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24. System must allow specific free local calls, such as
calls to the Public Defender's office, lawyers, and
other government agencies.

Pacific Bell's inmate pay telephones can provide direct
access to the Public Defender's Office or other agencies you
wish to include, all at no cost to the inmates.

25. The automated operator must be able to give prompts to
the inmate in both English and Spanish. Describe how
this will be done.

When an inmate makes a call, they must dial "0" plus the
number for a collect call (any other attempt will be
disallowed). At Elmwood an automated operator gives
instructions in English and Spanish. In addition, if an
inmate does not speak one of those languages they simply stay
on the line and a "live" operator will assist them. ~f the
operator cannot help them the call will be transferred to
Pacific Bell's Language Assistance Center. The Center has
people who speak most of the languages spoken in the state.

26. A called party must be able to accept or reject a call
from a rotary or pulse dial telephone. Describe how
this will be done.

Accepting or rejecting a collect call is easy with Pacific
Bell's system. To accept a call with a pulse dial phone, the
person simply pushes the number "1". With a rotary dial
phone, they stay on the line and an operator will complete
the call. To reject the call the party simply hangs up. In
all cases voice prompts are given to assist the called party.

27. The system must be able to identify each call as coming
from an inmate and name our facility.

Pacific Bell's network does not have this capability, at the
present time. This is a feature that can be provided by some
Alternate Operator Services. Pacific Bell is restricted from
using these services.

If this is a feature that Santa Clara considers essential,
Pacific Bell will work with you in providing the service. We
will do this by changes to our network or an enhancement to
the ICCU.

Page 29



(

(

28. System must prevent 3-way calling fraud, while not
disconnecting legitimate 3-way calls. Explain how your
system would do this.

Request deleted from RFP.

29. Inmate voice mail system that inmates have access to via
the inmate phones to get messages.

Pacific Bell will provide a voice mail system to Santa Clara
upon request, subject to conditions outlined in Article 64 of
the 1985 Modified Final Judgement. The actual design and
size of this, and how it will alter your commissions, will be
determined after the awarding of the contract. At that time,
Pacific Bell will work with Santa Clara to determine what
system is best suited for your facility.

However, Pacific Bell does not recommend a voice mail system
for inmates because the following items could negatively
impact the County:

o "Hackers" may be capable of breaching security and
cause more problems than the voice mail system is
able to solve.

o Voice mail drastically reduces commissions to the
county on those calls placed to the inmates by family
and "friends." This means that an inmate will NOT
make a commission-generating call if he/she is able
to receive a voice mail message.

o Voice mail PINs and passwords have become "CURRENCY"
in some facilities, in that PINs and passwords are
stealable and therefore reduce privacy in
communication.

o Because of its accessibility, voice mail lends itself
to illicit communications between inmates in
different pods.

o Santa Clara County has a large transient population;
a voice mail system will only serve to increase the
workload for County custody personnel through the
need to provide inmates with:

PINs/passwords

Answers to usage questions

Responses to non-English-Ianguage accessibility
issues
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Resolution to password/PIN secrecy issues with
other inmates

Responses to inmate complaints/questions about the
security of mailboxes relative to being monitored

o Other issues regarding the provision of voice mail
include:

Do all inmates, including those who are only
awaiting arraignment to plead guilty, get
mailboxes

Through the sharing of PINs/passwords, one voice
mail message or call can be shared among many
associated inmates for both legal and illicit
purposes, thus breaching security and reducing IWF
commissions.

Who will be the Corrections Department "expert"
that addresses and deals with all the issues
surrounding voice mail access/administration?

When is a voice mail box "closed"? What happens
to messages in a mailbox when it is closed? Is
the County liable for "destroying" an inmate's
property?

Given that PINs/passwords are finite in number,
will former inmates and return inmates be able to
"hack" into mailboxes that are not theirs? What
is the County's liability in those cases?

If mailboxes are not provided to all inmates, is
the County open to a discrimination lawsuit?

