SQSO to the State of Florida Department of Highway Safety and Motor Vehicles 

ITN # 023-03
IGNITION INTERLOCK DEVICE PROGRAM.

Executive Summary
Smart Start is one of the newest manufacturers to enter the interlock industry.  Even though we are not the largest, we have built the largest, most successful interlock program in North America.   We are singularly focused on the interlock business directly operating twenty-one company stores in Texas and providing complete support to our franchisees in nine additional states with ten more states being added this year.  Our fully integrated services encompass manufacturing, installation, service, monitoring, administrative support and reporting.  

Smart Start has the unique perspective of operating efficient, customer driven programs on a large scale. Our Texas program has more than 6,000 active clients where we hold more than 50% of the market as one of five providers in the state.  Since our inception in 1992, we have provided interlocks to more than 30,000 customers, almost all of them through employees and not through independent contractors or service providers.   Smart Start is not associated with any other interlock company, nor do we rely on our competitors for any of our sensors or technology. 

Services to Interlock Clients

Smart Start strives to make the interlock as pleasant and convenient as possible for our paying clients. At installation, customers sign their contracts and receive training on the proper use of the interlock. All instructions, video training and lease contracts are available in English and Spanish, and almost half of our administrative team speaks both English and Spanish fluently.  

When customers come to Smart Start for their scheduled service, we recalibrate their SSI-1000 units, download the recorded data and address any operating issues. We offer multiple service locations; convenient service hours including Saturdays, 24-hour toll-free telephone support that actually gets answered, and several payment options. Just as important, we treat clients as valued customers – not as criminal offenders.   

Services for Monitoring Authorities

Smart Start delivers a superior reporting program to the monitoring authorities, which is made possible by our advanced SmartLog® technology and commitment to service. Just like other interlock devices, our SSI-1000’s records, dates and time stamps all events.  But the similarity ends there.  After the clients interlock data is downloaded, our proprietary SmartLog software automatically generates an interpreted, at-a-glance activity report documenting how the client is complying with the interlock program. Unlike competitors’ reports which simply list a series of events, SmartLog provides consistent and repeatable interpretations which are easy to read and readily tailored to fit the needs of a specific jurisdiction all of which are delivered in a very timely fashion.

SmartLog is automatically forwarded to the appropriate monitoring authority within hours of each service center visit. Smart Start makes it easy and convenient for monitoring authorities to access these reports by offering them via U.S. mail, fax, e-mail or the Internet, using our SmartWeb® report retrieval system.

We also have numerous other reports available to monitoring authorities, and we maintain easy access to all client records from installation to removal. Smart Start is very responsive to the monitoring authorities requests for information, to discuss cases, or to provide expert testimony.

Our Interlock Device

Smart Start originally installed, serviced and monitored interlock devices supplied by outside manufacturers. As our knowledge increased and our vision for the business demanded greater functionality and flexibility, we conceived and built our own interlock device. Smart Start’s SSI-1000® is based on fuel-cell sensor technology for maximum reliability.  Coupled with our proprietary Smartrac® and SmartLog software, the device easy for drivers to use, and enables reporting to be customized to a particular jurisdictions needs.

Competitive Advantage

Smart Start’s clear competitive advantages stem from
 
· our attitude and focus on customer service

· our experience with large client programs

· our superior reporting capabilities

· our organizational structure and strong management and marketing team.  

Smart Start proposes to operate a total of 16 service centers throughout Florida.  Eight sights will be company owned and operated with Smart Start employees dedicated only to the interlock business.   These sites will be in the key metropolitan markets.   We will operate eight additional contracted sites to ensure statewide coverage. These contracted sites will be overseen by our local technicians and management  and will receive the same level of audits and training as our company owned sites.   As volumes grow we may expand the number of locations and convert contracted sites to company owned sites.   

Smart Start has tried to meet all of Florida’s requirements, either exactly as they are stated in the ITN, or by providing the same end results. We are prepared to put our entire management team and experience behind the development and support of Florida’s program and we believe our experience and dedication to a quality program is unique in the industry.   I encourage the ITN selection team to visit us and our competitors to learn more about the organizations behind the proposals and to get a better feel for our capabilities to deliver against the proposal.  

A.   Project Organization

Below is an organizational chart of the Florida program structure as well as a short biography of Smart Start’s management team.  Mr. Abram Garcia will live full time in Florida as the Program Director.  In his role, he will interact directly with the department and Smart Start’s corporate management team to oversee the operations of the service centers.  Smart Start’s corporate staff will work closely with the department to develop the IT and reporting needs of the program and act as back up for the Florida Director.  
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SMART START( MANAGEMENT PROFILES

B. Lamar Ball, Jr. is the CEO of Smart Start. Mr. Ball has spent 35 years in banking with large and small financial institutions and consulting firms. His experience includes CEO responsibilities for two banks and executive management assignments in bank holding companies. Immediately prior to joining Smart Start in May 2001, Mr. Ball served as chairman and CEO of the First State Bank of Texas in Denton. He holds a bachelor’s degree in economics from the University of Tennessee, and attended Harvard Business School’s PMD program. Mr. Ball currently serves as a director of the Chicago-based Bank Administration Institute, the University of North Texas Foundation and Flow Foundation. He previously served as vice chairman and director of North Texas Public Broadcasting in Dallas, and as director/treasurer of the Fort Worth Fat Stock Show.

