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Section 1 Advertisement 
  
 

NEW HANOVER COUNTY, WILMINGTON, NC 

 

REQUEST FOR PROPOSALS 
 

INMATE TELEPHONE SERVICES  

 

AT THE NEW HANOVER COUNTY DETENTION FACILITY 

 

RFP # 15-0252 

 

Sealed proposals addressed to Lena L. Butler, Purchasing Supervisor, 230 Government Center 

Drive, Suite 165, Wilmington, North Carolina 28403 and marked “INMATE COMMISSARY 

TELEPHONE SERVICES-RFP # 15-0252” will be accepted until 5:00 P.M. EST, 

MONDAY, APRIL 27, 2015.  

 

A tour of the facility will be held for all Vendors; attendance is MANDATORY.   This tour is 

scheduled for 2:00 PM, Thursday, March 12, 2015 at the New Hanover County Detention 

Facility, 3950 Juvenile Center Rd., Castle Hayne, NC 28429.   Following the tour, Vendors are 

instructed to submit questions related to the RFP in writing to lbutler@nhcgov.com.    

 

Submitted proposals are not subject to public inspection until a contract is awarded and executed.  

Proposals will be evaluated and bidders may be requested to provide a demonstration of their 

proposed products and services offered.  

 

Instructions for submitting proposals and complete requirements and information may be 

obtained by visiting the County’s website at http://www.nhcgov.com/business-nhc/bids. 

 

New Hanover County reserves the right to accept or reject any or all proposals and to make the 

award which will be most advantageous to the County. 

 

 

 

Lena L. Butler, Purchasing Supervisor 

New Hanover County 

(910) 798-7190 

 

 

 

 

Published: Wednesday, February 25, 2015       

mailto:lbutler@nhcgov.com
http://www.nhcgov.com/business-nhc/bids
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Section 2 Instructions and General Conditions 
  
  

2.1  Schedule 
 

 
Advertisement 

 
Wednesday, February 25, 2015 

 
Facility Tour  

 

 
Thursday, March 12, 2015 at 2:00 PM 

3950 Juvenile Center Rd. 

Castle Hayne, NC 28429 
 
Deadline for Questions 

 
Thursday, March 19, 2015 at 5:00 PM 
 

 
Response to Questions 

 
Thursday, April 2, 2015 

 
Deadline for Receipt of Proposals 

 
Monday, April 27, 2015 at 5:00 PM 
New Hanover County Finance Department 
230 Government Center Drive, Suite 165 
Wilmington, NC 28403 

 

Proposed Date of Award 
 
Friday, June 5, 2015 

Vendor Operational 
 
Friday, August 7, 2015 

 

2.2  Bidder Instructions 
 

2.2.1  Proposals should be submitted as a document set, containing one clearly marked 

original and seven (7) additional copies as well as one (1) copy on 

CD/DVD/USB drive.   

 Proposal should be typed and pages numbered. 

 Submit proposals in a sealed envelope properly marked “INMATE 

COMMISSARY TELEPHONE SERVICES-RFP # 15-0252" and address to 

the County at the following address: 

 

New Hanover County Finance Department 

Attn: Lena Butler, Purchasing Supervisor 

230 Government Center Drive, Suite 165 

Wilmington, NC  28403 

 

2.2.2  No telephone, electronic or facsimile proposals will be considered.  Proposals 

received after the time and date for closing will not be considered.   

 

2.2.3 Submitted proposals are not subject to public inspection until a contract is 

awarded and executed. Proposals will be evaluated and bidders may be requested 

to provide a demonstration of their proposed products and services offered.  
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           2.2.4 After the bid issue date, all communications between the County and prospective 

Bidders regarding this bid request shall be in writing.  Any inquires, requests for 

interpretation, technical questions, clarification, or additional information shall be 

directed to Lena Butler, Purchasing Agent by emailing lbutler@nhcgov.com or 

faxing (910) 798-7806.  All questions concerning this proposal shall reference the 

section number and page.  Questions and responses affecting the specifications of 

the bid will be provided by issuance of an Addendum.  All questions shall be 

received no later than 5:00 P.M., EST, Thursday, March 19, 2015.   
 

A tour of the facility will be held for all Vendors; attendance is Mandatory.   

The tour is scheduled for 2:00 PM, Thursday, March 12, 2015 at the New 

Hanover County Detention Facility, located at 3950 Juvenile Center Rd., 

Castle Hayne, NC 28429.   Following the tour, it is requested that Vendors 

submit questions related to the tour in writing to lbutler@nhcgov.com.    

