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June 29, 2010

Department of Administration
Frank Whittaker

Purchasing Division

Building 15

2019 Washington Street East
Charleston, WV 25305-0130

Dear Conferencing Services Evaluation Team,

Marketing Services Group has selected InterCall to support your digital teleconferencing recording and
storage needs. Working extensively with InterCall, we believe InterCall offers the industry’s best
communications solutions — including hosted audio, web and video conferencing, web collaboration and
Unified Communication solutions.

To support Workforce West Virginia (WWVY's program, we have assembled a dedicated team. Your
InterCall dedicated support team has over 20 years combined in the conferencing communications realm,
providing you with unparalfeled support and solution knowledge.

By selecting Marketing Services Group as your crisis communications solutions provider, we provide WWV
a level of service that reaches far beyond the delivery of communications services:
+  Unrivaled Commitment to Your Crisis Communications and Conferencing Program Needs
Consultative Services to Help You Source the Right Solutions for Your Business
Tenured, Knowledgeable Conferencing and Telecommunications Professionals
Dedicated, Accessible, High Touch Account Management and Customer Service
long-standing Relationship with WWYV -

Market Leading Solutions
Comprehensive Telecommunications and IT Solutions

Full-featured Audio, Web and Video Conferencing Solutions with InterCall

Thank you for the opportunity to grow our business by servicing the WWV. We look forward to personally
demonstrating our distinctive and exceptiofal services and proposed InterCall solutions.

Best regards, , )
Sx'm bttt
Steve Bush, Vice President
Marketing Services Group Inc. Channel Manager
1-877-MSG USA1 312-526-3169

steve bush@msgusa.com jkendricken@intercall.com
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The information supplied by InterCail® in this document is the property of InterCall®. Furthermore, unless such information
was previously known to you free of obligation to keep it confidential, or has been or is subsequently made public without
wrong daing on your part, such information must be kept cenfidential by you, not shared with third parties, returned to
InterCall® upon its request, and used only for the limited purpose of aiding you in evaluating InterCall's” Conferencing
Services.
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June 29 2010

Dear Workforce West Virginia (WWYV) RFQ Evaluation Team:

InterCall is pleased to present to the Workforce West Virginia (WWV) our hosted audio conferencing services to
meetf the requirements outlined in your RFQ WWV 10-866 (BOR digital teleconferencing and storage).
Considering WWV's immediate and long term needs, we believe our hosted audio conferencing services
provide WWV optimal solutions, easily supporiing your existing equipment and network environment and
requiring no special equipment or capital expense.

Conferencing solutions are at the heart of our business. We have designed our audio, web and video
conferencing solutions for flexibility and versatility. To directly meet your digitat teleconferencing and
recording needs, our Reservationless-Plus audio platform is an easy-tc-use, highly avaifable, on-demand
service that can be used to host and record your hearings. Reservationless-Plus also includes an online
Call Manager to support better meeting management and audio controls.

Working as your partner for communications solutions, InterCall looks forward to supporting WWV and
advancing how you host, capture and digitally store WWV hearings. InterCall alse offers a full portfolio of
conferencing and Unified Communications solutions. With InterCall, WWV can enjoy a single provider
dehvenng solutions for your everyday, high profile and critical conversations:
+ Local and Global Coverage — Call Centers, Operations & Support Offices across the US,
Canada and in 20+ Countries Worldwide

100% Conferencing Focus with Talented Staff Delivering World Class Service
Dedicated Account Management And End User Training Services
+ InterCall Online — Central Portal to Easily Manage Your Conferencing Program
+  24/7 Live End User Support

Contact Name to Represent InterCall in Any Negotiations & Sign any Contract That May Result
Shannon Hunt Kelly

Assistant Counsel

8420 W. Bryn Mawr Ave. Suite 400

Chicago, IL 60631

402-965-7063 direct

706-902-3961 fax

shkelly@west.com

Additional Contact

Jo Ann Kendricken, Channel Manager
525 N Ada St#46

Chicago, IL 60642

312-526-3169
jkendricken@intercall.com

Thank you for the opportunity to illustrate InterCalf's service offering 1o the WWV. The enclosed proposal
outlines our comprehensive and cost effective Digital Recording solution. We look forward to building a
solid and long-lasting business partnership with WWV, providing your business with solutions that make
sense for how you need o communicate.
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) InterCall

Letter of Interest

Best ragards,

Herb Pyles 66—7
Senior Vice President Client Operations

773-867-7148
hpyles @intercall.com
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GENERAL TERMS & CONDITIONS -
REQUEST FOR QUOTATION (RFQ) AND REQUEST FOR PROPOSAL (RFP)

1. Awards will be made in the bastinterast of the Blats of Wast Virginla,
2. The State may acceplor rejsciin part, or in whee, any bid,

3, Prier s any award, the apparenl successful vendor must be properly registered with the Purchasing Division
and have paid the yequired 3125 ize.

4. All servieas performed or goods dalivered undsr State Purchass Order/Cortracis are {o be continued for the
serm of tho Purchase COrderConiracts, cenlingent upon funds being approprisied by the Legislakae or otherwise
heing made available. In the event funde are not appropristed or otharwise avaliable for these setvices or goods
this Purchase CrderfConlrast becomes void and of no-effect after June 30,

&, Paymant may only be made afar the delivery and aseeptance of goods or setvices.

6. Intarest may be paid for lales payment in accordance with the West Virginia Code.

" 7. Vendor preferenns will bs granted upon writtan request in accordanca with the West Yirginia Code.

8. The Slate of Wast Virgina iz exempt from federal and state taxes and will not pay or relmburse such taxes.

9. The Dissttor of Purchasing may cancet any Purchass (rder/Conlract upoh 30 days writlen nofiss 2 the seller.

10, Ths iaws of the State of West Virginia and the Legisfafive Rules of the Purchasing Divishbn shall govem tha
purchasing process,

11, Any referenca o automafic reneval is hereby deleted. The Gontract may be renewed only upon mutual written
agreemant of the parties. -

12. BANKRUPTCY: In the sveni e vendor/contracter files for bankruptcy protection, the Stale may deem
this coniract il and vold, and terminate such contract without further order.

13, HIPAA BUSINESS ASSCCIATE ADDENDUN: The West Viginia State Govemnment HIPAA Businese Associate
Addendum (BAA), approved by the Attomey Gonaral, is available orline at www.state.wv.usfadmin/purchasajyre/hipna.hio
and is hereby made part of the agresment Provided thal ihe Agency meels the dsfinifon of & Cover Entily
(15 CFR §160.153) and will be disclosing Protected Health information (45 CFR §160.103Y ko he vendor, .

14. CONFIDENTIALITY: The vender agreas that he or she will not disclose to anyone, diectly or indi-ectly, any such
personally identifiable information or other confidenfial information gained from the agency, unless the Yudividual whio s
the subject of the informafion sonsents to the disclosure in waiting or the disclostre s made pursiantio the agency's
paliciey, procedues, and julss, Vendor further agrees o comply with the Confidentiality Pollcles aad Infofmation
Secwity Accounizability Requirements, set forth in tip/Avww. state.wyv usiadmin/purchasefprivacy/noliceGor fidentiality. pdf.

15. LICENSING: Vendors must bs licensad and in good standing in accordance with any and all stale and loca! laws and
requirements by any stale or local agency of Wast Virginia, Incduding, but not limited 1o, the West Virghia Secretary
of State's Office, the Wast Virginia Tax Deparimant, and the Wast Virginia Insurance Commission. The vendor must
provide all necossary releases to  obtain  information b epabls the director or spending unit to
verily that e vendor s lcensed and In good slaniitg with the above enlilles. .

16. ANTITRUST: In submiting a bld to any agency for the State of West Virginia, the bidder offers and agroes it
if the bid is accepted the bidder will convey, sell, assign or transfer to the State of Wast Virginia all rights, ttle and interest
in and te all causes of action it may now or hereafter acquire unday the antiirust laws of the United States and the State of
Wast Virginia for prige flxing andler unreasanable fastraints of trade relating to the parficular sommedities or sanvicas
purchased or acquired by the Stata of West Virginia. Such assignment shall be made and become effective af ihe fine the
purchasing agency {fehdars tha inftial payment lo the hiddar.

| certily that this bid it made without prior understanding, agraement, or connection with apy cotperation, firm, tnited
limbillty company, pariership, or person or enfity submitting & bid for the same maleral, supplies, equipmert or
services and s in all respecls falr and withoid sollusion or Fraud. | further cartify that | am authorized to sign
tha certification on behalf of the b'dder or this bid.

