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April 18, 2024 

 

Aaron Thomas 

Allegheny County Department of Human Services  

One Smithfield Street  

Pittsburgh, PA 15222 

RE: Allegheny County Request for Proposals Debit Card Payment Service 

 

Dear Aaron Thomas: 

Conduent State & Local Solutions, Inc. (Conduent) is pleased to submit our proposal in response 

to the Allegheny County Request for Proposals (RFP) Debit Card Payment Service. Our proposal 

response summarizes our experience and qualifications to provide branded prepaid card services 

to Allegheny County.  

We have dedicated over 25 years to public sector payment card services programs and currently 

provide prepaid debit card payment services for 113 government programs in 27 states and for 

the U.S. Department of the Treasury. Across our government payment card portfolio, we support 

more than 170 government programs in 37 states as well as the District of Columbia. In 2023, we 

disbursed more than $98.6 billion in benefits and payments for these government programs and 

processed over 2.8 billion transactions. While some banks and other companies are swiftly 

entering and exiting the government payment card business, our enduring commitment to serving 

government agencies remains the constant. 

Your team and program cardholders can expect standard-setting service, technology, 

innovations, and security with the Go Program. Many of our staff and senior leadership team 

have state government experience as well as direct payment card and banking industry expertise 

that gives them unique insight to effectively manage these programs. Our passion to serve drove 

us to develop a payment system developed from the ground up for government agencies – the Go 

Program. From our experiences, we understand the environment and the challenges you 

encounter and can help you build on the success of your programs. 

Additionally, we take pride in our strong Pennsylvania presence. In Pennsylvania, we have over 

450 employees, either working remotely or stationed in one of our 5 offices. Conduent has 

supported Pennsylvanians across the Commonwealth for over a decade providing services 
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including child support payment processing and disbursement, SNAP EBT and TANF benefit 

disbursement, and transportation and parking management and enforcement. 

Generally, we are in alignment with the terms outlined in the RFP. However, we noted the 

absence of specific terms concerning intellectual property, liability limitations, indemnification, 

and Force Majeure. We wish to retain the option to discuss and negotiate terms related to these 

points, as well as any additional terms introduced by the County. As a leading provider of 

information technology and business process outsourcing solutions for state and local 

government clients, Conduent is confident that constructive negotiations will lead to mutually 

beneficial agreements under this contract. 

Our principal contacts for this proposal and all matters relating to it can be reached at:  

Greg Hamilton 

Senior Sales Business Development Consultant 

Conduent State & Local Solutions, Inc. 

17581 Pine Lane, #4301 

Parker, CO 80134 

720-693-5267 

gregory.hamilton@conduent.com 

Sarah Saunders 

Director, Bid Management 

Conduent State & Local Solutions, Inc. 

12410 Milestone Center Dr., 4th Floor 

Germantown, MD 20876 

202-423-6154 

sarah.saunders@conduent.com 

 

I personally assure Allegheny County that the Conduent team is fully dedicated to operating an 

innovative, low-risk, economical, and responsive prepaid debit card services solution that offers 

the best value to the County and Cardholders. We look forward to providing our unmatched 

experience and market leading technologies to help you provide uninterrupted benefits to the 

residents of the County. Should you have any questions regarding our proposal, please do not 

hesitate to contact me or our principal contacts for the proposal provided. 

Sincerely, 

 

 

Wade Fairey 
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Allegheny County 

RFP Response Form 

 

RFP for a Debit Card Payment Service 

PROPOSER INFORMATION 

Proposer Name: Conduent State & Local Solutions, Inc. 

Authorized Representative Name & Title: Wade Fairey, Vice President 

Address: 750 First Street, NE, 10th Floor, Washington, DC 20002 

Telephone: (720) 693-5267 (Proposal Information Contact: Gregory Hamilton) 

Email: Gregory.Hamilton@conduent.com (Proposal Information Contact: Gregory 

Hamilton) 

Website: https://www.conduent.com/ 

Legal Status: ☒ For-Profit ☐ Nonprofit ☐Sole Proprietor/Individual ☐Partnership 

Women Owned: ☐ Yes ☒ No 

Minority Owned: ☐ Yes ☒ No 

If yes, select the ethnicity: 

☐ American Indian or Alaska Native ☐ Black or of African decent 

☐ Hispanic or Latino/a ☐ Native Hawaiian/Pacific Islander 

☐ Western Asian/Middle Eastern ☐ East Asian/Far Eastern 

☐ South Asian/Indian (Subcontinent) ☐ Southeast Asian 

☐ Other Asian ☐ Multi-racial 

Self-Describe: Click here to enter text. 