 

2.2.5 The deadline for receipt of all proposals Monday, April 27, 2015 at 5:00 PM, 

EST.  Any proposals received after the scheduled closing time will not be 

accepted. 

 

2.2.6  New Hanover County reserves the right to allow or disallow minor deviations or 

technicalities should the County deem it to be to the best interest of the County.  

New Hanover County shall be the sole judge of what is to be considered a minor 

deviation or technicality. 

 

2.2.7  The County reserves the right to conduct discussions with bidders, and to accept 

revisions of proposals, and to negotiate price changes.  During this period of 

discussion, the County will not disclose any information derived from proposals 

submitted, or from discussions with other bidders.   

 

2.2.8 Once an award is made, all proposals become public record and will be disclosed 

upon request.  According to General Statutes 132 - 1.2, trade secrets contained in 

a bid may be kept confidential if the bidder, at the time the bid is submitted, 

designates the secret and requests that it be kept confidential.  This right of 

privacy will be construed as narrowly as possible to protect the interests of the 

vendor while attempting to maximize the availability of information to the public. 

 

2.2.9 Bidders may withdraw or withdraw and resubmit their bid at any time prior to the 

closing time for receipt of bids.  NO bid may be withdrawn after the scheduled 

closing time for receipt of bids for a period of ninety (90) days. 

 

2.2.10 Vendors submitting proposals which meet the selection criteria and which are 

deemed to be the most advantageous to the County may be requested to give an 

oral presentation to a selection committee.  The Detention Facility will do 

scheduling of these oral presentations. 

 

mailto:lbutler@nhcgov.com
mailto:lbutler@nhcgov.com
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2.2.11 The award will be made to the responsible bidder whose proposal is determined to 

be the most advantageous to the County based on the evaluation factors set forth 

in this Request for Proposal.  Although price will be considered, it will not be the 

sole determining factor. 

 

2.2.12 Proposals must be signed by an authorized individual of the firm.  Proposals that 

are not signed will be rejected. 

 

2.2.13 The County reserves the right to reject any or all proposals or any part thereof, or 

to accept any proposal, or any part thereof. 

 

2.2.14 The successful vendor is expected to enter into a contract with the County.   

 

2.2.15  Unless specifically stated to the contrary, any manufacturer’s names, trade 

names, brand names or catalog numbers used in the specifications of the Request 

for Proposal are for the purpose of describing and /or establishing the quality, 

design and performance required. Any such reference is not intended to limit or 

restrict an offer by any bidder and is included in order to advise the potential 

bidder of the requirements for the County.  Any offer, which proposes quality, 

design, or performance, will be considered. 

 

2.2.16 Any person, firm, corporation or association submitting a proposal shall be 

deemed to have read and understood all the terms, conditions and requirements in 

the specifications and/or scope of work. 

 

2.2.17 All proposals and accompanying documentation will become the property of New 

Hanover County at the time the proposals are opened. 

 

2.2.18 The County is exempt from and will not pay Federal Excise Taxes or 

Transportation Taxes. 

 

2.2.19 If the Vendor is required to charge North Carolina sales tax on bidder's sales, 

bidder shall not include it as part of the bid price.  The County will pay North 

Carolina sales tax over and above bid prices when invoiced. 

 

                        2.2.20 The Vendor's products, service and facilities shall be in full compliance with any 

and all applicable state, federal, local, environmental and safety laws, regulations, 

ordinances and standards or any standards adopted by nationally recognized 

testing facilities regardless of whether or not they are referred to in the bid 

documents.   

 

                        2.2.21 Failure to comply with these provisions or any other provisions of the General 

 Statutes of North Carolina will result in rejection of bid. 

 

            2.2.22 Vendor shall maintain insurance from companies licensed to write business in 

North Carolina, with an A.M. Best rating of A or higher, and acceptable to New 
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Hanover County, of the kinds and minimum amounts specified below:  

(INCLUDE PROOF OF INSURANCE WITH PROPOSAL) 

   

Certificates and Notice of Cancellation.  Before commencing any work or 

services, Vendor shall procure insurance in Vendor’s name and maintain all 

insurance policies for the duration of the Contract of the types and in the amounts 

listed in the Contract.  The insurance shall provide coverage against claims for 

injuries to persons or damages to property which may arise from operations or in 

connection with the performance of the work hereunder by Vendor, its agents, 

representatives, employees, or subcontractors, whether such operations by itself  

or anyone directly or indirectly employed by it.  