INSTRUCTIONS TO BIDDERS

2. tams offered must be in comaliance with the specificafions. Any deviation from the speciiicafions must be clearly

Indicated by W2 bidder. Alternates offsred by the bidder as EQUAL to the specilications must bs clearly

defined. - A biddsr offetivg an allomate showld attach complete specificatlons and literature o the bid, The
Purchasing Division may waive minar deviafions to specifications. :

3. Unit pricas shall pravall in case of discrapancy. Al quelations are considerad F.O.B. destination. unless alternate
shipping terms are ciearly identfied in the quotation.

4. All cuotations must ba dellvered by tha bidder o the office listed below prior lo the date and tme of the bid
opening. Fallure of the biddsr ta daliver the guctations on time will result In bid disqualffications: Depariment of
Administration, Purchasing Divisian, 2019 Wazhington Street East, .00, Box 50130, Charleston, WV 25305-0130

5. Communication during the solicitation, bid, svaluation or award perieds, except through the Purchasing Division,

s strisily prohibited {W.Va. C.5.R. §748-1-5.8),

Fav. 12/15/458

wost

1

{ intarCall is o Sebidiory

v of West Carporation CONFIDENTIAL AND PROPRIETARY INFORMATION




General Terms and Conditions

InterCali Response
InterCall accepts Workforce West Virginia (WWV)'s Terms and Conditions.

i

—
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MANDATORY REQUIREMENTS:
The vendor must:

1, provide all ecwipment and services necessary for WEWV to utilize digital teleconference bridging,
digltal recording, and digltal storage of unemployment insurance hearings. All costs asseclated with
the proposed systerm must b clearly listed in'tha Cost Bid Sheet providad herewith.

nost and siore all services and related data on the Vendor's squipment,

provide access o these services through the intermst. All web interfaces of the proposed system

must be compatible with Internei Explarer versions 6., 7.%, and B.x. Al wab interfaces of the

proposed system must be compatible with the current versions.of Internat Exploer, FireFox, and

Netsnape Navigator,

4. ensure that the propused system will be compatible with the then-current wab browsers throughout
the life of any Purchass Order that results from this RFQ:

5, provide a system in which all software proposed is ofl-the-shelf, generally available; Le. not in beta
or test: and cutrently in production as proposed.  All emis) shall be new, in current mainstream
prduction, and immediately available. The State shall not accept profotypes or ilems in test
production and not formally announced for market availabiity.

6. must store and retain digital recordings of hearings for up to 2 years. DigHal recordings of all
hearings must be readily accessible during the enfire length of their refention.

7. ot purge any hearing-along with thal hearing’s assosiated flles without the written approval of 2

.. designated BOR employee(s). _
& DRt gl

Wipe:

9. have measures in piace to ensure that oniy hearings approved for putging are purged. Responders
must provide guarterly destruction reguestlog to BOR which musi be approved in writing by
designated BOR employee(s).

10, nofify WEWV within one hour of the beginning of tha fapse in service If the successful vendor Is
unable to provide services.

14. In the event of a disaster affecting the ability of the successful vendor to provide services, the
vendor must niofify WFWY within thres hours of the estimated date and ime of service resforation.

12. provide system redundancy, fault lolerance, and a fully functional and tested disaster recovery

" faciity..

13. secursly destroy all WRWV records following WEWV's pxiraction.

14. ensure the security of unemployment insurance records, including compliance with applicable
State and Fedoral data privacy stalutes, in complete detail .

15. require that all employess of the succassful vendor who shall have access tn the information
acquired through the execution of any Purchase Order resulting from this RFQ must sign & data
corfidentiality agreement ensuring WEWV that all staff with access to West Virginia unsmployment
insutance records complies with the requirements of West Virginia data privacy statutes.

16. resiiicl access to the proposed system by WFWY staff via a secure sockeljayer protocol.

e e s Ring da T sl el Gl e beter a8 Senure Sopkel

w b

18. generate ltemized, monthly reports showing usage of the dial out conference bridge by BOR,
length of call, origin of call, destination of call, date, and time of calls, etc. Reports must be able fo
ba broken down and provided in a manner which shiows records of calls by dats, Applieant 1D,
[ssue D number, issue sequence number, and Law Jdudge, atthe request of WFWV staff, Such
requests shall not be made more than 12 fimes per year. :

{ teinCoil s o Subsidiery
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10. submit monthty bills to WFWY for the previous month's usage within 15 calendar days of the month
being billed. Monthiy bills must include, -t a minimum, the foiowing information: a unique voice
number and invoice date, vendor address, Purchase Order Number WWV-30-862, call date, call
start time, c&ll duraiion, number of participants, charges per call, Law Judge Name, phone
number(s} called, origin of call, and total charges.

20. mainiain a domastic Help Desk for troubleshooting problems and assisting users. The Help Desk
must be operationai 7 AM. to 6 P.M. ET, Monday fo Friday, exciuding Staie Holidays, The Help

~ Desk must be accessible via a local or toll-free telephong number. o o
Y sl ) Sane SO YIPHY BOR i
gefein,.Tiiining must be provided fof al 25'BOR staff at

other users.

23. have three years” experience in implementing conference bridging, digital recording and storags in
an imegrated system, At least one completed project mist be similar fo this priect in siza and
stope.

The preposed system must:
1

fie hearings by the following index values: issue ID Number, Issue Sequencs Number, Applicant

I3, Employer Account Nurmber, Hearing Date, Hearing Time, Unemployment Law Judge, Applicant

Name, Employer Name, Telephona Numbers, Winesses’ Names, Witnesses' Telephone Numbers,

Represenialives’ Names and Representative’s Telephone MNumbets,

nliow for the establishment of hearing records via an upload from WFWV.

allow elther a nightly slectronic fransfer or an automatic fransfer of the data from WEWV fothe

successiul vendor,

4. have a mechanism ‘o alert the BOR fo discrepancies betwsen record uploads from WFWV and
rezords entesed manually by BOR via the successful vandor's web interface. Note: WFWV doas
not anticipate transmitling social security numbers or eriployers’ federal identification number as a
pait of the fransmitted record.

5. allow entiy of calling data (phone numbers of the parfies involved) prior 1o a hearing to provide
efficient calling of al parties. Call data must be able fo be added automatically via an electronlc
intstface and manually via 2 web page{s).

6. be capable of cafling and connecting all parties involved in a hearing.

7. notcall and connec the paities invalved in & hearing without being somranded to do so by the

8

w 1

BOR or other authorized WFWY user.
. ba capable-of auto-dialing extension phone numbers and navigating auto-altendant phone
systems.

9. be capable of dialing infermational numbers,

10, provide both audible and visible {through the web interface} cuss o nofify the BOR when any party
becemes disconnected during the hearing. Such cues must not be a tone that would trigger
disconnect If the recording is replayed at a subsequent time.

11, include audio quality control, addfdrop capability, and mufing capabiity.

12. have = high volume capagity, such thal up 1o 10 separaie parficipanis ey participate inone
conference call

13. have the capacity o set up and record 30 simulianeous hearings with at ieast five {8} participants
each.

14, be capable of hosting at least 2,000 conference calls per year, and must be scalable to 4,000
conference calls per yesr.

IterColt i _Sf.tbs_i(_iiqry
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15, be capable of recording at least 1,000 minutes of conferences per day, scaizble o 2,000 minules
par day, Calls will have an averaga length of 50 minutes per hearing.

16. afisw for ancess, selection, and playback of prior hearing recordings during & subsequent hearing
such that all parties on the teleconference can hear the priar recording. The playback must be able
1o oocur white continuing to record the subseguent haaring.

17. parmit users the capability fo creale of customize "markers™ fo tag or *bookmark” noteworthy
events in tha recordng (1.e., oath, introduction of exhibits, applicant, employer, and witness
testimony, eic).

18, allow authorized staff access fo hearing recordings for selection and playback.

19, save hearing recordings in a format (such as wav) that does nat require special sofiware ¢ fsten
to.

20. permil authorized users to maka a copy of the recording via digital media andfor file fransfer,

24, permlt searching for recorded hearings by Index values including: Applicant 1D, Issue (D, Employer
Account Number, and Unemployment Law Judge's Name.

22, permit the user to search for and playback bockmarked events from a hearing, white recording the
same hearing.

23. ba avaiable and furcionally operational 99% of the tims, Monday-Friday, 8:00 AM. CT 10 6.00
PM. €T, not including State Holidays, such that the proposed system is avaitable and functionally
operational for 99% of all minutes within egch calendar month. Force Majeure evenis shall not be
counted against the sticcessful vendor for the purposes of ihis requirement.

Mandatory Requirements

InterCall Response

InterCall’s Exceptions

Mandatory Requirements
The vendor must:

8. InterCall cannot currently provide a secure method of purging files.

9. InterCall cannot currently support this requirement.

15. InterCall’s current confidentiality agreement does not include West Virginia data privacy statutes.
21. InterCall provides training via audio and web conferences.

