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Date Printed: Dec 15, 2020 Page: 1 FORM ID: WV-PRC-SR-001 2020/05

Department of Administration
Purchasing Division
2019 Washington Street East
Post Office Box 50130
Charleston, WV 25305-0130

State of West Virginia
Solicitation Response

Proc Folder: 807919

Solicitation Description: P-EBT Remote Call Center Services

Proc Type: Central Master Agreement

Solicitation Closes Solicitation Response Version

2020-12-15 13:30 SR 0402 ESR12152000000004277 1

VENDOR

VC0000072397
CBTS LLC

Solicitation Number: CRFQ 0402 EDD2100000003

Total Bid: 237000 Response Date: 2020-12-15 Response Time: 08:01:42

Comments:  

FOR INFORMATION CONTACT THE BUYER
Joseph E Hager III
(304) 558-2306
joseph.e.hageriii@wv.gov

Vendor
Signature X                                                                     FEIN#                                                       DATE
All offers subject to all terms and conditions contained in this solicitation



Date Printed: Dec 15, 2020 Page: 2 FORM ID: WV-PRC-SR-001 2020/05

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
1 Price Per Call By Month 1.00000 EA 237000.000000 237000.00

Comm Code Manufacturer Specification Model #
81111811    

Commodity Line Comments:  

Extended Description:

**If Vendor is submitting bid online, Vendor must upload and attach the Exhibit A-Pricing Page.   Vendor should enter total bid amount as the 
amount bid in wvOASIS commodity line when submitting online.



CBTS ADA Compliance 

CBTS supports multiple technologies that meet or exceed the requirements of the Americans with 

Disabilities Act. Below are just a few of the technologies that we integrate with our current partners.    

1.) Our phones are T-Coil certified. 

 

Telecoil (t-coil) – A telecoil (or t-coil) is a small coil of wire inside a hearing aid that is designed to 

pick up a magnetic signal. When using the telecoil setting on your hearing aid it turns off the 

microphone so that it will only pick up the electromagnetic signal and converts it to sound. This 

allows you to hear only the magnetic signal from the sound source which can be from hearing 

aid compatible phones and a number of ALDs (Assistive Listening Devices). Telecoils are 

available on most BTE and ITE hearing aids. The smaller aids such as ITC and CIC may not have 

the room for a telecoil. Ask your audiologist or hearing health care provider about telecoils and 

if it is right for you. 

 

2.) We are fully integrated with Hamilton CapTel. 

 

Through the use of an interpreter, the conversation text is displayed onto the phone screen. 

This allows an individual with hearing loss to read along and respond to the conversation in real 

time. 

  
 

3.) Our system uses accessaphone 

 

accessaphone is a software application that enhances the accessibility and usability of an 

employees desk phone or soft phone. accessaphone gives telephone users the choice to use 

keyboard controls or audible commands (Dragon Naturally Speaking required) to perform call 
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IT Consulting, covered.Outsourced Healthcare Call Center Services

2cbts.com  001200408

Why CBTS for Outsourced Healthcare Contact Center Services
CBTS has extensive experience partnering with world-class healthcare organizations—including multi-site, multi-
location providers with thousands of employees—to provide outsourced contact center services either on-site or at a 
nearby CBTS facility.

The advantages of using CBTS for outsourced contact center services include:

Technology

-- As an experienced communications 
technology company, CBTS equips contact 
centers with leading technology and expert 
know-how to integrate contact center systems 
with healthcare databases and telephony.

-- Contact center staff are also trained to answer 
internal technology calls—including those from 
at-home or offsite workers—Internet questions, 
VPN/remote connections, Citrix connectivity 
issues, etc. 

Flexible support model

-- Organizations only pay for the staff and  
services used. 

Predictable costs

-- CBTS custom designs each engagement and is 
able to provide organizations with monthly cost 
estimates for easy budgeting.

Recruitment, training, and management of 
dedicated staff 

-- CBTS has more than 30 years of experience 
recruiting, training, and managing technology 
specialists.

