will be dispatched.

Work Order Timeframes

» Correctional Facility Services - Product Support, Software Upgrades, Reporting loss of
service, Technical Support and Product Use questions are handled 24 hours a day by
telephone using a Toll-Free number. Emails and Faxes may be submitted 24 hours a day.

+ Offender and Offender Family Services - Billing arrangements and questions from family
and associates regarding transaction and balance information are handled by telephone
during extended business hours. Spanish language operators are available.
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GTL will respond within two (2) hours by remote diagnosis or by dispatching a service technician for
issues related to the kiosks, central payment system, and e-messaging. Within six (6) hours of
diagnosis, any hardware in need of repair will be repaired or replaced by GTL.

GTL provides both telephone and website customer service 24 hours a day, 365 days a year. Families
and friends have access to toll-free automated (fully functional) and live operator assistance. While
most customers find that our fully functional automated IVR can service the majority of their needs,
GTL is committed to providing the highest quality live operator assistance, as well. We maintain a
network of interconnected call centers in multiple time zones to ensure calls are answered as
efficiently as possible. Our commitment to continuous improvement has driven overall average
answer times for most clients well below 2 minutes. Our commitment to customer satisfaction
ensures short hold times and extends to overall quality of every call. GTL can even provide customer
satisfaction surveys by telephone and web.

Courteous and Knowledgeable Customer Service Representatives

GTL provides customers (relatives and friends of inmates) toll-free access to our knowledgeable
Customer Service staff seven days a week, 24 hours a day.

GTL provides live customer service in both English and Spanish. Our service representatives respond
to customer questions and help resolve issues related to the billing and deposit issues. Each GTL
Customer Service representative has access to up-to-date account information that includes current
account status, call records, and billing and payment histories.

GTL’s Customer Service personnel are well versed in the functions of our products and are skilled in
handling questions, complaints, billing disputes and adjustments.

Chain of Command for Problem Resolution: Any issue that cannot be readily resolved by the call
center representative is quickly brought to the attention of a Billing Department Supervisor. Escalated
issues or complaints that cannot be quickly resolved by Billing Supervisors are passed to a Priority
Billing Customer Service group for handling. The Priority Billing Customer Service group targets
resolution of 95% of issues within 48 hours. Severe issues are passed to the Billing Services
management team for immediate resolution.

Friendly and Informative OffenderConnect.com

GTL’s OffenderConnect web portal is friendly and non-complicated. By default the site displays
information in English. Clicking the Espanol option displays text in Spanish.
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In addition to providing easy account set up and deposit options, the site gives intuitive and simple
access to Customer Service through Contact Us and Help links.
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Families and friends may contact GTL’s Customer Service representatives either by our toll free
telephone number or email. They may also browse our Frequently Asked Questions, which are written
in clear, easy to understand language.
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Section 4, Subsection 5.7.15: Ensure all receipts are properly identified with the name of
depositor, the inmate's name and the inmate's DOC ID number.

Vendor Response:

¢ -GTL Response: GTL understands and complies

Receipts can be customized to fit the needs of the WWDOC to include the name of the depositor,
inmate’s name and the inmate’s DOC ID number.

Section 4, Subsection 5.7.16: Vendor shall have a formal quality assurance/quality control
program in place that demonstrates internal review and quality control processes are in place and
routine evaluations of the quality of the system, equipment, and services are performed to ensure
compliance with the terms and conditions of this contract.

Vendor Response:

< GTL Response: GTL understands and complies

GTL takes pride in providing the best and most reliable services to our valued customers who include
many of the largest counties and state departments of corrections in America. We systematically
measure, compare with industry and customer standards, and monitor the performance of the
products and services we deliver. This focus on quality translates into repeatable and sustainable
performance over the life of the contract; ensuring contract compliance and resulting in superior
service for the WWDOC inmates and offenders, and the families and friends who financially support
those incarcerated in WYDOC facilities.

GTL’s quality assurance program for our WWDOC Project involves planned and systematic
performance surveillance activities designed to ensure that the WVDOC'’s performance standards are
met. This Quality Assurance Plan is subject to modification during the negotiation process or any time
thereafter by the WDOC and GTL’s mutual agreement.

Overview of Mission Critical Quality Control Processes

We include a brief overview of our Mission Critical Quality Control Processes, because these strongly
support and ensure the success of our Quality Assurance Plan.
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System Design and Change Management

GTL’s OffenderConnect kiosks, website, and lockbox functionalities are specifically designed by GTL
to meet the unique needs of correctional customers and are manufactured or programmed to meet or
exceed industry standards. Specific services are configured to address the WYDOC’s stated needs and
requirements. Any updates, upgrades, or changes in design or functionality are carefully planned and
extensively tested prior to deployment. Every change, small or large is subject to the WWDOC’s
approval as well as:

« Management Approval: All changes must be approved by GTL management prior to being
placed in the production environment.

s Security Department Approval: Any changes to security elements (firewalls, et cetera) or
features that have the potential to impact security must be reviewed and approved by GTL’s
Security Department.

» Impact Analysis: |dentification of all features, applications, and processes related to the
change that may impact functions available to system users.

« Test Plan: Planned tests, specific to the change, to verify that the change accomplished what
it was supposed to do and does not adversely affect other system components.

o Rollback Procedure: A fallback plan that describes the process of reverting the environment
to its original configuration if the change does not proceed as intended.

» Test Environment: All software changes must be rigorously tested on the quality assurance
test network isolated from the production network.

Installation Check Lists and System Burn-In

A series of detailed check lists are used to ensure the proper installation and implementation of
OffenderConnect services for each site. Installation includes a “burn in” process during which all
equipment, interface programs, and transaction record creation, storage and retrieval are extensively
tested.

GTL Security Architecture and PCI Compliance

With the recent news events of credit card information being compromised, it is important to note
that GTL has gone to great lengths to make our customers information as safe as possible. GTL is fully
PCI Compliant and has never had a breach of its OffenderConnect deposit services!

All GTL operations, including business practices; system development, deployment and functionality;
and data acquisition, handling and storage are subject to stringent, detailed security policies and
procedures. We present below only a fraction of the policies and procedures GTL has in place to
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ensure fund and financial data security and accuracy. If desirable, GTL’s Chief Security Officer will be
pleased to set up a meeting with the WYDOC for an in-depth review of our security methodologies.

GTL is one of the first Correctional organizations in the country with an employee that has been
certified by the Payment Card Industry (PCI) Security Standards Council as an Internal Security
Assessor (ISA). This ensures that our PCl compliance is held to the highest standard. GTL’s handling of
sensitive cardholder data is fully compliant with Payment Card Industry (PCI) Security Standards.

« All GTL data centers are managed using one centralized badge access system to ensure that
only appropriate employees have access to physical servers. All data centers are under 24/7
Closed Caption Television monitoring using a centralized system providing access to all live
and recorded video feeds. No visitors or janitorial staff members are permitted within our
data centers without an approved escort.

s  GTL utilizes the SafeNet Key Encryption Appliance to ensure the highest level of protection for
our cryptographic keys and the industry’s highest level of encryption. Keys used for
encryption are housed within the hardware appliance and never leave the device. Three key
custodians are required to create each part of a new key ensuring that no one person knows
the entire key. PCl permits the storage of encrypted keys on the network. Our device goes
above and beyond that requirement.

e Cisco Intrusion Prevention Systems are deployed to alert the Information Security
Department to potential attacks and automatically block such attacks. Many companies
choose to go with an Intrusion Detection System to simply alert to potential attacks. Our
systems automatically block suspected malicious traffic.

¢ Cisco ASA Firewalls utilize ACL rules to manage network traffic and block unauthorized access.

« Arobust centralized log monitoring solution alerts the Information Security Department
based on pre-canned and internally developed alarm rules. This application is monitored
daily to detect other anomalies that might be indicative of inappropriate use of GTL assets.

o A Wireless Intrusion Prevention System is deployed at all GTL office locations throughout the
country to alert and prevent against the installation of rogue wireless access points. This
system also ensures that only authorized employees have access to GTL wireless
networks, The GTL Information Security Policy dictates that no wireless networks are
permitted to be attached to the LAN. Wireless networks are strictly used to provide guest
Internet access. PCI-DSS Compliance requirements only dictate that quarterly wireless
scanning is required; however GTL goes a step beyond that to better ensure the protection of
our customer’s data.
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» Anti-Virus is installed on all internal GTL servers and workstations. The anti-virus solution is
centrally managed and alerts the Technology Group when viruses are detected or security
policies are not adhered to.

« Monthly internal and external vulnerability scanning and annual penetration testing is
performed. Payment Card Industry Data Security Standard (PCI-DSS) Compliance
requirements only dictate that we perform this quarterly.

» All application development adheres to strict coding standards that are in line with security
best practices. All web applications are carefully reviewed by dedicated secure coding experts
and scanned for the OWASP top ten web-based security risks.

» Network segmentation exists to ensure that only a very select group of GTL employees have
access to devices that process, transmit or store credit card information. This also protects
these devices from malicious internet traffic by utilizing a Demilitarized Zone (DMZ) that
prevents any direct inbound or outbound traffic from the cardholder data environment.

» Two-factor authentication is required for obtaining access to the cardholder data
environment. This means that beyond the use of a username and password, anyone
attempting to access this environment must also have a physical device that is unique to
them.

» All backup tapes are encrypted before they are sent for off-site storage. It should be noted
that PCl only requires that tapes be stored in a “secure location”. Encrypting the tapes
ensures that if a tape is lost during transit, the data is not accessible to unauthorized persons.

» Billing customer service representatives are prevented from accessing the internet and their
machines are locked down to prevent the use of external media such as thumb drives and
CD-ROMs. This helps to ensure that electronic credit card data does not leave the premises.

* File integrity monitoring is in place on all servers that process, transmit or store credit card
information. This ensures that the Security Department is alerted to all unauthorized
modifications of critical system files and internally developed software.

Security Breaches

GTL understands the importance of the WWDOC choosing a vendor that provides the best security
features and defenses in order to prevent identify theft to the citizens of West Virginia. GTL is proud
to say we have had NO security breaches to our OffenderConnect® website and we are the vendor
to entrust with all extremely sensitive, personal financial information.

©2014 Global Tel*Link 126



State of West Virginia Purchasing Division

. O
Inmate Banking Services C N
COR61609 .

Real Time System Monitoring

GTL has continuous, on-line access to our OffenderConnect network and kiosks. Kiosks are
electronically monitored in real time by a “Heartbeat” application. Kiosks are automatically polled at
specific intervals (typically every five minutes) and various data, including bill count and device
status, are transmitted to GTL’s data center. If a kiosk unit goes off-line for any reason, GTL’s Support
Desk is alerted by the Heartbeat application and steps to remotely diagnose and fix the problem
would begin immediately. If an issue cannot be handled through remote access, a technician is
dispatched to the site to investigate and resolve the problem.

GTL’s virtual private network (VPN) though which all financial transactions are transmitted and
recorded is monitored in real time, 24 hours a day, 365 days a year by GTL’s highly trained, certified
network specialists.

Quarterly System Surveillance Sweeps

Each quarter, every GTL serviced facility is checked to ensure that all systems and services are
operating according to specifications. Each sweep is performed by a trained and certified Technical
Support Engineer. Sweeps check for such things as network health and function, software version
numbers, storage capacity, module operation, and database synchronization and capacity.

Technical and Customer Service Tracking

GTL provides round-the-clock technical and customer service and support. Every technical or
customer service issue is fully documented in GTL’s Technical or Customer Service tracking systems.

Quarterly Executive Account Review

GTL’s WWDOC Project Team will meet on a quarterly basis with an assigned GTL Executive to review
contractual obligations, terms, and conditions, and GTL'’s service delivery performance for the
previous quarter. The review will include at a minimum:

¢ WVDOC Performance Standards.

s GTL Performance Surveillance Results as defined in the attached Performance Surveillance
Plans.

+ Technical and Customer Service Reports.
« Review of transaction volume.

 Review of service issues.
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» Performance comparison to previous quarters.

+ Action plan for the following quarter if applicable.

Section 4, Subsection 5.7.17: Vendor shall have five years' experience in providing web based
deposit services and debit card services in a correctional setting.

Vendor Response:

2 GTL Response: GTL understands and complies

GTL has been providing fully integrated and automated expedient payment services in support of its
Department of Corrections, Federal Bureau of Prisons, and County customers since 1994 through a
variety of different channels including: web based portals, telephone IVR and walk up kiosks. We have
successfully deployed secure automated payment programs for inmates and their friends and family
members across our client base.

In support of our clients, we offer a full suite of automated payment solutions, which are identical to
the services desired by this RFP. As a pioneer in the industry, GTL is the first company to deploy a fully
integrated and automated payment channel including kiosks, IVR and Web for a state DOC. As
evidence of our ability to safely and reliably process transactions, GTL processed over 14.5 Million
automated payment transactions for our customers nationwide in 2013 representing an
increase of 11% year over year. More importantly, GTL has never experienced a credit card
breach.

©2014 Global Tel*Link 128



State of West Virginia Purchasing Division

( N
Inmate Banking Services x
COR61609 C"*’ b

Section 4, Subsection 5.7.18: Vendor shall provide three (3) professional references, preferably
from government owned correctional agencies.

Vendor Response:

<-GTL Response: GTL understands and complies

Ohio Department of Rehabilitation and Corrections

Deposit Services, which included the purchase of phone time as well
as deposits for commissary/trust electronic processing.

