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Date Printed: Apr 4, 2024 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: 1388009

Solicitation Description: Virtual Call Center

Proc Type: Central Master Agreement

Solicitation Closes Solicitation Response Version

2024-04-02 13:30 SR 0323 ESR03182400000005074 1

VENDOR

VS0000044818
Morse Data Enterprises LLC

Solicitation Number: CRFQ 0323 WWV2400000007

Total Bid: 827800 Response Date: 2024-03-20 Response Time: 16:37:33

Comments:  

FOR INFORMATION CONTACT THE BUYER
Brandon L Barr
304-558-2652
brandon.l.barr@wv.gov

Vendor
Signature X                                                                     FEIN#                                                       DATE
All offers subject to all terms and conditions contained in this solicitation
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Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
1 AWS Services    742800.00

Comm Code Manufacturer Specification Model #
81112006    

Commodity Line Comments: Contract amount is ANNUAL amount.
WV DOL will pay AWS bill monthly.
This estimate is base on estimates in the RFQ. Actuals can vary based in AWS service usage.

Extended Description:
AWS Services
These are estimates, actual costs will be based on consumption

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
2 Cloud Assured Managed Services    60000.00

Comm Code Manufacturer Specification Model #
81112006    

Commodity Line Comments: Contract Amount is an annual amount.

Extended Description:
Cloud Assured Managed Services
These are estimates, actual costs will be based on consumption

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
3 Transfer and Setup Costs 1.00000 LS 25000.000000 25000.00

Comm Code Manufacturer Specification Model #
81112006    

Commodity Line Comments:  

Extended Description:
Transfer and Setup Cost
One-Time Fee

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
4 Professional Service Hours (PM) 0.00000 HOUR 165.000000 0.00

Comm Code Manufacturer Specification Model #
81112006    

Commodity Line Comments:  

Extended Description:
Professional Service Hours (PM)
These are estimates, actual cost will be based on consumption

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
5 Professional Service Hours (Junior 

Developer)
0.00000 HOUR 165.000000 0.00
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Comm Code Manufacturer Specification Model #
81112006    

Commodity Line Comments:  

Extended Description:
Professional Service Hours (Junior Developer)
These are estimates, actual cost will be based on consumption

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
6 Professional Service Hours (Senior 

Developer)
0.00000 HOUR 285.000000 0.00

Comm Code Manufacturer Specification Model #
81112006    

Commodity Line Comments:  

Extended Description:
Professional Service Hours (Senior Developer)
These are estimates, actual cost will be based on consumption
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Department of Administration
Purchasing Division
2019 Washington Street East
Post Office Box 50130
Charleston, WV 25305-0130

State of West Virginia
Centralized Request for Quote

Telecomm

Proc Folder: 1388009 Reason for Modification:
Doc Description: Virtual Call Center  

Proc Type: Central Master Agreement

Date Issued Solicitation Closes Solicitation No Version

2024-03-04 2024-03-20     13:30 CRFQ     0323     WWV2400000007 1

BID RECEIVING LOCATION

BID CLERK
DEPARTMENT OF ADMINISTRATION

PURCHASING DIVISION

2019 WASHINGTON ST E

CHARLESTON          WV     25305

US

VENDOR

Vendor Customer Code:

Vendor Name :

Address :

Street :

City :

State : Country : Zip :

Principal Contact :

Vendor Contact Phone: Extension:

FOR INFORMATION CONTACT THE BUYER
Brandon L Barr
304-558-2652
brandon.l.barr@wv.gov

Vendor
Signature X                                                                     FEIN#                                                       DATE

All offers subject to all terms and conditions contained in this solicitation

Dan Haugdahl
Morse Data Enterprises, LLC

Dan Haugdahl
13785 Research Blvd. Suite 125

Dan Haugdahl
13785 Research Blvd. Suite 125

Dan Haugdahl
Austin

Dan Haugdahl
TX

Dan Haugdahl
United States

Dan Haugdahl
78750

Dan Haugdahl
Dan Haugdahl

Dan Haugdahl
952-454-8716

Dan Haugdahl
92-2590028

Dan Haugdahl
3/13/2023
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ADDITIONAL INFORMATION
The West Virginia Purchasing Division for the Agency, The WorkForce West Virginia is soliciting bids from qualified vendors to 
establish an open-end contract for a Virtual Call Center per the Specifications, Terms & Conditions and bid requirements as 
attached herein.