The proposed system must:

1. InterCall cannot currently support this requirement.

2. InterCall cannot currently support this requirement.

3. InterCall cannot currently support this requirement.

4, Not required.

8. Navigate auto-attendant phone systems not currently supported.
17. InterCall cannot currently support this requirement.

21. InterCall cannot currently support this requirement.

22. InterCali cannot currently support this requirement.

lest : .
W‘ i folesCol is & Subsidiary
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State of West Virginia
WorkForce West Virginia
REQ # WW\V/-10-866
Cost Bid Sheet

ONE TIME CO5TS:

On-Site Training

6 { estimated number of hours}x __$0 {hourly rate) = s o
*Training done remotely via audio and web conference
System Configuration and Customization

20 { estimated number of hours)x __§0 (hourly rate} = s 0
initial programming
20 { estimated number of hours}x __ $0 (hourly rate) = s 0
TOTAL ONE TIME COSTS $ 0 (1)

SOFTWARE REQUIREMENTS:

itemized list of software* requirad

Standard internet explorer access, perthe RFP. S 0

TOTAL SOFTWARE CO5TS: 5 0 (2}

COST FOR CALLS:**

$  0.03 _ (rate per minute)

Multiplied by 130 calls per month

Multiplied by 120 minutes {2 hours per call)

Multiptied by 5 participants per call = $ 5308 {3}
Rate: $.03 = $28087avg cost of calls on ResPlus/mo {a 6th line is added as the recording line)

Archive storage: $50/per recording = $6500

(.03x130x120x6) + (130xE0) = $8308favy per month

Grand total of Costs (1} + {2} +(3) = $ 9308/ avg per month

) o o o TOTAL BID
Recording access: $.03/min if participants dial into listen via a toliftoll free number

*A list of additional computer hardware needed i to be fisted separately and will be purchased under an existing State-wide
contract separate from any contract resulting from this RFQ

*kpata per minute shautd include all long distance charges; conference bridging charges, recording of hearings, storing of
recardings and retention, and unfimited access to download and replay recordings.

Note: The number of calls, minutes and participants provided herein are for cost estimating purposes only and are not
intendad to reflact current volumes.

10*866 fdigital teleconferencing for BOR)

{ IntarCof! is o Subsidiery
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Audm Conferencmg

"~ Por Min/Per User

Reservatlonless P!us Toll and Toll-free
Access a conference call whenever you need fo get people together.
No reservations required—all you need {o initiate a call is your
permanent dial-in number, conference code and PIN. Reservationless-
Plus offers a variety of features to enhance your call, including record
and playback, project codes for bill back, toll-free dial-in for
international participants and operator assistance. Our online call
management tool even lets you schedule, start, present and archive
your conference on the web.

Conference Record Option
Record the conference for live broadcast stream or archive broadcast
for later playback.

Toll-free: $0.03
Toll: $0.03

$0.03/min

Operator Assisted Toll and Toll-free

Use this reservation-based service to hoid audio conferences at
anytime, with the personal assistance of an operator. It supports up to
25 connections.

Operator Assisted with Event Plus

Choose Event Plus, a feature available with our Operator Assisted
service, to get the added benefit of speedier entry into the call for your
participants. Event Plus reduces hold times for participants by allowing
them to join your call through an autemated process without waiting to
be greeted by an operator. An operator is available during the call to
offer assistance if needed.

Toli-free: $0.15
Toll: $0.15

Toll-free: $0.17
Toll: $0.17

e

é
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| PerMin/Per User

Premium Toll and Toll-free

Communication Lines.

Premium with Event Plus

Bring everyone together in one seamlessly planned, managed and
executed event—no matter the size. Add features, like Q&A, recording
or transcription, to ensure you get everything you need from your call.
At the time of your conference, participants dial into your call and are
greeted by an InterCall operator who places them into your meeting.

Premium and Value Added Services: Polling, Q&A and/or

Get most of the features available with Premium calls and the added
benefit of speedier entry into the call for your participants by choosing
Event Plus, a feature available with our Premium service. Event Plus
is an ideal feature to select for very large calls because it reduces hold
times for participants by allowing them to join your event through an
automated process. An InterCall operator will not greet your
participants, but is available to suppert everyone throughout the call.

Toll-free: $0.19
Toll: $0.19

Toll-free: $0.19
Toll: $0.19

Online Reservations

No charge

Toll Free Reservations

No charge

Event Registration:

Phone Registration

$125 set-up fee
$2.50 per registrant

Web Registration

$3500/program, $100 monthly hosting fee

Phone & Web Registration

$3750/program, $100 monthly hosting + $2.50/phone
registrant

Recurring Call Scheduling

No charge

Project Accounting Codes

No charge

Fax/Email Confirmation

No charge

Broadcast and Record Your Conference

Streaming

$.03 min/part

Voice Broadcast

$.45 per recipient (domestic)

Fax/Email Broadcast

$.45/page faxed, $.35/ email

Streaming

Volume dependent

tnierColl s o Subsidiary
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Enhanced and Value Added Features S

Encore

Encore Replay daily fees are calcutated based on:
Number of participants dialing in for replay
Number of minutes participants listen to replay
Rate: $0.17 per minute toll-Free

$0.17 tol}
$20 minimum daily fee applies.

Reservationless-Plus Archive Extension

$50 per recording

CD

$50

CD Indexing

$100/CD

Cassette Tape

$20

Transcription

$60/15 minutes, delivery in 48 hours
$70/15 minutes, delivery in 24 hours
$85/15 minutes, delivery in 12 hours
$105/15 minutes, delivery in 3 hours
*48 hour advance notice is required
Question and answer session only: additional $25
Fax delivery: additional $40

— — p— —

business day)
business day)
business day)
business day)”

PR Distribution

$150

Podcasting

$65 per audic file/CD

Enter Your Conference

Dial Out (domestic)

No charge

Lecture Mode

No charge

Direct Entry

No charge

Music Endry

No charge

Entry/Exit Tones

No charge

Name Announce

No charge

Roll Call

No charge

Leader First/l.ast

No charge

Administer Your Conference

Subconference

No charge

Communication Line

No charge

Promotional Tape

$100

Voice Talent

$225

Custom Script

No charge

Encore Emporium

$125 set-up fee plus usage

latarColt is-6 Subtidiery
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Enhanced and Value Added Features

Encore Dlgttal Recording Studio

$20 minimum daily fee applies.

Standard Encore pricing at $. 17 per mlnute

Group Mute/Unmute

No charge

Self Mute/Unmute

No charge

Gather Data For Your Conference

| eader-View

$200 per conference

Polling

No charge

Question & Answer Session

No charge

Participant Report

Enhanced: $1/participant or $40 minimum

Standard: $.50/participant or $25 minimum

Premium: $1.25/participant or $75 minimum

Encore Plus

$125 set-up fee plus usage

Encore Voice Prompts

No charge

Encore Reports

$50*

participants or less

*Includes three pieces of information for 250

Secure Your Conference

Conference Lock

No charge

Passcode/Password

No charge

Approved Participant List

$2.50 per participant

Shipping and Handling

Domestic Standard S&H

$15/address

Domestic Priority S&H

$25/address

International S&H

$50/ address

Reservation Cancellation/Short Notice S

cheduling

24 hour Reservation Cancellation Fee

$5/reserved line

24-48 hour Reservation Cancellation Fee

$35/cancellation

Pop In Scheduling Fee

$30/reservation

Non-Automated Entry Fee

$1fline

Operator Assisted Overage Fee

$2.25 per participant
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InterCall History and Background

In a recent market report, Wainhouse Research ranked InterCall as the largest conferencing service

provider in the world. The achievement is the result of interCall’'s successful expansion over the last

several years through strategic acquisitions and exemplary organic growth. This solid track record of
growth is inherent in our company history.

InterCall was founded in 1991 as a subsidiary of ITC Holding Company/ITC West Point, a 110-year-
old telecommunications firm responsible for launching, funding and operating dozens of successful
communications and Internet-related businesses. Within just a few years of our founding, InterCalf
became the largest privately held conference service provider in the world. In May 2003, West
Corporation, a telecommunications company founded in 19886, acquired InterCall. West,
headquartered in Omaha, Nebraska, is one of the nation’s premier providers of customer contact
solutions. West's experienced personnel, cutting-edge technology, and advanced systems enable it
to provide solutions that help increase revenue, lower costs and improve customer satisfaction.

The synergies between InterCall and West have been important to our continued financial stability
and growth — growth at a rate that has averaged 30% annually since the inception of the company.
West's proprietary conferencing platform provides high capacity, redundancy and scalability for
interCall's customers.