February 2010 to Present

Randy Booth

614-728-1100

West Broad Street, Columbus, OH 43222

Montgomery County Correctional Facility, PA

Automated deposit services for commissary/trust deposits

2008 to Present

Julio Algarin, Warden

(610) 630-9390; dial 1; dial 1, dial 7110

60 Eagleville Road, Eagleville, PA 19403
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Tulsa County Sheriff’s Office

Deposits services, which also included the purchase of phone time as
well as deposits for commissary/trust electronic processing

June 2011 to Present

Michelle Robinette, Chief of Detention

918-596-5641

500 S Denver, Tulsa OK 74103
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Oral Presentations
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6. Oral Presentations (Agency Option): The Agency has the option of requiring oral
presentations of all Vendors participating in the RFP process. If this option is exercised, it
would be listed in the Schedule of Events (Section 1.3) of this RFP. During oral
presentations, Vendors may not alter or add to their submitted proposal, but only clarify
information. Materials and information to be included, but not limited to, at the
presentation are listed below:

6.1. Materials and Information Required at Oral Presentation:

6.1:1.

6:1.2:

6:1.3.
6.1.4.

6.1.9.

6.1.10.
6.1.11.
6.1.12.

6.1.13.

6.1.14.

6.1.15.

A history of company and experience/years with all products in RFP.
How many current customers? How many correctional facility customers?

References for correctional entity customers

Are you dependent on any other company as a partner, co-bidder,
subcontractor, or any other business relationship in order to provide the
services included in this RFP? If so, please explain in detail.

What differentiates your services from other providers?
Provide a description and general workflow of the services requested in this RFP.

With debit cards, are these signature-based, PIN based, or both? Please
describe capabilities of both.

Do the debit cards have an expiration date? If yes, how often do the cards
expire and how are cards renewed, replaced and/or reactivated?

After an inmate is released from prison, what happens to the funds of inactive
cards that still have a balance? What constitutes an inactive card? Vendor shall
provide reports to Agency of all inactive cards.

What happens to funds that are sent to an incorrect account number?
How do you handle replacement of lost or stolen cards?

How are balances transferred from one card to a replacement card? How
quickly is this transfer accomplished? Please describe

Can Agency maintain a stock of cards to be issued and activated?

Can the released and/or work release inmate choose or change their PIN after
receipt? If yes, describe how this process works.

What liability, if any, does the Agency have for fraud? If applicable, provide
examples of scenarios that would trigger the liability.
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6.1.16.

6.1.17.

6.1.18.

6.1.19.

6.1.20.

6.1.21.

6.1.22.

6.1.23.

6.1.24.

6.1.25.

6.1.26.

6.1.27.

6.1.28.

Will overdrafts occur? How is this handled? Is Agency responsible?

Can the released and/or work release inmates set up direct bill pay? If yes,
please describe.

Will Agency be able to set limits on dollar amounts work release inmates can
obtain at an ATM? Daily, Weekly, etc.

Will Agency be able to set limits on dollar amounts work release inmates can
spend or as cash back on a Point of Sale transaction?

Other than Point of Sale and ATM, are there any other means by which
released or work release inmates can obtain cash?

Describe how Agency personnel will access the Vendor's on-line system for
management/financial/investigative reports and/or information.

Describe security procedures that Vendor has in place to minimize the risk of
unauthorized transactions (e.g. encryption/authentication).

What controls are in place to protect against lost files or duplication of
transmissions?

What type of secure data connection does your company provide? Please
describe procedures for using an industry standard electronically secure data
connection, using point-to-point data encryption, which allows Agency and
Vendor to transmit account information.

Vendor must describe how it will establish and maintain security safeguards
and procedures to guarantee the confidentiality of all data obtained from the
Agency.

Provide a detailed description of the implementation process for all services
outlined in this RFP, including any testing periods and Vendor's suggested
implementation schedule.

Describe support during the implementation, including training,
technical assistance, marketing/training brochures, user manuals, and
on-site visits.

Describe the level of training support you provide, to the Agency, the inmates,
and the families/friends of the inmates.
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Vendor shall outline any other technologies available to Agency. Agency reserves the right to add
additional technology or upgraded technology during the term of this contract.

Vendor Response:

< GTL Response: GTL understands and complies with Section 6, Oral Presentations.

At the oral presentation, GTL will provide the information listed in Section 6 of this RFP.
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Exhibits

Exhibit A:  Signature Page

Exhibit B:  Purchasing Affidavit

Exhibit C:  Acknowledgement of Addendum

Exhibit D:  Vendor Preference Certification (Not applicable to GTL)
Exhibit E: PCI Compliance Certification

Exhibit F: Sample Implementation Plan

Exhibit G:  Staff Certification — Christopher Moore

Exhibit H: GTL Professional Profiles
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REQUEST FOR PROPOSAL
CORG61609 - Inmate Banking Services

By signing below, I certify that | have reviewed this Request for Proposal in its entirety; understand the
requirements, terms and conditions, and other information contained herein; that I am submitting this
proposal for review and consideration; that [ am authorized by the bidder to execute this bid or any
documents related thereto on bidder’s behalf; that 1 am authorized to bind the bidder in a contractual
relationship; and that, to the best of my knowledge, the bidder has properly registered with any State
agency that may require registration.

Gkl 7ol Link

(Com
%Wﬁ@m\l— and (OO

(Represgﬁative Name, Titﬁz'j

217 55¢- 3\
(Contact Phone/Fax Number)

lz %/1‘3
(Date) R
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RFQ No. COR61609

STATE OF WEST VIRGINIA
Purchasing Division

PURCHASING AFFIDAVIT

MANDATE: Under W. Va. Code §5A-3-10a, no contract or renewal of any contract may be awarded by the state or any
of its political subdivisions to any vendor or prospective vendor when the vendor or prospective vendor or a related party
to the vendor or prospective vendor is a debtor and: (1) the debt owed is an amount greater than one thousand dollars in
the aggregate, or (2) the debtor is in employer default.

EXCEPTION: The prohibition listed above does not apply where a vendor has contested any tax administered pursuant to
chapter eleven of the W. Va. Code, workers' compensation premium, permit fee or environmental fee or assessment and
the matter has not become final or where the vendor has entered into a payment plan or agreement and the vendor is not
in default of any of the provisions of such plan or agreement.

DEFINITIONS:

“Debt” means any assessment, premium, penally, fine, tax or other amount of money owed to the state or any of its
political subdivisions because of a judgment, fine, permit violation, license assessment, defaulted workers’
compensation premium, penalty or other assessment presently delinguent or due and required to be paid to the state
or any of its political subdivisions, including any interest or additional penalties accrued thereon.

“Employer default” means having an outstanding balance or liability to the old fund or to the uninsured employers’
fund or being in policy default, as defined in W. Va. Code § 23-2¢c-2, failure o maintain mandatory workers'
compensation coverage, or failure to fully meet its obligations as a workers' compensation self-insured employer. An
employer is not in employer default if it has entered into a repayment agreement with the Insurance Commissioner
and remains in compliance with the obligations under the repayment agreement.

“Related party” means a party, whether an individual, corporation, partnership, association, limited liability company
or any other form or business association or other entity whatsoever, related to any vendor by blood, marriage,
ownership or contract through which the party has a relationship of ownership or other interest with the vendor so that
the party will actually or by effect receive or control a portion of the benefit, profit or other consideration from
performance of a vendor contract with the party receiving an amount that meets or exceed five percent of the total

contract amount.

AFFIRMATION: By signing this form, the vendor's authorized signer affirms and acknowledges under penalty of
law for false swearing (W. Va. Code §61-5-3) that neither vendor nor any related party owe a debt as defined
above and that neither vendor nor any related party are in employer default as defined above, unless the debt or
employer default is permitted under the exception above.

WITNESS THE FOLLOWING SIGNATURE:

Vendor's Name: { - \(\}D Q)O /TC,\ L'\(\\Q-

Authorized Signature:

o

Date: | 2"( 20 ( 'S

LTHMPTROER ) |
State of __ VA (qq WWG DO
County of Fou , to-wit:
Taken, subscribed, and sworn o before me this 2day of D o\ 00 L2015
My Gommission expires '?’\[ 2y l‘ ATORLEY ; 20_\;}_{_.
. y ’
s r.-f/% TH A
AFFIX SEAL HERE NOTARY PUBLIC __ [\ A

Purchasing Affidavit (Revised 07/01/2012)

LISA FURR
Notary Public
Commonweaith of Virginia
7360374
My Commission Expires Jul 31. 2014

35
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000003
ADDENDUM ACKNOWLEDGEMENT FORM

SOLICITATION NO.: COR61609

Instructions: Please acknowledge receipt of all addenda issued with this solicitation by completing this
addendum acknowledgment form. Check the box next to each addendum received and sign below.
Failure to acknowledge addenda may result in bid disqualification.

Acknowledgment: I hereby acknowledge receipt of the following addenda and have made the
necessary revisions to my proposal, plans and/or specification, etc.

Addendum Numbers Received:
(Check the box next to each addendum received)

[ \/ ] Addendum No. 1 [\/j Addendum No. 6
[ \/ 1 Addendum No. 2 [\ﬁ Addendum No. 7
[v/] Addendum No. 3 [ V] Addendum No.$
[ \/ ] Addendum No. 4 [ ] Addendum No. 9
[ ,/{ Addendum No. 5 [ 1 Addendum No. 10

I understand that failure to confirm the receipt of addenda may be cause for rejection of this bid. I
further understand that that any verbal representation made or assumed to be made during any oral
discussion held between Vendor’s representatives and any state personnel is not binding. Only the
information issued in writing and added to the specifications by an official addendum is binding.

Global Tel*Link

Authorized Si gnature

3Jue ’w(

Date

NOTE: This addendum acknowledgement should be submitted with the bid to expedite document processing.
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Rev. 07/12 ‘ State of West Virginia

VENDOR PREFERENCE CERTIFICATE

construction contracts). West Virginia Code, §5A-3-37, provides an opportunity for qualifying vendors to request (at the time of bid)

1. Application is made for 2.5% resident vendor preference for the reason checked:

Bidderis an individual resident vendor and has resided continuously in West Virginia for four (4) years immediately preced-
ing the date of this certification; or,

Bidder is a partnership, association or corporation resident vendor and has maintained its headquarters or principal place of
business continuously in West Virginia for four (4) years immediately preceding the date of this certification: or 80% of the
ownership interest of Bidder is held by another individual, partnership, association or corporation resident vendor who has
maintained its headquarters or principal place of business continuously in West Virginia for four (4) years immediately
preceding the date of this certification; or,

Bidder is a nonresident vendor which has an affiliate or subsidiary which employs a minimum of one hundred state residents
and which has maintained its headquarters or principal place of business within West Virginia continuously for the four (4)
years immediately preceding the date of this certification; or,

Application is made for 2.5% resident vendor preference for the reason checked:
Bidder is a resident vendor who certifies that, during the life of the contract, on average at least 75% of the employees
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Application is made for 5% resident vendor preference for the reason checked:
Bidder meets either the requirement of both subdivisions (1)and (2) or subdivision (1)and (3)as stated above; or,

Application is made for 3.5% resident vendor preference who is a veteran for the reason checked:
Bidder is an individual resident vendor who is a veteran of the United States armed forces, the reserves or the National Guard

and has resided in West Virginia continuously for the four years immediately preceding the date on which the bid is
submitted; or,

,.uv*.b

{ o

continuously over the entire term of the project, on average at least seventy-five percent of the vendor's employees are
residents of West Virginia who have resided in the state continuously for the two immediately preceding years.

Application is made for preference as a non-resident small, women- and minority-owned business, in accor-
dance with West Virginia Code §5A-3-59 and West Virginia Code of State Rules.

Bidder has been or expects to be approved prior to contract award by the Purchasing Division as a certified small, women-
and minority-owned business.

Bidder understands if the Secretary of Revenue determines that a Bidder receiving preference has failed to continue to meet the
requirements for such preference, the Secretary may order the Director of Purchasing to: (a) reject the bid; or (b) assess a penalty
against such Bidder in an amount not to exceed 5% of the bid amount and that such penalty will be paid to the contracting agency
or deducted from any unpaid balance on the contract or purchase order.

N

By submission of this certificate, Bidder agrees to disclose any reasonably requested information to the Purchasing Division and
authorizes the Department of Revenue to disclose to the Director of Purchasing appropriate information verifying that Bidder has paid
the required business taxes, provided that such information does not contain the amounts of taxes paid nor any other information
deemed by the Tax Commissioner to be confidential.

Under penalty of law for false swearing (West Virginia Code, §61-5-3), Bidder hereby certifies that this certificate is true
and accurate in all respects; and that if a contract is issued to Bidder and if anything contained within this certificate
changes during the term of the contract, Bidder will notify the Purchasing Division in writing immediately.

Bidder; Signed:

Date: Title:

**%* NOT APPLICABLE TO GTL ***
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Standards Council

Instructions for Submission

The Qualified Security Assessor (QSA) and Service Provider must complete this document as a declaration of the
Service Provider's compliance status with the Payment Card Industry Data Security Standard (PCI DSS). Complete
all applicable sections and submit to the requesting payment brand.