(NOTE: Pacific Bell strongly recommends that the Department
of Corrections seek legal advice from County counsel on the
issues associated with voice mail prior to instituting voice
mail service to your inmates.)

o Pacific Bell's voice mail system offers the following
features and benefits to Santa Clara County:

message review, including skip back or ahead and
pausing

message saving and erasing

immediate one-key press reply
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message forwarding

message sending, including "private" and "urgent"
stamps

future (delayed) delivery

outdial delivery (message-sending to a phone
outside the network)

non-receipt notification (to verify message
receipt)

extension mailboxes

paging

outdial notification

customizable transfer options

distribution lists

guest mailboxes

password protection

personalized greetings (both permanent and
temporary)

on-line tutorial

30. Call blocking. The system must be capable of blocking
out at least 2500 specific outgoing calls from the
inmate phones. Eight-hundred (800) and "900" area codes
976 and 911 exchanges are to be automatically blocked,
in addition to the 2500 specific numbers.

Pacific Bell's Inmate Call Control Unit, currently serving
Santa Clara County, may be expanded so it may block virtually
an unlimited list of numbers. It is able to block well in
excess of 2500 individual numbers, as well as blocking by
prefix (800, 900, 976, 911, 811, 10XXX, and international
numbers). It is also able to block by time of day, by cell
block, by floor, and by wing. This feature may be activated
upon request.

NOTE: At the present time no facility has chosen to block
more than ten (10) numbers. This is partly because the more
numbers any system scans for blocking, the longer it takes to
process the call.
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31. Must be able to accept or deny access to automated
attendants of other systems or phones, to include coin
operated telephones and answering machines. Explain how
your system will do this.

Your Inmate Call Control Unit (ICCU), currently serving the
Elmwood facility, has the ability to flexibly (by phone, cell
block, floor, wing, etc.) deny or permit access to automated
attendants by restricting the number of digits outpulsed by
an inmate phone. For example, a block of 24 phones can be
restricted to outpulsing only a limited number of digits per
tall (for example, "0" + 3-digit area code + 7-digit phone
number, "0" + 7-digit phone number, or some other
combination). Any additional numbers that the inmate dials
would automatically terminate his/her call. The Elmwood
facility is not currently utilizing this feature.

Pacific Bell's pre-acceptance validation through the combined
Automated/Live Operator Services Platform makes calls to
public telephones, whether provided by Pacific Bell or a
private vendor, virtually impossible. This feature has been
enjoyed by Santa Clara County for over 10 years. There have
been no complaints received by Pacific Bell or the California
Public Utilities Commission about fraudulent calls being
placed from an inmate phone at Elmwood to another public pay
phone.

Similarly, if a collect call is placed from an inmate at the
Elmwood facility either through your Pacific Bell Automated
Operator Platform or a Pacific Bell Operator, positive
acceptance is required for the call to be completed. This
means that if the Automated Operator Platform places the
call, the called party must dial a "1" from her/his phone for
the call to be completed (which an answering machine cannot
do), and if the call is placed through a live Pacific Bell
operator, it will not, be completed to an answering machine,
unless the answering machine message 5tates "I/we accept all
collect calls."

32. Please list and explain any other available features of
your proposed system not included in the above list.

There are myriad benefits to partnering with Pacific Bellon
the provision and maintenance of your Inmate
Telecommunications System.

o Linkage with Other County Telecommunications
Provisioning - Pacific Bell is in tune with the needs
of our departments in Santa Clara County. We are
providing some voice and data communications services
to the County at large, as well as handling the pay
telephone needs for the County buildings. We have 3
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separate account teams currently providing service to
you: one for your Inmate Telephone Service, one for
other County pay telephones, and one for your County
Business Communications. Each one of these account
teams discusses your overall needs and is supported
by an established, professional service/repair team.

Securitv and Stability - Pacific Bell is in the
Inmate Telephone market for the long haul, and we
have the staying power to ensure that our financial
stability will be a strong factor in premium service
and competitive revenues.

We strongly suggest that you secure a Dun and
Bradstreet, or similar financial condition report,
for each vendor that makes it through the process
to serious consideration.

(

o Single Source Management - While Pacific Bell is
legally prohibited from offering some
telecommunications services such as long distance, we
will, upon your request, serve as the single point of
contact for your inmate telephone needs.

o Wholesale Pricing - With Pacific Bell, there is no
middleman taking a bite out of your long distance
commission revenues. You can negotiate directly with
a long distance company or authorize us to negotiate
on your behalf, thus maximizing long distance
commissions. Typically, a private pay phone (COPT)
vendor will strike a deal with a long distance
company for their commissions, and then pay the
customer (you) a combined commission percentage.

