
 
REQUEST FOR PROPOSALS 

**All times referenced shall be in Central Standard Time** 

Proposers are advised of the following requirements of this project:  
• Requirement to submit a certificate of insurance with supplemental endorsements after 

award 

All questions concerning this solicitation shall be submitted via e-mail to Madeleine Upham at 
mupham@oswegoil.org before the date stated above. A written response in the form of a public 
addendum will be published on the Village’s website and DemandStar by the said date above. 

Contact with anyone other than the proposal contact listed above for matters relative to this 
solicitation during the solicitation process is prohibited.  

DEBT COLLECTION SERVICES  
25-4000-02 

Issued March 3, 2025 
Last Date for Questions March 25, 2025 3:00 PM CST 
Final Addendum Posted March 28, 2025 12:00PM CST 
Proposals Due April 2, 2025 5:00 PM CST 
Virtual Public Opening  April 3, 2025 10:00 AM CST 

mailto:mupham@oswegoil.org
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LEGAL NOTICE 
REQUEST FOR PROPOSAL 

DEBT COLLECTION SERVICES 
The Village of Oswego will be accepting sealed proposals for the Village of Oswego Debt 
Collection Services until April 2, 2025, 5:00 pm local time.  

Project Title: Debt Collection Services 

Proposal Number: 25-4000-02 

Proposals must be submitted physically. All necessary documents are available through the 
Village website and bid portal www.demandstar.com. Downloading documents through 
DemandStar requires registration with “DemandStar.” If you are not already a member, you can 
obtain a FREE AGENCY SUBSCRIPTION to the Village of Oswego account by going to 
www.demandstar.com/register.rsp.  

Submitters are advised of the following requirements of this contract:  

•  Requirement to submit a certificate of insurance with supplemental endorsements after 
award 

Questions regarding this legal notice or the request for proposal must be in writing and emailed 
directly to mupham@oswegoil.org until March 25, 2025, 3:00 PM local time. Responses will be 
posted on the Village Website and DemandStar by March 28, 2025 at 12:00 PM local time. 

The proposer shall at all times observe and conform to all laws, ordinances, and regulations of 
the Federal, State, and Village which may in any manner affect the preparation of proposal or the 
performance of the contract. 
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PROPOSAL INSTRUCTIONS 
I. SUBMISSION OF PROPOSALS 

All proposals must be physically submitted to:  

Village of Oswego  
Attn: Madeleine Upham  

Re:  Debt Collection Services RFP 
100 Parkers Mill 
Oswego IL 60543 

All proposals must include the following documents: 

1. Proposal 
a. Three (3) hard copies 
b. One (1) thumb drive  

2. One (1) hard copy of the sealed cost sheet separated from the proposal 
a. This should be EXCLUDED from the thumb drive. 

 
II. PREPARATION OF PROPOSAL 

In case of any discrepancy in the amount proposed, the prices expressed in written words shall 
govern.  

a. Each Proposer must submit a complete proposal package, including the following 
items:  

i. Cover Letter/Statement of Proposal  
ii. Capacity Overview  

iii. Staffing and Key Personnel 
iv. Current Client List  
v. References 

vi. Approach and Processes 
vii. Reporting and Metrics Processes 

viii. Client Invoicing Processes 
ix. Pricing Proposal  
x. Signed Cost Sheet Attestation 

xi. Signed Addendum(s)  
xii. W-9  

xiii. Bid Bond (scanned and mailed) 
b. Submitters may attach separate sheets to the proposal for the purpose of explanation, 

exception and to cover unit prices, if needed. 
c. Submitters may withdraw their proposal either personally or by written request at any 
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time before the hour set for the proposal due date and may resubmit it. No proposal 
may be withdrawn or modified after the proposal due date except where the award of 
the contract has been delayed for a period of more than sixty (60) days. 

d. In submitting this proposal, the submitter further declares that the only person or 
party interested in the project proposal as principals are those named herein; and that 
the proposal is made without collusion with any other person, firm or corporation. 