James R. Ballard is The President of Smart Start. Mr. Ballard is responsible for developing, managing and directing Smart Start’s operations and systems. His in-depth understanding of interlock devices has been honed through extensive use, installation, service and testing of interlocks over the past eight years. In addition, Mr. Ballard was highly involved in the design, development and launch of Smart Start’s SSI-1000 interlock device. He was also instrumental in developing SmartLog, the unique automated and computerized program that interprets the data recorded by the SSI-1000. 

Mr. Ballard joined Smart Start in 1994 after eight years with Pearle Vision Corp. in manufacturing operations, retail and manufacturing financial analysis, and purchasing. He earned his bachelor’s degree in finance from the University of Texas, and his MBA in international business from the University of Dallas.
Bettye Rodgers is the Director of Franchising for Smart Start. Mrs. Rodgers co-founded Smart Start Inc. in 1992 and served as its president until 2001. She is the current president of the Texas Alcohol Traffic Safety Education Association, immediate past treasurer of the Alcohol Testing Alliance, a member of the Dallas Rotary Club, and currently serves on the Dallas DWI Task Force. 

Ms. Rodgers is a graduate of St. Thomas School of Nursing, Nashville, Tennessee, and attended the University of Tennessee, also in Nashville. From 1985 to 1990, prior to founding Smart Start, she served as chief operating officer of Health Care Staff Resources, Inc
Leah Secunda is the Controller for Smart Start. Ms. Secunda is responsible for all financial functions at Smart Start, including the day-to-day cash management and receivables, payroll and other financial statements. She also manages the credit and collections departments. 

Prior to joining Smart Start in 1997, Ms. Secunda was employed by Forte Technology, Inc. in Norwood, Massachusetts as controller. Ms. Secunda graduated Phi Beta Kappa, Magna Cum Laude, from the State University of New York at Buffalo. She has served on the budget and finance board committees of private schools in Dallas, TX and Providence, R.I.
(Smart Start Management Profiles Continued)

Abram Garcia is the Director of Field Services for Smart Start  and is responsible for the Franchisee Service Operations. Mr. Garcia is on the Board of Directors for the Alcohol Testing Alliance. Mr. Garcia was critical is setting up the following processes; Initiated internal Audit procedures that was later used for a model for the Department of Public Safety of Texas. Helped implement procedures to maintain the integrity of our internal computer systems. Served as our translator for all Smart Start leasing and documentation forms. Has served as our primary Court Testimony Representative. (Smart Start is the only company in Texas offering this free service).

Abram Graduated from Texas Tech University, receiving his Bachelor of Science in Psychology. 

Debra Coffey is the Director of Marketing Judicial Services Liaison for Smart Start.

Ms. Coffey is responsible for maintaining the lines of communication between Smart Start and judges, magistrates, justices of the peace, prosecutors, and pretrial, probation and criminal defense attorneys. She keeps these audiences informed about the application and benefits of Smart Start’s ignition interlock program, helping to assure its successful adoption. Ms. Coffey joined Smart Start in 1998, bringing 20 years of Texas court management experience. As a court administrator, she initiated a successful integrated case management system, directed a pre-trial release and electronic monitoring program, and established procedures for jury management. Ms. Coffey is a past chair of the Texas Association for Court Administrators. 

Ms. Coffey earned her bachelor’s degree from Southwest Texas State University in San Marcos. She is certified in Texas Trial Court Administration by the Texas Judicial College. 

Jeff Gibson is the Manager of Administration and Training for Smart Start and is responsible for managing the corporate office staff, which includes supervision of the judicial reporting process, maintaining policy and procedure manuals, as well as operations guides. 

Mr. Gibson is also responsible for developing, coordinating and directing training programs designed to ensure continuous improvement in customer service and products.   Mr. Gibson has set up the following procedures; Set up the Training course for all new hires and Franchisee’s. Ensures that all applicants pass required Texas Certification Tests

Mr. Gibson attended Northeastern University in Tahlequah, Oklahoma.

Mark Morgan, is the Field Operation Supervisor and works directly under the Director of Field Operations. Mr. Morgan oversees the numerous service centers throughout Texas and is responsible for setting up and aiding the Franchised locations across the US. Responsible for ensuring all questions raised by clients are handled in a prompt, courteous and professional manner. Responsible for all after hours callbacks.

Mr. Morgan attended the University of Texas, at Arlington.

B.   Smart Start Experience

1. Manufacturing

Smart Start has been exclusively dedicated to the interlock business since January of 1993 and we have been a manufacturer of our own ignition interlock device since 1998.  Smart Start became a manufacturer of interlock devices after substantial experience with other products failed to meet our needs.  The platform of the SSI-1000 was developed only after previous experience in operating a large program, unlike other devices that were designed and built prior to any large, hands on program experience.  Our manufacturing facility is located close to our corporate office, which allows us to easily interface with them and maintain a close quality audit.

2. Training

Smart Start has a full time Training Manager at our corporate offices in Irving.  In this position, Jeff Gibson utilizes and maintains Smart Start’s 200-plus page Operations and Training Manual.  The manual covers everything from basic employee or franchisee orientation, to daily shop operations, installation, calibration, reporting, marketing, finances and of course training.   All employees and franchisees must pass a written exam before they are allowed to work independently with or for Smart Start.  Our comprehensive operations manual and training program requires new providers and employees  a full two weeks to complete.  Smart Start holds high standards  by requiring a score of 80% or more as a passing grade on the written exam and we maintain our quality with quarterly written audits on every shop which checks everything from bathroom cleanliness and working light bulbs to proper inventory control and service issues.