We strongly recommend that-regardless of whom you
select as the telephone system prqvider, y.ou
negotiate directly with the long distance company
of your choice.

l

o Creative Financing - We understand that each
institution has different fiscal needs, so we are
committed to offering the financial program that best
fits. Since we are a regulated public utility, we
cannot do business at a loss with any customer, but
after we determine likely usage patterns over the
life of the contract, we can "package" our commission
offer to you in a variety of ways:

Commissions paid on a standard monthly basis
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Anticipated commissions paid once each year at the
beginning of each contract year with a true-up
either added to or deducted from the next annual
payment,

A flat monthly guarantee

A monthly guarantee with commissions added,
assuming that a monthly usage level is met

Regardless of which plan you choose, remember to add
in the commissions you will receive from your long
distance carrier.

o Alternative Programs - Pacific Bell is willing to
work with Santa Clara County, as we are with other
customers, to finance alternative valuable programs
such as video arraignment and adult literacy
educational systems through a restructuring of
commission payments and levels. This could enable
your department to retain strict control over your
allocation of inmate telephone commissions.
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B. Installation and Maintenance

1. Describe insta+lation and maintenance procedures. Also,
describe what the County needs to provide such as power,
air conditioning and space needed for controllers, if
any.

Santa Clara County will not have to provide any air
conditioning, power or space for Pacific Bell's controller
(ICCU). The ICCU is located in our Central Office so all
special requirements are taken care of by Pacific Bell.

The existing installation and maintenance procedures will be
continued and are as follows:

Installation - New Installations/Moves/Changes

1. The facility makes the request to County
Telecommunications following County procedures.

2. County Telecommunications assigns a purchase
order number and faxes County service request
to your account executive (Kathy Shelly) at
408-977-1271.

3. Kathy will fax back to County
Telecommunications the service order number and
due date. She will write the order, and the
technician will complete the request on or
before the due date.

Maintenance -

1. All major outages and problems should be
reported to 611. This will expedite the repair
if it is a network problem (you may also want
to page John Holstad on 408-840-0478 as a
backup) .

2. For all other maintenance requests, Pacific
Bell will provide a telephone answering
machine. This will make it easier and faster
for jail personnel to report problems.

3. The answering machine will be located at the
facility. To make a trouble report, jail
personnel simply call the machine's number and
a voice prompt will advise them what
information is needed for the report. Each
morning (Monday-Friday) your service technician
will monitor the reports to determine the tools
and/or parts needed for that day's work.
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4. The technician will come to the facility as his
first stop of the day and check with your
designated representative for any additional
trouble that was not reported to the answering
machine.

5. The technician will stay at the facility until
all work is completed, and if addition help is
required he will request other technicians to
be dispatched. Once all work is completed
he/they will leave the facility and work on
other customers' service.

2. Please estimate completion of installation, testing and
activating the service after the bid is awarded and/or
the contract is finalized.

Pacific Bell's inmate telephones are in place so when you
select our system you continue with the quality service you
have been receiving.

Once the contract is finalized the following items will be
installed within 30 days:

o Fax machine
o Answering machine
o Upgrades to the ICCU

Call blocking
Call duration limits
Time of day turn on/cut off set

Within 60 days the monitoring and recording equipment will be
installed. The time to deliver your voice mail will depend
on the complexity of the system. We will begin discussions
about this as soon as the contract is awarded. Voice mail
systems normally take 45-90 days to deliver.

3. Please describe how your company will ensure there is no
loss of inmate phone service if and when any switch to a
new system occurs.

Since Pacific Bell inmate phones are in place, there will be
no loss of service when you renew your contract.

In the future, any upgrades to your system will be done by
following the guidelines used during the ICCU installation.
Those guidelines have all changes that require the phones to
be down for an extended period of time to be done during a
down time for the phones (i.e., evening, lockdown, etc.).
Other changes that are short in duration (2-3 minutes) will
be done on a station by station basis. This ensures that
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inmates will still have access to a phone. In either event,
no conversations will be interrupted to make a change.
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C. Commission/Cost Structure
(Proprietary information. Do not disclose.)

1. Please detail any possible upfront or ongoing costs to
the County with your system.

Zero costs. The Pacific Bell system is in place. By
renewing your agreement with Pacific Bell you gain additional
revenues. Any additional enhancements will be done with no
out-of-pocket expense to Santa Clara County.