INVOICE TO SHIP TO

WORKFORCE WEST 
VIRGINIA

WORKFORCE WEST 
VIRGINIA

1900 KANAWHA BLVD, EAST 1900 KANAWHA BLVD, EAST

BLDG 3, 3RD FLOOR, SUITE 
300

BLDG 3, 3RD FLOOR, SUITE 
300

CHARLESTON WV CHARLESTON WV

US US

Line Comm Ln Desc Qty Unit Issue Unit Price Total Price
1 AWS Services   

Comm Code Manufacturer Specification Model #

81112006    

Extended Description:
AWS Services
These are estimates, actual costs will be based on consumption

INVOICE TO SHIP TO

WORKFORCE WEST 
VIRGINIA

WORKFORCE WEST 
VIRGINIA

1900 KANAWHA BLVD, EAST 1900 KANAWHA BLVD, EAST

BLDG 3, 3RD FLOOR, SUITE 
300

BLDG 3, 3RD FLOOR, SUITE 
300

CHARLESTON WV CHARLESTON WV

US US

Line Comm Ln Desc Qty Unit Issue Unit Price Total Price
2 Cloud Assured Managed Services   

Comm Code Manufacturer Specification Model #

81112006    

Extended Description:
Cloud Assured Managed Services
These are estimates, actual costs will be based on consumption

Dan Haugdahl
12

Dan Haugdahl
12

Dan Haugdahl
Month

Dan Haugdahl
$742,.800

Dan Haugdahl
$61,900

Dan Haugdahl
5,000

Dan Haugdahl
Month

Dan Haugdahl
$60,000
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INVOICE TO SHIP TO

WORKFORCE WEST 
VIRGINIA

WORKFORCE WEST 
VIRGINIA

1900 KANAWHA BLVD, EAST 1900 KANAWHA BLVD, EAST

BLDG 3, 3RD FLOOR, SUITE 
300

BLDG 3, 3RD FLOOR, SUITE 
300

CHARLESTON WV CHARLESTON WV

US US

Line Comm Ln Desc Qty Unit Issue Unit Price Total Price
3 Transfer and Setup Costs 1.00000 LS

Comm Code Manufacturer Specification Model #

81112006    

Extended Description:
Transfer and Setup Cost
One-Time Fee

INVOICE TO SHIP TO

WORKFORCE WEST 
VIRGINIA

WORKFORCE WEST 
VIRGINIA

1900 KANAWHA BLVD, EAST 1900 KANAWHA BLVD, EAST

BLDG 3, 3RD FLOOR, SUITE 
300

BLDG 3, 3RD FLOOR, SUITE 
300

CHARLESTON WV CHARLESTON WV

US US

Line Comm Ln Desc Qty Unit Issue Unit Price Total Price
4 Professional Service Hours (PM) 0.00000 HOUR

Comm Code Manufacturer Specification Model #

81112006    

Extended Description:
Professional Service Hours (PM)
These are estimates, actual cost will be based on consumption

Dan Haugdahl
$25,000

Dan Haugdahl
$25,000

Dan Haugdahl
100

Dan Haugdahl
$165.00

Dan Haugdahl
$16,500.00
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INVOICE TO SHIP TO

WORKFORCE WEST 
VIRGINIA

WORKFORCE WEST 
VIRGINIA

1900 KANAWHA BLVD, EAST 1900 KANAWHA BLVD, EAST

BLDG 3, 3RD FLOOR, SUITE 
300

BLDG 3, 3RD FLOOR, SUITE 
300

CHARLESTON WV CHARLESTON WV

US US

Line Comm Ln Desc Qty Unit Issue Unit Price Total Price
5 Professional Service Hours (Junior Developer) 0.00000 HOUR

Comm Code Manufacturer Specification Model #

81112006    

Extended Description:
Professional Service Hours (Junior Developer)
These are estimates, actual cost will be based on consumption

INVOICE TO SHIP TO

WORKFORCE WEST 
VIRGINIA

WORKFORCE WEST 
VIRGINIA

1900 KANAWHA BLVD, EAST 1900 KANAWHA BLVD, EAST

BLDG 3, 3RD FLOOR, SUITE 
300

BLDG 3, 3RD FLOOR, SUITE 
300

CHARLESTON WV CHARLESTON WV

US US

Line Comm Ln Desc Qty Unit Issue Unit Price Total Price
6 Professional Service Hours (Senior Developer) 0.00000 HOUR

Comm Code Manufacturer Specification Model #

81112006    

Extended Description:
Professional Service Hours (Senior Developer)
These are estimates, actual cost will be based on consumption

SCHEDULE OF EVENTS
Line Event Event Date
1 Questions due by 3/13/2024 at 10:00am ET 2024-03-13

Dan Haugdahl
$165.00

Dan Haugdahl
100

Dan Haugdahl
$16,500.00

Dan Haugdahl
$285.00

Dan Haugdahl
100

Dan Haugdahl
$28,500.00
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Exhibit A ‐ Pricing Page for WorkForce West Virginia
Virtual Call Center

AWS Services per 2,000,000 minutes connect charge 4.1‐4.4
AWS Services per 1,000,000 minutes inbound 4.1‐4.4
AWS Services per 1,000,000 minutes outbound 4.1‐4.4
AWS Services per 500,000 chat messages 4.1‐4.4