Compliance

-- CBTS has the experience and expertise 
to create and operate HIPAA-compliant 
infrastructure and workflow.

To learn more about Outsourced 
Healthcare Contact Center Services 
with CBTS, visit cbts.com.

Healthcare organizations trust CBTS with 
their most valued asset: their community. 















EXHIBIT "A"

Pricing Page

Ricoh Pro C7100 Series or Equal

WV Department of Education

Monthly Call Volume
Unit of 

Measure

Monthly 

Estimated 

Quantity

Unit Cost Extended Cost                       

0-2500 Per Call 2500 $2.26 5650.00

2501 - 5000 Per Call 5000 $2.24 11200.00

5001 - 7500 Per Call 7500 $2.22 16650.00

7501 - 10000 Per Call 10000 $2.20 22000.00

10001 - 12500 Per Call 12500 $2.18 27250.00

12501 - 15000 Per Call 15000 $2.16 32400.00

15001 - 17500 Per Call 17500 $2.14 37450.00

17,500 - 20000 Per Call 20000 $2.12 42400.00

20000+ Per Call 20000 $2.10 42000.00

237,000.00$                               

 

 

VENDOR'S NAME: 

VENDOR'S REPRESENTATIVE: 

Price Per Call By Month

Note: The estimated quantity is for evaluation purposes only.  Actual call volume is undetermined. No future use of the contract or any individual item is 

guaranteed or implied. 

Description

Price Per Call By Month

Price Per Call By Month

Price Per Call By Month

Price Per Call By Month

Price Per Call By Month

Price Per Call By Month

TOTAL BID AMOUNT

Price Per Call By Month

Call Center Services

Exhibit A - Pricing Page 

Price Per Call By Month



 

 

221 East Fourth Street 
Cincinnati, Ohio 45202 

Toll-Free: 1.866.587.CBTS (2287) 
Local: 513.841.CBTS (2287) 

www.cbts.com 
CBTSSales@cbts.com 

December 15, 2020 

Joseph E Hager III, Buyer 
Department of Administration  

Purchasing Division 

2019 Washington Street East 
Charleston, WV  25305 

 

Dear Joseph E Hager III, 

CBTS appreciates the opportunity to offer the State of West Virginia, Department of 
Education this proposal in response to your CRFQ-0402-EDD2100000003 for “F-EBT Remote Call 
Center Services” 

CBTS provides a complete suite of end-to-end IT and communications solutions that allow 
mid-sized and enterprise businesses to improve operational efficiency, enable innovation, 
mitigate risk and reduce expenditures. With over 700 technical consultants, CBTS enables 
you to acquire and manage technology in a manner that meets your business and financial 
goals—today and tomorrow. From building enablement infrastructure, to deploying cloud 
services and managed applications, to offering top-notch technology consultants, CBTS is 
your technology partner to deliver quality and efficiency.  

Our Professional Services team will help you solve your consulting, staffing or project needs. 
CBTS maintains a deep bench of technical resources. We combine that depth with a high 
powered recruiting practice that provides the best local and national talent to meet your 
needs. We have experienced professionals across the entire IT spectrum that can help with 
project management, application development, testing, and infrastructure needs. 

In order to assist you directly, I will serve as your CBTS Contact. You can reach me via Mobile: 
412-999-0044-or E-mail: Kristee.blanciak@cbts.com 

We look forward to working with WVDE on this project and await your evaluation of our 
proposal. 

Sincerely  

Kristee Blanciak 
Senior Account Executive, CBTS 

 



 

 

 

P-EBT Remote Call Center Services 
CRFQ-0402-EDD2100000003 
December 15, 2020 

P-EBT Remote Call Center Services 
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Statement of Confidentiality 

The data in this response shall not be disclosed outside the Customer’s 
organization and shall not be duplicated, used or disclosed in whole or in part 
for any purpose other than to evaluate the response. If a contract is awarded to 
CBTS as a result of or in connection with the submission of this proposal, the 
Customer shall have the right to duplicate, based upon the license rights held 
by CBTS.  This restriction does not limit the right of the Customer to use 
information contained in the data if it is obtained from another source without 
restriction. 