Company Timeline

» 1991 Founded as a subsidiary of ITC Holding Company/ITC West Point
2000 launched web conferencing service
2002 InterCall Canada established

+ 2003  Acquired by West Corporation, acquired Conferencecall.com

+ 2004 Acquired ECI
2005 Acqguired Sprint’s conferencing assets, acquired Raindance
2006 Launched InterCall Web Meeting
2008 Acquired Genesys Conferencing

+ 2009 Launched InterCall Unified Meeting, Acquired Corvent
2010 Acquired Stream57, Acquired SKT

Corporate Headguariers

InterCall West Corporation
8420 W. Bryn Mawr, Suite 400 11808 Miracle Hills Drive
Chicago, IL 60631 Omaha, NE 688154

Recognized Global Solutions Provider

With operations, facilities, call centers and sales offices across North America, Europe and Asia Pacific,
interCall provides our customers global presence with a truly local fouch. Based on 2008 total revenue,
interCall’s market share has grown to 19.9% (audio: 24.0% web: 9.0% video: 5.7%).
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InterCalt has infrastructure strategically located in each of the main conferencing regions worldwide,
ensuring our customers have local access points to our conferencing platforms. Furthermore, with
sales offices and call centers in over 20 countries worldwide, InterCall delivers global account
management and in-region end user support services that far out reach the competition.

By delivering all services in all regions, we provide our customers with a consistent service offering
and end user experience. In doing so, InterCall easily meets the standards of multinational customers
looking for a single conferencing vendor to provide seamless services to all their locations worldwide.

Solid Track Record of Financial Strength and Growth

InterCall's strong financial position is illustrated by our exceptional growth. Since our inception,
InterCall has grown our service offering and expanded our customer base to become the world’s
largest conferencing service provider. In 2009, InterCall grew our business to:

Deliver over 16 billion minutes annually

+  Support over 1.5 million unique conference leaders in more than 75,000 organizations
+ Handle participant connections from 179 countries — 93% of the world’s countries
More than 430,000 ports and over 200,000 {P ports deployed worldwide

+  Generate over $1 billion in revenue annually

These figures continue to grow annually at a pace greater than the industry average, while
maintaining the highest quality standards in the industry.

As a wholly owned subsidiary of West Corporation (a privately held company), InterCall does not
publish public financial reports. Qur financials are included as part of our parent company’s financials.
To gain a greater understanding of InterCall's excellent cash position and overall profitability, please
view West financial information that includes InterCall’s performance and viability at

http://investor.shareholder.com/west/.

Proven Conferencing Provider Uniguely Competitive in the Market

Because conferencing is our focus, our talented professional staff is dedicated to the successful,
consistent and quality delivery of our conferencing solutions. InterCall’s parent company, West
Corporation, boasts the capital and technical expertise that allows us to be equipped with the finest
technology infrastructure. This combination of industry leading technology, a robust global
infrastructure and world-class service is the backbone of our recognized position at the forefront of the
conferencing and collaboration market.

Qur proven conferencing solutions and exceptional customer service enable us to effectively compete
with both large telecommunications firms and smaller, independent conferencing companies.
Although large telecommunication firms have the financial resources to invest in the latest technology,
they do not focus exclusively on conferencing and customer service, like we do. InterCall specializes
in partnering with large organizations and we have significant experience in implementing high volume
accounts. In fact, we have established a superior reputation for successfully executing large,
auditorium and executive calls. Smaller independent conferencing companies, unlike interCall, do not
have the resources to deliver services on a large or global scale, nor can they provide the most
competitive rates.
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Awards & Accolades

InterCall's dominance, innovation, vision and customer service is well established in North America.

We have been working to achieve similar successes abroad by implementing true global processes

resulting in a more seamless, global customer experience. These efforts are not going unnoticed.
+ 2005, Frost & Sullivan awards InterCall Audio Conferencing Provider of the Year

2007, Frost & Sullivan names InterCall North America Conferencing Company of the Year

+ 2007, Wainhouse Research names InterCall Largest Conferencing Service Provider in the
World

2008, Frost & Sullivan recognizes InterCall with the 2008 North American Conferencing
Services Customer Value Enhancement Award

+ 2008, Frost & Sullivan names InterCall Asia Pacific Conferencing
Provider of the Year

2009, Frost & Sullivan gives InterCall the 2009 North American
Market Leadership Award

+ 2009, Frost & Sullivan recognizes InterCaill with the 2009 Asia
Pacific Conferencing and Collaboration Service Provider of
the Year Award

+ 2008, Frost & Sullivan presents InterCall with the 2009 Latin
America Competitive Strategy Leadership Award

This recognition is testament to our successful growth, leading innovation and
excellence in customer service. By continually developing reliable and easy-to-use
services, delivered in a format that makes real business sense, InterCall effectively
meets the needs of the market and remains the most dominant conferencing solutions provider in the
world. To learn more about these awards and InterCall’'s recognition in the marketplace, please visit
the News & Events section of our website and click Press Releases.

Fulil Portfolio of Services and Strategic Partnerships

To provide our customer base with a comprehensive portfolio of services, we have established
strategic partnerships with industry-leading collaboration solutions. InterCall has strong alliances and
partnerships in place with companies such as Cisco, Microsoft, IBM, Adobe, TANDBERG, Polycom,
Avaya (formerly Spectel), Compunetix, AT&T and Verizon, enabling us fo deliver truly robust
conferencing solutions across all platforms. They also help you unify communications resources
across your organization, tying together conferencing capabilities with enterprise applications,
calendar and contacts tools {email, instant messaging, mobile devices, etc.).

Creating Greener Conneclions

InterCall takes the environment seriously and works diligently to communicate with our customer base
about the positive impact conferencing can have on greening your business while improving your
bottom line results. By providing your workforce with a real viable alternative to traveling to onsite
meetings, interCall conferencing solutions reduce your overall spend, the time your workforce is on
the road, and most importantly, your carbon-footprint. Please visit our dedicated web-based resource
(www.greenconferencing.com) and take advantage of our exciting InterCall Rewards program to
support greener business practices. We provide you with resources to support your carbon-cutting
initiatives and give you an opportunity to share ideas on making business green.
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Your communications needs change depending on who you have to meet with and what you want to
discuss. From sales demos and team meetings to marketing seminars and investor relations calls,
InterCall, the largest conferencing provider in the worid, has a solution that will help you make better
connections. Listed below is our comprehensive suite of services.

No matter where you are in the world or what you need to communicate, InterCall has the tools you need
to stay connected. You can depend on our years of experience, reliable technology, variety of solutions
and personal support to help make your everyday meetings and specialized events successful.

Audio Conferencing Services

Basic Connections

Reservationless-Plus®™—no reservations are required to use this always-on service, which is backed
by the industry’s only globally-deployed VolP conferencing network. If you're using web conferencing,
Reservationless-Plus is also integrated with our online solutions for easy management of your
meeting from a single interface.

Automated—make a reservation for your call and use a dedicated dial-in number and passcode {o
enter the conference without operator assistance.

Enhaneced Connections
Operator Assisted—gives you added professionalism and features with the help of expert operators.
This is the best service for large or high-profile calls.

Direct Event™—get the speed of automated call entry while still engaging an operator to execute
special functions like question and answer, dedicated assistance or any of our event features.

Web Conferencing Services

Basic Connections
InterCall Unified Meeting—Ilet people see what you are talking about and collaborate during
your online meetings with a single system for audio, web and video conferencing tools.

%ﬁgmom?fdfce Live Meeting

Microsoft® Office Live Meeting, offered by InterCall—host interactive,
collaborative meetings by showing presentations, software and web sites.

IBM LotusLive: Meetings, offered by InterCall—a powerful, yet simple o use ool
for securely displaying and orchestrating real-time presentations online.

Cisco WebEx™ Meeting Center, provided by InterCall—use the Internet to share  Cisco,
a PowerPoint® presentation, demonstrate software or show web site navigation. Wi K

Enhanced Connections
Cisco WebEx™ Event Center®, provided by InterCall—get everything you need to manage your
online event, from planning the seminar to conducting the meeting to post-event follow-up.

Cisco WebEx™ Support Center, provided by InterCall—allow technical support professionals to
transfer issues between reps, gather system information and diagnose desktop issues online.

west _
i intesCall is o Subsidiery
i+ of Wast Corporation CONFIDENTIAL AND PROPRIETARY INFORMATION 21




Cisco WebEx™ Training Center®, provided by InterCall—deliver live, interactive training sessions.
Share presentation, software and web sites, test and poll participants and hold breakout sessions.