Part 1. Service Provider and Qualified Security Assessor Information

Service Provider Organization Information

Company Name:
Contact Name:
Telephone:
Business Address:
State/Province:
URL:

Rapid Investments, Inc. DBA(s):
Bryan Herbstritt Title:
435-535-3454, 801-918-9421  E-mail:
2500 North 55 East City:

Utah Country: USA

http://rpdfin.com/

Qualified Security Assessor Company Information

Company Name:

Lead QSA Contact Name:
Telephone:

Business Address:

State/Province:
URL:

ControlCase

Pramod Deshmane Title:
+91-9892751001 E-mail:
2010 Corporate Ridge, Suite City:
700

VA Country: USA

www.controlcase.com

Rapid Financial Solutions
CTO
bryan@rpdfin.com
North Logan
Zip: 84341

PCI QSA
pdeshmane@controlcase.com
McLean

Zip: 22102

PCI DSS Attestation of Compliance for Onsite Assessments — Service Providers, Version 2.0
Copyright © 2010 PCI Security Standards Council LLC
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Part 2 PCI DSS Assessment Information

Part 2a. Services Provided that WERE INCLUDED in the Scope of the PCl DSS Assessment
(check all that apply)

. [] Tax/Government [] Fraud and Chargeback
[] Payment Processing-POS Pyttt Services

1 [] Payment Processing — [] Payment Processing —
[] Payment Processing-Internet ATM MOTO
Issuer Processing [] Payment Gateway/Switch  [] Clearing and Settlement

(] 3-D Secure Hosting
[] Account Management |~ Provider [] Loyalty Programs
] Back Office Services ' [ Prepaid Services ] Merchant Services
] Hosting Provider — Web ' [] Managed Services [] Billing Management
. ; ' [[J Hosting Provider —

(] Network Provider/Transmitter | ™ Hardware O
[] Records Management ' [] Data Preparation N

[] Others (please specify):

List facilities and locations included in PCI DSS review: 2500 North 55 East, North Logan, UT 84341,
USA

Part 2b. Relationships
Does your company have a relationship with one or more third-party service providers (for example,
gateways, web-hosting companies, airline booking agents, loyalty program agents, etc.)? [X] Yes ] No

Part 2c. Transaction Processing

How and in what capacity does your business store, process and/or transmit cardholder data? Rapid
Investments is Card issuer and provides authorization. Client’s card holder data is stored for
authorization purposes. Rapid Investments also stores the Track data only as part of Issuance process
with business justification.

Please provide the following information regarding the Payment Applications your organization uses:

Payment Application in Use Version Number Last Validated according to PABP/PA-DSS
Not Applicable Not Applicable Not Applicable

PCI DSS Attestation of Compliance for Onsite Assessments — Service Providers, Version 2.0
Copyright © 2010 PCI Security Standards Council LLC
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Part 3. PCI DSS Validation

Based on the results noted in the Report on Compliance (“ROC”) dated October 1, 2013, ControlCase asserts
the following compliance status for the entity identified in Part 2 of this document as of October 1, 2013 (check
one):

[{ Compliant: All requirements in the ROC are marked “in place',” and a passing scan has been

completed by the PCI SSC Approved Scanning Vendor Contro/Case thereby Rapid Investments has
demonstrated full compliance with the PCI DSS 2.0.

[] Non-Compliant: Some requirements in the ROC are marked “not in place,” resulting in an overall
NON-COMPLIANT rating, or a passing scan has not been completed by a PCI SSC Approved Scanning
Vendor, thereby (Service Provider Name) has not demonstrated full compliance with the PCI DSS.

Target Date for Compliance:

An entity submitting this form with a status of Non-Compliant may be required to complete the Action
Plan in Part 4 of this document. Check with the payment brand(s) before completing Part 4, since not all
payment brands require this section.

Part 3a. Confirmation of Compliant Status
QSA and Service Provider confirm:

<]  The ROC was completed according to the PCI DSS Requirements and Security Assessment
Procedures, Version 2.0, and was completed according to the instructions therein.

All information within the above-referenced ROC and in this attestation fairly represents the results of
the assessment in all material respects.

X

]  The Service Provider has read the PCI DSS and recognizes that they must maintain full PCI DSS
compliance at all times.

X

No evidence of magnetic stripe (that is, track) data?, CAV2, CVC2, CID, or CVV2 data?, or PIN data’
storage after transaction authorization was found on ANY systems reviewed during this assessment.

“In place” results should include compensating controls reviewed by the QSA. If compensating controls are determined to
sufficiently mitigate the risk associated with the requirement, the QSA should mark the requirement as “in place.”
Data encoded in the magnetic stripe or equivalent data on a chip used for authorization during a card-present transaction. Entities

may not retain full magnetic stripe data after transaction authorization. The only elements of track data that may be retained are
account number, expiraticn date, and name.

3 The three- or four-digit value printed on the signature panel or face of a payment card used to verify card-not-present transactions.

4 Personal Identification Number entered by cardholder during a card-present transaction, and/or encrypted PIN block present within
the transaction message.

PCI DSS Attestation of Compliance for Onsite Assessments — Service Providers, Version 2.0
Copyright © 2010 PCI Security Standards Council LLC
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Part 3b. QSA and Service Provider Acknowledgments

Signature of Service Provider Executive Officer Date: October 1, 2013

Service Provider Executive Officer Name: Bryan Herbstritt | Title: CTO

o

~

\ e
N\,

Signature of Lead QSA N
Lead QSA Name: Pramod Deshmane Title: PCI QSA

| Date: October 1, 2013

PCI DSS Attestation of Compliance for Onsite Assessments — Service Providers, Version 2.0
Copyright © 2010 PCI Security Standards Council LLC
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Part 4. Action Plan for Non-Compliant Status

Please select the appropriate “Compliance Status” for each requirement. If you answer “No” to any of
the requirements, you are required to provide the date Company will be compliant with the requirement
and a brief description of the actions being taken to meet the requirement. Check with the payment
brand(s) before completing Part 4 since not all payment brands require this section.

Compliance
PCI i Status Remediation Date and Actions
Requirement Description (Select One)  (if Compliance Status is “No”)
Install and maintain a firewall _ Yes
1 - configuration to protect
cardholder data. : [1No
Do not use vendor-supplied 5 X Yes
2 defaults for system passwords 0
and other security parameters, | No
Ry
3 Protect stored cardholder data. es
D No
. Encrypt transmission of | K Yes
4 | cardholder data across open, i
| public networks. . No
5 Use and regularly update anti- ‘ X Yes
| virus software. ] No
6 ' Develop and maintain secure [ Yes
| systems and applications. [ No
7 Restrict access to cardholder data | & Yes
by business need to know. I No
8 Assign a unique ID to each Yes
| person with computer access. I No
9 Restrict physical access to I Yes
cardholder data. [ No
Track and monitor all access to X Yes
10 . network resources and cardholder
data. _ LINo
. Regularly test security systems | B Yes
11 :
and processes. : [INo
Maintain a policy that addresses | & Yes
12 : s : ;
information security. : [1No

scovel 838 O visa

PCI DSS Attestation of Compliance for Onsite Assessments — Service Providers, Version 2.0
Copyright @ 2010 PCI Security Standards Council LLC



P2 Trustwave-

Vulnerability Scan Report: Attestation of Compliance

Scan Customer Information Approved Scanning Vendor Information

Company Name: Global Tel"Link Company Name: Trustwave
Contact: Jason Marass Title: Contact: Trustwave Support URL: www.trustwave.com
Telephone: 1(251) 375-8072 E-mail: Jmarass@gtl.net Telephone: 1-800-363-1621 E-mail: support@trustwave.com
Business Address: 2609 Cameron Street Business Address: 70 West Madison St., Ste 1050
City: Mobile State/Province: Alabama City: Chicago State/Pravince:; IL
ZIP/Postal Code: 36607 Country: us ZIP/Postal Code: 60602 Country: us
Scan Status ]

Pass Scan Compliance Status
56 Number of unique components scanned that are in scope
0 Number of identified failing vulnerabilities
0 Number of components scanned by TrustKeeper but confirmed by the customer not to be in scope
2014-03-20 Date Scan Completed
2014-06-20 Scan Expiration Date (3 months from Date Scan Completed)

Scan Customer Attestation Approved Scanning Vendor Attestation
Global Tel*Link attests that: This scan includes all components which should be in scope for PCI This scan and report were prepared and conducted by Trustwave under certificate number 3702-
DSS, any component considered out-of-scope for this scan is properly segmented from my 01-07 (2012), 3702-01-06 (2011), 3702-01-05 (2010), according to internal processes that meet
cardholder data environment, and any evidence submitted to the ASV to resolve scan PCI DSS requirement 11.2 and the PCI DSS ASV Program Guide.
exceptions is accurate and complete. Global Tel*Link also acknowledges the following: 1)
proper scoping of this external scan is my responsibility, and 2) this scan result only indicates Trustwave attests that the PCI DSS scan process was followed, including a manual or automated
whether or not my scanned systems are compliant with the external vulnerability scan Quality Assurance process with customer boarding and scoping practices, review of results for
requirement of the PCI DSS; This scan does not represent Global Tel"Links overall compliance anomalies, and review and correction of 1) disputed or incomplete results, 2) false positives, and
status with PCI DSS$ or provide any indication of compliance with other PCI DSS requirements. 3) active interference. This report and any exceptions were reviewed by the Trustwave Quality
g Assurance Process.
{ Sig nahs;e Printed Name Confidential Information: This document may contain information that is privileged, confidential
or otherwise protected from disclosure. Dissemination, distribution or copying of this document
T o . 1 ) 3 or the information herein is prohibited without prior permission of Trustwave and Global
"'- (\‘\WJ Mq*\-\ SQQ,,.;! ")‘1 ﬁwc,;/" /ao / ao‘ L( Tel*Link.

Title Date Copyright 2014 Trustwave, All Rights Reserved
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WVDOC Lobby/InPod Kiosk Implementation Plan

Workqueues

5 days

7/21/14 8:00 AM

D o Task Name - Duration Start Finish
T | ST0days  GHGMABO0AM 1113115500 P
2 Phase 1: Electronic Funds S b : ; s 46 days 6/16/14 8:00 AM 8/18/14 5:00 PM
3 Lobby Kiosk/OffenderConnect Deployment 46 days  6/16/148:00 AM  8/18/14 5:00 PM
4 Solution Discussion/Demo 1 day 6/16/14 8:00 AM 6/16/14 5:00 PM
5 Identify/Document Network Requirements (Site Survey) 5 days 6/17/14 8:00 AM 6/23/14 5:00 PM
- Acquire ACH/Bank Info, Determine Collections Process, Discuss Inmate File Process 1day  6/24/14800AM  6/24/14 5:00 PM
7 Build Out/Ship Kiosk 10days  6/24/14 8:00 AM 7/7/14 5:00 PM
8 Kiosk Installation 2 days 7/8/14 8:00 AM 7/9/14 5:00 PM
9 Network Connectivity 30 days 6/24/14 8:00 AM 8/4/14 5:00 PM
Kiosk Configuration 3 days 8/5/14 8:00 AM 8/7/14 5:00 PM'
Staff Training 2 days 8/8/14 8:00 AM 8/11/14 5:00 PM,
Test/Turnup 5 days 8/12/14 8:00 AM 8/18/14 5:00 PM
Phase 2: Accounting for In-Pods if selected 70 days 6/16/14 8:00 AM 9/19/14 5:00 PM
OMS Application/Workstation Installation 12days  6/16/14 8:00 AM 7/1/14 5:00 PM
Install & Configure Workstations 5 days 6/16/14 8:00 AM 6/20/14 5:00 PM
Complete network/ domain admin tasks (join to domain, assign IP, etc) 2 days 6/23/14 8:00 AM 6/24/14 5:00 PM.
Install & Configure database backup software/hardware 2 days 6/25/14 8:00 AM 6/26/14 5:00 PM
Install Apache/jboss/databases 2 days 6/27/14 8:00 AM 6/30/14 5:00 PM
i Establish Three environments : Testing, Training, Production. 1 day 7/1/14 8:00 AM 7/1/14 5:00 PM
N Custom Modifications 22 days  6/16/148:00 AM  7/15/14 5:00 PM
{::, Commissary 22 days 6/16/14 8:00 AM 7/15/14 5:00 PM
: Requirements 16 hrs 6/16/14 8:00 AM 6/17/14 5:00 PM
Design 40 hrs 6/18/14 8:00 AM 6/24/14 5:00 PM
Development/Unit Testing 80 hrs 6/25/14 8:00 AM 7/8/14 5:00 PM
QA 40 hrs 7/9/14 8:00 AM 7/15/14 5:00 PM
Data migration 25 days 6/16/14 8:00 AM 7/18/14 5:00 PM
Provide legacy data export 1 day 6/16/14 8:00 AM 6/16/14 5:00 PM
Review legacy export 2 days 6/17/14 8:00 AM 6/18/14 5:00 PM
Develop mapping file 5 days 6/19/14 8:00 AM 6/25/14 5:00 PM
Build conversion routine 2 days 6/26/14 8:00 AM 6/27/14 5:00 PM
Post conversion 0 days 6/27/14 5:00 PM 6/27/14 5:00 PM,
Internal conversion review 2 days 6/30/14 8:00 AM 7/1/14 5:00 PM
Submit conversion changes 0 days 7/11/14 5:00 PM 7/1/14 5:00 PM
Edit script 2 days 7/2/14 8:00 AM 7/3/14 5:00 PM.
Conversion review 2 days 714114 8:00 AM 7/7/14 5:00 PM|
Conversion changes documented 2 days 718114 8:00 AM 7/19/14 5:00 PM
Edit script 2 days 7/10/14 8:00 AM 7/11/14 5:00 PM,
Finalize conversion routine developed 5 days 7/14/14 8:00 AM 7/18/14 5:00 PM,
Design 5 days 7/21M14 8:00 AM 7/25M4 5:00 PM
Configure application 5 days 7/21/14 8:00 AM 7/25M4 5:00 PM
Business rules/procedures 5 days 7121114 8:00 AM 7/25/14 5:00 PM