© 2020 CBTS, a Cincinnati Bell Inc. Company. 
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Executive Summary 

CBTS, Cincinnati Bell is a Cincinnati Ohio based company established in 1873.  
CBTS employs over 1,500 Ohio citizens and over 3,500 internationally.  The strong 
foundation of Cincinnati Bell Incorporated was leveraged to create the State, 
local government and education team (SLED). The SLED team focuses only on 
the challenges and needs of implemented and running citizen facing programs 
as well as all services less visible to the constituent base.   

The CBTS SLED team has been providing communications, contact center and 
collaboration services for all agencies, boards and commissions governed under 
the Executive branch throughout all 88 counties of Ohio as well as IN and KY.  
CBTS also support many county, local, municipal governments as well as all 
higher education and K12 segments and quasi-governmental organizations.  
CBTS does not overbuild on State assets but leverages existing services and 
capabilities as well as emerging Omni channel machine powered automation 
over any transport to extend the reach of all Programs to meet the citizens 
where they live to provide more and more self-service functionality.  All with the 
objective to drive down the need to access limited human and costly physical 
location resource 

 

The Programs CBTS provides are built on self-service and automation and 
intelligence technology success is measured through reductions in calls, 
improvement in case management efficiency and other agreed outcome 
based metrics.   

CBTS is a known entity that measures success based on the user experience.  
Through the services deployed and maintained by CBTS, we provide references 
for Service Level Agreements for end user satisfaction well beyond minimal 
levers for extended period of time. 

 

We look forward to partnering with WVDE on this important project. 

 

Thank you, 
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Kristee Blanciak 

CBTS, Senior Account Executive   
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CBTS 
CBTS is a leading technology provider to enterprise clients in all industries, 
including dozens of Fortune 500 and Global 2000 companies.  Our differentiator 
is the agility, flexible delivery models, and client focus of a smaller company, 
coupled with the ability to deliver the resources, scale, and capabilities required 
by large organizations.  With over 800 certified engineers and locations across 
North America, India, and the United Kingdom, CBTS offers outstanding 
expertise. 

 

CBTS stays at the forefront of technology trends to offer best-of-breed solutions 
to our clients.  We partner with all leading technology manufacturers across the 
broad IT landscape and offer customized solutions to achieve our clients’ 
measurable business outcomes.  Clients leverage our flexible OpEx or CapEx 
delivery model to: 

• Enable collaboration, workforce mobility, and omnichannel customer 
experience. 

• Modernize E-Commerce platforms, web presence, and applications to 
digitally transform your business. 

• Improve data protection and security strategies that address ongoing cyber 
threats and meet industry compliance requirements. 

• Implement cloud strategies that improve business agility, speed to market, and 
reduce costs. 

• Manage technology infrastructure and maintain 24x7x365 operational uptime. 

Our Mission 

CBTS is an organization that celebrates innovation and reinvention and since its 
inception has evolved to meet the changing needs of our clients. CBTS provides 
end-to-end IT and communications solutions that allow mid-sized and enterprise 
businesses to improve operational efficiency, enable innovation, mitigate risk 
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and reduce expenditures. We are dedicated to building a long-term 
relationship with you by understanding your technology needs and delivering 
solutions that exceed your expectations. 

To help achieve your business goals, CBTS has maintained state-of-the-art 
technology platforms, engineering talent, and strategic partnerships to deliver 
world-class technology solutions. With over 700 certified consultants, you are 
assured that your mission-critical data and operations are up and running at all 
times, protected, and compliant 

Our Vision 
CBTS is the information technology division of Cincinnati Bell Inc., an award 
winning public company traded on the New York Stock Exchange under the 
symbol CBB.  

CBTS provides businesses and institutions with guidance on the development 
and implementation of leading-edge networks, technologies, and IT related 
systems and applications. CBTS offers a single-source for multi-level analysis, 
strategic consulting and staffing, and complete system management solutions. 