Adobe® Acrobat® Connect™ Pro, provided by InterCall—cutting edge online
conferencing and collaboration solution, offering a powerful combination to support %
successful eLearning, marketing communications and enterprise-wide web conferencing. Adobe

Streaming Services

Streaming—reach a remote audience with rich media communications, available O 2
through our partnership with ON24, the global leader in webcasting and virtual N 4
event solutions, while also reducing costs and complexity.

Virtual Show—an interactive and engaging solution for online events with powerful networking
capabilities, offered to you through ON24. Conduct trade shows, partner pavilions, conferences and
training summits on a highly customizable and cost efficient virtual platform.

Event Services

Event Management—if you are short on resources and want to ensure a flawless event, rely on our
team of event professionals. InterCall's Event Services group can helip you plan, conduct and wrap-up
your seminar so you can focus on your message.

Event Registration—provides powerful tools to help manage the entire registration, communication
and reporting aspects of your event campaigns. Gather data across multiple touch points, easily
access mission-critical reports and improve event effectiveness, all while saving valuable time.

Additional Event Services—our extra services help you get even more from your events, like voice,
fax or email broadcasts, voice talent, LeaderView, custom script, lecture mode, Q&A session, encore,
reports, archiving, transcription, podcasting, on-demand file creation, editing and file hosting.

Video Conferencing Services

Video Conferencing—keep connected and utilize the latest in product innovation, proven service and
reliability to communicate your message. Virtual meetings save time and travel costs while giving your
conferences more impact.

Reservationless Video—arrange face-to-face meetings with employees, vendors and prospects, link
cross-functional teams from around the world and do it all with no reservations.

Video Managed Services—outsource the management of some or all of your video conferencing
services. InterCall can manage your bridges, schedule your conference rooms and provide dedicated
personnel fo support video conferencing usage, call monitoring and equipment maintenance.

Video Equipment—let us assist you in purchasing the right equipment to getthe  TANDBERG
most out of your video conferencing systems. No matter what your equipment or
network requirements, we can find the right solution for you through our broad network
of vendor relationships.

POLYCOM®
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Video Networking Services — in partnership with global service provider
MASERGY, InterCall offers a complete IP network and managed service solution,
including the ability to run video conferences on a secured IP overlay network with the management
of InterCall's expert technicians.

S“MASERGY

On-site Video Production—rely on our expertise to deliver high quality presentations around the
globe with the latest video and multimedia technologies

Worldwide Public Room Rentals—make it easy to join a virtual meeting by using our database of
more than 9000 public video conference rooms. The rooms are available in almost every major city so
you or your client can conduct business without having to spend time and money traveling.

Training and Development—increase your understanding of video conferencing with courseware that
provides you with the knowledge and skills required to effectively operate video conferencing equipment.

Unified Communicaiions

Get more done in a smarter fashion by integrating audio, web and video '@Ea @@%m
conferencing in a single, intuitive user interface while leveraging elements of
presence and mobility. InterCall offers tools you can use now, like Mobile Assistant,
Connect2Meeting, and Outlook®integration.

More in depth services include expert consultation and assistance with pilot,
deployment and adoption programs, and Hosted and Managed Unified
Communications solutions with our market leading partners, CallTower and Azaleos.

Communications Tools and Technology

Brainshark—repurpose existing content from Live Meeting archives or native '
PowerPoint files to create, edit, and deliver on-demand presentations. The @ brainshark
user friendly tool that provides the ability to administer polls, track views and pull reports.

MIR:Z

intedfigent Motilic

CrisisConnect—take control of your messaging so you can connect with
employees, customer, vendors or PR and legal teams in a moment's notice
through email, voice, fax, pager or text broadcasts.

GoldMail—quickly and easily create personal and powerful messages using voice GnldMgﬂ‘
recording over content from PowerPoint, PDFs, TXT documents and image files. N

Huddle—arrange meetings, share dial-in details, upload agendas and
presentations, take notes and post meeting minutes from your InterCall phone or
web meetings in a secure, personal workspace. Then carry over conversations on
group discussion forms.

IntelliCast—automate messages to stay in touch with your customers, create and
manage notification campaigns, and reduce your customer contact costs. The blast
voice-messaging platform allows for interactive, two way communications.

MEETINGSENSE

- SOFTWARE CORPDRATION

collaboratively manage meeting information and action items online in real-

MeetingSense—empower teams to easily capture, summarize, distribute, and %
time, with or without a conference or web meeting.

vaest
i InterCail is 0 Subsidieny
it ok Wast Cerperotion CONFIDENTIAL AND PROPRIETARY INFORMATION 23




1
i
i
i

est
InterCall is o Sebsichary
~mtn of West Corgoration CONFIDENTIAL AND PROPRIETARY INFORMATION 24




Reservationless-Plus Record & Playvback

Record & Playback digitally records your Reservationless-Plus conference call for participants who
were unable to attend or for those who would like to listen to it again. For easy, 24/7 availability, the
recording can be accessed on the Internet or by dialing a toll-free number. You may also purchase a
CD, downloadable link or a transcription of your recording.

To capture your conference calls for later playback, call leaders can easily initiate and self-manage
call recordings using a DTMF keypad command. These recordings are then available for replay
online using Real Media player, through dialing of the Reservationless-Plus replay number and
entering the assigned conference code or through purchase from InterCall of the recerding on CD.
Recordings are stored in both 16bit ulaw (*.au), mp3 (when ordered through InterCall Online) and
Real Media (*.rm) formats. They are retained for a period of 30 days from the date of the recording.
The length of retention is controliable through the end users owner library pages.

How to Record a Conference Call
1. Initiate 2 Reservationless-Plus conference call
a. Give your participants the date and time of your conference call, your dial-in number,
conference code and security passcode, if this option is enabled.
At the specified time, dial your Reservationless-Plus dial-in number.
When prompted, enter your conference code followed by #.
When prompted, press * to identify yourself as the leader, then enter your leader PIN
followed by #.
Press 1 to begin your conference or press 2 to change your default conference options.
i. Ifthe security passcode option is enabled you will be prompted to enter the
passcode at this time.
2. Participants join your conference by following steps b and c above.
3. Start the Recording
a. Once your conference begins, press *2 on your telephone keypad to start a recording.
b. When prompted, press 1 to confirm that you would like the recording to begin.
c. Your conference is being recorded once you hear, 'The conference is now being
recorded.'
4. End the Recording
a. Press *2 to end your recording.
b. When prompted, press 1 to confirm that you would like the recording to end.
c. Your recording will end once you hear, 'This conference is no longer being recorded.’

oo T

@

To Playback a Recording

Detailed playback instructions will be automatically emailed to you within one hour after the end of
your conference. You can choose to playback your recording over the Internet or by telephone. Your
recorded conference is available for playback for a period of 30 days.

Playback DTMF Keypad Commands include:

Fast forward 30 seconds # Pause 30 seconds (or until any key is pressed)

*®

=

Rewind 30 seconds Exit recording
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Operator Assisted Encore Recording Solutions

Because not everyone is able to attend every conference call or maybe you need to keep an ongoing
record of all hosted conference calls, InterCall's Encore service allows you to digitally record your
Operator Assisted or Automated conference calls for future playback at any time using a toll, toli-free
or international toll-free (ITFS) dial-in number.

Use the service to create a library of all audio conference calls held, provide individuals access to
conference calls they could not attend live, issue announcements and more. Recording your
conference lets people listen to it again to get additional information or catch up on the entire meeting
if they were unable to attend.

Encore is ideal for:

Basic meetings - Make your conference call available to those who missed it live or for those
who would like to hear important content again—essential for fast-paced companies and
employees on-the-go.

Corporate communications - Give everyone access to important company announcements,
policy changes and breaking news. You can make sure your entire team has the same
information.

+ Product announcements - Update your employees and customers on new product information.
Record announcements on Encore so everyone has access to the latest and greatest about
your products at any time.

+ Training - Create a library of training calls that are available when your audience needs to
brush up on key concepts. Listeners can pause, rewind and fast forward, so it's easy for them
to review what they need and when.

How to Record a Call

Upon booking your call with InterCall's Reservations desk, simply specify your need to record the
conference using Encore. Our operators will set up the bridge specific to your call reservation
requirements in advance of your call. Once you join/start your call, the recording will begin.

Playback with Easy to Use Keypad Commands
Listen at your own pace - Encore makes it easy to get what you need from the conference recording.
By using your phone keypad, you can control the playback with the following commands:

1 Fast forward (5 seconds)

5 Speed up the recording

9 Skip to the end

2 Fast forward (30 seconds)

6 Slow down the recording

0 Return to the beginning

3 Rewind (5 seconds)

7 Increase volume

* Pause (press again to restart)

4 Rewind (30 seconds)

8 Decrease volume

# Resume playback

Additional Features and Functionality
Encore offers several features to help manage your recordings and give you valuable insight into who

is listening to them.
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Encore Plus

Used in conjunction with basic Encore or Encore Digital Recording Studio, this polling/survey tool
allows participants to respond to recorded guestions by using their telephone keypads. The responses
are transcribed into a report and sent to you at the end of the Encore playback period.