 

Certificates shall indicate the type, amount, class of operations covered, effective 

date and expiration date of all policies, and shall contain the following statement: 

"The insurance covered by this certificate will not be canceled or materially 

altered, except after thirty (30) days written notice has been received by County". 

 

The Certificate of Insurance, naming New Hanover County as an additional 

insured, shall be further evidenced by an actual endorsement furnished to the 

County from the insurer within thirty (30) days of the signing of the contract 

between the Vendor and the County. 

 

Workers Compensation and Employers Liability Insurance.  Vendor shall 

maintain Worker’ Compensation as required by the General Statutes of the State 

of North Carolina and Employer’s Liability Insurance.  The Employer’s Liability, 

and if necessary, Commercial Umbrella Liability insurance shall not be less than 

$500,000 each accident for bodily injury by accident, $500,000 each employee for 

bodily injury by disease, and $500,000 policy limit. 

  

Commercial General Liability.  Vendor shall maintain Commercial General 

Liability (CGL) and if necessary, Commercial Umbrella Liability with a total 

limit of not less than $2,000,000 each occurrence for bodily injury and property 

damage.  If such CGL insurance contains a general aggregate limit, it shall apply 

separately to this work or services, or the general aggregate shall be twice the 

required limit. 

 

Automobile Liability Insurance. Vendor shall maintain Business or Personal 

Auto and; in necessary, Commercial Liability insurance with a limit of not less 

than $1,000,000 each accident.  Personal auto insurance may be accepted in lieu 

of Business Auto Insurance.   Such insurance shall cover liability arising out of 

any auto, including owned, hired, and non-owned autos.   

  

2.2.23 Term of contract - the contract will be for a period of 5 years with the option to 

extend for two (2) additional one (1) year terms. 
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2.2.24 Subcontracting- contractor agrees not to enter into any subcontractor agreements 

for work contemplated under the agreement without first obtaining written 

approval from the county. 
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Section 3 Purpose 
  
 

 

New Hanover County is seeking proposals from qualified vendors to provide an inmate 

telephone system and associated services for the New Hanover County Detention Facility.  

Under the awarded contract, the vendor will provide a telephone system to be utilized by inmates 

occupying the Detention Facility and administered by New Hanover County Sheriff’s Office 

staff within the facility.   

 

The telephone system will include all infrastructure, equipment, software, training, support and 

maintenance necessary to provide calling capabilities, call billing and collection, call monitoring 

and recording, investigative functions, system administration and complete operation of the 

system.   

 

Section 4: Background 

  
 

The Detention Facility has an average daily population of 568 inmates and an estimated 11,800 

bookings will occur this year. The current capacity is approximately 672 beds.  The estimated 

average stay is 112 days.  

 

The existing telephone equipment within the New Hanover County Detention Facility is 

currently owned and operated by Securus, Inc.  If there is a change in vendor, the selected vendor 

shall be responsible for installing, maintaining and repairing any telephone service in any new, 

expanded or existing County Detention Facility as required.  The selected vendor will have the 

responsibility to negotiate the retention of any required infrastructure equipment with Securus 

(current vendor) with the understanding that infrastructure must support minimal downtime over 

the term of the contract. 

 

Section 5: Responses 

  
 

The proposing vendor shall address the following items, in the format outlined below, in their 

response to this solicitation: 

 

5.1 System Functionality 
5.1.1 The vendor shall provide capability for Collect, Prepaid, and Debit calls and shall 

be responsible for the billing and collection of all completed inmate Collect, 

Prepaid, and Debit calls in accordance with FCC recorded and approved tariff 

rates.  

 

5.1.2 New Hanover County will not be responsible for any uncollectible charges, 

including but not limited to incomplete calls and bad debt on Collect calls. The 

vendor shall not bill users for incomplete calls (e.g., network intercept recordings, 

busy signals, no-answers, etc.).  
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5.1.3 The proposed system shall have the capabilities for voice verification, call 

forwarding detection, three way calling detection, and dual-tone, multi-frequency 

detection. 

 

5.1.4 The proposed system must have capacity for investigative functions such as link 

analysis, word spotting/searching and covert alerts. 

 

5.1.5 The proposed solution shall include the capacity for local and remote call 

monitoring.  The system shall allow for secure remote access from any location 

equipped with the appropriate hardware and software. 