AWS Services Contact Lens per 1,000,000 voice minutes 4.1‐4.4

AWS Services Contact Lens per 500,000 chat messages 4.1‐4.4

AWS Services Storage 4.1‐4.4

Cloud Assured Managed Services (monthly) 4.5

Transfer or setup costs (one‐time) 4.6

Professional Service Hours (PM) 4.7 $165.00 $16,500.00
Professional Service Hours (Junior Developer) 4.7 $165.00 $16,500.00
Professional Service Hours (Senior Developer) 4.7 $285.00 $28,500.00

VENDOR'S NAME: Morse Data Enterprises, LLC

VENDOR'S REPRESENTATIVE: Dan Haugdahl

VENDOR'S PHONE & EMAIL: 952‐454‐8716, dhaugdahl@itsmorse.com

GRAND TOTAL
$894,300.00

100

$0.00
$216,000.00
$300,000.00

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

TOTAL AWS SERVICES ESTIMATED COSTS $742,800.00

Description Specification
Etimated Monthly 

Cost
Total

Estimated Annual Contract 
Amount

100
100

$750.00

$1,150.00

$24,000.00

$180,000.00

$9,000.00

$13,800.00

$60,000.00

Hourly Cost Total

Total

$25,000.00

Description Specification

$5,000.00

$25,000.00

Description Specification Estimated Hours

Description Specification One Time Fee 

Estimated Monthly 
Cost
$0.00

$18,000.00
$25,000.00
$2,000.00

$15,000.00



Dan Haugdahl
Morse Data Enterprises, LLC

Dan Haugdahl
13785

Dan Haugdahl
Reseach Blvd. Suite 125

Dan Haugdahl
Austin

Dan Haugdahl
TX

Dan Haugdahl
United States

Dan Haugdahl
78750

Dan Haugdahl
Dan Haugdahl

Dan Haugdahl
952-454-8716

Dan Haugdahl
03/13/2024

Dan Haugdahl
92-2590028



Dan Haugdahl
12

Dan Haugdahl
Month

Dan Haugdahl
$5,000

Dan Haugdahl
$60,000

Dan Haugdahl
12

Dan Haugdahl
Month

Dan Haugdahl
$61,900

Dan Haugdahl
$742,800



Dan Haugdahl
25,000

Dan Haugdahl
25,000

Dan Haugdahl
100

Dan Haugdahl
$165.00

Dan Haugdahl
$16,500.00



Dan Haugdahl
$165.00

Dan Haugdahl
100

Dan Haugdahl
$16,500.00

Dan Haugdahl
$285.00

Dan Haugdahl
$28,500.00









































Dan Haugdahl
Dan Haugdahl - Director of Sales and Business Development

Dan Haugdahl
13785 Research Blvd. Suite 125, Austin, TX 78750

Dan Haugdahl
952-454-8716

Dan Haugdahl
dhaugdahl@itsmorse.com

Dan Haugdahl
Morse Data Enterprises, LLC

Dan Haugdahl
Kennedy Pereira, Chief Revenue Officer, 03/13/2024

Dan Haugdahl
kpereira@itsmorse.com

Dan Haugdahl
408-623-7224



Dan Haugdahl
Morse Data Enterprises, LLC

Dan Haugdahl
3/13/2024











Dan Haugdahl
Dan Haugdahl

Dan Haugdahl
952-454-8716

Dan Haugdahl
952-454-8716

Dan Haugdahl
N/A



Dan Haugdahl
Morse Data Enterprises, LLC

Dan Haugdahl
Dan Haugdahl

Dan Haugdahl
952-454-8716, dhaugdahl@itsmorse.com



Morse Contact Center Innovation 
 

Why Partner with Us? 
   

 
Innovative Thought Leadership 
 
Our team of Amazon Connect thought leaders is unmatched.    
  
While Morse is positioned to meet CTIOs immediate requirements, we are equally poised to further 
enhance the WV DOL customer experience by leveraging the latest AWS features, including Generative 
AI. Our team's passion for technology and customer-centricity makes us a standout choice.  
  
Our technologists at Morse possess a deep understanding of customer needs and are committed to 
pushing the boundaries of innovation. Notably, our leadership team members have played integral roles 
in shaping the evolution of Amazon Connect, contributing to multiple patents related to real-time 
supervisor and agent assistance services such as Contact Lens, as well as migrating some of the largest 
referenceable customers to Amazon Connect. 
  
Integrating Generative AI into WV DOL's customer interactions can not only revolutionize the customer 
experience but also provide a delightful agent experience while optimizing agent productivity. This 
means personalized and dynamic interactions, proactive issue resolution, and higher customer 
satisfaction. Our extensive expertise in AWS and Amazon Connect ensures that this integration is 
seamless, efficient, and tailored to WV DOL's unique requirements.  
  