e. The submitter further declares that they have carefully examined this entire Proposal 
Package, and they have familiarized themselves with all of the local conditions 
affecting the project and the detailed requirements of this work and understands that 
in making the proposal they waive all rights to plead a misunderstanding regarding 
same. 

f. The submitter further understands and agrees that if their proposal is accepted, they 
are to furnish and provide all necessary machinery, tools, apparatus, and other means 
to do all of the work and to furnish all of the materials specified in the contract, 
except such materials as are to be furnished by the owner (Village), in the manner and 
at the time therein prescribed, and in accordance with the requirements therein set 
forth. 

g. The submitter further agrees that if the Village decides to extend or shorten the work, 
or otherwise alters it by extras or deductions, including the elimination of one or more 
of the items, as provided in the specifications, they will perform the work as altered, 
increased or decreased. 

h. The submitter further agrees that the Village representative may at any time during 
the progress of the work covered by this Contract, order other work or materials 
incidental thereto and that all such work and materials as do not appear in the 
proposal or contract as a specific item covered by a lump sum price, and which are 
not included under the proposal price for other items in the Contract, shall be 
performed as extra work. 

i. The submitter further agrees to execute all documents within this proposal package, 
for this work and present all of these documents to the Village. 

j. The submitter further agrees to execute all documents within this proposal package, 
obtain a Certificate of Insurance and applicable endorsements for this work and 
present all of these documents within fifteen (15) days after the receipt of the Notice 
of Award and the Contract. 

k. The submitter further agrees to begin work not later than ten (10) days after receipt of 
the Notice to Proceed unless otherwise provided, and to execute the work in such a 
manner and with sufficient materials, equipment and labor as will ensure its 
completion within the time limit specified within the Contract, it is understood and 
agreed that the completion within the time limit is an essential part of the Contract. 

l. By submitting a proposal, the submitter understands and agrees that, if their proposal 
is accepted, and they fail to enter into a contract forthwith, they shall be liable to the 
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Village for any damages the Village may thereby suffer. 
m. No proposal shall be considered unless the party offering it shall furnish evidence 

satisfactory to the Village that they have the necessary facilities, ability, and 
pecuniary resources to fulfill the conditions of the Contract. 

III. REQUEST FOR PROPOSAL TIMELINE 

RFP Issued March 3, 2025 

Questions Due March 25, 2025 3:00 PM CST 

Addendum Posted March 28, 2025 12:00 PM CST 

Submissions due April 2, 2025 5:00 PM CST 

Short list notifications April 11, 2025 

Week of interviews if needed April 17, 2025 

Selection April 18, 2025 

Contract Agreement April 25, 2025 

Contract Award May 6, 2025 

Anticipated Project Kickoff May 2025 

 

IV. ADDITIONAL INFORMATION REQUEST  

Questions regarding this project and proposal packet can be emailed to Madeleine Upham, 
Management Analyst, at mupham@oswegoil.org. Answers will be provided in writing to all 
potential responsive entities; No oral comments will be made to any proposer as to the meaning 
of the project, proposal package, specifications or other contract documents. Submitters will not 
be relieved of obligations due to failure to examine or receive documents, visit the site or 
become familiar with conditions or facts of which the submitter should have been aware of, and 
the Village will reject all claims related thereto. 

Information (other than in the form of a written Addendum issued by the Village) from any 
officer, agent, or employee of the Village or any other person shall not affect the risks or 
obligations assumed by the submitter or relieve them from fulfilling any of the conditions and 
obligations set forth in the bid and other contract documents. Before the proposals are opened, all 
modifications or additions to the proposal package documents will be made in the form of a 
written Addendum issued by the Village. Any Addendum issued will be posted on the Village’s 
website. In the event of a conflict with the original contract documents, addenda shall govern all 
other contract documents to the extent specified. Subsequent addenda shall govern over prior 
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addenda only to the extent specified. 

The submitter shall be required to acknowledge receipt of the formal Addendum by signing the 
Addendum and including it with the proposal package. The failure of a submitter to include a 
signed formal Addendum in its proposal package shall deem its proposal as non-responsive: 
provided, however, that the Village may waive this requirement if it in its best interest. 