Encore Report

This feature allows you to obtain a participant list from Encore. Prompts, placed before or after your
recording, ask participants to record their names, companies or other pieces of information. This data
is transcribed and sent to you at the end of the Encore playback period.

Encore Emporium
Encore Emporium keeps all of your recordings in one easy-to-access menu that's tailored to your
needs. Your listeners choose the call that they want to hear by using their telephone keypad.

Encore Digital Recording Studio

Increase the reach of your conference calls by providing a digital recording with interCail's Encore
Digital Recording Studio solution. Encore Digital Recording Studio is a professional and easy-to-use
method for capturing an audio message that you can disseminate to a broad audience.

Encore Digital Recording Studio enables you to record a message for digital playback over the
telephone—no conference call required. You can record, review, edit and post your message any time
by simply dialing a toli-free number and giving your presentation or reciting your message. The file is
accessible anytime by dialing in to a domestic or international toll or toll-free number.

How It Works
Using Encore Digital Studio is simple. To get started:
1. Schedule a recording session by dialing 800.374.2441.
2 At the scheduled time, dial 877.836.2673 or +1.706.634.5549.
3. After the prompt, enter the conference 1D that was provided to you when you made your

reservation.
4. After the prompt, press 1 to record over an existing message or press 2 for other options
including:
1 Play/Record § Record from current position 0 End and discard recording
2 Verify current position 6 Record and add to end of message | * Save recording
3 Fast forward 30 seconds 7 Rewind 30 seconds Any key End recording
4 Record from beginning # Pause 30 seconds

Listen To a Recording
Your listeners have 24/7 access to the recording using a toli-free number. Simply forward the number
and Conference ID to your audience. They can dial-in and listen at their convenience.

Organize Several Recordings
Organize a customized menu of your recordings with Encore Emporium. Listeners can access all of
your messages with one toll-free number and select the recording they want to hear using their

telephone keypads.
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Reservationless-Plus

. Reservationless-Plus offers self-service, on-demand audio conferencing 24 hours a day, 7 days a
- week, without the need to make a reservation or utilize an operator. This feature-rich service gives call
: leaders complete control over their conference via a touch-tone phone and/or a web interface.

Convenience, ease of use, customizable features and access to web conferencing tools are what
customers value the most in Reservationless-Plus. Accounts are set up on a named- user basis.
Each account holder receives a unique conference code (or conference room) accessible via
permanent toll and domestic U.S. toll-free dial-in numbers. To initiate/join a conference call, the
leader (account holder) and participants simply dial into the Reservationless-Plus conferencing
platform via touchtone telephone. Call leaders can customize one or all calls based on the features
they need.

Benefits of Reservationless-Plus
+ Fast and easy-to-use - self-service and on-demand

No reservations or operator required

Quick and easy conference call access
Up to 125 lines per conference leader
----- Permanent foli, toll-free diai In numbers
. . . € Allson Temploon Phoneleh
Dial out to participants G Jos Bloes Shons
Mobile Assistant for one-touch call access via mobile device

Yeating - vizw o Halp

{ % nsign

Secure

Call passcodes, lock/unlock conference room, entry/exit tones, roll
call, participant count
- View participants via online tool, disconnect unwanted participants
- Bridges/platforms are monitored 24/7 for unusual activity and
notification procedures are in place should we find something out
of users’ normal conferencing patterns

+ Dynamic features and controls

- Leader controls all conference commands

» Music hold waiting room
— «  Conference recordings - playback via telephone or online
Auto-continuation, no time limits on calis

» Supports Project Accounting Codes (PAC)

24/7 operator assistance
+ Integrates tightly with InterCall's web conferencing solutions

Online Call Manager

The Reservationless-Plus Call Manager adds the power of the Internet to
your audio call. It turns your call into an integrated experience that adds
impact to your message, increases conference participation and puts you
in control with a click of your mouse.

Call Manager Interface
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WWV can access the online Call Manager from within interCall Cnline and more easily manage your
audio only conference calls. Available at no additional charge, using this feature rich tool, your
Reservationless-Plus call hosis can:

+  See all participant connections

View who is speaking with Active Talker

+ Mutefunmute any and all lines

Move participants to/from sub conference rooms

Lock the conference

Access the Dial Me feature

Chat with participants and presenters online

For more advanced features, including application sharing, online presentations, polling and more,
WWV can upgrade to InterCall Unified Meeting for full collaboration features.

~ Reservationless-Plus Keypad Commands
Touch-tone Command Availability
** Menu — hear a list of available commands Leader/participant
*0 Operator assistance — request assistance for the conference Leader/participant
00 Operator assistance — request assistance for individual Leader
*1 Dial-Out place calls from the conference bridge to connect Leader
new participants to a conference.
*1 Connect self/participant dialed to the conference
*2 Connect participant dialed and dial another
*3 Disconnect line and rejoin self to conference
*4 Disconnect line and dial another participant
*2 Conference Record ~ start/stop recording the conference Leader
*3 Entry / Exit Announcement - choose what participants hear | Leader
when they join or leave a conference (options include: Tone,
Name Announce, Silence)
*4 Roll Call — privately hear z list of participants on the line Leader
*5 Mutes — silences all lines except leader’s Leader
#5 Unmutes — open all lines
*6 Mute — silence individual line Leader/participant
#6 Unmute — open individual line
*7 Lock - prevent additional participants from joining Leader
#7 Unlock - allow additional participants to join
*8 Auto Continuation allows participants to continue o Leader
conference after leader disconnects

|
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*9 Subconference - allow the leader and participants to transfer | Leader / Participant
their line to one of nine supported sub-conferences (participants
press *9 from the sub-conference to return to the main

conferance).

*51/#51 Lecture Mode on/off - silence/open all lines except leader’s Leader
(participants cannot unmute themselves)

#99 Disconnect — drop all lines except leader’s Leader

*# Private Participant Count — privately check the number of Leader / Participant
participants in the conference at any time.

11 Third Party Conference Start — For use by users when a Participant

conference does not have QuickStart on and the leader is late
or cannot atiend.

* Bypass Prompts — Expert Mode Leader / Participant

Mobile Assistant: Conference Call Access Anytime, Anywhere

Unique in the industry, Mobile Assistant from InterCall, gives you one-touch dialing into your
conferences from your mobile phone. Via a simple one-time download, WWV conference call
users can easily and conveniently start and join InterCall Reservationless-Plus audio conferences with
the push of a single button.

Mobile Assistant is a free download that enables InterCall
customers o:
+ Start and join InterCall audio conferences with one
touch
No need to enter the ten digit dial-in number,
conference code or leader PIN

Store up to 256 unique sets of audio conference details
- from weekly recurring meetings to one time calls

+ Join audio conferences via dial-out as a participant or a
leader.

+ Have conference controls, as a leader, available to you
directly on your iPhone.

InterCall’'s Mobile Assistant is available for the iPhone,
BlackBerry, Windows Mobile 5 & 6 and Windows
Smartphones like Motorola Q. {n fact, you can use any of
these BlackBerry smartphones: BlackBerry 7200 Series,
BlackBerry 7520, BlackBerry 8800 Series, BlackBerry Bold,
BlackBerry Curve, BlackBerry Pearl, BlackBerry Storm.
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24/7 Operator Assisted and Event Services Reservations

InterCall's reservations desk is easily accessed 24/7 by telephone or online to support your Operator
Assisted and Premium conference call scheduling. To ensure your specific call needs are met, our
reservations process guides you through the scheduling requirements to capture your call details,
desired feature requirements and selects the best InterCall service.

Reservation confirmations are automatically sent to the call leader by email or fax and include all call
details, e.g., conference number, date and time of call, any booked premium or value added services,
access information, etc. Distributing your reserved call access details can be done directly by the call
leader or through InterCall’s notification services. Services include Email, Fax and Voice Broadcast
and oniine event registration. Pre-cali registration enables you to better gauge how many participants
will join your call and gather information about them.

Operator Assisted Conferencing

InterCall's Operator Assisted conferencing is a reservations-based audio conferencing solution.
Available 24 hours a day, 7 days a week, this service is designed to support your small audio
conference calls that require the personal touch and assistance of one of our professional operators.

Operator Assisted services can be tailored to suit a variety of conference call needs. Engineered to
support participants dialing in from any kind of telephone, WWV can host up to 25 participants on a
single call. With our dynamic, redundant, scalable bridging network, InterCall has ample capacity to
support your large and small Operator Assisted cails.