Faith Based: ☐ Yes ☒ No 

Partners included in this Proposal: N/A. This is not a Collaborative Proposal. 

How did you hear about this RFP? Please be specific. 

We discovered the RFP through a routine search on Deltek/GovWin. 
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PROPOSAL INFORMATION 

Fee-for-service rate: 

Conduent offers the full-service, debit card payment services Go Program at no cost to the 
County. 

Proposal summary (please use only one sentence): 

Allegheny County and your cardholders benefit from selecting a contractor that offers 
more than 25 years of experience providing government payment card services with a 
dedicated focus on public sector benefit and funds programs, unmatched expertise, and 
proven technology with the Go Program to provide your cardholders with the debit card 
payment program they need and deserve. 

REQUIRED CONTACTS 

 Name Phone Email 

Chief Executive 
Officer 

Cliff Skelton   

Contract Processing 
Contact 

Gregory 
Hamilton 

(     

Chief Information 
Officer 

Mark Prout    

Chief Financial 
Officer 

Stephen Wood    

MPER Contact* Ana Quezada   

* MPER is DHS’s provider and contract management system. Please list an administrative 
contact to update and manage this system for your agency. 

BOARD INFORMATION 

* For the Board Chairperson, you must list an address, phone and email address different than 
the organization. 

Board Chairperson Name & Title: Scott Letier, Chair of the Board, Conduent Incorporated, 
Managing Director of Deason Capital Services, LLC. 

Board Chairperson Address: 3953 Maple Ave. STE 150. Dallas, Texas 75219 

Board Chairperson Telephone: Will be provided at request upon contract award.
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CERTIFICATION 

Please check the following before submitting your Proposal, as applicable: 

☒ I have read the standard County terms and conditions for County contracts and the 

requirements for DHS Cyber Security, EEOC/Non-Discrimination, HIPAA and Pennsylvania’s 

Right-to-Know Law. 

☒ By submitting this Proposal, I certify and represent to the County that all submitted materials 

are true and accurate, and that I have not offered, conferred or agreed to confer any pecuniary 

benefit or other thing of value for the receipt of special treatment, advantaged information, 

recipient’s decision, opinion, recommendation, vote or any other exercise of discretion 

concerning this RFP. 

Choose one: 

☒ My Proposal contains information that is either a trade secret or confidential proprietary 

information and I have included a written statement signed by an authorized representative 

identifying those portions or parts of my Proposal and providing contact information. 

OR 

☐ My Proposal does not contain information that is either a trade secret or confidential 

proprietary information. 

ATTACHMENTS 

Attachments are included as separate documents as directed by the Bonfire Submission Portal. 
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REQUIREMENTS 

Please respond to the following. The maximum score a Proposal can receive is 165 points. Your 
response to this section should not exceed 20 pages. (Pages 1-3 are not included in the page 
count). 

Organizational Experience (20 points) 

1. Describe your organization’s experience providing Debit Card Payment Services. Please 
include: (20 points) 

 Number of years involved in the Debit Card Payment industry 
 Number of years providing services to government agencies for similar types of payments 
 If applicable, number of current governmental clients for whom your organization 

provides Debit Card Payment Services 

Conduent Response: There is experience, and then there is the right experience. While a 
change in contractors can seem daunting, the benefits of moving to the Go Program debit card 
payment service solution far outweigh the minimal risks involved in such a change. The County 
and the cardholders you serve will see significant benefits from this new solution, brought to you 
by a company that focuses their efforts on providing the highest quality services and support to 
government agencies like yours. For Conduent, government agencies are not a small contingent 
of our overall portfolio as they are for banking contractors – instead, government agencies are 
our portfolio. Because of our singular focus on government agencies, we provide dedication that 
no other vendor can claim. Today, across all of our payment services we offer, we support over 
170 programs in 37 states and the District of Columbia, including pre-paid debit card 
disbursement, SNAP and WIC EBT, electronic child care, Child Support State Disbursement 
Unit (SDU), and Child Support Enforcement (CSES) programs. 