Training for the actual interlock user is accomplished in three ways.  First, the customer is required to watch a short video that details the operation of the device and gives a brief overview of the program.  Second, they are given a written instruction sheet to carry with them.  The sheet gives them an easy to use format on what the various display messages mean, how to properly take a test and a number to call should they have any questions or issues.  Third, the customer is given instruction on their own device after it is installed in their vehicle.  This gives them hands on experience and lets them ask as many questions or practice as much as necessary to feel comfortable with using the device.   At any time, they know they can call our toll free 800 number printed on the front of the SSI-1000 for easy recall.

Smart Start also provides a 2-hour CJAD accredited training course to probation officers.  This program is designed to give the officer an understanding of the interlock program and how to use it to help monitor their customers.

3. Statewide Programs

Smart Start is the newest arrival to the interlock business and we operate the largest single program in the United States.  With over 6,000 devices in Texas alone, we hold more than a 50% share of the market among 5 other competitors including Draeger, ACS, Guardian, Lifesafer, and CST.  Our success in Texas is based on our customer focus, not only to the end user as a valued customer, but also to the courts, probation and other authorities that require the device or that monitor our client with our reporting.  To that end, we have three full time marketing liaisons who educate probation, courts, judges, and attorneys on the effectiveness of interlocks and also help to train our employees and franchisees.  

Smart Start operates a statewide program in Michigan through a franchisee.  Michigan administers the program through their DMV, very similar to the Florida program.  They require a 50-mile statewide service facility coverage which required 18 service facilities to be operational on the same day.  Michigan also has a centralized data-reporting requirement.

Although not mandated by the state, we operate a statewide program in Arizona where we have facilities in 6 cities.  This program is administered through the DMV.  

New Mexico is another DMV driven state where we have recently begun operations with a franchisee providing statewide coverage.  In addition to these states, we also operate programs in Kansas, Kentucky, Louisiana, Washington, Oklahoma and Arkansas.  

4. Development of a Central Database

A chip in the SSI – 1000 records, dates and time stamps all events including breath test results, tampering, engine starts / stops, retest results etc. All of this data is collected at the time of service with the client and is then transmitted directly to Smart Start headquarters for processing and safeguarding.   

Once received, data log files are processed using our proprietary SmartLog® software.  SmartLog will automatically interpret the data and send it to the appropriate authority.  SmartLog is an industry exclusive which creates an easy to read, written interpretation summary of the detailed data.  It is not just a summary of the different event classifications found in other interlock reports.  SmartLog Summary reports are easy to understand by anyone, even outside of the industry.  It provides consistent and repeatable interpretations, which can be automatically emailed to the appropriate monitoring agency or person within hours from time of service. SmartLog eliminates the inconsistent interpretation found in other programs where individual service technicians  make a judgment on what is a good and bad report.  SmartLog processes reports automatically based on a customizable set of criteria without regard to the client’s sex, social status, friendliness or relationship with the technician. SmartLog keeps a copy of all client records from time of installation through removal and all records are easily retrieved.

Smartweb® allows any authorized user with Internet access to retrieve and view SmartLog reports online anytime at their convenience. In addition to SmartLog reports, we have hundreds of other reports, which can be customized to fit the needs of each program and provide comprehensive reporting the way the courts or monitoring authority need to see it.

This reporting was developed in conjunction with Smart Start’s in house IT staff and an outside firm specializing in database and web deployment.  In addition to SmartLog and SmartWeb, we also developed our own point of service software known as Smartrac.  This software is used by our corporate office to set up new clients, track installations, calibrations, removals and any other pertinent client information.  Our service centers are connected to this central database via a live link and use it to run their daily operations.   This centralization allows Smart Start to closely monitor all activity and easily create any customized reporting needs.

C.   Smart Start’s Timeline
Smart Start’s timeline to implement a complete program in Florida has been included for your review.  While we would like to promise the department that we could be fully functional statewide within 45 days of winning the contract, we do not feel that this would be an honest representation.

However, we can have 8 contracted sites open and operational by August 29th and we will endeavor to have most or all of our 8 company stores online by then as well.  Delays in approvals from the department, or issues with certificates of occupancy will play a factor in the time line.  It is Smart Start’s intent to be fully functional by August 29th, but we do not want to start off with a promise we know from experience will be a stretch.  Typically, it takes us a minimum of 60 days to open a company site once it has been selected.

On a very positive note, Smart Start has already begun ramping up our interlock production.  We will have 1,000 devices available for the Florida program by August 29th.  From that point, we will be able to install an additional 500 units per month.  Smart Start estimates there will be a total of 3,500 devices active in the state over the first 18 months based on the numbers provided by the department and on similar state program models and experience.  Our production capabilities will accommodate up to a total of 9,000 participants in that same time frame, allowing for a substantially larger program.