2. Describe your exact method of calculating commissions
from the inmate phones. Include what commission
structure is based on. If the commissions are based on
gross revenues, define gross revenues.

Pacific Bell pays commissions based on true intraLATA gross
revenues. These commissions are not predicated on population
or estimated call volume. There is no reduction from your
commission for line charges, maintenance, or fraud.
Commissions are paid on the usage of ALL calls made within
your Pacific Bell Service Area (see attachment). Because
Pacific Bell does not deduct these items from your
commissions, your commission payments are often higher than
those paid by companies whose commission percentage appears
higher than Pacific Bell's. Typically, they adjust for these
charges (AKA Adjusted Gross Revenue) before they pay
commission.

The commissions Santa Clara County Inmate Welfare Fund
receives are based on ACTUAL usage. Pacific Bell pays on
ACTUAL usage; our costs are deducted AFTER you are paid on a
TRUE GROSS.

For a complete commission package, ADD to your Pacific Bell
commission dollars those dollars you receive from your
selected Inter Exchange Carrier (long distance vendor).

Pacific Bell has tariffs with the California Public Utilities
Commission (CPUC) for intraLATA rates. AT&T has tariffs with
the FCC (Federal Communications Commission) for interLATA
rates. The CPUC, in decision 90-06-018, requires all pay
phone providers in California to establish their rates NO

, MORE THAN THE maximum appropriate Pacific Bell or AT&T
tariffed rates.
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3. Explain your commission structure and present and
example of how your commission is calculated based on
the 307 phones we are requesting.

Pacific Bell's commission offering follows as Exhibits 3-A
through 3-D. An example of Pacific Bell commission
calculation follows: .

As an Examp~e Only

307 inmate phones in your institution average $600 in
intraLATA usage per month per phone. Your commission is
calculated:

307 phones X $600 = $184,200 (intraLATA)
184,200 X .35 (commission percentage) = $64,470
$64,470 is your commission

Pacific Bell will send you $64,470 for that month.
Pacific Bell is precluded from partnering with a long
distance carrier. To complete your commission total,
add the long distance vendor commission check to your
Pacific Bell check. Typically, this total may look like
this example:(

(

L

Pacific Bell
Long Distance Carrier
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Exhibit 3-A

The following represents Pacific Bell's commission offer to
Santa Clara County. We recommend option 1, but in order to
meet County needs, we have included two other options for
your consideration.

Please be sure to add the long distance commissions for a
full commission picture.
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Exhibit 3-B

Inmate Telephone Service Commission Plan*

Option 1

(No Threshold)

Current Proposed
IntraLATA Commission %

17.5% 1993 28%
17.5 1994 36%
17.5 1995 37%

( 17.5 1996 38%
17.5 1997 39%

Estimated 5 yr. Total
$2,170,000 Commission Dollars $4,334,000

Amount of increase: $2,164,000

This is a 100% increase in commission for Santa Clara County.
To complete the inmate telephone commission plan add to
Pacific Bell's commission the commission you receive from the
long-distance carrier you select.

* Commission dollar amounts based on 1992 usage.
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Exhibit 3-C

Inmate Telephone Service Commission Plan*

Option 2

(No Threshold)

Current Proposed
IntraLATA Commission %

17.5% 1993 26%
17.5 1994 33%
17.5 1995 39%

( 17.5 1996 41%
17.5 1997 41%

Estimated 5 yr. Total
$2,170,000 Commission Dollars $4,373,000

Amount of increase: $2,203,000

This is a 102% increase in commission for Santa Clara County.
To complete the inmate telephone commission plan add to
Pacific Bell's commission the commission you receive from the
long-distance carrier you select.

* Commission dollar amounts based on 1992 usage.
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Exhibit 3-D

Inmate Telephone Service Commission Plan*

Option 3

(No Threshold)

Current Proposed
IntraLATA Commission %

17.5% 1993 29%
17.5 1994 35%
17.5 1995 36%

( 17.5 1996 38%
17.5 1997 40%

Estimated 5 yr. Total
$2,170,000 Commission Dollars $4,332,000

Amount of increase: $2,162,000

This is a 100% increase in commission for Santa Clara County.
To complete the inmate telephone commission plan add to
Pacific Bell's commission the commission you receive from the
long-distance carrier you select.