With Conduent, your staff can rely on a trusted partner who knows both the challenges your 
program staff faces and the needs of your employees. The Go Program meets and, in several 
areas, exceeds your requirements and the needs of today’s on-the-go cardholders. We address the 
County’s requested information in the following narrative. 

Number of Years Involved in the Debit Card Payment Industry 

Conduent has been one of the largest providers in debit card industry for government 
clients for 20 years. Our first debit card payment program went live in 2004. Since then, we 
have continued to evolve and innovate, expanding our capabilities to help customers maximize 
their investments in these programs. 

Conduent’s debit card payment service programs use our Go Program transaction processing 
platform, which eliminates paper checks for all types of state-administered payments, including 
unemployment insurance (UI), child support, Worker’s Compensation, Temporary Assistance for 
Needy Families (TANF), payroll, state supplemental, foster care, and tax returns, among others. 
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Description of the Card to be Utilized 

Way2Go cardholders have flexible and diversified access to purchase goods 
and services through PIN or signature-based transactions using Mastercard 
branded cards. Virtually every major retailer comprise the prevailing network. 
Way2Go Cards can be used for in-person, online, or telephone transactions 
with any Mastercard merchant. Cardholders can also withdraw cash at 

virtually any ATM worldwide with the Mastercard ATM network, including many fee-free 
in-network ATMs, and withdraw cash without paying fees at Mastercard member banks and 
credit unions. 

Card Graphics. At the option of DHS, we can issue our standard 
stock card shown in Figure 2.1, or submit new card designs and 
graphics for your consideration. If a custom card is preferred, 
Conduent designs and presents customized graphics for the card 
and accompanying card carrier to DHS for your input and 
approval. The designs will be professional, visually appealing, 
and reflect colors and imagery representing the Allegheny region 
of Western Pennsylvania. 

Debit Card Specifications. Our card security features include 
Europay, Mastercard & Visa (EMV) card technology with an encrypted microchip to prevent 
counterfeiting. We follow industry card standard specifications for accurate reading of card data 
for universal card acceptance and security. 

In-network ATMs 

Through partnerships with Allpoint, and PNC Bank, Allegheny County 
Way2Go cardholders can withdraw cash without paying any fees at 2,053 
in-network Allpoint and 1,981 PNC Bank ATMs throughout Pennsylvania. We 
selected Allpoint and PNC because of their broad coverage throughout all 
parts of Allegheny County, including less populated towns and underserved 

urban areas in Pittsburgh. Cardholders can identify in-network ATMs by looking for the clearly 
marked Allpoint or PNC logos on the ATM. Figure 2.2 shows graphic representations of the 
in-network Allpoint ATM locations in Allegheny County and throughout Pennsylvania to help 
visualize the extent of coverage of fee-free ATM locations. 

Figure 2.1. Standard  
Card Design 
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Figure 2.2. Map of Allpoint In-network ATM Locations 

Cardholders have extensive fee-free in-network ATM access at  

Allpoint ATMs throughout the US. 

Cardholders can easily find in-network ATMs by using Allpoint and PNC Bank ATM locator 

tools to view and download ATM locations on a smartphone, or by using links in the Way2Go 

Portal or mobile app. The Allpoint app can automatically use the cardholder’s location to begin a 

search if permitted by the user, or cardholders can also enter an address to find nearby 

surcharge-free ATM locations. 

Nationwide In-network ATM Access. Through our long-term partnerships with the Allpoint 

Network, PNC Bank and Comerica Bank, Allegheny County cardholders can withdraw cash 

without paying fees at nearly 55,000 Allpoint, 9,500 PNC, and 475 Comerica ATMS throughout 

the US. 

Bank Teller Withdrawals. With the Way2Go Card, cardholders can withdraw cash from their 

debit card account fee-free at 1,276 Mastercard member bank and credit union in Pennsylvania, 

and more than 540,000 worldwide. Financial institution members display the Mastercard logo, 

making location identification easy. Cardholders present their card at the teller window and 

request a cash withdrawal. They can withdraw some of their available balance, or “cash out” by 

withdrawing the full amount of their available balance down to the last cent fee-free. 

Cash Back with Purchase. In addition to ATM and bank teller withdrawals, Way2Go cardholders 

can access cash without paying fees by requesting cash back with purchases where supported by 

individual retailers. Many retail locations, such as grocery stores, pharmacies, and big box 

retailers, offer cash back with PIN debit purchase transactions, subject to the policies of each 

merchant. 