Interlock Production Ramp Up
90d
Wed 04/23/03
Tue 08/26/03


Notification of Top Respondants
  1d
Wed 05/07/03
Wed 05/07/03

Site Selection
35d
Mon 05/12/03
Fri 06/27/03


Contract Provider Selection
35d
Mon 05/12/03
Fri 06/27/03


Winning Bid Notice
  1d
Fri 06/27/03
Fri 06/27/03


Florida Director Relocates
15d
Mon 06/30/03
Fri 07/18/03


Contract Provider Agrmnts. signed
15d
Tue 07/01/03
Mon 07/21/03

Contract Providers Trained
24d
Tue 07/22/03
Fri  08/22/03


Leases signed on Co Sites
15d
Tue 07/01/03
Mon 07/21/03


Hiring of Local  techs
20d
Tue 07/01/03
Mon 07/28/03

Training of Company Techs
35d
Tue 07/01/03
Mon 08/18/03


IT staff works with Department
40d
Tue 07/01/03
Mon 08/25/03


Contract sites set up
26d
Tue 07/22/03
Tue 08/26/03


Company site set up
45d
Tue 07/01/03
Mon 09/01/03


Inventory Delivered
  7d
Mon 08/18/03
Tue 08/26/03


Hardware, Software and Services Offered per Section 5 of the ITN

5. IGNITION INTERLOCK SYSTEM REQUIREMENTS:
5.1. SYSTEM CONFIGURATIONS:
SMARTRAC is Smart Start’s point of service software which is maintained as a live link between our service centers and our corporate office.  Currently, we already have in place the majority of the fields required to be maintained for the Florida program.  Should we be chosen as a provider, Smart Start will add the additional fields required to our database structure.   Smart Start currently provides a secure network for our sites and for the transmittal of information.  We will provide the Department with a chain of custody manual as required.

Smart Start actively supports the courts requests for expert testimony and already has trained staff to support this role.  Our Florida Program Director has extensive experience with court testimony and will be providing this service to the Florida program on an “as needed” basis at no cost to the State.

5.2. IGNITION INTERLOCK EQUIPMENT/SYSTEM SOFTWARE:

Smart Start shall provide new equipment for installation in the Florida IID program.  Such equipment will be new and not refurbished or reconditioned at time of the initial installation. 

a. Ignition Interlock Device

Smart Start proposes to use our SSI-1000 ignition interlock device in the Florida Program.  Our initial certification letter from the ISO certified laboratory is enclosed for your review.  

In addition to meeting the NHTSA specifications, our response to each of the 29 Florida specific standards follows.  

1. The ignition interlock device shall be able to analyze a specimen of alveolar breath for alcohol concentration.

Response:

Standard Met - The DEVICE will meter a minimum of 1.5 liters of deep lung breath before taking a test sample.

2. The ignition interlock device shall indicate when a sufficient sample of breath has been collected and shall indicate this by audible or visual means.

Response:

Standard Met - The DEVICE provides both an audible signal and a visual signal to the user indicating when they can stop blowing.

3. The ignition interlock device shall allow a successful ignition start if the BrAC is 0.05 g/210L or less.

Response:

Standard Met - The DEVICE has a programmable fail level which can be set to .050.   Smart Start recommends a lower setting (.025 or .030) to ensure safe vehicle operation given the fact that blood alcohol concentration will continue to rise up to 1 hour after the last drink is consumed and at 0.050, it is possible that the test could be passed just below that level and then rise to above 0.08 while the vehicle is in operation.

4. The results of the test shall be noted through the use of visual signals.  There shall be no digital breath alcohol concentration (BrAC) indication.

Response:

Standard Met - The DEVICE now has the ability to only show a PASS / FAIL indication.

5. The ignition interlock device shall have the ability to detect and record attempts to tamper, alter, circumvent or bypass the device.

Response:

Standard Met - The DEVICE has the ability to detect power fails, start violations, excessive aborted tests, missed rolling retests, aborts for temperature and other reasons.

6. The ignition interlock device shall detect and record all BrAC levels.

Response:

Standard Not Met - The DEVICE does not currently display results above a .250 although it will continue to record the failed results.  This feature could be changed should it be necessary.

7. The ignition interlock device shall have the ability to prevent operation of the motor vehicle by a participant who fails to retest or fails to appear at a scheduled monitoring appointment.

Response:

Standard Met - The DEVICE will not allow a free restart after a missed retest.  Additionally, the device will enter a lockout mode for failure to appear for service within the pre-programmed allowable time.

8. The ignition interlock device shall issue a warning of an impending lockout for a minimum of five days.

Response:

Standard Met - The DEVICE will issue a visual warning for the five days.  Additionally, the client may, at any time, recall their appointment date by pushing one of the buttons on the front keypad.

9. The ignition interlock device shall lockout a driver when a BrAC is greater than 0.05 g/210L which is the fail point.

Response:

Standard Met - The DEVICE will prevent the starting of the car when the initial test delivered is above the pre-set fail level.  In addition, the device can have a programmed lockout time to restrict further testing for a period of time.

10. The ignition interlock device shall be capable of retesting and rolling retesting. 

Response:

Standard Met - The DEVICE has programmable random re-testing.

11. The ignition interlock device shall record and engage those warnings after a rolling retest for a breath sample greater than BrAC of 0.05 g/210L.

Response:

Standard Met - The DEVICE will record ALL breath events.

12. Under normal testing conditions, the results of 30 analyses of vapors of known alcohol concentrations in the range corresponding to a BrAC of 0.03 g/210L to 0.05 g/210L shall have a standard deviation not greater than 0.0035 g/210L and a mean error within plus or minus 0.005 g/210L of the true value.

Response:

Standard Met - The DEVICE will prevent the operation of the vehicle at the fail level plus or minus .005 g/210L.

13. The ignition interlock device must operate at temperatures between -20 and +70 degrees Celsius using the following known alcohol concentrations between 0.03 and 0.05 g/210L.