7/25/14 5:00 PM




WVDOC Lobby/InPod Kiosk Implementation Plan

Task Name

Duration
T T e
Code tables 5 days
Interfaces 5 days
Installation 2 days
Confirm production h/ware in place/prepped for install 0 days
Set up production and test environments 1 day
Load initial conversion 1 day
Acceptance Testing 2 days
Workqueue review 2 days
Procedure review 2 days
Report review 2 days
Interface review 2 days
Custom modification review 2 days
Test signoff 0 days
Training 11 days
System administration 3 days
Trainer prep for end user training 3 days
End user 5 days
Cutover/Go Live 45 days
Final go/no-go decision 0 days
Run final conversion 0 days
Verify final conversion 0 days
Go-live 0 days
Go-live support training 25 days
Transition to steady state maintenance and support 0 days
‘Phase 3: Kiosk Installation if selected : 86 days
Requirements Anélysis 27 days
Kickoff - Requirements Analysis/Validation w/ WVDOC 3 days
Creation of System Requirements Document (SRS) 10 days
Creatien of Requirements Traceability Matrix 5 days
Creation of Detailed Design to Test Script Traceability Matrix 5 days
Creation of Training Plan 2 days
Review/Approval of items 5, 6, 7, 8 2 days
Solution Design 7 days
Creation of Application Architecture Document 2 days
Creation of Security Architecture Document 2 days
Review/Approval of Above Items 3 days
Implementation/Architecture Design/Configuration 12 days
Site Surveys 1 day
Creation of Network Architecture Diagram 2 days
Creation of Network Hardware and Software Configuration Document 2 days
Creation of Network/Kiosk Security Plan 2 days

Start

7/21/14 8:00 AM
7/21/14 8:00 AM
7/21/14 8:00 AM
7/25/14 5:00 PM
7/25/14 5:00 PM
7/28/14 8:00 AM
7/29/14 8:00 AM
7/30/14 8:00 AM
7/30/14 8:00 AM
7/30/14 8:00 AM
7/30/14 8:00 AM
7/30/14 8:00 AM
7/30/14 8:00 AM
7/31/14 5:00 PM

8/1/14 8:00 AM

8/1/14 8:00 AM

8/6/14 8:00 AM
8/11/14 8:00 AM
7/18/14 5:00 PM
8/15/14 5:00 PM
7/18/14 5:00 PM
7/18/14 5:00 PM
8/15/14 5:00 PM
8/18/14 8:00 AM
9/19/14 5:00 PM
6/16/14 8.00 AM
6/16/14 8:00 AM
6/16/14 8:00 AM
6/19/14 8:00 AM

7/3/14 8:00 AM
7/10/14 8:00 AM
7/17/14 8:00 AM
7/21/14 8:00 AM
7/23/14 8:00 AM
7123/14 8:00 AM
7/25/14 8:00 AM
7/29/14 8:00 AM

8/1/14 8:00 AM

8/1/14 8:00 AM

8/4/14 8:00 AM

8/6/14 8:00 AM

8/8/14 8:00 AM

Finish
7/25/14 5:00 PM
7/25/14 5:00 PM
7/25/14 5:00 PM
7/29/14 5:00 PM
7/25/14 5:00 PM
7/28/14 5:00 PM
7/29/14 5:00 PM
7/31/14 5:00 PM
7/31/14 5:00 PM
7/31/14 5:00 PM
7/31/14 5:00 PM
7/31/14 5:00 PM
7/31/14 5:00 PM
7/31/14 5:00 PM
8/15/14 5:00 PM

8/5/14 5:00 PM
8/8/14 5:00 PM
8/15/14 5:00 PM
9/19/14 5:00 PM
8/15/14 5:00 PM
7/18/14 5:00 PM
7/18/14 5:00 PM
8/15/14 5:00 PM
9/19/14 5:00 PM
9/19/14 5:00 PM
10/13/14 5:00 PM
7122114 5:00 PM
6/18/14 5:00 PM
7/2/14 5:00 PM
7/9/14 5:00 PM
7/16/14 5:00 PM
7/18/14 5:00 PM
7/22/14 5:00 PM
7/31/14 5:00 PM
7124114 5:00 PM
7/28/14 5:00 PM
7/31/14 5:00 PM
8/18/14 5:00 PM
8/1/14 5:00 PM
8/5/14 5:00 PM
8/7/14 5:00 PM
8/11/14 5:00 PM.




WVDOC Lobby/InPod Kiosk Implementation Plan

Task Name Duration
Creation of Installation Plan 2 days
Review/Approval of Above Items 3 days

Production/Build Out 30 days
Kiosks ordered 15 days
Assemble and test Kiosks 5 days
Ship Kiosks to Pilot Site 10 days

Installation/Provision of Hardware/Software 43 days
Create Installation/Provisioning Plan 1 day
Create Implementation Plan 1 day
Create Risk Mitigation Plan ' 1 day
Create Operational Support Management Plan 1 day
Review/Approval of Above ltems 1 day
Network and Power Installation 20 days
Kiosk/Server Installation 20 days
Testing 3 days

‘Phase 4: Pilot - Commissary (One Site) 74 days

Developmerithonfiguratioh ‘ 9 days
Development and Configuration of Software 5 days
Functional Test 2 days
Defect Fixes/Regression Testing 2 days

QA / Test 21 days
Creation of User Acceptance Test Plan 2 days
Creation of Test Scripts 5 days

Review/Approval of items UAT Plan and Test Scripts 1 day

User Acceptance Testing 5 days
Load and Stress Testing 5 days
Revisions based on test results 3 days
Training 41 days
Create WVDOC specific Training Materials 5 days
Training (Admin) 2 days
Training (Offender) 2 days
Go-Live 33 days
Go-Live Operation 3 days
Ongoing Operation Monitoring 30 days
Phase 4: Full Rollout - Commissary (Remaining Sites) 45 days
Configuratioanest' - ' 15 days
Configuration of Software 5 days
Functional Test 5 days
Defect Fixes/Regression Testing 5 days
Training 20 days
Training (Admin) 10 days
Training (Offender) 10 days

Start

8/12/14 8:00 AM
8/14/14 8:00 AM
7/23/14 8:00 AM
7/23/14 8:00 AM
8/13/14 8:00 AM
8/20/14 8:00 AM
8/14/14 8:00 AM
8/19/14 8:00 AM
8/20/14 8:00 AM
8/21/14 8:00 AM
8/22/14 8:00 AM
8/25/14 8:00 AM
8/14/14 8:00 AM
9/11/14 8:00 AM
10/9/14 8:00 AM
7/23/14 8:00 AM
8/1/14 8:00 AM
8/1/14 8:00 AM
8/8/14 8:00 AM
8/12/14 8:00 AM
8/14/14 8:00 AM
8/14/14 8:00 AM
8/18/14 8:00 AM
8/25/14 8:00 AM
8/26/14 8:00 AM
9/2114 8:00 AM
9/9/14 8:00 AM
7/23/14 8:00 AM
7/23/14 8:00 AM
9/12/14 8:00 AM
9/16/14 8:00 AM
9/18/14 8:00 AM
9/18/14 8:00 AM
9/23/14 8:00 AM
11/4/14 8:00 AM
11/4/14 8:00 AM
11/4/14 8:00 AM
11/11/14 8:00 AM
11/18/14 8:00 AM
11/25/14 8:00 AM
11/25/14 8:00 AM

12/9/14 8:00 AM

Finish
8/13/14 5:00 PM
8/18/14 5:00 PM

9/2/14 5:00 PM
8/12/14 5:00 PM
8/19/14 5:00 PM

9/2/14 5:00 PM

10/13/14 5:00 PM
8/19/14 5:00 PM
8/20/14 5:00 PM
8/21/14 5:00 PM
8/22/14 5:00 PM
8/25/14 5:00 PM
9/10/14 5:00 PM
10/8/14 5:00 PM
10/13/14 5:00 PM
11/3/14 5:00 PM
8/13/14 5:00 PM
8/7/14 5:00 PM
8/11/14 5:00 PM
8/13/14 5:00 PM
9/11/14 5:00 PM
8/15/14 5:00 PM
8/22/14 5:00 PM
8/25/14 5:00 PM
9/1/14 5:00 PM
9/8/14 5:00 PM
9/11/14 5:00 PM
9/17/14 5:00 PM
7129/14 5:00 PM
9/15/14 5:00 PM
9/17/14 5:00 PM
11/3/14 5:00 PM
9/22/14 5:00 PM
11/3/14 5:00 PM
1/5/15 5:00 PM
11/24/14 5:00 PM:
11/10/14 5:00 PM
11/17/14 5:00 PM
11/24/14 5:00 PM
12/22/14 5:00 PM

12/8/14 5:00 PM
12/22/14 5:00 PM




WVDOC Lobby/InPod Kiosk Implementation Plan

Task Name

 Go-Live
Go-Live Operation
Phase 5: Pilot - Electronic Messaging (One Site)
Develobmenthonfiguration
Development and Configuration of Software
Functional Test
Defect Fixes/Regression Testing
QA [ Test
Creation of User Acceptance Test Plan
Creation of Test Scripts
Review/Approval of items UAT Plan and Test Scripts
User Acceptance Testing
Load and Stress Testing
Revisions based on test results
Training
Training (Admin)
Training (Offender)
Go-Live
Go-Live Operation
Ongoing Operation Monitoring
Phase 5: Full Rollout - Electronic Messaging (Remaining Sites)
Configurationl‘l’esf i -
Configuration of Software
Functional Test
Defect Fixes/Regression Testing
Training
Training (Admin)
Training (Offender)
Go-Live
Go-Live Operation
Phase 6: Pilot - Media/Video Visitation (One Site)
DéveldpmenUConfigu'fatibn ‘ '
Development and Configuration of Software
Functional Test
Defect Fixes/Regression Testing
QA [ Test
Creation of User Acceptance Test Plan
Creation of Test Scripts
Review/Approval of items UAT Plan and Test Scripts
User Acceptance Testing
Load and Stress Testing
Revisions based on test results

Duration

10 days
10 days
67 days
9 days
5 days
2 days
2 days
21 days
2 days
5 days

1 day

5 days
5 days
3 days
4 days
2 days
2 days
33 days
3 days
30 days
45 days
15 days
5 days
5 days
5 days
20 days
10 days
10 days
10 days
10 days
67 days
9 days
5 days
2 days
2 days
21 days
2 days
5 days

1 day

5 days
5 days

3 days

Start

12/23/14 8:00 AM

12/23/14 8:00 AM
1/6/15 8:00 AM
1/6/15 8:00 AM
1/6/15 8:00 AM
1/13/15 8:00 AM
1/15/15 8:00 AM
1/19/15 8:00 AM
1/19/15 8:00 AM
1/21/15 8:00 AM
1/28/15 8:00 AM
1/29/15 8:00 AM

2/5/15 8:00 AM
2/12/15 8:00 AM
2/17/15 8:00 AM
2/17/15 8:00 AM
2/19/15 8:00 AM
2123115 8:00 AM
2/23/15 8:00 AM
2/26/15 8:00 AM

4/9/15 8:00 AM

4/9/15 8:00 AM

4/9/15 8:00 AM
4/16/15 8:00 AM
4/23/15 8:00 AM
4/30/15 8:00 AM
4/30/15 8:00 AM
5/14/15 8:00 AM
5/28/15 8:00 AM
5/28/15 8:00 AM
6/11/15 8:00 AM
6/11/15 8:00 AM
6/11/15 8:00 AM
6/18/15 8:00 AM
6/22/15 8:00 AM
6/24/15 8:00 AM
6/24/15 8:00 AM
6/26/15 8:00 AM

7/3/15 8:00 AM

7/6/15 8:00 AM
7/13/15 8:00 AM
7/20/15 8:00 AM

Finish

1/5/15 5:00 PM

1/5/15 5:00 PM

4/8/15 5:00 PM
1/16/15 5:00 PM
1/12/15 5:00 PM
1/14/15 5:00 PM
1/16/15 5:00 PM
2/16/15 5:00 PM
1/20/15 5:00 PM
1/27/15 5:00 PM
1/28/15 5:00 PM

2/4/15 5:00 PM
2/11/15 5:00 PM
2/16/15 5:00 PM
2/20/15 5:00 PM
2/18/15 5:00 PM
2/20/15 5:00 PM

4/8/15 5:00 PM
2/25/15 5:00 PM

4/8/15 5:00 PM
6/10/15 5:00 PM
4{29/15 5:00 PM
4/15/15 5:00 PM
4/22/15 5:00 PM
4/29/15 5:00 PM
5/27/15 5:00 PM_
5/13/15 5:00 PM
5/27/15 5:00 PM
6/10/15 5:00 PM
6/10/15 5:00 PM
9/11/15 5:00 PM
6/23/15 5:00 PM
6/17/15 5:00 PM
6/19/15 5:00 PM
6/23/15 5:00 PM
7/22/15 5:00 PM
6/25/15 5:00 PM

7/2/15 5:00 PM

7/3/15 5:00 PM
7/10/15 5:00 PM
7/17/15 5:00 PM
7/22/15 5:00 PM




WVDOC Lobby/InPad Kiosk Implementation Plan

Task Name Duration

Training 4 days
Training (Admin) 2 days

Training (Offender) 2 days

Go-Live 33 days
Go-Live Operation 3 days

Ongoing Operation Monitoring 30 days
‘Phase 6: Full Rollout - Media/Video Visitation (Remaining Sites) 45 days
Configuration/Test ' h 15 days
Configuration of Software 5 days
Functional Test 5 days

Defect Fixes/Regression Testing 5 days

Training 20 days
Training (Admin) 10 days

Training (Offender) 10 days

Go-Live 10 days

Go-Live Operation 10 days

Start

7/23/15 8:00 AM

7/23/15 8:00 AM
7/127/15 8:00 AM
7/29/15 8:00 AM
7129/15 8:00 AM
8/3/15 8:00 AM
9/14/15 8:00 AM
9/14/15 8:00 AM
9/14/15 8:00 AM
9/21/15 8:00 AM
9/28/15 8:00 AM
10/5/15 8:00 AM
10/5/15 8:00 AM
10/19/15 8:00 AM
11/2/15 8:00 AM
11/2/15 8:00 AM