 

5.1.6 The system must allow for automated routine and on-demand reporting 

capabilities in regards to items such as usage summaries, frequently called 

numbers, calls per inmate, etc. 

 

5.1.7 The inmate phone system must include auditing capabilities and procedures. 

 

5.1.8 The system shall be expandable to support video visitation or other visitation 

solutions. 

 

5.1.9 The proposed system must allow for real-time phone and email alerting 

functionality. 

 

5.1.10 The vendor’s system shall include the capability of storing and monitoring a 

watched numbers list. 

 

5.1.11 The proposed system shall allow for the use of Personal Identifying Numbers 

(PINs). 

 

5.1.12 The vendor shall address how the proposed system will allow for emerging 

trends, such as regulatory changes, that may impact the market. 

 

5.1.13 The proposed system shall support an Automated Information System at no cost 

to the County. 

 

 

5.2 System Requirements 

5.2.1 The vendor should list in detail all required and optional equipment necessary to 

implement the proposed inmate telephone system to include telephone kiosks in 

all Housing Units. 

 

5.2.2 The system’s Graphical User Interface (GUI) is preferred to be in web format, 

compatible with Microsoft Internet Explorer 9.0 and higher for end users. The 

GUI must be true web-based with nothing being installed on the local computer. 
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5.2.3 The system should allow for granular user access control.  The proposed solution 

shall include the ability to limit functionality for individual users. 

 

5.2.4 The inmate telephone system must provide sufficient security safeguards to 

preclude fraudulent use of the system.  Such safeguards shall include measures to 

prevent incoming calls, as well as the detection and rejection of outgoing calls to 

unauthorized numbers, attempts to initiate 3-way calls, call forwarding, and/or 

calls to non-billable numbers. 

 

5.2.5 Inmate telephone instruments shall be durable, tamper-proof, shall be of heavy-

duty construction with no removable parts, and must be installed in such a manner 

that no safety hazard is present to the user.   

 

5.2.6 The vendor shall provide all necessary labor, parts, materials and transportation to 

maintain all inmate telephones and related service equipment in good working 

order, and in compliance with the equipment manufacturer’s specifications 

throughout the term of the contract. 

  

5.2.7 The vendor shall provide any ancillary equipment deemed necessary for the 

monitoring, recording, archiving, or retrieval of inmate calls. The vendor shall 

also provide the telecommunications network designed to provide (on-site and/or 

remote) administration of the system.  The vendor should identify who will 

become owner of the equipment once installed. 

 

5.2.8 The vendor shall be responsible for obtaining, developing, and implementing the 

interface requirements (i.e., with Commissary vendor) required to implement the 

inmate telephone system and associated services (i.e. PINs, Debit, AIS, etc.). The 

vendor shall bear all costs of required interface(s).  

 

5.2.9 The vendor shall detail its Back-Up or Redundancy Plan, as well as its Disaster 

Recovery Plan and provide its processes, policies, and procedures relating to the 

preparation of recovery or continuation of the requirements preceding and/or 

following a natural or human-induced disaster. 

 

5.2.10 The proposed system must have the capability to store 2 years of recordings, all of 

which are instantly available.  The system should be designed to prevent deletion 

of any recording or database entry. This should include visitation phones. 

 

5.3 Support and Maintenance 

5.3.1 The vendor is responsible for all maintenance and repairs to inmate telephones 

and the inmate telephone system.  Present plan/time frame for response to service 

calls for software and hardware issues. 

 

5.3.2 The vendor shall notify the New Hanover County Sheriff’s Office at least twenty 

four (24) hours prior to any planned occurrence that may result in a service 
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interruption to any inmate phone or service that lasts in excess of fifteen (15) 

minutes.  

 

5.3.3 The vendor should present a long-term plan for replacement of aging equipment. 

 

5.4 Training 

5.4.1 The vendor will provide training on the operation of the system and all auxiliary 

services at no additional cost to the County. 

 

5.4.2 Training must include all inmate functions, system administration functions, 

report generation and use, recording/monitoring, vendor support procedures, and 

other subjects needed for full and complete implementation. 

 

5.4.3 Training shall be provided to make facility personnel familiar with the operation 

of the inmate telephone system and all auxiliary services prior to cutover on the 

use of all equipment and functions available to the County and inmate. Up to 

fifteen (15) employees from New Hanover County shall be provided complete on-

site system training. 

 

5.5 Implementation Plan 

5.5.1 The vendor shall outline the process for implementing the required equipment to 

create the proposed solution. 