Worldwide Access to Deposited Funds. Cardholders have full access to their funds anywhere 

Mastercard is accepted, both domestically and internationally, as shown in Table 2.1. 
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Security and Controls (35 points) 

9. Describe your organization’s process for authorization of changes to cardholder account 

information and/or authorization of fund transfer activities. (5 points) 

Conduent Response: We designed the Go Program infrastructure with a set of controls and 

protocols that preserve the integrity of cardholder data. These controls include proper 

authorization of changes to cardholder account information and authorization of funds transfer 

activities. 

Changes to Cardholder Account Information. The Go Program uses account information, 

including name, addresses, Social Security Number, and phone number provided by DHS in new 

enrollments without alteration. If requested by DHS, we can restrict address changes initiated by 

cardholders by referring them to DHS, so you remain the custodian of addresses. Alternatively, 

we can accept address changes provided by cardholders if permitted by DHS policy, sending 

address change files we receive to DHS to coordinate address records with the County. 

Authorization of Funds Transfer Activities. Deposits to debit card accounts are restricted to 

known County sources, such as DHS, or the Controller’s or Treasurer’s Office. Through the file 

validation process, the Go Program only accepts electronic files in encrypted format that contain 

the proper identification of a known County source. We do not accept deposits from cardholders 

or third-party sources. 

Authorization of Card to Bank Funds Transfer. If DHS chooses to implement the Card to Bank 

Funds Transfer feature described in our response to Proposal Form Question 2, cardholders will 

have the ability to transfer account funds to a personal checking or savings account at any bank 

based in the US. 

10. Describe your organization’s resolution policy and process. (5 points) 

Conduent Response: Transaction disputes and inquiries relating to unauthorized access to 

funds or fraud are handled in strict accordance with consumer protection provisions of 

Regulation E. Conduent is responsible for compensating cardholders for any loss in complying 

with these regulations. The Go Program also maintains a zero-liability policy to protect 

cardholders from loss resulting from unauthorized card use at no cost or liability to the 

cardholder. Most transaction disputes can be resolved by the cardholder reviewing the 

transactions through the IVR, Way2Go Portal or mobile app, or with the assistance of a CSR, If a 

cardholder wants to formally dispute a card transaction, a Level 2 experienced CSR will 

document and begin the dispute resolution process. 

Conduent has 10 days from receipt of a completed and signed dispute questionnaire from a 

cardholder to issue a provisional credit to the cardholder account for the amount being disputed. 

The merchant or ATM owner has 45 days to respond if they do not agree with the provisional 

credit issued to the cardholder. If the dispute is found to have merit, the provisional credit 

becomes permanent and the cardholder is notified of the resolution. 
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11. Describe all Spending, Security and Fraud Controls your organization plans to make available 

for the Service. (5 points) 

Conduent Response: The Go Program authorizes card transactions in real-time to prevent 

accounts from being overdrawn and to mitigate fraudulent transactions. Our Services also 

include a dedicated Fraud Management Team that uses multiple, online real time fraud 

authorization tools, including predictive modeling, cardholder-level buying pattern profiling, and 

risk scoring technology to defend against fraud and abuse by merchants, cardholders, or 

supporting personnel. 

Spend Controls. Overdrafts are not permitted with our Debit Card Services, and there is no credit 

line associated with the accounts. Cardholders can only spend or withdraw up to the balance on 

their Way2Go Card account at the time of the transaction. In the rare instances when a card 

account becomes overdrawn, we deduct the overdrawn amount from the next deposit. Conduent 

is responsible for seeking reimbursement from the cardholder with an overdrawn account 

through future deposits. Although the Go Program’s transaction authorization process is 

designed to prevent overdrafts, they do sometimes occur, such as when restaurants, car rentals, 

and hotels may charge additional fees after the time of services. Conduent assumes financial 

responsibility in these instances. In addition, we never charge overdraft or denial fees. 

Security and Fraud Controls. During implementation, we work with DHS to establish data 

security protocols for exchanging file transmissions using secure file transfers. The security 

features of the Administrative Portal use advanced multi-level user access controls to restrict 

access to program information and reporting to only authorized DHS users based on their 

functional roles and user entitlements. 