V. CONDITIONS 

The Village is exempt from Federal excise tax and the Illinois Retailer's Occupation Tax. This 
proposal cannot include any amount of money for these taxes. 

a. To be valid, the proposals shall be itemized so that selection for purchase may be 
made, there is included in the price of each unit the cost of delivery (FOB 
Destination). 

b. The Village shall reserve the right to add or to deduct from the Alternate Bid any item 
at the prices indicated in the itemization of the Bid. 

c. All proposals shall be good for sixty (60) days from the date of the proposal’s due 
date. 

d. Submitters shall be required to comply with all applicable federal, state and local 
laws, including those relating to the employment of labor without discrimination on 
the basis of age, race, color handicap, sex, national origin or religious creed and 
prevailing wages 

VI. EVALUATION  

The Village will evaluate all submittals that are deemed responsive using the following criteria:  
i. Capability, Capacity and Qualifications of the Proposer - 30%  

ii. Suitability and Quality of the Approach - 40% 
iii. Reporting and Metrics - 25% 
iv. Cost of Services - 5% 

b. Proposals will be reviewed by a team of Village officials consisting of:  
• Finance Director 
• Assistant Finance Director  
• Assistant to the Village Administrator  
• Records Supervisor 

c. The Village reserves the right to add or remove personnel from the selection team as 
needed. 

d. The Village may select up to three (3) firms to interview based upon the initial 
evaluations of proposals. Interviews may be conducted virtually.  

e. Once the interviews are completed, the Village’s review team will select the preferred 
firm and will begin contract negotiations. Should the Village and the preferred firm 
fail to reach an agreement in a reasonable time, the Village reserves the right to enter 
negotiations with the firm that is ranked second after all rounds.  
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VII. AWARD 

The Village reserves the right to reject any or all proposals or packages and to waive any 
informality or technical error and to accept any proposal deemed most favorable to the interests 
of the organization. 

a. The items of work not specifically mentioned in the Proposal which are necessary and 
required to complete the work outlined shall be done incidentally to and as part of the 
items of work for which a total price is given. No additional payment will be made 
for such incidental work.  

b. The Village President and Village Board has the sole discretion to award the Proposal 
based upon the best interest of the Village. 

c. All awards made according to the Village code are final determinations. 
d. The Village may consider the following: 

i. Recommendation of the Selection and Evaluation Committee 
ii. Ability, capacity, and skill to fulfill the contract as specified. 

iii. Character, integrity, reputation, judgment, experience, and efficiency of Firm. 
iv. Quality of performance on previous contracts. 
v. Previous and existing compliance with laws and ordinances relating to the 

contract. 
vi. Sufficiency of financial resources. 

vii. Number and scope of conditions attached to the submittal 
viii. Record of payments for taxes, licenses or other monies due to the Village. 

ix. Proposed costs 
VIII. REJECTION 

a. The Village reserves the right to cancel requests for proposals without penalty when it 
is in the best interest of the Village. Notice of cancellation shall be sent to all 
individuals or entities solicited. 

b. The Village reserves the right to reject any or all proposals, to waive any minor 
informality or irregularity in any proposal, to negotiate changes and/or modifications 
with the lowest responsible submitter and to make an award to the response deemed 
to be the most advantageous to the Village.  

c. Any proposal not conforming to the specifications or requirements set forth by the 
Village in the proposal request may be rejected.  

d. Proposals may also be rejected if they are made by a submitter that is deemed un-
responsible due to a lack of qualifications, capacity, skill, character, experience, 
reliability, financial stability or quality of services, supplies, materials, equipment or 
labor. 
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GENERAL CONDITIONS 
These General Conditions apply to all proposals requested and accepted by the Village and become 
a part of the contract unless otherwise specified. Firms or their authorized representatives are 
expected to fully inform themselves as to the conditions, requirements, and specifications before 
submitting proposals. The Village assumes that submission of a proposal means that the Firm has 
familiarized itself with all conditions and intends to comply with them unless noted otherwise. 