Response:

Standard Met - The DEVICE has two on board heaters for cold temperature operation and has met the NHTSA temperature specs for both cold and hot testing. The easy removable head also allows the user to take the device indoors greatly speeding use in extreme temperature situations.

14. The ignition interlock device shall operate up to altitudes of 2.5 km above sea level using the following known alcohol concentrations between 0.03 and 0.05 g/21L.

Response:

Standard Met - The DEVICE has been independently tested to altitudes of 8000 feet ASL.

15. The readings of the ignition interlock device shall not be affected by humidity, dust, electromagnetic interference, smoke, exhaust fumes, food substance, or normal automobile vibration.

Response:

Standard Met - The DEVICE utilizes a fuel cell sensor that is not affected by non-ethyl alcohol samples.  Additionally, the device has met the NHTSA standards for vibration and we currently operate the device in areas of high humidity and dust with no problems.

16. The operation of the ignition interlock device shall not be affected by normal fluctuations of power source voltage.

Response:

 Standard Met - The DEVICE will automatically adjust to compensate for normal vehicle fluctuations in the electrical system.  Extreme electrical shortcomings such as a dying alternator or battery will require the driver to test more frequently, until his vehicle system is remedied.

17. The ignition interlock device shall enable the ignition relay after the successful completion of a breath alcohol test.  The device shall allow one minute to elapse between the time the ignition is enabled to start the vehicle.  The ignition interlock device shall allow the vehicle to be restarted within two minutes of a stall without requiring an additional test.

Response:

Standard Met - The DEVICE will enable a start after a successful test for up to the pre-set time limit.  This time limit will be the same amount of time allowed for a restart after a stall unless the stall occurred before taking a requested re-test.  At such time, the re-start function is disabled until a successful retest is performed.

18. If the initial test results in a lockout due to the operator's BrAC level, the ignition interlock device shall not allow an additional attempt for 20 minutes.  If the operator's BrAC is greater than 0.05 g/210L on the second retest, the machine shall lock out for an additional 30 minutes and shall do so thereafter for each failed retest.

Response:

Standard Partially Met - The DEVICE has the ability to lockout for a programmable amount of time after a failed test.  Once this time has elapsed, subsequent failures will result in a lockout for the same amount of time.  However, once a pre-programmed level of violations is met, the device will go into an early recall and require the driver to come in for service within the allowable time. Although this does not precisely meet the required spec, it does meet the intent of preventing further testing for a pre-determined amount of time.

19. The ignition interlock device shall give visual and audible signals for a period of two to five minutes before a retest must be taken. 

Response:

Standard Met - The DEVICE has a programmable retest time limit.

20. The failure of the operator to take a retest shall cause the ignition interlock device to enter the violation mode and shall cause the interlock to disable the ignition when the vehicle is turned off.  It shall also provide for visible and audio signals that the test was not taken or failed by the driver. 
Response:

Standard Met - The DEVICE will enter a recall mode when the pre-programmed number of violations is met.  The device will allow a programmable grace period for the client to come in for service within the grace time before the device goes into complete lockout.

21. If the result of the retest is greater than BrAC 0.05 g/210L, the ignition interlock device shall enter the violation mode, which shall be reported to DDL by the manufacturer or their representative. 
Response:

Standard Met - The DEVICE will enter a recall mode when the pre-programmed number of violations is met.  The device will allow a programmable grace period for the client to come in for service within the grace time before the device goes into complete lockout. Once downloaded, DDL can be notified of the violation.

22. In case of equipment failure, the ignition interlock device shall allow for an emergency electronic bypass authorized by the Contractor.

Response:

Standard Not Met - The device will not allow for a bypass.  In previous situations this has created a large liability exposure for Smart Start because once instructed on the bypass, the driver will often use the feature after having failed numerous tests but without permission from the service provider.  Smart Start has made a corporate decision to not put a bypass on the device.   However, we do have a lockout code which will allow the user additional service time in the event of a lockout.  This feature saves the user money on tow bills and service calls.   It is a one-time extension which does not bypass any functionality of the device.

23. After the initial bypass, the ignition interlock device shall not respond to additional bypasses.  The Contractor will have 72 hours to fix or replace the IID.

Response:

Standard Not Met – see comments to number 22 above.

24. The ignition interlock device shall record any attempt by the operator to start the vehicle without first taking the breath test, such as the use of an electrical bypass.

Response:

Standard Met – The device will record this type of tampering.

25. The ignition interlock device shall warn the operator of upcoming service appointments for a minimum of three days prior to the appointment.  Should the operator fail to appear, the device shall lock out on the third day after the scheduled appointment and the vehicle shall not be operable until the manufacturer or their representative has reset the device.

Response:

Standard Met – The device allows for a programmable grace period which can be set to 3 days.

26. The internal memory of the ignition interlock device shall have a minimum of 500 events and shall enter a service reminder if the memory reaches 90 percent of capacity.

Response:

Standard Met – The device holds 6,500 events.

27. The ignition interlock device shall NOT spontaneously bypass the ignition system.

Response:

Standard Met – there is no bypass feature on the device that can be triggered at will by the user. 

28. The ignition interlock device shall not be made operational by any mechanical means of providing air to simulate alveolar breath.

Response:

Standard Met – the SSI-1000 utilizes several features which make tampering with the device difficult.  It should be noted that with enough effort and thought, any interlock can be bypassed by a client.  However, these situations are generally caught once the device is brought in for service.