We use multi-factor authentication to validate the cardholder’s identity when logging into the 

Way2Go Portal or mobile app from a new device that the system does not recognize, or when 

requesting a new password. Multi-factor identification sends a random, one-time numeric code to 

an email or Short Message/Messaging Service (SMS) text address on record. 

12. Describe your organization’s disaster recovery plan. (5 points) 

Conduent Response: We maintain a comprehensive Disaster Recovery Plan that addresses 

the business, operations, and technology components of our Debit Card Payment Services, 

identifying all critical measures for disaster recovery and business continuity. The plan includes 

procedures to activate backup systems, client notifications, and an ability to issue cards and make 

payments to cardholders during an unanticipated event. Our draft Disaster Recovery Plan will be 

provided to DHS as a deliverable during program implementation. 

We have made sweeping investments in our enterprise system infrastructure, including housing 

our system in Tier 3 data centers, classified as a redundant data center with multiple power 

sources and high levels of expected uptime. We support the primary processing system platform 

with two fail-safe systems to be used in the event of a disaster or outage; a redundant, secondary 

database “hot” backup located in the same data center, as the primary one, and a tertiary database 
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at a geographically remote backup data center. We have procedures in place to notify all 

appropriate DHS contacts, members of the disaster recovery plan teams, call center employees, 

and other appropriate staff in the event of an outage that impacts the program. 

13. Describe your organization’s plan to comply with all Payment Card Industry Data Security 

Standards (PCI DSS) and Customer Due Diligence Rules. (5 points) 

Conduent Response: We comply with PCI DSS, Customer Due Diligence “know your 

customer” Rules and all applicable regulations and industry rules for security and oversight in 

protecting Way2Go Card accounts. 

PCI DSS. The PCI Standards Council established and frequently updates a set of standards for 

payment card stakeholders, including debit card issuers. These standards apply security measures 

to protect cardholder transactions and personal data. Our full adherence to PCI DSS is validated 

annually by independent PCI DSS audit certification. 

Customer Due Diligence Rules. Conduent Debit Card Services comply with Customer Due 

Diligence Rules by meeting Federal “know-your-customer” obligations to identify any new debit 

card account holders through our Customer identification Program. In meeting USA PATRIOT 

Act requirements, we match all demographic information for new enrollments against a list of 

sanctioned individuals issued by the US Office of Foreign Asset Control (OFAC) to protect 

against money laundering and terrorist financing. 

14. Describe the security measures that will protect data transmitted between the County and 

your organization’s systems, including security measures used to store and protect sensitive 

data. (5 points) 

Conduent Response: We install and configure a secure and controlled network link to 

protect data transmitted between the County’s host systems or gateway and our Go Program 

platform to support data file transfer between the systems. The transport network is an internet 

based Virtual Private Network (VPN) with an encrypted tunnel. Conduent configures hardware 

and software telecommunications between the County systems and our Go Program platform 

using Secure File Transfer Protocol (SFTP) transmission protocols to protect the data in transit 

and Pretty Good Privacy (PGP) to protect data at rest. Our systems continuously monitor and 

control all data access and maintain an audit trail of users and their actions. 

15. Describe the privacy policy applied to the data being collected. This policy should describe 

all the business activities that such data will be used for and list any business activities that 

are prohibited, such as selling data or information derived from the data to third party 

brokers. (5 points) 

Conduent Response: Regulation P protects consumers from misuse of private, non-public 

information by financial institutions. Conduent will never sell or disclose data or information 

about our cardholders to any third party. In compliance with Regulation P, we include a copy of 

our Privacy Policy with each initial debit card issuance packet to help cardholders understand 

their rights in protecting personal information. The document describes Conduent’s and 
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Comerica Bank’s limitations on disclosure of cardholder information and re-disclosure and/or 

reuse of personal data. We also mail a shortened version of the Privacy Policy in January of each 

year to all active cardholders. 

Implementation Policy, Plan and Timeline (30 points) 

16. Describe your organization’s implementation policy, plan and timeline from the execution of 

the contract through the initial use of the cards. Please include: (30 points) 

• Each task to be accomplished for complete program implementation and start up, 

including those necessary to support the transition from current provider to initiation of 

your organization’s Service 

• Specific dates and time periods identified for the completion of tasks 

• Identification of responsibilities to be completed by County staff, your organization or 

collaboratively 

Conduent Response: Using a proven project planning approach and methodologies, we 

commit to a timely transition of Services from your current provider to Conduent’s feature-rich 

Go Program platform, implemented according to your schedule, with minimal impact to 

cardholders or County staff. 