I. QUALIFICATIONS 

The submitting entity must be experienced in providing said services to local governments. 
Submitters that cannot demonstrate successful previous experience in the work in this project 
will be considered not responsible and will not be considered for the award of the contract. 

The submitting entity must possess (own or rent) and/or assure the availability of sufficient 
equipment, materials, labor and availability meeting the requirements that follow, to successfully 
provide the required services. 

II. EXAMINATION OF FORMS, SPECIFICATIONS AND SITE 

The Firm shall carefully examine the proposal forms which may include, but is not limited to the 
request for proposal, instruction to bidders, general conditions, special conditions, plans, 
specifications, proposal form, bond, professional service agreement, and any addenda to them, 
and sites of the proposed work (when known) before submitting the proposal. The Firm will 
examine the site and the premises and satisfy themselves as to the existing conditions under 
which the Firm will be obligated to operate. Failure of the Firm to notify the Village, in writing, 
of any condition(s) making it impossible to carry out the work as shown and specified, will be 
construed as meaning no such conditions exist and no additional sums of money will be added to 
the contract. 

The submission of the proposal shall be considered conclusive evidence that the Firm has 
investigated and is satisfied as to all conditions to be encountered in performing the work, and is 
fully informed as to character, quality, quantities, and costs of work to be performed and 
materials to be furnished, and as to the requirements of the proposal forms. If the proposal is 
accepted, the Firm will be responsible for all errors in its proposal resulting from its failure or 
neglect to comply with these instructions, and the Village shall not be responsible for any charge 
for extra work or change in anticipated profits resulting from such failure or neglect. 

III. WORK SCHEDULE 

The awardee shall begin required services as soon as practicable. The only exception to this 
requirement will be extenuating circumstances as may be accepted by the Village. Requests for 
exceptions due to extenuating circumstances must be made in writing to the Village within 48 
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hours of the occurrence. The Village's decision on extenuating circumstances will be final. 

Subsequent to the award of the contract a notice to proceed shall be issued. The awardee shall 
commence service as soon as possible thereafter. 

IV. EQUIPMENT AND SOFTWARE 

All Equipment and Software required to perform the contract is the sole responsibility of the 
awardee and should be included in the bid.  

V. EQUAL OPPORTUNITY 

The submitting entity will not discriminate against any employee or applicant for employment 
because of race, color, religion, sex, ancestry, national origin, place of birth, age or handicap 
unrelated to bona fide occupational qualifications. 

VI. NON-DISCRIMINATION 

The submitting entity, its employees, and subcontractors agree not to commit unlawful 
discrimination and agree to comply with applicable provisions of the Illinois Human Rights Act, 
the U.S. Civil Rights Act and Section 504 of the Federal Rehabilitation Act, and rules applicable 
to each. 

VII. EXECUTION OF DOCUMENTS:  

The submitting entity, in signing the proposal on the whole or any portion of the work, shall 
conform to the following requirements: 

A. Proposals signed by an individual other than the individual represented in the proposal 
documents shall have attached thereto a power of attorney evidencing authority to sign 
the proposal in the name of the person for whom it is signed. 

B. Proposals that are signed for a partnership shall be signed by all of the partners or by an 
attorney-in-fact. If signed by an attorney-in-fact, there shall be attached to the proposal a 
power of attorney evidencing authority to sign the proposal, executed by the partners. 

C. Proposals that are signed for a corporation shall have the correct corporate name thereof 
and the signature of the President or other authorized officer of the corporation manually 
written below the corporate name. 