Finish
'7/28/15 5:00 PM
7/24/15 5:00 PM
7/28/15 5:00 PM
9/11/15 5:00 PM
7/31/15 5:00 PM
9/11/15 5:00 PM
11/13/15 5:00 PM
10/2115 5:00 PM
9/18/15 5:00 PM
9/25/15 5:00 PM
10/2/15 5:00 PM
10/30/15 5:00 PM
10/16/15 5:00 PM.
10/30/15 5:00 PM
11/13/15 5:00 PM




WVDOC Lobby/InPod Kiosk Implementation Plan

Predecessors

= o O O ~N ;B

- O

15
16
17
18

22
23
24

27
28
29
30
31
32
33
34
35
36
37

38
38




WVDOC Lobby/InPod Kiosk Implementation Plan

Predecessors
38
38
38

45
47
48

49
49
49
49
49
55

56
58
59

37,50,60
38
63
60
65
66

70
7
72
73
74

75
77
78
79

81
82
83




WVDOC Lobby/InPod Kiosk Implementation Plan

Predecessors
84
85

75
88
89

86
92
93
94
95
104
97
98

79
102
103

104
106
107
108
109
110

75
111
114

115
117

118
121
122

123
125
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Predecessors

124

128
131
132

133
135
136
137
138
139

140
142

143
145

146
149
150

151
153
152

156
159
160

161
163
164
165
166
167
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Predecessors

168
170

171
173

174
177
178

179
181
180
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THIS IS TO CERTIFY THAT

Christopher Frank Moore

HAS BEEN FORMALLY EVALUATED FOR DEMONSTRATED EXPERIENCE, KNOWLEDGE AND PERFORMANCE
IN ACHIEVING AN ORGANIZATIONAL OBJECTIVE THROUGH DEFINING AND OVERSEEING PROJECTS AND
RESOURCES AND IS HEREBY BESTOWED THE GLOBAL CREDENTIAL

Project Management Professional

IN TESTIMONY WHEREOF, WE HAVE SUBSCRIBED OUR SIGNATURES UNDER THE SEAL OF THE INSTITUTE

W&&*W

; : AV
Deanna Landers « Chair, Board of Directors Mark A. Langley * President and Chief Executive Officer

PMPY Number 1253984

PMP® Original Grant Date 02 May 2009 ’léi\\ Al I

PMP® Expiration Date 01 May 2015 Project Management Institute




PCl Security Standards Council, LLC

acknowledges that

Jason Marass
has successfully fulfilled the requirements for designation as a

Payment Card Industry
Internal Security Assessor

at the following named Sponsor Company

Global Tel*Link

as of 14 QOctober 2013

Security - Qé;

Standards Council

Robert Russo, General Manager
Certificate No.: 800-650 PCI SSC

This designation expires after one year and may be terminated for failure to satisfy any requirement applicable
to Internal Security Assessors in accordance with the current version of the Payment Card Industry (PCl) Data
Security Standard Validation Requirements for Internal Security Assessors.
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CGTL

Global Tel*Link
Corporation
Reston, Virginia
www.gtl.net

Our People

We are proud to have a
core team of
professionally
qualified individuals to
serve this contract.
Many of the GTL
associates profiled
herein are already in
place and well known
by the staff of the West
Virginia Division of
Corrections.

West Virginia Division of Corrections
Inmate Banking Services
RFP No. COR61609

Professional Profiles

It all starts with the power of people — GTL people to be exact. The
members of our team stand ready to provide exemplary customer
service.

Throughout our history, we have committed ourselves to essential
core principles that drive our behavior:

e Vision. As the market leader in integrated correctional
technology solutions, GTL offers a vision for the future of the
industry. We have our eye on providing tomorrow’s
indispensable technology today.

e Value. Part of providing value and making customers’ lives
easier is serving as a one-stop shop for integrated corrections
technology solutions.

e Trust. We work hard to build trusted, long-term relationships
with our customers and know that nothing accomplishes this
as effectively as keeping our promises.

¥y .I

e
M

1 of 40



The Global Tel*Link Team

As the current provider of Inmate Telephones for the West Virginia Division of Corrections, we

already have an outstanding Core Project Team in place for the implementation and

management of banking services for the WV Division of Corrections. This team is among the most
experienced and qualified in the industry, and they have been organized along functional lines to
provide responsive, end-to-end support for all aspects of the project. Many team members have

been supporting the WV Division of Corrections for several years. The roles and responsibilities of
GTL personnel are summarized in the table below, and in-depth profiles for key personnel appear

on the pages that follow.

Account Executive

Role in Support of WVDOC

Continue as the primary single
point of contact for the Agency.
Jim has over 7 years of experience
with the Agency. He is the primary
contact, liaison, and facilitator to
ensure that West Virginia DOC’s
needs are understood and
accommodated.

Currently

Supporting

WVDOC

Mid-Atlantic

Vice President of Sales,

Senior Vice President, Senior Management Executive v
Strategic Accounts Liaison providing executive-level
support to the Agency. He ensures
that all actions in support of the
Agency are expedited at the
highest levels of GTL.
v

Provides executive level support to
ensure proper corporate
commitment and resources along
with monitoring contract
compliance. Additionally, Anthony
facilitates the escalation process to
ensure prompt, satisfactory
problem resolution.

© 2014 Global Tel*Link Corporation

All Rights Reserved.
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Currently
Supporting
Title Role in Support of WYDOC WVDOC

Account Executive Serve as the Associate Account v
Executive for the Agency. Tom also
has experience with numerous
large agencies, and will be
available to assist in major
activities and serves as the
alternate contact, liaison, and
facilitator for the Agency if Mr.
Beamer is not available.

Field Service Manager Responsible for the day-to-day v
operations, maintenance, and
support of the kiosks including the
supervision of the full-time Site-
Technician. Ron will report to Philip
Jones, Director of Field Service,
who will manage resources for
installations, maintenance, and
administration.

Field Service Manager Rick will provide backup and v
emergency support staff to the
Agency as required using
technicians assigned to the Ohio
Department of Rehabilitation and
Correction who are physically
located in close proximity to West
Virginia.

Site Technicians Continue to provide local site .4
technicians to service kiosk
equipment in Agency facilities. GTL
provides qualified local staff
through a subcontracted
agreement with Cooper
Communications Group (CCG),
which is organized to provide this
service exclusively for GTL
accounts.

Kiosk Implementation Toni is responsible for planning,
Manager scheduling, and managing the
implementation of the project
through cutover and acceptance.

State of West Virginia Division of ColT®
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Title

Southeast, Mid-Atlantic,
North Central

Director of Field Services:

Role in Support of WWDOC

Manages implementation and
maintenance activities performed
by regional support staff including
Ron Gibson and the CCG service
technicians. Philip ensures that
Ron and local support staff
members are provide all resources
required to ensure quality service
to the Agency.

Currently
Supporting
WVDOC

Executive Director of
Implementations

Steve will be the GTL Project
Implementation Manager for the
implementation of the new ITS.
Steve is responsible for scheduling,
co-coordinating, and managing all
resources and tasks associated
with the implementation.

Customer Training
Manager

Sunita has coordinated and
provided formalized on-site
training at the West Virginia DOC.

Senior Vice President,
Engineering &
Development

Plays a key role in establishing, as
well as implementing the corporate
architecture, technology and
feature set for GTL products.

Senior Group Manager,
Consumer Development
Division

Responsible for the kiosk
development and maintenance.
Oversees the product throughout
every step in the development life
cycle. Involved in the deployment
of the application and works
closely with the Professional
Services Group, Implementation
Specialists, and customers to
ensure the installation of the
product is successful.

Executive Director,
Application Software
Delivery and Tech
Support

Oversees the management of
interfaces with partners
throughout the corrections
industry. Jim’s extensive
experience in the automation of
services at correctional facilities of
all sizes; conducting business
process analysis and project
management.

© 2014 Global Tel*Link Corporation
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Team Lead,
Implementation

Role in Support of WWDOC

Supervises the Corporate Trainers
and Implementation Engineers,
working to provide the best service
possible to customers. She will
work closely with Project
Managers, Account Executives, and
the Agency to ensure projects are
scheduled in a timely manner and
completed with focus on the
Agency’s satisfaction.

Currently

Supporting
WVDOC

Management

Vice President, Product

Oversees all product managers and
product from design through
installation and maintenance.
Identifies needs and defines
solution strategies that the Agency
may need.

Kiosks

Product Manager, Lobby

Responsible for facilitating
communication and follow-up on
all kiosk operational and
functionality issues as well as
ensuring that kiosk related
requirements are fully addressed
throughout the duration of the
contract. Ron also identifies needs
and defines solution strategies that
the WYDOC may need. He will also
plan future kiosk designs and
services.

© 2014 Global Tel*Link Corporation
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James W. Beamer

office location: York, Pennsylvania | phone: (610) 621-2249 | email: james.beamer@gtl.net

General Background

Jim began with GTL in 2004 as an Account Executive in the Northeast with
responsibility for all accounts from Virginia to Maine. Mr. Beamer has been able to
leverage GTL offerings to satisfy client needs and gain a positive position for GTL,
thereby building long-term relationships with major customers that endure
beyond their initial contract periods. Jim’s high level of project management and
technical knowledge allows him to address a wide range of customer requirements
and define bid strategies for RFPs that span secure inmate calling platforms, video
visitation systems, and related systems associated with correctional technology.

e Relationship Management
e Business Development
e Problem Solving

e Conversion of West Virginia DOC from a Telequip system to GTL's LazerNet

e Implementation of Phone Commissary ordering at the West Virginia Regional
Jail Authority

e Migration of PADOC from MCI prepaid to GTL AdvancePay
Migration of Virginia DOC from MCI prepaid to GTL AdvancePay

e Massachusetts DOC

Work History - Global Tel*Link (including all GTL family companies)

Account Executive (2004-present)

Direct point of contact for assigned accounts with responsibility for maintaining
positive and productive relationships with all customers, anticipating their needs
and responding to new requirements with innovative solutions, and managing all
contract issues. Also focused on maintaining good working relationships with key
state and regional correctional associations to maximize the level of quality
support provided to customers.

e Managed the RFP process for the positive outcome of the Massachusetts DOC
and Maryland DOC RFPs

e Made the first sale of GTL's Video Visitation product — Norfolk, Virginia

¢ Collaborated with the PA Department of Corrections on the development and
implementation of an Inmate Restriction Elimination Program for their inmate
telephone system

e Supported two major customers — PADOC and Virginia DOC — as they
migrated inmates’ friends and families from MCI’s prepaid calling to GTL
AdvancePay

e Implemented a debit calling program with the Virginia DOC

¢ Introduced ordering commissary by phone to the West Virginia Regional Jail
Authority

State of West Virginia Division of ColTe
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Work History - Prior to Global Tel*Link

ComTec Installations

Installation Project Coordinator (2001-2004)

Worked with major inmate telephone companies to develop a proactive strategy
for resolving issues associated with the systems operations and Installations.

¢ Developed proactive strategy in new subcontracting opportunities, thereby
establishing a reputation as being a reliable and indispensable contact for jail
administrative staff

e Asasubcontractor for DSI (later acquired by GTL), developed an
implementation plan for the installation of the inmate phone system at the
District of Columbia Jail

e Responsible for the management of network operations and installation of the
network servers for a large national association

Education and Certification

B.A., Economics
University of Pittsburgh - Pittsburgh, Pennsylvania

BICSI Copper Cat 5 Certification
CompTIA A+ Certification

State of West Virginia Division of Cofte
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Christopher R. Tarbert
office location: Reston, Virginia | phone: (703) 955-3912 | email: chris.tarbert@gtl.net

General Background

Mr. Tarbert joined Global Tel*Link in January of 2006. In his current position, Chris
is responsible for all aspects of GTL’s pricing and business development activities.
Chris brings to GTL more than 17 years of diversified business experience in the
telecom industry, including leadership positions within Cambrian
Communications, Teligent, and Winstar. Other experience includes consulting to
leading private equity groups involved in acquisitions within the telecom industry.

e Pricing
e Product Management

e Training

¢ Managed Access
e Revenue Assurance
e EBITDA Projects

Work History - Global Tel*Link (including all GTL family companies)

Senior Vice President, Pricing and Business Development (2012-present)

Responsible for revenue assurance, pricing, and products. Leads all EBITDA
initiatives for the company.

e Panelist before a U.S. Senate hearing on the elimination of contraband cell
phones

Senior Vice President, Product Management and Business Development (2006-
2012)

Was responsible for all product management, marketing, training, and business
development.

¢ Guided the company through a period of major transformation and growth to
become the corrections industry’s largest provider of telecommunications and
technology solutions with the broadest portfolio of products and services.

State of West Virginia Division of CofTe
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Christopher R. Tarbert (continued)

Work History - Prior to Global Tel*Link

Cambrian Communications

Vice President, Sales and Marketing (2000-2004)

Led all sales and marketing efforts for a regional CLEC.