The critical decisions that brought CBTS to the forefront of the IT industry were 
developed from our leadership team. With decades of experience within the IT 
industry, including project management, engineering, development, and 
consulting, CBTS understands the direction that businesses and institutions are 
headed. We offer solutions and services that enable you to realize your IT goals 
and initiatives.  

When you partner with CBTS, you gain the technical assets, expertise, and 
flexibility needed to optimize your initiatives and ultimately your operations. Our 
value is delivering customized, flexible solutions needed to meet defined 
customer requirements. It is important to note that our solutions are built for 
customer specific needs today, yet flexible enough to modify as goals and 
objectives change. In short, our solutions are designed specifically to help you 
power the next generation of technology solutions and services.  
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Locations 

We have locations throughout the United States, Canada, the United Kingdom 
and India. Our global footprint links our clients to diverse and comprehensive IT 
solutions. 

 

CBTS’ Culture 

CBTS has long-standing relationships with its customers primarily due to its efforts 
in understanding their technology needs and delivery of quality technology 
solutions, as well as flexible delivery and support options.  With Over 700 highly 
qualified engineers and all advanced industry certifications, we take a 
consultative approach to our customers and their businesses.  We operate by a 
custom-built, ITIL-based design, build, run methodology. Our practice, our 
customer relationships, and the rapid pace of change in the communications 
and IT industry have informed our way of business.  

CBTS has a culture of innovation, of agility, of continuous learning.  Ours is an 
entrepreneurial environment, promoting creativity and a climate that cultivates 
new ideas. CBTS’ commitment to customers to providing flexible, tailored 
solutions breeds flexibility in our employees and the organization.   
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As a responsible corporate citizen, we are proud to have a culture of serving 
individuals, families and organizations with unparalleled products, services and 
experiences. Fundamental to this culture is our role to make the local 
communities a better place to live.  

We recognize the importance of investing in the future of our community. Each 
year, we contribute to 125+ local nonprofit organizations and consistently rank 
as one of the area's top donors to both the United Way and ArtsWave. 

CBTS’ Portfolio of Services 

CBTS provides a complete suite of end-to-end IT and communications solutions 
that allow businesses and organizations to mitigate risk, improve operational 
efficiencies, enable innovation, and reduce expenditures. 

Whether your goal is to build a complex architecture, implement a dynamic 
cloud strategy, deploy a unified communications solution, utilize managed data 
center services, or protect your data from unforeseen occurrences, CBTS is fully 
equipped to meet your infrastructure and service needs. 

To help achieve your business goals, CBTS has built a state-of-the-art platform of 
technology assets, engineering talent, and strategic partnerships to deliver 
world-class services. In addition to configuring and deploying cutting-edge 
technology solutions, we also use the same platform to fuse the right security, 
disaster recovery, and management portfolio around your environment. With 
CBTS, you are assured that your mission critical data is up and running at all 
times, protected, and compliant. 
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For More Information 

Company Overview: http://cbts.com  

Investor Resources: http://investor.cincinnatibell.com/annual-report 
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Annual Report 

The Cincinnati Bell Annual Reports available on our web site contain the audited 
financial reports for the previous 20 years of the corporation (each Annual 
Report also contains a financial overview of the previous 4 years).   

The 2003-2019 Annual Reports are available for public inspection at: 

https://investor.cincinnatibell.com/financials/annual-reports/default.aspx 
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References 

 

CBTS has extensive experience supporting clients in your industry and market sectors 
with a similar size and geographic footprint.   

In the interest of protecting client privacy and following proper security practices, 
CBTS restricts disclosure of client specific information in proposals.  As you may expect 
given the nature of the services we provide, we follow a strict policy designed to 
respect the time and protect the privacy and security of our clients.  

This same level of privacy would be extended to your organization should you 
choose to partner with CBTS.  CBTS remains prepared to provide any number of 
references to you at the appropriate time. We make every attempt to put our 
customers first and we will be as respectful of your organization should we be given 
the opportunity to serve you. 
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