D. If such proposal is manually signed by an official other than the President of the 
Corporation, a certified copy of a resolution of the board of directors evidencing the 
authority of such official to sign the proposal should be attached to it. Such proposal shall 
also bear the attesting signature of the Secretary of the corporation and the impression of 
the corporate seal. If the proposal is signed for by a limited liability company, it should 
have the correct legal name and be signed by the managing member or another person 



Request for Proposals for Debt Collection Services 
Proposal #: 25-4000-02 

Due: April 2, 2025 5:00 PM 

Village of Oswego, IL                                                                                                                                | 11 

with authority.  
E. Proposals received from any listed Contractor in response to a request for proposal shall 

be entered on the abstract of proposals and rejected. Submissions, bids, quotations, or 
offers received from any listed Contractor shall not be evaluated for the award or 
included in the competitive range, nor shall discussions be conducted with a listed offer 
or during a period of ineligibility. If the period of ineligibility expires or is terminated 
prior to the award, the Village may, but is not required to, consider such submissions, 
bids, quotations, or offers. 

 
VIII. DECISIONS AND EXPLANATIONS BY THE VILLAGE 

The Village shall decide any and all questions which may arise as to the quality and acceptability 
of materials furnished and work performed and as to the manner of performance and rate of 
progress of the work and shall decide all questions which may arise as to the interpretations of 
any or all plans relating to the work and of the specifications, and all questions, as to the 
acceptable fulfillment of the Contract on the part of the Contractor; and the Village shall 
determine the amount and quantity of the several kinds of work performed and materials which 
are to be paid for under the Contract, and such decision and estimate shall be final and 
conclusive, and such estimate, in case any questions shall arise, shall be a condition precedent to 
the right of the Contractor to receive any money due under the Contract. Any doubt as to the 
meaning of any of the provisions of the specifications, Contracts, or plans will be interpreted by 
the Village. The decision of the Village will be final. 
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CONTRACTOR SUBMITTAL AGREEMENT 
 

 

 

 

PROJECT NAME:  DEBT COLLECTION SERVICES  
PROJECT NUMBER:  25-4000-02 

 

The undersigned, in compliance with your advertisement for request for proposals for work as 
specified, and related documents prepared by or at the direction of the Village of Oswego, 
Owner, and being familiar with all conditions surrounding the work, including availability of 
labor and material, do hereby propose to furnish materials, labor, equipment, and services and 
pay for same and shall perform all work required for the contracted sercies, in accordance with 
the submittal and at the price provided. 

Submitter certifies this proposal package to be for the project described in the Proposal 
Instructions document and to be in accordance with submitted plans, specifications, and Contract 
Documents, including the request for proposal. 

In no event shall any delays or extensions of time be construed as cause or justification for 
payment of extra compensation to the Submitter. Any claims for an increase of the Contract time 
shall be made in writing to the Village within seven (7) days of the cause. 

 

  

To: Village of Oswego 
       100 Parkers Mill 
       Oswego, IL 60543 

 
Business Name 

  
Address City, State, Zip Code 

  

Contact Number Contact Email 

  

Printed Name of Authorized Representative Title  

  

Signature of Authorized Representative Date 



Request for Proposals for Debt Collection Services 
Proposal #: 25-4000-02 

Due: April 2, 2025 5:00 PM 

Village of Oswego, IL                                                                                                                                | 13 

SCOPE OF SERVICES 
This scope of services identifies the requirements that are considered to be minimal by the 
Village and provide the proposer with sufficient information to fully understand the Village’s 
requirements, and the environment in which the proposal must be developed and operate. 
Notwithstanding any of the specific details described in this RFP, it will be the obligation of the 
proposer to provide a service that works in the accomplishment of the requirements identified in 
this document.  

At a minimum, the successful proposer will provide the following services:  

• Perform all necessary services on the Village’s behalf in order to obtain collection of 
amounts due to the Village on accounts submitted to the collection agency. 

• Collection activities, which include, but are not limited to: telephone contact, mail 
correspondence, skip tracing, and credit bureau reporting. All collection activities should 
take place after internal procedures are exhausted.  

• Report to, correct and/or delete information with the three main credit bureau companies 
and provide evidentiary documentation to the Village.  

• Provide monthly reports to the Village detailed by the following Village departments:  
o Finance: utility billing and miscellaneous receivables  
o Police Department: citations, police false alarms, and administrative fees  

• Remit the amount due to the Village resulting from payments made directly to the 
agency by the 15th of the following month.  

