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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 State of West Virginia.

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

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

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

5. Payment may only be made after the delivery and acceptance of goods or services.

8. interest may be paid for late payment in accordance with the West Virginia Code.

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

8. The Btate of West Virginia is exempi from federal and state taxes and will not pay or reimburse such faxes,

9. The Director of Purchasing may cancet any Purchase Order/Contract upon 30 days written nofice o the seller.

10. The laws of the Blate of West Virginia and the Legislative Rules of the Purchasing Division shall govern the
purchasing process.

11. Any reference to automatic renewal is hereby deleted. The Contract may be renewed only upon mutual written
agrsernent of the parties. .

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

13. HIPAA BUSINESS ASSOCIATE ADDENDUM: The West Virginia State Government HIPAA Business Associate
Addsndum {BAA)}, approved by the Attorney General, is avaiiable online at www.state.wv.us/admin/purchasefvre/hipaahtm
and is hereby made part of the agresement. Provided that the Agency meets the definition of a Cover Entity
(45 CFR §160.103} and will be disclosing Protected Health information {45 CFR §160.103) to the vendor. .

14. CONFIDENTIALITY: The vendor agrees that he or she will hot disclose o anyone, directly or indi-ectly, any such
personally identifiable information or other confidential information gained from the agency, unless the Y.dividual who Is
the subject of the Information consents io the disclosure in writing or the disclosure §s made pursuapt:o the agency's
policies, procedures, and rules. Vendor further agrees to comply with the Confidentiality Policies aid Information
Security Accountahility Requirements, set forth in http:/www state wv.us/admin/purchase/privacy/nhotice Cos fidentiality pdf.

15, LICENSING: Vendors must be licensed and in good standing in accordance with any and alf state and local laws and
requirerents by any state or local agency of West Virginia, including, but not limited to, the West Virginia 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 to enable the director or spending unit to
verify that the vendor is licensed and in good standing with the above entities, :

16. ANTITRUST: In submiliing a bid to any agency for the State 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 all 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 frade relaling to the particular commodities or servicés
purchased or acquired by the State of West Virginia. Such assignment shall be made and become effective at the tirne the
purchasing agency tenders the initial payment to the bidder.

| certify that this bid is made without prior understanding, agreement, or connection with any corporation, firm, linited
fiability company, parinership, or person or entity submitting a bid for the same material, supplies, equipmert or
services and is in all respects fair and without collusion or Fraud. | further ceriify that | am authorized to sign
the certification on behaif of the bidder or this bid.

INSTRUCTIONS TO BIDDERS

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

2. ltems offered must be in compliance with the specifications. Any deviation from the specifications must be clearly
indicated by the bidder. Alternates offered by the bidder as EQUAL to the specifications must be clearly
defined. - A bidder offering an altemate should attach complete specifications and Jterature to the bid. The
Purchasing Division may waive minor deviations to specifications. :

3. Unit prices shall prevail in case of discrepancy. All quotations are considered F.O.B. destinationh unjess alternate
shipping terms are ciearly idenfified in the quotation.

4, Al quotations must be delivered by the bidder to the office listed below prior to the date and fime of the bid
opening. Failure of the bidder to deliver the quotations on ime will resuit in bid disqualifications: Depariment of
Administration, Purchasing Division, 2019 Washington Street East, P.O. Box 50130, Charleston, WV 25305-0130

5. Communication during the solicitation, bid, evaluation or award periods, except through the Purchasing Division,
is strictly prohibited {(W.Va. C.8.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 (BOR} is responsible for conducting administrative
hearings for disputed claims of unemployment compensation benefits. Currently, BOR utifizes a standard
teleconferencing service fo conduct telephonic hearings; manual transcription of both the telephone and on-
site hearings; and hard copy and cassette sforage of those transcripts. BOR desires to convert this
process to digital fo reduce expense and improve efficiency.

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

SCOPE OF WORK:

The successful vendor must evaluate the foliowing information regarding current equipment, resources,
and site connectivity fo determine what will be required to implement digital teleconference bridging, and
digital recording and storage of the telephonic hearings conducted.

Currently, BOR conducts hearings at the foliowing West Virginia locations with the following equipment and
telephonelinternet 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
minirmum)

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

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

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

212 Dingess Street in Logan Clear Channel 11 Verizon | Same as above

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

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

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

830 Northside Drive in Summersville | Clear Channet T1 Verizon Same as above

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

T ST T T
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MANDATORY REQUIREMENTS:
The vendor must;

1. provide all equipment and services necessary for WEWV to ufilize 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 aft services and related data on the Vendor's equipment;

3. provide access to these services through the intemet, All web interfaces of the proposed system
must be compatible with Internet Explorer versions 6., 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; L.e. not in beta
or fest: and currently in production as proposed. - All item(s) shall be new, in current mainstream
production, and immediately available. The State shall not accept prototypes or items in test
nroduction and not formally announced for market availability.

8. must store and retain digital recordings of hearings for up to 2 years. Digitat recordings of all
hearings must be readily accessible during the entire length of their refention.