 

5.5.2 The vendor shall supply a project plan with time estimations to complete the 

proposed work. 

 

5.6 Fee Schedule 
5.6.1 The vendor shall list all costs, charges, fees (imposed on inmates, call recipients, or 

the Sheriff’s Office) as well as all applicable rate structures and revenue potential. 

 

5.7 References 

5.7.1 The vendor shall provide existing customer references whose facilities are of similar 

size, calling volume and commission located in either North Carolina or South 

Carolina. 
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Section 6: Evaluation Criteria with Weights 

  
 

Criterion Weight 

Quality, clarity and responsiveness of proposal in conformance with instructions 20% 

Ability to meet requirements 15% 

Implementation Approach 15% 

Training 15% 

Support and Maintenance 15% 

Commission Rate  20% 
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Section 7 Call Summary May 1, 2014-November 30, 2014 
  
  

 
  

  
Interlata Interstate Intralata Local 

  
Minutes # Calls Minutes # Calls Minutes # Calls Minutes # Calls 

May, 2014 Direct Billed Collect 91 31 0 0 17 6 667 128 

 
LEC Billed Collect 1134 108 286 46 477 38 4181 409 

 
Pre-Paid Collect 10846 954 7748 724 1182 95 155202 12215 

June, 2014 Direct Billed Collect 72 10 0 0 17 4 580 115 

 
LEC Billed Collect 665 59 316 33 207 24 4793 455 

 
Pre-Paid Collect 9871 834 8280 759 1041 85 142156 11127 

July, 2014 Direct Billed Collect 146 32 0 0 13 6 1145 185 

 
LEC Billed Collect 228 23 62 8 6 1 718 74 

 
Pre-Paid Collect 924 818 7474 703 1211 114 140451 11077 

August, 2014 Direct Billed Collect 49 16 0 0 7 3 1131 178 

 
Pre-Paid Collect 8616 796 6252 572 671 72 139956 10916 

Sept, 2014 Direct Billed Collect 112 27 119 17 22 6 389 120 

 
Pre-Paid Collect 12077 1080 10048 885 411 37 147749 11572 

Oct, 2014 Direct Billed Collect 60 26 10 6 25 7 383 96 

 
Pre-Paid Collect 11061 1019 14478 1312 1044 93 129136 10125 

Nov, 2014 Direct Billed Collect 47 19 0 0 8 3 2402 242 

 
Pre-Paid Collect 11162 985 10511 905 602 52 137806 10829 

  
67161 6837 65584 5970 6961 646 1008845 79863 

ALOC 
 

9.8 11.0 10.8 12.6 
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Section 8: New Proposed FCC Regulations  

  
 

The Federal Communications Commission (FCC) is considering new regulations that may affect 

Inmate Calling Services (ICS).  The Vendor shall stay abreast of any and all new FCC 

regulations as they relate to this RFP and the successful Vendor will be required to follow all 

FCC regulations that may be mandated during the solicitation and implementation of services.  
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ATTACHMENT A 

 

Signature Sheet 

 

I hereby certify that the information submitted by me/my company in response to this RFP true 

and accurate. I understand that New Hanover County has the right to reject any or all proposals 

or to waive minor irregularities when to do so would in the best interests of New Hanover 

County. 

 

Name_____________________________________________________________ 

 

Address___________________________________________________________ 

 

Phone Number _____________________ Fax Number_____________________ 

 

Email Address           

 

Print Name __________________________________________________________________ 

 

Signature____________________________________ Date _________________ 
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ATTACHMENT B 
 

 

 

CERTIFICATE OF NON-COLLUSION 

 

STATE OF        

COUNTY OF        

 

AFFIDAVIT 

The undersigned of lawful age, being first duly sworn, disposes and says: 

That as a condition precedent to the award of the New Hanover County Detention Facility 

Commissary Service, 

I ________________________________of          

(Owner, Partner, Officer or Delegate) (Firm) 

solemnly swear or affirm that neither I, nor to the best of my knowledge any member or 

members of my firm or company have either directly or indirectly restrained free and 

competitive bidding on this project by entering into any agreement, participating in any 

collusion, or otherwise taking any action unauthorized by New Hanover County, with regard to 

this Agreement or bidding process. 

 

 

By: _________________________________                              

 

Title:       

 

 

 

Subscribed and sworn to before me this _____ day of ____________________, 2015. 

 

By: ________________________________________ 

                                  Notary Public 

 

My Commission Expires _______________________ 

 

 

(Seal) 

 