* Commission dollar amounts based on 1992 usage.
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( 4. Please outline any condition under which the commission
percentage could vary.

(

The only variance in commission percentage will be the yearly
increases as they are outlined in the contract.

5. Is there a minimum volume you require for a particular
phone to remain in service?

No! Pacific Bell pays Santa Clara County from $.01 up. It
"is in everyone's best interest to not place phones where they
are seldom used. Pacific Bell will work with you to balance
service and usage needs.
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1. Please explain how operator service/assistance operates
on your system.

For maximum customer service, Pacific Bell provides both an
automated operator and the capability to get a live operator
when necessary. Using the automated operator allows us to
process the inmate's collect only calls cheaper and faster.
Providing access to a live operator ensures that no inmate
rights will be violated (i.e., the inmate needs help from
Pacific Bell's Language Assistance Bureau to make a call).

The actual making of a call is as follows:

1) The inmate dials "0" plus the number to be called.
2) The system recognizes the call as coming from an

inmate facility and will only allow the call to go
through as a collect call.

3) Voice prompts are given in English to lead the
inmate to the next step.

4) A prompt advises the inmate that after a tone
they are to say their name.

5) When they say their name it is recorded and held
while the number is dialed.

6) When the called party answers, the automated
operator announces the call as being "collect from"
(the inmate's name) in their voice.

7) The called party then has the option of
accepting the call (by pushing the number 1) or
saying "yes". The call may be declined by hanging
up.

8) The inmates do not hear the announcement and
cannot be heard if they speak.

(NOTE: If an inmate does not speak English or Spanish, or if
they do not record a name, or they press "0" after the
prompt, the Automated Operator platform offers the added
benefit of connection to a live Pacific Bell operator. If
the calls do go to the Pacific Bell operator, the operator
receives a message on their screen that shows that the call
is coming from an inmate, and only collect calls are to be
allowed. This makes fraud and harassment virtually
impossible. Additionally, if the inmate speaks a language
other than English or Spanish, the operator has the ability
to connect them with Pacific Bell's Language Assistance
Center. The Language Center can accommodate virtually all
language needs. This minimizes opportunities for inmate
complaints.)
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by what carrier.

(

Pacific Bell is piohibited from providing long distance
service or recommending one carrier. We can and have
provided complementary bids with our proposal. The County
may choose a long distance vendor from the complementary
bidders or from other bidders.

Pacific Bell is willing to review any contract you are
'considering signing. We cannot offer a recommendation, but
we can point out advantages and disadvantages. If you wish
we will at as your SP~C (Single Point of Contact) in
discussions with long-distance carriers.

3. Can the carrier be selected by the County?

Yes! Pacific Bell is prohibited from selecting long distance
carriers for its customers.
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( 4. Include a current table of charges and fees and how
they're computed and collected.

The CPUC, in decision 90-06-018, requires all pay phone
providers to establish their tariffed rates at a maximum of
the appropriate Pacific Bell or AT&T tariffed rate schedules
depending on destination of the call (intraLATA vs.
interLATA). Pacific Bell adheres to its filed intraLATA rate
structure. Any complementary bidder, an authorized interLATA
carrier, would be required to adhere to the AT&T interLATA
rate schedule, as set forth in the tariffs.

A complete set of our tariffs may be found in any of our
public offices and are available for review upon demand.

The following are the maximum charges that may be billed for
all public telephone calls (including inmate).

operator assisted station-to-station
Coin telephone surcharge

Total

$ .95
.25

$1.20

As an example, here is how these charges apply to a 3-minute
call from San Jose to Concord:

( First minute
Each additional minute

Cost to Pacific Bell AND
any private company

Cost of Call

$ .34
.25
.25

$ .84
$1.20
$2.04

(2nd minute)
(3rd minute)

(Surcharges)
(plus applicable
taxes)

The $2.04 will appear on the called party's bill. Pacific
Bell pays commission on the $2.04 even if the call was
fraudulent or the bill not paid.
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( 5. Please explain costs to users of the system ( inmates )
how costs are determined and how costs are allocated to
the County as ,commission and to the vendor to cover
costs and profit.

The system Pacific Bell has in place for you today does not
cost the inmate anything to make a call (all calls are
collect). It is this system we propose to keep in place.