29. The ignition interlock device shall be alcohol specific fuel cells and react to and measure only alcohol, eliminating positive results for any other substance.

Response:

Standard Met – the SSI-1000 utilizes a fuel cell alcohol sensor

b. Portable (Laptop) Workstations

Smart Start will provide the computer equipment to the department as outlined in the ITN and will also replace the equipment as outlined in the Technology Refresh section 5.1.11 so long as the contract is extended for another term.

5.3. Installation

a. Smart Start will install and remove the interlock device in full compliance with the Departments guidelines.  We already have policies and procedures in place which meet the vehicle inspection and repair requirement. 

b. All connections will be soldered.

c. All connections will be wrapped with tamper evident tape and the device will contain tamper seals on both the logger and the head unit.  Additionally, the logger unit is installed under the dash of the vehicle out of sight of the operator.

d. Smart Start will make sure that all sites within the major metropolitan areas of Miami, Tampa, Orlando, Daytona Beach, Jacksonville, Gainesville, Tallahassee and Pensacola are ADA accessible. Smart Start shall attempt to lease facilities in the remainder of the state which comply with the ADA Act and will update those facilities which can be done so for a reasonable cost.

e. Smart Start currently uses a warning label that we believe complies with the intent of the ITN.  It reads as follows:

WARNING: The Manufacturer of this device disclaims all warranties expressed or implied as to the safety of any person operating this vehicle after drinking any amount of alcohol, or of any passenger in the vehicle.  Use of this device does not in any way guarantee the drivers’ or passenger’s safety or the driver’s ability to safely operate the vehicle.  Any individual tampering, circumventing, or misusing this device shall be subject to prosecution and/or civil liability.

Smart Start can change this label as necessary.

f. Smart Start will electronically transmit, to the Department, all necessary client information as outlined in the ITN, items f. 1 through 5 within 1 hour of installation via a mutually agreed upon protocol.  In order to maintain integrity and security, this file will be transmitted by our corporate office and not directly from the service center.  In addition, the client will be given a printed receipt of the transaction, along with a copy of their lease agreement which can be used as proof of installation. Smart Start already conducts our daily business though a live connection to a central database and datalog files are already sent electronically to our corporate office so implementing this procedure will not be difficult.

g. Smart Start will provide the Department with a copy of our operations manual and will ensure that all sites comply with the procedures as outlined in the manual.

h. Smart Start built our business on customer service and we will continue this tradition in the Florida market.  Training will be provided to any participant or his family at any time, without any additional cost to the participant.  We currently provide written instructions, a DVD and in vehicle instructions.  All of this is provided in both English and Spanish.

i. Smart Start will provide the Department with a copy of our service manual and will ensure that all sites comply with the procedures as outlined in the manual.

j. Smart Start currently operates a toll-free 800 call center for the scheduling of client installations and also for client help and information.  This number is answered by our employees as follows:

Weekdays
8:00 AM to 9:00 PM

Saturday

9:00 AM to 5:00 PM

Sunday

1:00 PM to 4:00 PM

We will adjust these times to reflect eastern times.  

For ALL OTHER TIMES, 24/7/365, the call center provides an on call pager number for a qualified manager who will respond to calls within 15 minutes.  I invite you to call our number at any time while pretending to be a customer or someone needing an installation to see what level of support you receive.

5.4 Services and Monitoring Requirements

Smart Start has performed more than 33,000 ignition interlock installations.  In many cases, it is not unusual for our competitors to send us new installations in difficult vehicles.   All of our technicians must pass a written test on our device and its proper installation and operation.  In addition, they receive hands on training with real customers.  Smart Start has online access to the wiring codes of all vehicles and can access that information if needed.  

a. Smart Start currently runs all of our Texas programs on a monthly schedule and has always recommended a monthly approach for interlock programs as outlined in your ITN.

b. Smart Start can maintain electronic records on the local shop computers however, we would advise against this practice because it leaves too much exposure for tampering, loss or manipulation.   All of our service centers are connected for live transactions to our central database which holds all client information and transactions.   The downloaded interlock data is stored locally, until it is transmitted at the end of the day to the central office.  This method has proven to be far superior than the local storage approach which we did early on in our development.  Smart Start would be glad to demonstrate this system and to discuss the benefits of our system over the proposed method.  We are certain that we can meet your needs for easy access, backup and security by following our current program.

c. Smart Start can deliver all client information and data fields regarding any type of service to the Department at the beginning of the next calendar day.   Our suggestion would be to provide the information real time, via a stand alone server for the Florida program which can be accessed by the Department 24/7/365

d. Smart Start currently utilizes SmartLog and SmartWeb and Smartrac which can deliver all the requested information electronically within the time frames presented by the ITN.  This is already standard operating procedure for Smart Start which can be modified to fit Florida’s exact needs.

e. Please refer to c and d above and to the section above regarding Smart Start’s experience with development of a central database.  Smart Start already fully meets the Florida programs IT needs for reporting, centralization, security and networking.

f. Smart Start will work with the department on our proposed hours of operation and will ensure that all clients will receive reasonable access to service centers as needed to ensure strong customer support from Smart Start.

g. Smart Start will exceed the hours of availability for client access to Smart Start in the event of a service issue.  Please refer to item j above.

h. Smart Start currently provides such a service.  Please refer to item j above.  It should be noted that Smart Start does NOT offer any bypass instruction or feature to the client and in the event of a stranded vehicle, Smart Start will pay to have the vehicle towed or will send a technician out to the vehicle for service.  Unless there is a real emergency, these issues are acted upon on the next business day.  

i. Smart Start will pay for any towing necessary due to unit malfunction.

j. Refer to item 5.4h above.

k. Refer to item 5.4h above.

l. Smart Start will provide eight (8) company owned and operated sites and eight (8) contract provider sites.  We will work with the department on the location of our service centers.  It should be noted that the 45-day time line from contract signing to operational requirements will be a push and any hold up from the department in "approving” selected sites may result in delays in opening.  Typically speaking, it takes a minimum of 60 days to become operational, once a site is selected.  