Education and Certification

B.S., Communication
Radford University - Radford, Virginia

State of West Virginia Division of Coffe
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Anthony J. Pellegrino, Jr.

office location: Altoona, Pennsylvania | phone: (814) 515-1760 | email: anthony.pellegrino@gtl.net

General Background

Anthony Pellegrino has over 22 years of experience as an Account Executive/Sales
Manager in the correctional service industry. He has accrued more than a quarter
century of proficiency in computer-related fields, including multiple server
operating systems, various programming languages, and relational databases. He
is currently responsible for the supervision of sales-related endeavors for the
Northeastern U.S. and provides direct input into current and future marketing
plans and sales strategies. Tony’s extensive knowledge and experience enable him
to intelligently discuss correctional issues with clients and explain how technology
can resolve their issues. He maintains an unwavering commitment to driving
progressive and successful client engagements while simultaneously solidifying
new relationships.

e Account Management
e Building Relationships
e Jail Management Systems

e Inmate Telephone Systems

» Cobb County, Georgia (OMS)

e Delaware County, Pennsylvania (ITS & OMS)

e Montgomery County, Pennsylvania (ITS & OMS)
e Bucks County Pennsylvania (ITS & OMS)

¢ Maine Jail Association (ITS; all counties within the State of Maine)

Work History - Global Tel*Link (including all GTL family companies)

Vice President of Sales, Mid-Atlantic (1992-present)

Manage key accounts within the Northeast territory while providing education to
clients on additional products and services that can help them fulfill their
automation objectives. Counsels clients on how technology can be utilized and
deployed to deliver cost savings and manpower efficiencies. Provide oversight and
assistance to Account Executives to ensure correctional clients throughout the
region are provided with the latest technological innovations relative to inmate
telephony and offender management solutions.

e Provided expert subject matter input for the development of the accounting
portion of the GTL’s Offender Management System (OMS)

e 98% client retention rate

State of West Virginia Division of CoTre
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Anthony J. Pellegrino, Jr. (continued)

Work History - Prior to Global Tel*Link

| NJC Computer Management Services

Director of Information Services (1988-1992)

Responsible for all computer-related projects including coding, hardware and
software procurement, interfacing, organization of training, disaster recovery
design, implementation, and testing. Mr. Pellegrino was also responsible for
managing financial aspects of R&R Vending, NJC’s sister company.

Education and Certification

B.A., Computer Science
Indiana University of Pennsylvania - Indiana, Pennsylvania

3 A State of West Virginia Division of
© 2014 Global Tel*Link Corporation o &
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Thomas J. Gibney

office location: Altoona, Pennsylvania | phone: (814) 201-5938 | email: tom.gibney@gtl.net

General Background

Tom Gibney has been involved in delivering offender management and inmate
telephone solutions to the corrections industry since 2006. He is an experienced
sales and marketing professional with a consistent track record of outstanding
achievement. Mr. Gibney has an in-depth understanding of technology that
addresses the unique communication/management challenges in correctional and
detention environments, and his unfailing attention to the details of each client’s
needs ensures the delivery of ideal solutions and exceptional support following
implementation.

e Account Management
e Customer Support
e Correctional Industry Knowledge

e GTL Product Functionality

* Managed most of the county customers in the Commonwealth of Pennsylvania
including Allegheny County, Bucks County, Dauphin County, and Chester
County

* Involved in the OMS migration project to the web-based Evolution platform at
the District of Columbia (DC) Department of Corrections as well as DC DOC’s
GTL-provided Video Visitation solution comprising more than 100 video
stations

Work History - Global Tel*Link (including all GTL family companies)

Account Executive (2011-present)

Responsible for managing state, regional, county, and municipal customer
accounts in the State of Pennsylvania and surrounding areas. This includes
cultivation of new accounts, account retention, and ensuring successful customer
service and contract compliance. Identifies client needs and defines solution
strategy for requests for proposals for secure inmate calling platforms, jail
management systems, and related technologies. Guides solution development for
each client, interfacing with platform engineers and evaluating partner products
and services to meet each client’s unique needs.

e Renewed and retained many customers as an Account Executive since 2011

e Won the inmate telephone RFP for Allegheny County, Pennsylvania

* Renewed Bucks County, Pennsylvania, via an RFP process and award

State of West Virginia Division of Cofre
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Thomas J. Gibney (continued)

Client Services Manager (2010-2011)
Inside Sales Associate (2007-2010)
Director of Market Research (2006)

Was the lead contact for select customers, maintaining accounts throughout the
installation phase and ensuring customer satisfaction for day-to-day operations.
Conducted a variety of special projects for the Client Services group. Generated jail
management system (JMS) and inmate telephone leads. Collected competitor
information and executed a variety of special projects for the sales team.
Orchestrated product demonstrations, provided trade show support, prepared
proposals, and attended customer go-live events.

¢ Created the Inside Sales Model for Digital Solutions Inc. (DSI/ITI)

¢ Worked with an Account Executive to bring on many new customers in the
Texas and New Mexico region for both inmate telephones and the Offender
Management System (OMS)

¢ Managed a team of six (6) individuals that successfully completed a cold calling
campaign to every county correctional facility in the United States to gain
market intelligence (e.g., market share, competition, satisfaction levels, etc.)

Education and Certification

B.S., Biology: Environmental Science (minor: Spanish)
Saint Francis University - Loretto, Pennsylvania

Dale Carnegie Sales Advantage Training

Industry Recognition and Involvement

Pennsylvania County Corrections Association
Pennsylvania Prison Wardens Association

County Commissioners Association of Pennsylvania
New York State Sheriffs’ Association

Virginia Sheriffs’ Association, Virginia Association of Regional Jails

State of West Virginia Division of Colte
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Ron Gibson

office location: Cartersville, Georgia | phone: (770) 317-3250| email: ron.gibson@gtl.net

General Background

Ron Gibson has been directly involved in the inmate phone business since 2001
and in the corrections business since 1990. He has worked in the public and private
sectors, and this background gives him a unique perspective of both sides of the
industry and enables him to deliver solutions that perfectly match a customer’s
needs.

In 1990 Mr. Gibson went to work for the Georgia Department of Corrections wiring
facilities for staff phones, setting up local area networks, and installing radio
systems. He quickly became an asset to the department and moved into a project
management role overseeing multiple contractors and staff. He was instrumental
in getting the DOC ready for the 21 century.

Mr. Gibson’s performance at GTL has been very impressive with 13 straight years of
reviews that exceeded expectations of his management team. He has provided
support for many wiring and data projects. Ron has a very good working
knowledge of the GTL offerings as well as a good understanding of customer
needs.

e Project Management and Coordination
e (Cat5/6wiringinstall and termination
e Fiberinstall and termination

* Trouble management and resolution

e Install projects: Georgia DOC, Alabama DOC

® Georgia DOC PIN conversion

Global Tel*Link Work History (including all GTL family companies)

© 2014 Global Tel*Link Corporation

All Rights Reserved.

Associate Director of Field Service Southeast (2011-present)

Ron directly oversees the day-to-day operations for Alabama counties, Georgia
DOC, West Virginia DOC, and West Virginia Regional Jail Authority (RJA). He also
provides management support to two Field Service Managers in Florida who cover
Florida counties and Puerto Rico.

e Has consistently maintained a 99.5% or better uptime record across all
accounts, thereby minimizing facility complaints and maximizing phone
availability to the inmates

e Hasworked to keep the necessary spare parts in possession of all technicians
for speedy repairs, ensuring that inmates have ready access to telephones

State of West Virginia Division of
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Ron Gibson (continued)

Field Service Manager (2001-2011)

Managed the development and production of marketing collateral, provided
planning and support for multiple trade shows, and conducted customer training
demonstrations at trade shows, site visits, and on-site training.

e Worked with a vendor to produce a customer instructional video for Virginia
Department of Corrections

* Managed trade show budget, purchase of branded items, and product
demonstrations

e Supervised key revisions of GTL marketing collateral

Work History - Prior to Global Tel*Link

Americo Manufacturing

Controller / Assistant CFO (1998-2001)

Ensured all orders were profitable prior to being sent to production. Set minimum
pricing and established a tiered commission strategy based upon pricing.
Established bill of materials for inventory tracking and costs.

e Developed the bill of materials for 2,000+ products
» Tracked $3 million worth of inventory
e Established costs for all products

* Participated in turning a company with $100,000 in profits per year into a
company with $2.5 million in profits per yearprogram

Georgia Department of Corrections

Telecommunications Support (1990-1997)

Installed and coordinated the install of telecommunication facilities for all sites
within GA DOC’s realm. Provided telecommunications support for other state
agencies when needed and served as a liaison for interagency projects.

e Implemented first 900 MHz trunked radio system within GA DOC
e Wired all facilities for local area networks
e Streamlined trouble reporting for all facilities

¢ Helped develop state-wide wiring standards

State of West Virginia Division of Co
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Carl Richard (Rick) Muncy
office location: Crown City, Ohio | phone: (614) 569-8236 | email: rick. muncy@gtl.net

General Background

Carlhas been in the communications field since 1970, with vast knowledge in all
concepts of the industry. He has been assigned to Ohio Department of
Rehabilitation and Correction (ODRC) since joining GTL 2000, including 10 years as
a Lead Technician and since 2009 as a Field Service Manager. He has also been
Field Service Manager for numerous county and city jails during this period. He
understands and adheres to the policies and procedures of the ODRC and other
accounts he is responsible for.

Inmate Telephone Systems - On and Off Premise
Network and telephony wiring

Certified in Fiber Splicing

e Time Management for Technicians

¢ Involvementin all ODRC contract installations since 2000

Linked together several site controllers to work as a primary and secondary
when sites were combined

¢ Orchestrated the installation of 36 Lobby Kiosks for ODRC

Work History - Global Tel*Link (including all GTL family companies)

Field Service Manager - State of Ohio (2009-present)

Supervise eight technicians and two site administrators in time management and
completing tickets in timely manner. Oversee site assignments; develop schedules;
and coordinate adds, moves, and changes. Interface with site staff on a daily and
as-needed basis.

* Scheduled equipment installations and equipment change-outs on each
contract renewal

e Scheduled installation of Lobby Kiosks for ODRC

* Re-assigned site responsibilities for better coverage and for cost saving
measures

Team Lead (2000-2009)

Was responsible for technician site assignments, providing training to technicians,
and mentoring technicians as needed. Tracked T&E for all technicians in Ohio.

* Allinstallations were performed on schedule with work completed in a timely
manner

Maintained time management on trouble tickets

Scheduled monthly preventative maintenance visits

State of West Virginia Division of Cofre
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Carl Richard (Rick) Muncy (continued)

Work History - Prior to Global Tel*Link

Shawntech Communications

Ohio Lead Technician (2000-2006)

Responsible for the installation and maintenance of inmate telephone
management systems (ITMS), technician time management, and training as
required.

e Completed all scheduled work on time

e Trained and mentored other techs

Data Com

Project Manager (1998-2000)

Managed network and telephony installations at various U.S. Government
locations, including PBX, network, and fiber installation.

e Completed all assigned projects on schedule and within budget

Education and Certification

Certifications on multiple PBX systems:

e Stromberg-Carlson
Nortel

Teltronics

Mitel

NEC

Harris

Also completed fiber splicing training and numerous GTE technical courses

State of West Virginia Division of CofTe
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Toni Long
office location: Plano, Texas | phone: (972) 517-5714 | email: toni.long@gtl.net

General Background

Toni Long has over 21 years successful project and account management
experience in the areas of telephony and information technology solutions for
correctional clients. She has a proven track record of providing solutions for
difficult problems and ensuring customer satisfaction.

e Technology Installations
e Customer Service

Global Tel*Link Work History (including all GTL family companies)

Service / Implementation Manager (2001-present)

Management of all GTL kiosk installations and on-going services related to
kiosk functionality.

Completed PCI Compliance upgrade/retrofit on all GTL kiosks

Customer Service/Installation/Maintenance Manager (1998-2001)

Responsible for all aspects of new correctional & hospitality installations,
ordering all inmate telephone lines, T-1’s and frame relay circuits. Issued orders
for equipment necessary to complete install. Dispatched
technicians/contractors for site install. Also responsible for maintaining
approximately 125 prison accounts. Opened Trouble Tickets and tracked until
problem resolved/system back on line.

Account Manager, New York State Department of Corrections (1992-1996)

Coordinated 67 individual prison installations and scheduled 25 technicians
to complete project in 45 days. Responsible for first level maintenance and
all coordination for this project.

Education and Certification

Richland College, Dallas, Texas
Associate’s Degree - Sociology

State of West Virginia Division of Cofre
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Philip Jones
office location: Louisville, Kentucky | phone: (502) 239-4375 | email: philip.jones@gtl.net

General Background

Philip Jones has over ten years of experience in systems analysis and 10 years of
experience in software development and 14 years of project management / field
services management. He joined the team in 1999 as a Field Service manager,
managing the states of Kentucky, Arkansas, Mississippi, Louisiana and Tennessee.
Philip has been a director for over 5 years managing 19 States in the Southeast,
Mid-Atlantic and North Central. Philip has successfully managed over 600 facilities,
and 30,000 inmate telephones,

Mr. Jones has managed projects for the United States Department of Motor Vehicle
Registrations, written communication emulations and transfer protocols, managed
large DOC Implementations and continued support for maintenance, repairs and
point of contract.

e Telecommunications / Telephony
e Computer Hardware / Software

e Implementation / Project Management

Philip was involved in managing the implementation for field services and the
ongoing management of the support of the several major projects.

* StateAgencies: Alabama DOC, Arkansas DOC, Florida DOC, Georgia DOC,
Kentucky DOC, Louisiana DOC, Minnesota DOC, Mississippi DOC, North
Carolina DOC, South Carolina DOC, Tennessee DOC, Virginia DOC, West Virginia
DOC, West Virginia RJA

* County Agencies: Brevard County, Fla.; Charlotte County, Fla.; Cobb County,
Ga.; Davidson County, Tenn.; DuPage County, Ill.; Duval County, Fla.; Greenville
County, 5.C.; Hamilton County, Tenn.; LaSalle County, La.; Madison County,
Ala.; Mecklenburg County, N.C.; Miami Dade, Fla.; Mobile County, Ala.;
Montgomery County, Tenn,; Pinellas County, Fla.; Polk County, Fla.; Orange
County, Fla.; Shelby County, Tenn.,

Global Tel*Link Work History (including all GTL family companies)

Director of Field Services: Southeast, Mid-Atlantic, North Central
(1999-present)

Philip provides both pre-sales and post-sales support by serving as liaison between
Corrections administration, field vendor management, network provider management,
and account team members within the company and the Executive Director of Field
Services. In addition to operating and managing activities within an approved budget
for the region, he performs daily management of resources to oversee inmate
telephone services contractual requirements, service offerings, processes,
maintenance and administrative activities, and responsibilities as it relates to Field
Services. Philip develops monthly management reports on Operational Compliance,
Escalations, MTTR, Install and Relocations, and Field Service Managers activities.