• Return to the Village, at no charge or billed commission, any account that was placed in 
error, or any account previously submitted but requested returned by the Village for 
Village and/or legal follow-up and collection.  

• Pursue legal action for collection only upon approval by the Village’s Director of 
Finance or designee.  

• Establish systems which will accept Village’s electronic file transmissions in order to 
streamline submissions of accounts for collection and provide files in a format that the 
Village can accept and upload into system.  

• Accept any account submitted to the agency regardless of account amount or age of 
receivable.  

• Accept any account submitted to the agency both primary and secondary placements.  
• Provide notification to the Village within 24 hours of any file transmission error or 

system interruption, and verification to the Village of receipt of the completed file 
transmission.  

• Maintain a professional customer service image in working with Village customers and 
debtors. Audit of any and all assigned records is at the discretion of the Village.  

• Maintain confidentiality on all accounts assigned by the Village.  
• Provide a primary and secondary contact to the Village for daily operational issues.  
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• Provide an annual update to the service organization control report (SOC 1 or SOC 2) or 
similar document.  

TERM OF THE AWARD 

The initial term of this contract will be for three years from May 2025 through December 
31st, 2028. This contract may be extended two additional years in increments of one year if 
the vendor performs satisfactorily and provided there are no changes in the terms, 
conditions, specifications and pricing structure unless mutually agreed to by the parties. 

NEEDS DESCRIPTION 

The Village of Oswego (population 37,074, as of the 2023 ACS estimates) is located 
approximately 40 miles southwest of the Chicago Loop in the northeast corner of Kendall 
County. The Village is located within a short distance of the Cities of Aurora and Naperville, 
two of the largest municipalities in the metropolitan area outside the Village of Chicago. 

A critical element of maintaining the Village’s financial stability includes the receipt of 
monies due to the Village in an efficient and timely manner. The Village does not have the 
staff resources to perform the collection of delinquent monies and thus requires the services 
of an outside vendor qualified to perform this essential service.  

The Village of Oswego directly bills residents and customers for utility services which may 
include one or all of the following: water, sewer, and trash services. Additionally, other 
miscellaneous bills may be sent to collections such as damage to village property claims, 
truck permits, building inspections, recording fees, administrative towing fees, bail bonds, 
parking citations, and various local ordinance violations.  

For utility accounts, when the account is terminated, if the final bill remains delinquent two 
months after the termination month, a letter is sent asking for payment by a specific date to 
avoid being sent to our contracted collection agency. Non-utility bills are typically worked 
on in-house until all options are exhausted and then similar to utility accounts, a letter is 
sent.  

When all internal options are exhausted, the delinquent accounts are uploaded in excel 
format to our contracted vender’s ftp site. The Village receives confirmation on the number 
of accounts sent immediately. Typically, within one business day, the Village can log into 
the client portal on the vendor’s website and view the accounts, notifications of payments 
and/or cancellations. All other communications take place directly with the dedicated 
contact agent via email or phone.  

The Village uses the following software for the collection function: 

The Village implemented Tyler Technologies' MUNIS, now called Enterprise ERP (EERP) 
for general department billing in 2017. In Spring of 2019, Tyler’s Enterprise Permitting and 
License (EP&L) module was implemented for our Building & Permitting department, 
Development Services department, and our Clerks Office. The Utility Billing department 
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implemented Tyler’s UB module in the 4th quarter of 2019. And in November of 2024, the 
Village implemented Tyler’s Municipal Justice for local adjudication. 

The Village uses multiple electronic payment/credit card processors including Tyler 
Payments, Paymentus, Square, Stripe, and Vanco.  

EXPECTATIONS  

I. Staffing and Communication 

Provide a primary and secondary dedicated point of contact for the duration of the contract 
term who will be responsible for day-to-day communications and coordination. If for any 
reason the Village finds, in its sole discretion, that the service provided by any assigned 
personnel is unsatisfactory, the proposer will agree to assign replacement personnel that 
must be approved by the Village.  