Our proposed locations are listed below:

Miami


Company owned and operated 

Tampa

Company owned and operated

Orlando

Company owned and operated

West Palm Beach
Company owned and operated

Fort Lauderdale
Company owned and operated

Daytona Beach 
Company owned and operated

Jacksonville

Company owned and operated

Tallahassee

Company owned and operated

Marathon

Contracted Site

Gainesville

Contracted Site

Pensacola

Contracted Site

Pompano

Contracted Site

Fort Pierce

Contracted Site

Fort Myers

Contracted Site

Bradenton/Sarasota
Contracted Site

Panama City

Contracted Site

Clearwater

Contracted Site

m. Unauthorized personnel will not be permitted to witness the installation or servicing of the interlock device.

n. Smart Start proposes to operate a dedicated company owned and operated interlock facility as listed in section L above and to operate the remaining sites through contracted providers.  Contracted providers will be held to the same guidelines and standards as the company owned locations.

o. Smart Start will take all reasonable measures to ensure against unauthorized access to secured materials.

p. Smart Start already does a drug screen and background check on all employees.  We will extend the background check to our Florida contractors as well.  The requirement for a check through the Florida Law Enforcement and the FBI may represent a substantial time challenge in meeting the operational deadline for all sites and Smart Start will look to the department to help expedite such requests for screening.

q.  Smart Start will take all reasonable measures to ensure against unauthorized access to secured materials.

r. Smart Start already has such training and manuals in place for the program as outlined in several previous responses in this proposal.

s. A copy of our lease agreement is enclosed for review.   Please note that the document does NOT bind the interlock user to a minimum term.  Pricing on the lease is subject to change during the final negotiations of this program with the department and will be submitted in accordance with the ITN date deadlines.

5.5 Certification

1. Enclosed are one (1) original copy and six (6) photo copies of our NHTSA test results with certified signatures.

2. Smart Start will check each interlock device for proper function at time of each monthly service visit by the customer.  Devices which do not pass the inspection will be noted in the client files and another device will be provided to the customer.

3. Smart Start will provide an annual re-certification letter to the Department identifying any changes in the device proposed for use and its current certification status and will submit, as necessary, any new certification test results on additional models that may be manufactured.

5.6 Reporting

Smart Start’s main competitive advantage in the interlock industry lies in our superior reporting capabilities.  As outlined in several previous sections, Smart Start is already performing a broad line of reporting including on-line and direct file transfer.  Our reporting is efficient and easy to use and understand.  We have hundreds of reports which can be customized and tailored to fit the specific needs of the Florida program.  We will be happy to demonstrate our system to the department. 

a. Quarterly summary of complaints and issues

Smart Start will provide this report as required in the ITN.

b. Smart Start will not make any modifications to the design of the approved device without prior notification to the department.

c. Smart Start’s systems already provide for proof of installation and servicing and this information can easily be provided to the department.

d. Smart Start already has all of our public information, brochures, training items, leases and other documents in both English and Spanish and we will provide all relevant information to anyone requesting information on our product and service.

e. Smart Start will supply to the Florida program, any and all modifications or changes made to the program or the device which would enhance the overall program effectiveness so long as those modifications are not made for a particular jurisdiction in a manner which would significantly increase our delivery cost of the program.  For example, should we develop a device with positive identification or other unique features, it is not reasonable to provide that product to the Florida program for the same cost to the end user as our current SSI –1000.   We would however, be glad to work with the department to determine if any new products would be of interest to the Florida program and how they might be implemented.

5.7 Quality Control and Assurance

Smart Start has attempted to address all the elements outlined in this ITN.  We already have a complete operations manual which can be provided to the department upon a successful contract negotiation.  The manual provides a basis for quality and customer service and we will be happy to work with the department to address any areas which may be of concern.

5.8
Indigent Guidelines
Smart Start currently offers judges a program which allows them to have one ½ price client for every 10 clients that they have active.  This program is marketed to the courts and allows the judge discretion of changing the fee structure without having to contact the vendor each time.  We have found that our program results in an indigent client base of less than 2%.   Smart Start will offer this program to Florida judges and will also work with the department on any legislation which would materially affect the proposed fee structure of the program.

5.9 Project Management and Operations

a. Smart Start will be assigning Mr. Abram Garcia as Director of the Florida Program.   Mr. Garcia will relocate and reside in Florida.  Mr. Garcia has extensive background with Smart Start in overseeing and setting up new programs and running large-scale programs with thousands of active participants.  

He has acted as Smart Start’s expert witness and has appeared in court on dozens of occasions to represent the integrity of the program and the interlock device.  He has a complete working knowledge of our operations and the industry all the way from the actual installation and programming of the device to the oversight of more than 20 company owned service centers and several contracted providers.

1. Smart Start Florida personnel will work on the same schedule as our Corporate office and company owned service centers.  This schedule may be different from the Departments state holidays.