Implementation Policy. Conduent’s approach to implementing the Services for DHS uses proven 

project management methodologies, industry software tools, and a detailed project work plan 

(PWP). The Go Program is not a software development product, but rather electronic Debit Card 

Payment Services delivered through proprietary software. This results in a flexible 

schedule/transition approach with a software configuration based on your specific program 

needs. 

Plan and Timeline. We are ready to begin work shortly after the anticipated estimated award 

decision/notification in May 2024. We will meet your Implementation Policy, Plan and Timeline 

specified in RFP Section 2.4 and begin funding the DHS programs no later than mid-August to 

early September 2024. We are also prepared to launch the pilot program to pay election officers 

and constables at the beginning of the Primary 2024 election season on November 5-6, 2024. 

Alternatively, we propose for your consideration an expedited roll-out of DHS programs so DHS 

and your program participants can benefit from the new Way2Go Card Services sooner. We can 

achieve a project go-live date within 45-days after the project kickoff meetings to transition 

Services before the end of your current provider’s contract term on June 30, 2024. We also offer 

an option to complete the transition within 60 days with custom card graphics selected by DHS 

and a custom file format for account setup. The Go Program is configurable, with the flexibility 

to adjust the implementation timeline to meet your timelines and preferences. We can work with 

you toward a rapid implementation plan with limited customization until after the operations 

phase begins, or a fully customized solution. 
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Implementation Tasks and Activities. Based on the Estimated Award Decision/Notification in 

May 2024, we have planned the kick-off meetings in early June. The kickoff meetings can be at 

your selected location, through remote audio/video communication if you prefer, or a 

combination of both. As part of the kick-off meeting, we perform a functional walkthrough of 

our Services, system features, and how our system effectively integrates with your daily 

workflow. The functional walkthrough allows us to evaluate together where we can enhance our 

understanding of the program needs of DHS. We identify critical path activities and identify the 

tasks dependent upon the completion of predecessor activities to meet your scheduled go-live 

date. 

DHS Training. We train DHS staff during implementation, customizing our training to meet your 

specific program needs and to be relevant to your staff. Our training plan, described in our 

response to Proposal Form Question 17, includes the scope, objectives, strategy, methodology, 

and timelines for training delivery. 

Testing. The objective for pre-production testing and validation is to determine that all criteria 

agreed upon between us for implementation readiness and interfacing service areas have been 

satisfied. The test plan defines the responsibilities of Conduent and DHS staff participating in 

user acceptance testing. Readiness is determined by the execution of pre-defined test events and 

confirmation of completeness as tested, resulting in DHS certification of operational readiness 

Supporting the Transition from Your Current Provider. Our transition planning will allow for 

your preferred approach of a spend-down period for cardholders of the current provider as 

described in the DHS answer to Question 47. During this window of time, cardholders will have 

full access to all County funds posted to both card accounts with no disruption in Services. 

Dates and Time Periods for the Completion of Tasks. For ease of reviewing the implementation 

approach described in this response, we present the proposed draft PWP listing implementation 

tasks included immediately following the Proposal Response Form. This schedule is based on the 

timeline provided by DHS in RFP Section 2.4 based on a May 2024 estimated award decision 

and notification. Upon award, we will work with you to adjust the implementation schedule if 

requested to meet your timeline. 

Identification of Responsibilities to be Completed. Conduent accepts responsibility and will be 

accountable for the successful implementation and operation of the contracted Services as shown 

in the draft PWP. 

We rely on County staff to create and finalize DHS client communications about the new 

Services. We would be glad to provide input if requested. We also look to DHS to certify 

operational readiness after completion of user acceptance testing. Prior to go-live, DHS will load 

DHS users’ security profiles for the Administrative Portal in the Production system. 

Some key tasks are the result of collaborative efforts between Conduent and DHS, beginning 

with the project kick-off meetings and JCS discussions. Determining the final PWP activities and 

implementation test plan will be a joint effort with Conduent and DHS, with Conduent 
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administering the PWP and sharing it for DHS review. Training DHS staff is also a collaborative 
effort with Conduent trainers interacting with your selected staff members. During project go-
live, DHS will create and transmit files with account setup and card funding records, marking the 
completion of the project implementation and beginning of the operations phase. 