II. Availability  

• The selected proposer will begin the collection services in May 2025.  

• The selected proposer will conduct quarterly meetings with Village staff to provide updates 
on the services being provided to the Village as well as general industry information.  

III. Technology and Privacy  

Use of the State of Illinois collection portal is required. The selected Firm should have 
strong data security measures and have the ability to integrate with the various technologies 
and portals the Village uses.  
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TECHNICAL PROPOSAL ELEMENTS  
I. COVER LETTER/STATEMENT OF PROPOSAL   

Provide a cover letter introducing your firm, proposal and qualifications. At minimum, please include 
the following:  

a. The firm’s legal name and business structure. 
b. Location of headquarters and field offices. 
c. Number of years in business. 
d. Company’s primary line of business. 
e. Number of years company has been providing debt collection services. 
f. Total number of staff – management, clerical, call center, etc. 

II. CAPACITY OVERVIEW  
a. Describe and explain any current or pending litigations, major disputes, contract 

defaults and liens in the last ten years. 
b. Explain if you anticipate the company being acquired in the foreseeable future. 
c. Explain if the company is planning to acquire other companies. If yes, please provide 

the names of the companies and the nature of their business. 
III. STAFFING AND KEY PERSONNEL 

a. Provide an organizational chart indicating the anticipated roles and responsibilities of the 
project team. High scoring proposals will provide biographical resumes of team members 
for each of the identified roles, demonstrate that team members have successfully worked 
together on other contracts, and how continuity will be provided by the team’s staff 
during the contract term.  

IV. CLIENT LIST  
a. Provide a matrix listing your municipal clients over the last ten (10) years. The matrix 

should include the following: client name, services provided, and contract duration. 
High scoring proposals will be able to demonstrate experience in performing debt 
collection services for utility and government entities and the ability to maintain long 
term relationships with its clients.  

V. REFERENCES 
a. Provide three (3) current references from the last five (5) years which include the 

following information: client name and contact information including phone number 
and email address, scope of services provided, and length of time services were 
provided, and average recovery percentage for the engagement. High scoring 
proposals will include engagements with government entities of a comparable size 
and scope to what the Village is requesting.  

b. If any aspect of the project is subcontracted, please provide at least three (3) 
references for the subcontractor. The references should include client name, contact 
person, phone number, email address, scope of services provided, and length of time 
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services were provided. High scoring proposals with subcontractors will include 
projects that the proposer and subcontractor have worked on together in the past. 

VI. SUITABILITY AND QUALITY OF APPROACH  
a. Provide a step-by-step description and flowchart of your firm’s approach to providing 

debt collection services for the Village of Oswego which demonstrates that the minimum 
requirements outlined in the Scope of Services section on Page 13-15 are met or 
exceeded. This section should also include the following information: 

i. Identify the minimum, maximum and average number of accounts each 
collection agent is actively working on. 

ii. Discuss if there are any types of debt, dollar thresholds or other considerations 
that would limit them from pursuing a collection. 

iii. Discuss if your process automates any aspects of the workflow. 
iv. Discuss your process for documenting your collection efforts and contacts 

with account holders, including correspondence to and from account holders. 
v. Identify the procedures and timing for submitting and updating accounts 

placed for collections. 
vi. Indicate how long this information is maintained in paper and/or electronic 

form. 
vii. Discuss how you decide to submit stop collection efforts and/or recommend 

the services of an attorney. 
viii. Discuss when, if applicable, you submit the account holder’s information to a 

credit bureau. 
ix. Identify other services the firm can provide and explain how the services 

could improve collections for the Village. 
b. Describe your procedures for recruiting and maintaining call center staff including, 

but not limited to: 
i. Identify the number of total collectors and the number dedicated to the 

Village’s account. 
ii. Describe your company’s process for recruiting, training and monitoring the 

collections staff. 
iii. Identify the type of background checks conducted for new hires and/or 

existing employees. 
iv. Indicate if your firm uses employees or if it hires independent contractors or 

subcontractors. 
v. Provide an example of a typical “ad” placed to recruit collectors and a written 

job description. 
vi. Identify your firm’s collection supervisor to agent ratio. 