Designed to meet your everyday audio call needs, Operator Assisted delivers the most popular call
features and security needs: operator meet and greet, group and individual mute/unmute capabilities,
call recording and various layers of call security (conference fock, passcode, entry/exit tones, roll call).
At the scheduled call time, leader and participants dial in using a toll or toll-free dial and are then
greeted by one of our trained operators who capture specific caller details prior to joining them to the
conference. After the call, a participant list can be delivered to the call host.

Commitment to Service and Quality

InterCall employs over 1,600 operators worldwide to facilitate traditional operator managed audio
conference calls to high profile, feature-rich event calls. This frained staff of operators is ready to handle
all your diverse scheduled call requirements. With our strong focus on delivering world class service,
interCall dedicates one operator to every 15 call participants. This service level is well-above the
industry standard of 1:25. By committing greater resources to your attended call needs, we ensure -
from start to finish - you and your call participants have an excellent call experience each and every time
you meet.

... . Conference Commands

Touch-tone Command | Availability
. Operator assistance — request assistance for the -

0 conference Leader / participant
*5 Group mute/un-mute - mute/un-mute all participant lines leader
*6 Individual mute - mute/fun-mute an individual line Leader / participant
*7 Conference lock/unlock — to prevent/allow access {o call Leader / participant
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_Standard Operator Assisted Features

Feature

Descrlptlon

Dial-in Access

Toll Access: A U.S. local number is provided for local or international participants.
Toll-Free Access: A toll-free number is permanently assigned to owner.

Options ITFS (International Toll-Free Service): An international toll-free number is
available from select countries.

Dial-Out Ten minutes prior to call start time, operators call participants from a list provided
during reservations and join them to the conference.

Direct Ent Participants are placed directly into the conference and may communicate with

Fy each other prior to the leader joining.

Email/Fax Automated reservation confirmation is automatically sent to the call scheduler to

Confirmation confirm the booking.

Entry/Exit Tone | A tone plays when each participant joins or leaves the conference.

Leader First

The leader is joined to the conference before any participants.

Leader Last

The leader is joined to the conference afier all participants have joined, when the
leader requests to be placed into the conference or at the scheduled start time.

Name An operator announces each participant's name as they are joined to the call.

Announce

Music Entry Participants are placed on music hold until the leader joins the conference.

Password Participants are required to provide a valid password (specified by the leader
when the reservation is made) in order to join the conference.

Roli Call Once the leader joins the call, the operator recites the names of all participants

who are in the conference.

Digital Recording

Studio

Dehver your message wﬁhout holdlng a conference cail Record review and
edit your message by dialing into the Encore recording system and using your
telephone keypad to enter commands. The recording is accessibly 24/7 by
dialing a toll-free number. Digital Recording Studio is an easy and flexible way
to craft messages for your audience.

Encore

Digitally record your call for anyone who was unable to attend it live or would
like to listen again. it's available by dialing a toll, toll-free or International Toll-
Free (ITFS) number for easy, 24/7 access.

Encore Plus

Allow participants who are listening to your Encore replay to respond to
recorded polling questions using their telephone keypads. The responses are
transcribed and sent to you in a report. Encore Plus can be used in conjunction
with basic Encore or Encore Digital Recording Studio.

st
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'ﬁ_: . Premlum and Value Added Features

Encore Emporium

Organize your Encore recordings in an easy-to-use, customlzed menu that is
accessible through a toll-free number. Encore Emporium is frequently used to
organize training lectures and sales updates.

Encore Report

Capture information about anyone who accessed your Encore recording. The
information is transcribed and sent to you for your records.

Playback

Offers the convenience of listening to recorded conferences at a later time.

Polling

Survey your participants during your call by having an operator ask your
predetermined questions and participants respond using their telephone
keypads. Polling allows you fo coliect instant feedback and increases
participants’ involvement in the call. After your conference, you receive a report
with all responses that is organized by question and participant.

Taping

Capture your recorded event on a CD, cassette, microcassette or DAT. For easy
navigation through your recorded conference, we also provide CD Indexing.

Transcription

Receive a written record of what was said during the conference via email, fax
or hard copy. Choose to transcribe the entire call or just the Question and
Answer session. We provide several different delivery options to fit your
specific needs. Transcriptions delivered via email are encrypted.

vIest
* dntarCall is o Subsidiary
‘s of West Carperation CONFIDENTIAL AND PROPRIETARY INFORMATION 33




JroermesTme————

mgge'st

.

thterCall is & subsidiary
+ af Wast Corporalion

CONFIDENTIAL AND PROPRIETARY INFORMATION

34




RFQ COPY

InterCall, Inc.

8420 W Bryn Mawr
Suite 400
Chicago. IL 60631

State of Wast Virginia
Department of Administration
Purchasing Division
2019 Washingion Street East
Post Office Box 50130
Charleston, WV 25305-0130
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'GENERAL TERMS & CONDITIONS
REQUEST FOR QUOTATION (RFQ) AND REQUEST FOR PROPOSAL (RFP)

1, Awards will be made In the best interest of the Staie of West Virginia.

2. The Siate may accept or reject in part, or in whole, any bid.

3, Prior to any award, the apparent successful vendor must be propetly regisiered with the Purchasing Division
and have paid the required $125 fee.

4. All services parformed or goods delivered under State Purchase Order/Contracts are fo be continued for the
term of the Purchase Order/Conftracts, contingent upon funds being appropriated by the Legislature or otherwise
being made available. In the event funds are not appropriated or otherwise avaiiable for these services or goods
this Purchase Order/Contract becomes void and of no effect after June 30,

5. Payment may anly be made after the delivery and aceeptance of goods or sarvices.

6. Interest may be paid for late payment in accordance with the West Virginia Code.

7. Vendor preference will be granted upon writien request in accordance with the West Virginia Code.

3. The State of West Virginia is exempt from federal and state taxes and will not pay or reimburse such taxes.

8. The Director of Purchasing may cancel any Purchase Qrder/Contract upen 30 days wrliten nofice o the seller.
10, The laws of the State of West Virginia and the Legisfative Rufes of the Purchasing DWision shall govern the
nurchasing process.

11, Any reference to automatic renewal is heraby deleted. The Contract may be renewed only upon mutual written
agreement of the parties. i

12, BANKRUPTCY: In the event the vendor/contractor files for bankruptcy protection, the Stafe may deem
this contract null and void, and terminate such contract without further order.

13, HIPAA BUSINESS ASSOCIATE ADDENDUM: The West Virginia State Govarnment BIPAA Business Assoclate
Addandum {BAA), approved by the Attorney Gensral, is available online at www.state.wv.us/admin/purcirasefvrehipaa.htm
and is hereby made part of the agreement Provided that the Agenicy meels the definition of a Gover Entity
(45 CFR §160.103) and wifl be disclosing Protacted Health Information (45 CFR §180.103) to the vendor. .

14. CONFIDENTIALITY: The vendor agrees that he or she will not disclose to anyone, directly or indi-ectly, any such
personally identifiable information or other confidential information gained from the ageney, unless the tidividual who s
the subject of the information consents {o the disclosure i writing or the disclosure is made pursuantio the agency's
policles, procedures, and rules. Vendor further agrees to comply with the Confidentiality Policies aid Information
Security Accountabifity Requirements, set forth in hiip/Avww.state.wv.us/admin/purchase/fprivacy/notice Cor fidentiality pdf.

15, LICENSING: Vendors must be ficensed and in good standing in accordance with any and all state and local laws and
requirements by any state or local agency of West Virginia, including, but not limited to, the West Virghla Secretary
of State's Office, the West Virginia Tax Department, and the West Virginia Insurance Commission. The vendor must
provide all necessary releases to obtain information lo enable the director or spending unit to
verify that the vendor is licensed and in gocd standing with the above entities. :

16, ANTITRUST: In submiting a bid to any agency for the Stale of West Virginia, the bidder offers and agrees that
if the bid is accepted the bidder will convey, sell, assign or transfer o the State of West Virginia all rights, title and interest
in and to ali causes of action it may now or hereafter acquire under the antitrust laws of the United States and the State of
West Virginia for price fixing and/or unreasonable restraints of ¥rade relafing to the parlicular commodities or services
purchased or acquired by the State of West Virginia. Such asslgnment shall be made and become effective at the tme the
purchasing agency tenders the initial payment to the bidder.

| certify that this bid is made without prior understanding, agreement, or copnection with any corporation, firm, finiited
liability company, partnership, or person or entity submiting a bid for the same malerial, supplies, equipment or
services and is in all respects fair and without collusion or Fraud. | further certify that | am authorized to sign
tha cerlification on behalf of the bidder or this bid.