2. Smart Start Florida personnel will be available during normal business hours.  Smart Start will consult with the department on vacation time; however, the final approval for granting such time will be done by Smart Start’s corporate office.

3. The Florida Program Director will act as the liaison with the state on the program.  However, final responsibility for certain items such as reporting and IT functions will reside with other personnel who do not live in Florida.  Smart Start has a complete organization which can provide all the support necessary to the program on an efficient basis without having to duplicate personnel locally.  The overall success of the program and the reporting to the state will be the responsibility of the Program Director who will reside in Florida.

4.  Refer to 5.9 (No. 3) above.

5. The Florida Program Director will meet with the department as required in the ITN for the duration of the contract.

b. Smart Start will maintain service center hours for the company owned and operated sites from 8:00 AM to 5:00 PM Monday through Friday and our larger sites will maintain extended evening hours and Saturday hours as necessary to provide more than adequate customer accessibility.   The exception to these hours will be sites with fewer than 100 active participants.  In those locations, Smart Start will work with the department to maintain proper coverage but on a more efficient and cost effective schedule.   Smart Start has extensive experience in running company owned service centers across a large state.  We hold a 50% market share in a market among 5 other competitors and have done this by being cognizant of the customers needs while also keeping an eye on efficient operations management and providing good support to the monitoring authorities.  We will provide this same level of support for the Florida program and no areas of the state with any significant volume numbers will be neglected.

c. Smart Start will maintain adequate staffing and supplies for the program.

d. Not applicable.  All repairs are performed by Smart Start at our corporate headquarters in Irving, Texas.

e. Smart Start already provides training and testing of employees assigned to perform the installation and routine customer service for the interlock devices.  This training and a test score of 80% or better is a pre-requisite of being able to work unsupervised with program participants.

f. Smart Start already has a procedure in place to identify service personnel to the Texas Department of Public Safety, along with their credentials and background screens.  We will extend this policy to the Florida program.

g. Refer to 5.9f above.

h. Smart Start will provide any necessary software updates for the program along with proper updated documentation on the updates.

5.10
Training

Smart Start excels in the training of our employees and contractors. Smart Start currently exceeds the requirements of training as outlined in this section of the ITN for all items a through f.  

As noted in previous responses to this ITN, Smart Start has a formal training program that addresses all aspects of our program and which we are sure will meet with the department’s approval.  This program includes:

· Comprehensive training for technicians on all aspects of the interlock device 

· Required written testing to “certify” technicians

· On going quarterly site audits and refresher training

· Training to the user of the device and any family members 

· A formal two hour training program for courts, probation officers and other department personnel (outlined enclosed)

· A 200 plus page detailed operations manual for service center managers

· An employee handbook

· Written instructions for the interlock user  (English and Spanish)

· Video training for the interlock user (English and Spanish)

· Installation and Service Manual for the technicians.

· Court Testimony guidelines for the prosecution

· Easy access to seasoned management and technicians as may be required

5.11 
Technology Refresh
Smart Start will comply with the technology refresh as outlined in the ITN provided that the contract is going to be renewed.

Certified Minority Business Enterprise Participation

Smart Start is not a Certified Minority Business Enterprise and it is unknown at this time, if any of our final contracts would be provided by a CMBE.

Customer References

Smart Start currently operates successful IID programs in nine states and we have been an IID manufacturer for 5 years of which our device has been in use. In addition to those references listed below, we have included our list of Texas references for your use which include judges, prosecutors, defense attorneys and court personnel.   We encourage you to call any or all of them to verify our commitment to service.

JUDGES:

The Honorable Brent Carr, Tarrant Co. Criminal Court No. 9
(817) 884-3410

The Honorable Mark Atkinson, Harris Co. Criminal Court at Law No. 13
(713) 755-7950

The Honorable Tom Fuller, Dallas Co. Criminal Court No. 5
(214) 653-5647

The Honorable Analia Wilkerson, Harris Co. Criminal Court at Law No. 9
(713) 755-6212

The Honorable Robin Brown, Harris Co. Criminal Court at Law No. 12
(713) 755-7738

The Honorable Tim Johnson, Bexar Co. Court at Law No. 5
(210) 335-2567

The Honorable Sid Harle, 226th District Court
(210) 335-2446

PROSECUTORS:

Mr. Richard Alpert, Asst. District Attorney, Tarrant County 
(817) 884-1918

Mr. Warren Diepraam, Asst. District Attorney,  Harris County
(713) 755-5865

Mr. Dale Hanna, District Attorney, Johnson County
(817) 556-6801

Mr. Bruce Isaacks, District Attorney, Denton County
(940)-565-8556


CRIMINAL DEFENSE ATTORNEYS:
Mr. Chris Hoover, Attorney, Dallas County, Dallas, Texas 
 (972) 422-1800        

Mr. Christian Samuelson, Attorney,  Harris County, Houston, Texas 
(281) 332-5600

Ms. Mimi Coffey, Attorney, Tarrant County, Ft. Worth, Texas 
 (817) 831-3100

COURT PROFESSIONALS:

Mr. Bob Wessels, Court Manager, Harris County
(713) 755-5394

Ms. Micah Mitchell, Court Manager, Dallas County
(214) 653-5721

OTHER:

Richard Baxter, Texas Department of Public Safety, Austin, Texas
(512) 424-5200

Malia Gibson, Arizona Motor Vehicle Department 
(602) 712-7732
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