State of West Virginia Division of Cofte
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Philip Jones (continued)

Led implementation team to install all new equipment at all Louisiana DOC
facilities within two weeks - a full month ahead of schedule.

Led implementation team to install all new phones and call control equipment
for Arkansas DOC facilities within 30 days - well ahead of schedule - thus
saving the DOC man-hours for escort and support.

Continued management of 19 states and managing budget constraints.

Conversion project of all inmate phones and call control equipment for Shelby
County, Tennessee, when it was mandated that they change from a previous
vendor in an expedited manner.

Work History - Prior to Global Tel*Link

Fulfillment Concepts Inc.

Executive VP (1989-1999)

Managed teams of Network System Administrators that supported Windows NT 4.0
Servers, Novell Network Servers, 100+ Workstations (DOS, Windows 3.1, Windows
9%, Windows NT Workstation) using TCP/IP, IPX/SPX, NETBIOS and NetBEUI
protocols over 100 / 10 MB twisted pair cabling with multiple routers, bridges and
network hubs. Researched new hardware, software, and emerging technologies to
identify cost effective means of improving processing efficiencies and/or expanding
network and user capabilities. Managed teams of software developers and
engineers.

e Managed installation and support of wireless network connection to the
Internet for all users and housing of local Web Based systems for on-line order
entry. Also managed staff of support personnel that installed and maintained
SQL Server, email and Exchange Servers, and email administration.

* Managed and provided offsite hardware and software sales and support for
customers throughout the Louisville area. This included custom building PCs
and Networks, installation of wiring, installation of software from Novell to
Windows NT networks, and Microsoft products including Microsoft Office.

* Managed ongoing Y2K project for all in-house computers.

State of West Virginia Division of Cor®
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Philip Jones (continued)

Education and Certification

B.S., Computer Science
University of Central Oklahoma - Edmond, Oklahoma

Graduate Classes in Business Administration and Computer Science
Memphis State Technical Institute - Memphis, Tennessee
University of Louisville - Louisville, Kentucky

LazerPhone Inmate Telephone Systems and Web Application
Global Tel*Link

Value Added Communications (VAC) Inmate Telephone Systems
Value Added Communications (subsidiary of Global Tel*Link)

Telecommunications, Wiring, and Related Technologies
University of Oklahoma - Norman, Oklahoma
University of Louisville - Louisville, Kentucky

Specialized Security Program
MCI, WorldCom, Verizon, and Verizon Business

Certificates in Internet Security, World Wide Web Certification, Security Compliance
Training, and IT Security Training
Global Tel*Link

Windows Administration and Core Technologies, SQL Server Administration,
Migration from Novell Netware to Windows, Hardware and Software Diagnostics
and Repair

Microsoft and Novell

State of West Virginia Division of Corme
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Steve L. DeForrest
office location: Mobile, Alabama | phone: (251) 375-8102 | email: steve.deforrest@gtl.net

General Background

Since joining Global Tel Link in 1993, Steve has been directly involved in the
development and growth of GTL’s inmate phone products. His support spans
procurement, production, back office setup, and installation on customers’
property. Over the past 20 plus years of servicing and installing inmate phone
products, Steve has gained a unique understanding of GTL'’s internal and external
customers’ needs.

Project Management
Implementations

Cost Estimating

Cost Management
Purchasing

Field Service and Support

California Department of Corrections and Rehabilitation
Los Angeles County

New York Department of Corrections

Virginia Department of Corrections

e & o @

Work History - Global Tel*Link (including all GTL family companies)

Executive Director of Implementations (2010-present)
Director of Implementations (2000-2010)

Director of Operations (1995-2000)

Purchasing Manager (1993-1995)

Steve’s primary objective is to ensure that Global Tel*Link’s products and services
areinstalled in a timely manner, in accordance with contractual requirements, and
to the satisfaction of each customer. Mr. DeForrest has been directly involved in
every major implementation of the company’s inmate phone offering for the past
20 years.

e Implemented GTL's first large-scale deployment of its Sentinel System for the
Louisiana Department of Corrections in 1994

* Developed and implemented Total Quality Management (TQM) documents and
procedures for Purchasing and Implementation

e Implemented GTL's first completely digital LazerPhone platform for the
Commonwealth of Virginia in 1999

* Since 1999 have overseen successful implementations of GTL’s platforms in 35
state Departments of Corrections and the Commonwealth of Puerto Rico

* Instrumentalin the integration of GTL acquired companies into the GTL
Standards of Practice relative to implementations

State of West Virginia Division of

B Sicnaic Rt apoRalich COR61609 ~ Inmate Banking Services

22 of 38

All Rights Reserved,




Steve L. DeForrest (continued)

Work History - Prior to Global Tel*Link

Wilson Electric Company

Vice President (1990-1993)

Formulated cost estimates and managed costs to those estimates while ensuring
quality of work. Dispatched service technicians for commercial and industrial
customer base. Managed large-scale industrial projects from contract execution
through customer acceptance.

* Instrumentalin the diversification of Wilson Electric from a purely electrical
contractor to a company that provided voice, data, and electrical service to
commercial and industrial accounts in the Southeast

 Started supporting GTL customers when in 1991 Wilson Electric began
performing all installation and service work for Global Tel*Link

State of West Virginia Division of Cofreet
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Sunita Mehta
office location: Mobile, Alabama | phone: (251) 338-8862 | email: sunita.mehta@gtl.net

General Background

Sunita Mehta joined Global Tel* Link in 2001 in the Technical Support Department
working with customers to troubleshoot system issues and provide resolution and
provide user training on a one-to-one basis. In 2005 she assumed the role of
Assistant Marketing Manager with responsibility for the production of marketing
collateral, providing trade show support, conducting product demonstrations, and
delivering customer-facing training (on-site and web-based) and internal training
on new system features. In 2008 Ms. Mehta was promoted to GTL Customer
Training Manager where she led thousands of customer training sessions across all
GTL telecommunications platforms. During her tenure, she pioneered an e-learning
initiative to provide web-based training as a flexible alternative to on-site training.
As well, she led the development of a video tutorial library to allow users to learn at
their own pace from the convenience of their workstations.

e Training Needs Analysis

* Training Product Development
e Classroom Training

e Web-based Training

e E-lLearning

As the GTL Customer Training Manager, Sunita has led a team of training
professionals in the following key customer accounts:

* LosAngeles County, California - Led multiple classroom trainings for over 300
users during a platform transition

Maryland Department of Public Safety and Correctional Services - Delivered
over 30 web-based training sessions for different shifts across all MDPSCS sites;
led regional initiative to train over 200 users

*

Michigan Department of Corrections - Directed pre/post-installation training
for key personnel and provided on-site training for over 250 users

¢ Cobb County, Georgia - Provided web-based training prior to installation for
key administrative personnel; provided on-site training to over 100 users after
installation and refresher training for new hires

State of West Virginia Division of Co
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Sunita Mehta (continued)

Global Tel*Link Work History (including all GTL family companies)

Customer Training Manager (2005-present)

Sunita Mehta leads the GTL Customer Training team which provides user training
for GTL telecommunications platforms. She manages a team of trainers that
provide on-site and web-based training for multiple platforms. Sunita also
oversees the internal training efforts for other GTL departments such as Technical
Support, Field Service, and Sales to keep them apprised of upcoming changes.
Sunita also leads the development of training materials and help documentation
for GTL telephone platforms.

* Developed an e-learning initiative to provide web-based training to users
across GTL's user base for all platforms

* Introduced the development of product tutorials to allow users to learn
content from the convenience of their desks

* Organized and conducted multiple regional on-site training sessions for
multiple platforms

Assistant Marketing Manager (2004-2005)

Managed the development and production of marketing collateral, provided
planning and support for multiple trade shows, and conducted customer training
demonstrations at trade shows, site visits, and on-site training.

* Worked with a vendor to produce a customer instructional video for Virginia
Department of Corrections

® Managed trade show budget, purchase of branded items, and product
demonstrations

* Supervised key revisions of GTL marketing collateral

Technical Support Representative (2001-2004)

Worked with customer to identify and troubleshoot issues, log information in the
ticket management system, and resolve issues in a timely manner.

e Proactively researched and monitored tickets for resolution

* Provided high quality customer service to hot customers to resolve issues and
improve the customer experience with the Technical Support organization

e Trained with Team Lead and Technical Support Trainer to learn new features
and functions of the system

¢ Provided one-to-one training for customers as needed

State of West Virginia Division of Co
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Sunita Mehta (continued)

Work History - Prior to Global Tel*Link

Goodwill Easter Seals

Adult Literacy Instructor (2000-2001)

Sunita worked with disadvantaged adults ages 25 to 60 in the Goodwill Easter Seals
Adult Literacy program. In this role, she provided class room training to course
participants to help them improve their reading comprehension and writing skills.

* Developed course syllabus and classroom material for literacy classes

* Incorporated real-world writing situations to education students on challenges
they would face in the job market

| ® Conducted letter writing and resume writing workshops for course participants

| « Researched and applied for additional grant funding for the adult literacy
' program

Alabama School of Math and Science

Minority Outreach Coordinator/Instructor (1998-2000)

Served as outreach coordinator for Project See which provided a summer
enrichment program for minority middle school students to encourage pursuit of
education in engineering, math, and science.

¢ Coordinated with local school systems to identify prospective program
participants

® Metwith teachers and parents to explain the program benefits

* Metwith potential students to educate students on the purpose of the
program and encourage interest in the school

¢ Followed up with program participants to encourage continued study in
Engineering, Science, and Mathematics and recommend participant
application to the Alabama School of Math and Science

Education and Certification

B.S., Marketing
Spring Hill College - Mobile, Alabama

State of West Virginia Division of Corte
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Matthew Caesar
office location: Pittsburgh, Pennsylvania | phone: (412) 833-3140 | email: matt.caesar@gtl.net

General Background

Matt Caesar has been with the Global Tel*Link family since 1997, having become a
part of GTL in 2010 with the Digital Solutions, Inc. acquisition. He is responsible for
software development and engineering for the complete GTL product suite. Prior
to taking on his current role, Matt spent more than a decade in a variety of
technology and management roles, culminating with running the day-to-day
operations of both the Product Development and Technical Services divisions.

e Product Development
» Software Development

e Application Engineering

Global Tel*Link Work History (including all GTL family companies)

Senior VP Engineering & Development (2012-present)

Responsible for software development and engineering for the entire GTL product
portfolio. Plays a key role in conceiving and implementing the corporate
architecture, technology, and feature set for GTL products.

Executive Director of Development (2010-2012)

Played a key role in developing and implementing the corporate architecture,
technology, and feature set directions for the DSI software product suite. He
supervised the software development and professional services teams in the
organization that was responsible for building and delivering products to the field.
Additionally, Mr. Caesar interfaced with strategic partners in regards to product and
data interface and integration issues.

Chief of Product Development (2007-2010)

Responsible for overall management of division responsible for producing and
delivering company product and service offerings to the field. Managed software
development and professional services teams. Guided all aspects of product
development from concept, to feature definition, to implementation, packaging
and deployment. Mr. Caesar provided direction and leadership in change
management, strategic planning, call center management, business process
redesign, vendor management, and people development.

State of West Virginia Division of ColTe
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Matt Caesar (continued)

Software Team Lead (2002-2007)

Directly supervised team of 8-10 Java Developers. Managed various software
development projects, including OMS Evolution. Executed supervisory
responsibilities in accordance with the organization's policies and applicable laws.
Responsibilities included interviewing, hiring, and training employees; planning,
assigning, and directing work; appraising performance; rewarding and disciplining
employees; addressing complaints and problem resolution. Planned and
coordinated all team activities and make project-level decisions.

Project Lead Developer (1997-2002)

Project Manager for CDI CIMS package and various other projects. Designed,
planned, and developed software applications. Managed small team of developers.
Interacted/negotiated with clients. Developed intranet/Internet sites.

Education and Certification

B.S., Computer Science
Saint Francis University - Loretto, Pennsylvania

State of West Virginia Division of
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Brian Kirkpatrick
office location: Altoona, Pennsylvania | phone: (814) 201-3862 | email: brian.kirkpatrick@gtl.net

General Background

e ¢ o o o

Brian possesses nearly 20 years of software development experience, 18 of which
are in the corrections industry. Prior to becoming Senior Group Manager, Brian
was a Senior Software Engineer for many of the GTL products.

Software Development

OffenderConnect Application and Banking Interfaces

Java

JBoss

Hibernate

Global Tel*Link Work History (including all GTL family companies)

| Senior Group Manager , Consumer Development Division (2010-present)

Development and maintenance of Consumer Development Division suite of

applications. Oversees the products through every step in the development life

cycle. Involvement in the deployment of applications, in conjunction with

Professional Services Group, Implementation Specialists, and clients to ensure
successful product installation.

Software Engineer Il (2001-2010)

Development of all major modules in the OffenderConnect application and
Banking Interfaces. Development of server-side Java classes in a J2EE environment
using Hibernate as a persistence layer and JBoss application server; development
of the presentation layer of the application using JSP/JavaScript Technologies.

Software Engineer | (1998 - 2001)
Development of interfaces for products including Juvenile Probation and Criminal
courts Fines and Costs System.