Using the example in question 4 of a 3-minute call that is
billed at $2.04, the allocation of revenue is as follows:

Pacific Bell

Cost of Call to Customer
County's Commission @ 35%

County's Commission

Pacific Bell's Total Gross
Cost of Call to Company
Pacific Bell's Adjusted

Gross

$2.04
.35

$ .71

$2.04 - .71
$1.33
- .84

$ .49

( NOTE: Not all companies pay on the ~ total gross as
Pacific Bell. An example of commission of how an independent
company may pay follows:

Private Company (Example)

Cost of Call to Customer
Cost of Call to Company

State and Federal Taxes
(@ 10%)

Cost of Maintenance
Adjusted Gross

$2.04
- .84
$1. 20

- .12
$1.08
- .03
$1.05

Using this example, a private company would have to pay a
commission of 68% to equal Pacific Bell's 35%.

Pacific Bell

Private Company

$2.04 x .35 = $ .71

$1.05 x .68 = $ .71
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6. Please provide call rates and any surcharges. These
. rates should not exceed local and AT&T rates for collect
station to station calls.

Pacific Bell rates are established by the California Public
Utilities Commissions and are the rates Pacific Bell must
charge.
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E. Physical Equipment

1. Please describe in detail how calls are placed on your
system and what information or instructions are provided
on the phone.

To place a call an inmate simply does the following:

1) The inmate dials "0" plus the number to be called.
2) The system recognizes the call as coming from an

inmate facility and will only allow the call to go
through as a collect call.

3) Voice prompts are given in English to lead the
inmate to the next step.

4) A prompt advises the inmate that after a tone
they are to say their name.

5) When they say their name it is recorded and held
while the number is dialed.

6) When the called party answers, the automated
operator announces the call as being "collect from"
(the inmate's name) in their voice.

7) The called party then has the option of
accepting the call (by pushing the number 1) or
saying "yes". The call may be declined by hanging
up.

8) The inmates do not hear the announcement and
cannot be heard if they speak.

(NOTE: If an inmate does not speak English or Spanish, or if
they do not record a name, or they press "0" after the
prompt, the Automated Operator platform offers the added
benefit of connection to a live Pacific Bell operator. If
the calls do go to the Pacific Bell operator, the operator
receives a message on their screen that shows that the call
is coming from an inmate, and only collect calls are to be
allowed. This makes fraud and harassment virtually
impossible. Additionally, if the inmate speaks a language
other than English or Spanish, the operator has the ability
to connect them with Pacific Bell's Language Assistance
Center. The Language Center can accommodate virtually all
language needs. This minimizes opportunities for inmate
complaints.)

Pacific Bell does not provide instructions on most inmate
phones since the instruction holding frame can be pried loose
and used as a weapon. The facility normally has instructions
available for the inmates. We will continue to work with you
and help you keep the instructions current.
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( 2. Please describe the features of your phone and its
installation that allow it to withstand abuse by
inmates. (Finalists may be required to provide examples
of equipment to be installed).

(

Pacific Bell has been installing public telephones for over
80 years, much of that time in inmate facilities. Our
experience and research have allowed us to help define the
standards for inmate telephones (over 1000 of these phones
are working in the State of California). This means our
phones incorporate the following:

o 16-gauge steel, to ensure durability if hit.

o Armored handset CORDS, to ensure durability if
yanked.

o Handset CORDS that can be shortened - reduces
possibility of inmates hanging themselves or others.

o Virtually no moving parts that could be damaged if
hit.

o No sensitive computer chips that could fail because
of power failures or being hit.

3. Please describe how the system is managed, i.e., how are
phone numbers entered that are to be blocked? How are
free numbers entered or changed if available on your
system? Pleased describe other functions County
personnel will be able to program/change. What
procedures such as these must be performed by the
vendor? What costs will the County be responsible for?

The diagnostics and Inmate Call Control Unit features are
managed off-site in the Pacific Bell Central Office.

Numbers can be easily blocked or "free" numbers
entered/changed by faxing the request to our business unit
during normal business hours (Monday-Friday, 8 A.M. - 5 P.M.)
The number is blocked or changed for all inmate phones.

It is not necessary to have County personnel do anything
other than fax the request to our business office. This
saves your personnel valuable time and the County labor
dollars by allowing them to attend to other County business.
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