By partnering with the Morse team, WV DOL gains more than a service provider; they gain a strategic 
collaborator that is dedicated to redefining customer engagement. Our history of innovation and our 
commitment to excellence position us as a reliable and visionary partner for WV DOL.  
  
Incorporating the Morse team into your customer engagement strategy is not just a decision for today; 
it is a step towards creating a customer experience that sets WV DOL apart as a leader in the industry. 
  

Experienced, Visionary CX Leaders 
 

Will McCain, Operating Partner and President: A 17-year cloud industry veteran who built the global 
public sector Amazon Connect business, was VP of Global Sales for one of the largest CX organizations in 
the world, Concentrix, and led Emerging and Advanced Technology Go-to-Markets at Cisco.  
  
Considering Will’s Connect public sector leadership experience while at AWS, few leaders understand 
how Amazon Connect benefits government agencies like Will does.  
  
Jay Yeras, VP of Development and Engineering: Co-founded Amazon Connect’s partner program and led 
strategic initiatives like AWS’s Partner DevOps. 24+ years in technology leadership, steering engineering, 
solutions architecture, and business development at the likes of Genesys, Snyk, and AWS.  
  



Mick Shaw, Head of Solution Architecture: 30+ years in tech leadership, dedicated to operational 
excellence and service delivery improvement. Mick has headed up solutions architecture, engineering, 
and leadership at the likes of Avaya, AT&T, Content Guru, and Potomac Integration & Consulting.  
  
Mick was also the lead technical architect behind DC Gov’s massive Amazon Connect migration, which 
spanned 60+ agencies. He has integral in the continuous innovation of DC Gov’s Amazon Connect 
environment, which includes Gen AI deployments. 
 

Morse Product Innovation 
 

Generative AI and Large Language Models 
 
Morse was in a unique position to be granted preview access to Amazon Bedrock by AWS.  
Amazon Bedrock is platform developed by AWS designed to make cutting-edge AI technologies, 
specifically LLMs like GPT (Generative Pre-trained Transformer), more accessible to businesses and 
developers. 
 
Since July of 2023, Morse has been building robust Gen AI capabilities into our Amazon Connect offering 
by leveraging Amazon Bedrock and Amazon Q.  
 
Amazon Bedrock gives us the ability to train LLMs on WV DOL’s internal knowledge repositories, which 
empowers agents with real-time information presented to them by AI when interacting with a customer. 
It also enables IVR bots to interact in natural language and understand nuance and context like never 
before. In addition to significantly higher customer satisfaction, this results in much higher rates of call 
deflection and self-service, which unlocks cost savings. 
 
Expected outcomes from Gen AI capabilities in Amazon Connect, powered by Amazon Bedrock and 
Amazon Q: 
 
1. Improved Customer Service Efficiency 

• Automated Responses: Generative AI can provide instant, accurate responses to common 
customer inquiries, reducing wait times and improving overall customer satisfaction. 

• Intelligent Routing: AI can analyze the customer's query and direct it to the most appropriate 
human agent or automated system, optimizing resolution times. 
 

2. Enhanced Personalization 
• Customized Interactions: By understanding the context and history of customer interactions, 

generative AI can tailor conversations and recommendations, making each customer feel 
understood and valued. 

• Predictive Support: AI can predict customer needs based on past interactions and current trends, 
offering help before the customer even asks. 
 

3. Quality and Compliance Monitoring 
• Real-time Assistance: AI can assist human agents in real-time by providing them with 

information, suggested responses, or compliance reminders during customer interactions. 
• Automated Quality Control: By analyzing a vast amount of call and chat data, AI can identify 

patterns and suggest improvements to enhance the quality of customer service. 



 
4. Scalability and Cost Efficiency 

• Handling Volume Spikes: AI systems can scale up instantly to handle sudden increases in contact 
volume, ensuring consistent service quality without the need for proportional increases in 
human staff. 

• Reducing Operational Costs: By automating routine inquiries and tasks, generative AI can 
significantly reduce the workload on human agents, leading to savings on labor costs. 
 

5. Continuous Learning and Improvement 
• Adaptive Learning: Generative AI models can continuously learn from new interactions and 

feedback, constantly improving their accuracy and effectiveness over time. 
• Insights and Analytics: AI can analyze customer interaction data to provide insights into customer 

behavior, preferences, and service issues, guiding strategic improvements. 
 

6. Creating New Opportunities for Engagement 
• 24/7 Service: AI-powered chatbots and virtual assistants can provide round-the-clock support, 

ensuring customers have access to assistance anytime. 
• Innovative Services: Generative AI can enable new forms of customer interaction and services, 

such as conversational commerce, personalized recommendations, and proactive service alerts. 
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