Many of these tasks will be replicated as we begin the pilot program for the payment of election 
officers and constables, and juror payments if selected by DHS. 

Training and Customer Service (20 points) 

17. Describe the training/onboarding your organization plans to offer as part of the Service, 
including how the training will be conducted (e.g., in-person, web-based) and what training 
materials will be provided (e.g., videos, manuals, presentations). Please include a description 
of the initial training prior to Service rollout, as well as a description of ongoing trainings for 
existing and new cardholders and County staff. (10 points) 

Conduent Response: We offer an extensive training program tailored specifically to the 
needs of your staff and your stakeholders, as described in the following narrative. 

State Staff Training and Onboarding 

Our training program is tailored to equip Allegheny County staff with the necessary tools and 
knowledge to efficiently manage the debit card payment services program. Initial training begins 
with an implementation meeting, followed by continuous support throughout the contract. Staff 
is introduced to the Administrative Portal, with an emphasis on functions such as report viewing, 
data queries, and administering support functions. We offer flexible learning options, such as: 

 Web-Based Training. Includes self-paced online modules, webinars, and other virtual 
learning tools. 

 Train-the-Trainer. Specialized training for County trainers on the Go Program and 
Administrative Portal to facilitate peer training. 

 Group Training. Delivered remotely via video conferencing, incorporating interactive 
PowerPoint presentations. 

 Training Documentation. Operational manuals, quick reference guides, and a complete set 
of training manuals and job aids. 

We adapt the training frequency and depth to the County’s requirements, ensuring all training 
reflects program specifics and County staff expertise areas. 

Cardholder Training and Onboarding 

Every debit card comes with clear, bilingual instructional materials. The instructional materials 
included with each debit card issuance packet include a Card Carrier, Cardholder Terms of Use, 
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and Privacy Policy. We prepare and deliver each of these documents in both English and 
Spanish, written in clear, easily understood language. Documents include: 

 Card Carrier. Doubles as a cardholder and a quick reference guide detailing activation, PIN 
setup, usage, safety, and customer support contacts, including the toll-free number and 
Way2Go Portal information. 

 Cardholder Terms of Use. Provides clear, comprehensive guidelines on using the Way2Go 
Card, including fee structures, fund management, security practices, and Mastercard’s 
commitment to zero liability for cardholders. 

 Privacy Policy. This document meets the Regulation P requirement to provide privacy 
notices and describes Conduent’s and Comerica Banks’s limitations on disclosure of 
cardholder information and re-disclosure and/or reuse of personal data. 

In addition to the printed cardholder materials in the card issuance packet, we also provide links 
to cardholder instructional materials through the Way2Go Portal and mobile app. 

Ongoing Training Support 

Acknowledging the potential for changes and staff updates, we ensure ongoing, flexible training 
options for the Go Program, with our team ready to provide support. This includes self-paced 
web-based training for new users and the train-the-trainer method for efficient peer-led 
instruction. 

18. Describe your organization’s process and timeline for providing customer service/support 
through all applicable mechanisms (telephone, email, web chat, etc.) (10 points) 

Conduent Response: Conduent's customer service process is designed to be accessible 24/7, 
providing immediate assistance through various channels including the IVR, call centers, web 
portal, and mobile app, with support available in both English and Spanish. Our timeline for 
issue resolution begins the moment a cardholder reaches out, with most services, such as card 
activation, reporting, and transaction inquiries, available instantly through self-service options or 
with minimal wait times via CSR support, providing a seamless and efficient customer service 
experience. Customer service mechanisms are illustrated in Figure 18.1. 
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Figure 18.1. Multi-Channel Customer Service Model 

Conduent’s customer service solution continues to evolve, incorporating secure features through 

which cardholders receive the support they need. 

Financial Management and Budget (20 points, not included in page count) 

19. Attach a detailed start-up budget and annualized budget that clearly supports the Program 

and the implementation plan. 

Conduent Response: This is submitted as a separate document as directed by the Bonfire 

Submission Portal. 

20. Provide a budget narrative that reflects a realistic estimate of the costs associated with 

implementing the Program. 

Conduent Response: This is submitted as a separate document as directed by the Bonfire 

Submission Portal. 

 


