INSTRUCTIONS TO BIDDERS

1. Use the guotation forms provided by the Purchasing Division. Complete all sections of the quotation form.

2. items offered must be [h compliance with the specifications. Any deviation {rom the specifications must be clearly
indicated by ihe bidder. Allernates offered by the bidder as EQUAL to the specifications must be clearly
defined. - A bidder offering an alternate shouid afiach complete specifications and literature to the bid. The
Purchasing Division may waive minor deviatlons to specifications. :

3, Unkt prices shall prevail in case of discrepancy. All quotations are considered F.0.B. desfination unless alternate
shipping terms are clearly identified in the quotation.

4. Al quotations must be delivered by the bidder to the office listed below prior to the dale and lime of the bid
opening. Failure of the bidder to deiiver the quotations on time will result in bid disqualifications: Department of
Administraion, Purchasing Division, 2019 Washington Street East, P.O. Bex 50130, Chatleston, WV 25305-0130

5. Communication during the solicitation, bid, evaluation or award periods, except through the Purchasing Division,
is strictly prohibited (W.Va. C.5.R. §148-1-6.8),

Rev. 12/15/08
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STATE OF WEST VIRGINIA
WORKFORCE WEST VIRGINIA
REQUISITON FOR QUOTATION

WWV-10-866

WorkForce West Virginia (WFWV), Board of Review (BORY is responsible for conducting administrative
hearings for disputed claims of tnemployment compensation benefits. Currently, BOR utilizes a standard
teleconferencing service to conduct felephonic hearings; manual franscription of both the telephone and on-
site hearings; and hard copy and cassette sforage of those transcripts. BOR desires fo convert this
process fo digital fo reduce expense and improve efficiency.

The purpose of this Requisition of Quotation (RFQ) is to soficit potential vendors to provide digital
teleconferencing, recording and storage of BOR'’s hearings.

SCOPE OF WORK:

The successiul vendor must evaluate the following information regarding current equipment, resources,
and site connectivity to determine what will be required to implement digital teleconference bridging, and
digital recording and sforage of the teephoric hearings conducted.

Currently, BOR conducts hearings at the following West Virginia locations with the following equipment and
telephonefinternet service:

Location internet Connection | Telephone | Equipment info.
Service

200 Value City Center in Beckley Frame Relay T1 Verizon Laptops with Windows XP,
intel Core 2 Duo processor,
2.80 GHZ processor speed
and 2GB RAM (at
minimum)

1321 Plaza East in Charleston 10 meg circuit Verizon Same as above

320 Adams Street in Fairmont Frame Relay T1 Verizon Same as above

2699 Park Avenue in Huntington 10 meg circuit Verizon Same as above

212 Dingess Street in Logan Clear Channel Ti Verizon Same as above

891 Auto Parts Place in Martinsburg | Frame Relay T1 Verizon Same as above

304 Scott Avenue in Morgantown Frame Relay T1 Verizon Same as above

300 Lakeview Center in Parkersburg | Clear Channef T1 Verizon Same as above

830 Northside Drive in Summersvilie | Clear Channel T1 Verizon Same as above

1775 Warwood Avenue in Wheeling | Frame Relay T1 Verizon Same as above




MANDATORY REQUIREMENTS:
The vendor must:

1. provide all equipment and services necessary for WFWV to utilize digital teleconference bridging,
digital recording, and digital storage of unemployment insurance hearings. All costs associated with
the proposed system must be clearly listed in the Cost Bid Sheet provided herewith.

9 host and store all services and refated data on the Vendor's eguipment;

; 3. provide access fo these services through the internet. All web interfaces of the proposed system

= must be compatible with Intemnst Explorer versions 6.x, 7.X, and 8.x, All web interfaces of the
proposed system must be compatible with the current versions of Internet Explorer, FireFox, and
Netscape Navigator,

4. ensure that the proposed system will be compatible with the then-current web browsers throughout
the life of any Purchase Order that results from this RFQ:

5. provide a system in which all software proposed is off-the-shelf; generally available; i.e. not in bela
or fest: and currently in production as proposed. All item(s) shall be new, in current mainsiream
production, and immediately avaitable. The State shall not accept profotypes or ifems in test
production and not formally announced for market availability.

8. must store and retain digital recordings of hearings for up fo 2 years. Digital recordings of a
hearings must be readity accessible during the entire length of thelr retention.

7. not purge any hearing along with that hearing's associated files without the written approval of a

designated BOR employee(s).

9. have measures in place to ensure that only hearings approved for purging are purged. Responders
must provide quarterly destruction request log to BOR which must be approved in writing by
designated BOR employee(s).

10. notify WFWV within one hour of the beginning of the lapse in service if the successful vendor is
unable fo provide services.

11 In the event of a disaster affecting the ability of the successful vendor to provide services, the
vendor must notify WEWV within three hours of the estimated date and fime of service restoration.

12. provide system redundancy, fault folerance, and a fully functional and tested disaster recovery

" facility..

13, securely destroy all WFWV records following WFWV's extraction.

14. ensure the security of unemployment insurance records, including compliance with applicable
State and Federal data privacy statutes, in complete detail. -

15. require that all employees of the successful vendor who shall have access to the information
acquired through the execution of any Purchase Order resulting from this RFQ must sign a data
confidentiality agreement ensuring WFWV that all staff with access fo West Virginia unemployment

insurance records complies with the requirements of West Virginia data privacy stafutes.

. restrict access fo the | ds taff via a secure socket layer protocol.

i ure Socket

18. generate itemized, monthly reports showing usage of the dial out conference bridge by BOR,
length of call, origin of call, destination of call, date, and time of calls, efc. Reports must be able to
he broken down and provided in a manner which shows records of calls by date, Applicant ID,
lssue ID number, issue sequence number, and Law Judge, at the request of WFWV staff. Such
requests shall not be made more than 12 times per year. :

- 866 (digital teleconferencing for BOR)




—

19, submit monthly bills to WFWV for the previous month's usage within 15 calendar days of the month 7
being billed. Monthly bills must include, at & minimum, the following information: a unique invoice
number and involce date, vendor address, Purchase Order Number WWV-10-862, call date, call
start fime, call duration, number of participants, charges per call, Law Judge Name, phone
number(s) called, origin of call, and totat charges.
90. maintain a domestic Help Desk for froubleshooting problems and assisting users. The Help Desk
must be operational 7 A.M. o 8 P.M, ET, Monday to Friday, excluding State Holidays. The Heip
Desk must be accessible via a local or foll-frae telepho

ongtime and will reg aximuny ol
22. provide training materials for 25 BOR employees that can be used by these key personnel fo train
other users.

23. have three years” experience in implementing conference hridging, digital recording and storage in
an integrated system. Atleast one completed project must be simitar o this project in size and

scope.

The proposed system must:

1. file hearings by the following index values: Issue iD Number, lssue Sequence Number, Applicant

ID, Employer Accourtt Number, Hearing Date, Hearing Time, Unemployment Law Judge, Applicant

Name, Employer Name, Telephone Numbers, Witnesses’ Names, Witnesses’ Telephone Numbers,

Representatives’ Names and Representative’s Telephone Numbers.

aflow for the establishment of hearing records via an upload from WFWV.

sllow either a nightly electronic fransfer or an automatic fransfer of the data from WFWV to the

successful vendor.

4, have a mechanism to alert the BOR to discrepancies between record uploads from WFWY and
racords entered manually by BOR via the successful vendor's web interface. Note: WFWV does
not anticipate fransmitting social security numbers or employers' federal identification number as 2
part of the transmitted record. '

5. allow eniry of calling data (phone numbers of the parties involved) prior to a hearing to provide
efficient calling of all parties. Call data must be able fo be added automatically via an elecironic
interface and manually via a web page(s).

6. be capable of calling and connecting all parties involved in a hearing.

7 ot call and connect the parties involved in a hearing without being commanded o do so by the
BOR or other authorized WFWV user.

8. be capable-of auto-dialing extension phone numbers and navigating auto-attendant phone
systems,

9, be capable of dialing infernational numbers,

10. provide both audible and visible (through the web interface) cues to nofify the BOR when any parly
becomes disconnected during the hearing. Such cues must not be a tone that would trigger
disconnect if the recording is replayed at a subsequent time.

11. include audio quality control, add/drop capability, and muting capabtlity.

12. have a high volume capagity, such thatup to 10 separate participants may participate inone

conference call. |
13. have the capacity to set up and record 10 simultaneous hearings with at least five (5) participants

gach. _
14. be capable of hosting at least 2,000 conference calls per year, and must be scalable to 4,000

conference calls per year.

W

WWY-10-866 (digital teleconferencig for BOR)