vii. Identify your firm’s turnover ratio for the following periods: 01, 06, 12, 18, 
24, 36 months including part-time and full-time employee collection agents, 
collection supervisors as well as any independent contractors or 
subcontractors. 
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c. Technology  
i. Provide a detailed description the technology your firm uses for collection 

services. High scoring proposals will demonstrate the effective use of 
technology to improve the collections process and interactions with customers 
and the Village. 

ii. Security  
1. Provide an overview of your data and physical security policies 

including, but not limited to: 
a. Describe procedures for protecting confidential information in both 

paper and electronic format. 
b. Describe any physical security measures that have been 

implemented at the call centers. 
c. Indicate if the proposing firm has been fined or sanctioned, within 

the past two (2) years, by any state or federal governmental agency? 
If so, explain the circumstances and provide documentation. 

d. Has the proposing firm been examined by the Consumer Financial 
Protection Bureau (“CFPB”)? If so, explain the circumstances and 
provide the written report received by CFPB. 

e. Describe the security measures that have been established for the 
collection system and database. 

f. Describe the system’s ability to provide audit reports by username 
in order to track who has accessed a specific account and show 
what data may have been added, deleted or changed. 

g. Describe how client contacts (i.e. phone calls, emails, paper 
documents) are entered into the system. 

h. Explain how personally identifying information secured within the 
proposer’s database. 

i. Provide a copy of the most recent service organization control 
report (commonly referred to as SOC 1 or SOC 2 reports) or a 
similar document that describes the effectiveness of the vendor’s 
internal control environment as it relates to data security. 

j. Describe any plans to enhance or otherwise change services in the 
future, providing anticipated time frames for such changes. 

k. Briefly describe your firms’ disaster recovery plan and how the 
Village’s records would be protected/recovered. 

d. Reporting and Metrics 
i. Communication with Village Staff  

1. Describe your plan for communicating and interacting with the Village 
in a successful partnership. High scoring proposals will demonstrate a 
focus on creating a partnership between the proposer and Village staff. 
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ii. Quality Control  
1. Describe the quality control/quality assurance program your firm 

proposes to conduct with this engagement. High scoring proposals will 
provide a thorough program which identifies the key QA/QC points 
and how they will be addressed. 

iii. Reporting and Metrics 
1. Identify the standard reports available to your clients including the 

level of frequency and detail. 
2. Describe the process for providing standardized reports and how they 

are provided (email, mail, online portal). 
3. Indicate if custom reports can be produced and if so, the process 

associated with obtaining custom reports. 
4. Indicate if online reporting is available, how frequently the 

information is updated and to what level of detail is available. 
5. Provide examples of typical reports 

e. Payment processes 
i. Please provide a detailed cost proposal to perform the proposed collection 

services and explain how the Village will be invoiced. This section should 
also describe how the proposer will handle accounts sent in error that do not 
require collection services. High scoring proposals will demonstrate a high 
value for the services provided and detail any assumptions you made to 
develop the pricing proposal in the Technical Proposal response. 

VII. PRICING PROPOSAL  
a. The pricing proposal will include three components: 

i. Collection fee: Identify the fee the firm proposes as a percentage of the gross 
collections of collected items. Such percentages may vary depending upon the 
amount of collected items collected and/or the expected amount of work 
involved in effecting collection. 

ii. Remittance procedure: Describe the process by which the firm will submit, 
and the Village will approve payments. 

iii. Other available services: Provide a list of other services and the associated 
pricing for the Village’s consideration, if applicable. 

b. The proposers should consider the following assumptions as they develop their 
pricing proposals: 

i. It is the Village’s expectation that the fees, costs and commissions will not 
change throughout the duration of the contract. 

ii. It is the Village’s expectation that the pricing proposal will be further refined 
throughout the course of the procurement process as the scope of services is 
more clearly defined. 
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