Education and Certification

Saint Francis University

Bachelor of Science, Computer Science / Minor in Mathematics

State of West Virginia Division of Corme
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James Bradley
office location: Altoona, Pennsylvania | phone: (814) 201-3461 | email: jim.bradley@gtl.net

General Background

Jim Bradley was appointed as Executive Director, Application Software Delivery
and Technical Support in 2012 and has served in various roles at GTL since 2000.
Jim served solely as a software engineer until 2005, when he assumed the role of
team lead of the client/server Offender Management System (OMS). The position
later expanded to include the Quality Assurance and Interface Design teams. In
2010, Jim was named Director, DSI Client Services, supervising the OMS, inmate
banking and intelligence technical support division.

Jim has managed numerous development efforts throughout the entire software
life cycle - from concept through implementation - and has overseen project
deliveries for facilities of all sizes. Additionally, his experience has given him the
opportunity to work not only with various customers but also with a number of the
company’s partners throughout the corrections industry.

Project management
Business process analysis
Software development
Database administration

OMS project delivery enhancement and realignment
Orange County Corrections Department (Florida)

e Corrections Corporation of America

* Washington DC Department of Corrections

Global Tel*Link Work History (including all GTL family companies)

Executive Director, Application Software Delivery & Technical Support
(2012-present)

Jim Bradley leads GTL’s divisions responsible for the implementation and technical
support of the Offender Management System, deposit services, and intelligence
product lines.

* Doubled the size of the OMS project delivery organization with a focus on
increased business analysis depth and experience

¢ Implemented new procedures for OMS project collaboration

* Oversight of a team averaging one OMS implementation per month since 2012

State of West Virginia Division of
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James Bradley (continued)

Director, DSI Client Services (2010-2012)

Managed the division responsible for training and technical support of the GTL
Offender Management System, deposit services, and intelligence product lines.

* Management of technical support division during transition to GTL from former
DSl

* Overhaul of inmate banking technical support procedures to support
tremendous volume growth

Software Development Team Lead (2005-2010)

Responsible for management of client/server software development team. This
included Offender Management, Adult Probation, and Imaging systems. Was also
accountable for the management of the quality assurance and technical writing
teams. Directly supervised employees in the Software Development Team.

® Oversight of OMS 5.5, 6.0, and 7.0 series

* Orange County Corrections Department (Florida) installation and maintenance

® Corrections Corporation of America installation and maintenance

¢ Bucks County Department of Corrections (Pennsylvania) installation and
maintenance

Software Engineer (2000-2005)

Assisted in the development of the Offender Management System and Imaging
System. Tasks included development of client/server products, ensuring quality,
and mentoring the junior developers on the team. Responsible for various
interfaces throughout criminal justice industry. Interface development process
included requirements analysis, testing, documentation, and delivery.

* Offender Management System - Booking Wizard
» Offender Management System - Incidents Module

Education and Certification

M.S., Business Administration
Saint Francis University - Loretto, Pennsylvania

B.S., Computer Science
Allegheny College - Meadville, Pennsylvania

State of West Virginia Division of ColTen
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Breanne Leigh Rodgers

office location: Altoona, Pennsylvania | phone: (814) 201-3855 | email: breanne.rodgers@gtl.net

General Background

Breanne Rodgers began with GTL in 2002 as a Software Engineer dedicated to the
accounting portion of our legacy OMS system. When the new OMS Evolution was being
| designed, Ms. Rodgers assisted with the research and complete re-design of the
accounting module. After her work was complete, a need arose for a Software Engineer
to become a permanent member of the Support Department. Ms. Rodgers took the

| position and acted as liaison to the Product Development Division.

While acting as liaison, Ms. Rodgers was given the task of managing the company

| Master Resource Calendar due to her good organizational skills. She coordinated the
various webex and onsite sessions between the Application Specialists and customers
that are needed to setup the OMS and train users on the application. A position then
opened for Team Lead of Implementation. Due to her many years of experience and
lengthy tenure with the company, Ms. Rodgers took the position and now manages the
Application Specialists and Implementation Engineers.

* Software Engineering

e Accounting

® Business Management and Finance

e Customer Relationship Management (CRM)

During her time as Software Engineer, Breanne Rodgers was involved in
deployments with Corrections Corporation of America (CCA) and Orange County,
Florida. During her time as manager of the Master Resource Calendar and

| Implementation Team Lead, Ms Rodgers has been and is involved in all of the OMS
Evolution projects.

Global Tel*Link Work History (including all GTL family companies)

Team Lead of Implementation (2009-present)

Breanne Rodgers manages the Application Specialists and Implementation
Engineers. She is responsible for overseeing all of the company’s OMS software
installations and OMS training engagements. She also manages the Master
Resource Calendar for the company.

e Involved in every OMS Evolution project, including both new software installs
and upgrades from our legacy application

Coordinated the software installations, software upgrades, and interface work
for almost all our OMS Evolution projects

Coordinated the system setup, webex sessions, onsite sessions, and go-live
dates for almost all our OMS Evolution projects

Coordinated numerous kiosk deployments

Helped manage two high profile clients - Cobb County (Georgia) and Bucks
County (Pennsylvania) - in the form of weekly meetings and customized
support reports

State of West Virginia Division of
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Breanne Leigh Rodgers (continued)

Support Services Analyst (2006-2009)

Acted as liaison between the Support Department and the Product Development
Division. She provided regular reports on department metrics and
maintained/analyzed customer service surveys. She also coordinated the
necessary project work of the Application Specialists.

* Evaluated and Designed Standard Operating Procedures
e Served as Administrator of CRM software
¢ Created an automated customer survey process

® Managed Master Resource Calendar

Software Engineer (2002-2006)

Served as a Software Engineer dedicated to the accounting portion of the OMS
legacy application. Also contributed to the research and complete re-design of the
accounting module for the OMS Evolution system.

* Provided enhancements to the OMS legacy accounting system that customers
had desired for several years

* Did thorough research of facility accounting practices and incorporated their
needs into a complete re-design of the accounting module for the OMS
Evolution system

Work History - Prior to Global Tel*Link

Portage National Bank

Customer Service Representative (1998-2004)

Performed assistance to customers in the form of cash deposits, cash withdrawals,
and other banking services. Also assisted in new account creation, cash drawer
management, and vault balancing.

e Drawer Balancing Recognition

* Certification of various bank teller practices through online training programs

Education and Certification

B.S., Computer Science / B.A., Business Finance (double major)
University of Pittsburgh at Johnstown - Johnstown, Pennsylvania

Criminal Justice Boot Camp Certification
DSI-ITI (subsidiary of Global Tel*Link)

State of West Virginia Division of Colte
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Chris Moore
office location: North Carolina | phone: (336)676-9770 | email: chris.moore@gtL.net

General Background

Chris began with GTL in 2002 as a Project Manager with responsibility to exceed
implementation objectives and customer expectations in regards to project
planning, engineering, timeliness of implementation, performance against budget,
and post-implementation support. Chris’s high level of project management and
self motivation allows him to lead, plan, engineer, sell, and implement highly
complex projects successfully

Strategic Planning

Sales and Solutions Engineering
Project and Product Management
Team Building

Vendor Management

Problem Solving

Technical Writing

® @ @ @ o @ »

* Led the design and implementation of service for the Missouri Department of
Corrections

* Ledthedesign, sale and implementation of service for the Michigan
Department of Corrections

* Led the design, sale and implementation of service for the Indiana Department
of Corrections

Work History - Global Tel*Link (including all GTL family companies)

Vice President of Product Management (2013-present)

Mr. Moore currently leads the Product Management team and provides leadership,
counsel, and evaluation of inter-departmental functions relating to sales,
marketing, and client solution development.

* Built a Product Management organization from the ground up to include
disciplines in Inmate Phones, Investigations and Analytics, Offender
Management Systems, Payment Services, In-Pod solutions, Video Visitation,
and Contraband Cell Phone Control.

* Led bid strategy, sales and contract negotiations for large scale department of
corrections opportunities

* Designed customer solutions to include the hardware, software configuration,
network and peripherals for the Missouri DOC, Michigan DOC and Indiana DOC
as well as a number of large Counties.

* Developed and implemented the project management approach and
methodology of the Project Management Institute (PMI)

State of West Virginia Division of CofTe
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Chris Moore (continued)

Director of Sales Midwest {2009-2012)

Successfully lead Sales and Solutions engineering initiatives for 13 Midwestern
States.

e Led bid strategy, sales and contract negotiations for large scale department of
corrections opportunities

Solutions Engineer and Program Manager (2009-2012)

Designed customer solutions to include the hardware, software configuration,
network and peripherals.

* Provided solutions for top DOCs including Missouri DOC, Michigan DOC and
Indiana DOC as well as a number of large counties.

Competitively bid and won the State of Michigan and the State of Indiana.
Responsible for bid strategy and sales for State, Federal, and International
Prisons and owns the design of the overall solution for each client, including
the network, hardware, and partner products/services.

Program Manager (2007-2009)

Developed and directed the strategic initiatives for the Project Operations
Department

* Created processes and documents to align sales efforts with implementation
results to guarantee customer satisfaction.

¢ Aligned project budgeting with financial cost modeling to facilitate true project
cost accounting.

¢ Developed processes and procedures that instill accountability and PM| best
practices and guide the Project Operations team to improve implementation
effectiveness and efficiency.

¢ Teamed with Sales and Technical Services to create a Quality Assurance
Program for that services PCS provided to the Department of Homeland
Security, Immigration & Customs Enforcement.

Senior Project Manager (2002-2007)

Lead project planning, engineering, timeliness of implementation, performance
against budget, and post-implementation support.

» State of Missouri DOC - Led 3 project teams over 9 weeks to implement a new
offender phone system more than a week ahead of schedule and 10% under
budget.

* San Diego Sheriff’s Department - Compressed the project plan for new
offender phone system to successfully implement a 60-day project in less than
two weeks while delivering quality and exceptional service to the customer.

* Demonstrated proficiency in engineering and implementing VolP, WAN, VLAN,
IDM, IP, Frame, and MPLS networks.

State of West Virginia Division of Cofre
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Chris Moore (continued)

Work History - Prior to Global Tel*Link

PayTel Communications

Operations Manager (1999-2001)

Responsible for implementing more than 30 inmate telephone system solutions in
seven states and instituting quality controls to increase efficiency and decrease
expenses related to implementations.

* Developed proactive strategy in new subcontracting opportunities, thereby
establishing a reputation as being a reliable and indispensable contact for jail
administrative staff

* Asasubcontractor for DSI (later acquired by GTL), developed an
implementation plan for the installation of the inmate phone system at the
District of Columbia Jail

* Responsible for the management of network operations and installation of the
network servers for a large national association

Education and Certification

M.B.A.
Florida State University - Tallahassee, Florida

B.S., E Business Management
North Carolina State University - Raleigh, North Carolina

2008 Beta Gamma Sigma Academic Honor Society
2012 Six Sigma Black Belt

2011 Six Sigma Green Belt

2009 Certified Project Management Professional (PMP)

Industry Recognition and Involvement

2006 Employee of the Year
2004 Employee of the Month
2003 Outstanding Achievement Award

State of West Virginia Division of ColTe

COR61609 - Inmate Banking Services et

© 2014 Global Tel*Link Corporation

All Rights Reserved.




Ron Meadows
office location: Indianapolis, Indiana | phone: (317) 558-3157 | email: ron.meadows@gtl.net

General Background

Ron oversees GTL payment services products which include: Lobby and Intake /
Booking Kiosks, release cards, and money collection services.

As an experienced police officer and corrections technology director, Mr. Meadows
bring a vast range of governmental and correctional experiences to GTL. His
experience provides assistance to agencies that are seeking processes and
technology enhancements to enable their agency to operate more efficiently.

* Strategic planning within corrections and local government
e Project management experience to maximize efficiencies
¢ Experienced in utilizing technology to streamline correctional processes

* Motivating and organizing cross functional teams

As the Product Manager, Ron has achieved the below in his area of expertise.

e Implementing new technology for money handling within small and large
correctional institutions

* Designing and developing new equipment / processes for corrections

» Contracting with key partners to offer services and support to our customers

Global Tel*Link Work History (including all GTL family companies)

Product Manager (2011-present)

Ron oversees the payment services kiosk product line that enables correctional
and governmental agencies to provide the most efficient methods of payment
processing to their citizens. As an experienced police officer with a vast range of
correctional experiences he brings years of experience in process improvement
with regards to implementing technology to solving problems

¢ Implementing new technology for money handling within small and large
correctional institutions

* Designing and developing new equipment / processes for corrections

¢ Contracting with key partners to offer services and support to our customers

State of West Virginia Division of CoTTe
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Ron Meadows (continued)

Work History - Prior to Global Tel*Link

| Franklin College - Franklin, Indiana

| Security Officer (2010-2011)

Provided safety of students, staff members and visitors while on campus. This
included the protection of college property.

| » Provided prior police experience to improve operational efficiencies

| ¢ Improved student and staff knowledge as it related to safety and security

Marion County Indiana Sheriff’s Office

Director of Information Services (1976-2010)

Ron oversaw and managed the technology support of 1,100 users in a correctional
facility that housed over 2.500 inmates. This included the development and
| evaluation of multiple correctional related RFP’s (Request for Proposals).

| » Managed computer related development staff that created an internal
offender management system resulting in significant savings to county

¢ Participated in the design of a wireless infrastructure to support technologies
including RFID

Education and Certification

B.S., Computer Technology
Purdue University - West Lafayette, Indiana

Law Enforcement Officer Certification
Indiana Law Enforcement Academy

Police Executive Leadership College
Ohio Association of Chiefs of Police

Industry Recognition and Involvement

Marion County Indiana Sheriff’s Office - Officer of the Year
Marion County Indiana Sheriff’s Office - Administrative Officer of the Year

State of West Virginia Division of ColTe
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