7. ot purge any hearing along with that hearing’s associated files without the written approva of a

designated BOR employee

9. have measures in place fo 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 fapse in service if the successful vendor is
unable to 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 time of service restoration.

12. provide system redundancy, fautt tolerance, 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 Pyrchase Order resulting from this RFQ must sign a data
confidentiality agreement ensuring WFWY that all staff with access to West Virginia unemployment
insurance records complies with the requirements of West Virginia data privacy statutes.

trict access {0 the proposed system by WFWV staff via a secure socket layer protocol.

ate iternized, monthly reports showing usage of the dial out conference bridge by BOR,
length of call, origin of call, destination of cali, date, and fime of calls, efc. Reports must be able to
he broken down and provided in a manner which shows records of calis by date, Applicant ID,
lssue [D 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.

ST G T Y S
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19. submit monthly bills o WFWV for the previous month's usage within 15 calendar days of the month
being bifled. Monthly bilis must include, at a minimum, the following information: a unique involce
number and involce date, vendor address, Purchase Order Number WWV-10-862, call date, call
start time, call duration, number of participants, charges per call, Law Judge Name, phone
number{s) called, origin of call, and tota! charges.

20. maintain a domestic Help Desk for troubleshooting problems and assisting users, The Help Desk
must be operational 7 A.M. to 8 P.M. ET, Monday fo Friday, excluding State Holidays. The Help

Desk mu ible vi ber

'S BOR staff

25 BOR staff at
one tirme and will reg) aximun ofi:hours.

22. provide fraining 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 bridging, digital recording and storage in
an integrated system. At least one completed project must be similar to this project in size and

scope,

The proposed system must:

1. file hearings by the following index values: Issue 1D Number, Issue Sequence Nurmber, Applicant

ID, Employer Account 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,

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

3. allow efther a nightly electronic transfer or an automatic transfer of the data from WFWV to the
successful vendor.

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

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

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

7. mot call and connect the parties involved in a hearing without being commanded to 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 international numbers,

10. provide both audible and visible {through the web interface) cues fo notify the BOR when any party
hecomes 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 capabifity, and muting capability.

12. have a high volume capacity, such that up fo 10 separate participants may participate in one
conference call.

13. have the capacity to set up and record 10 simultaneous hearings with at least five (5) 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 year,

Mo
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15

18.

7.

18.
19.

20.
21

be capable of recording at least 1,000 minutes of conferences per day, scalable fo 2,000 minutes
per day. Calis will have an average length of 60 minutes per hearing.

allow for access, selection, and playback of prior hearing recordings during @ subsequent hearing
such that all parties on the teleconference can hear the prior recording. The playback must be able
to occur while continuing to record the subsequent hearing.

permit users the capabifity to create or customize “markers” to tag or *hookmark” noteworthy
events in the recording {i.e., oath, introduction of exhibits, applicant, employer, and withess
testimony, etc).

aliow authorized staff access to hearing recordings for selection and playback.

save hearing recordings in a format (such as .wav) that does not require special sofiware to fisten
fo.

permit authorized users to make a copy of the recording via digital media and/or file transfer.
permit searching for recorded hearings by index values including: Applicant 1D, issue 1D, Employer
Account Number, and Unemployment Law Judge's Name.

22. permit the user fo search for and piayback bookmarked events from a hearing, while recording the
same hearing.
23. be available and functionally aperational 99% of the time, Monday-Friday, 6:00 AM. CT to 6:00
P M. CT, not including State Holidays, such that the proposed system is available and funcfionally
operational for 99% of all minutes within each calendar month. Force Majeure events shall not be
counted against the successful vendor for the purposes of this requirement. -
WWV-10-866 (digital teleconferencing for BOR)




State of West Virginia

WorkForce West Virginia
RECQ # WWV-10-866
Cost Bid Sheet
ONE TIME COSTS:
On-5ite Training
6 ( estimated number of hours} x {hourly rate) = S
System Configuration and Custornization
20 { estimated number of hours) x {hourly rate} = S
Initial programming
20 { estimated number of hours) x {hourly rate} = S
TOTAL ONE TIME COSTS $ (1)
SOFTWARE REQUIREMENTS:
Itemized list of software* required
s
TOTAL SOFTWARE COSTS: S (2)
COST FOR CALLS:**
8 . {rate per minute)
Multiplied by 130 calls per month
Muitipfied by 120 minutes (2 hours per call)
Multiplied by 5 participants per cail = s (3)
Grand total of Costs (1) + (2} +(3) = $

TOTAL BID

*1 |ist of additional computer hardware needed is to be listed separately and will be purchased under an existing State-wide
contract separate from any contract resulting from this RFQ

*##Rate per minute should include all long distance charges, conference bridging charges, recording of hearings, storing of
recordings and retention, and unlimited access to downiload and replay recordings.

Note: The number of calls, minutes and participants provided herein are for cost estimating purposes only and are not
intended to reflect current volurnes.

Py A oA LN P T L
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e 0o State of West Virginia .
VENDOR PREFERENCE CERTIFICATE

Certification and appiication* is hereby made for Preference in accordance with West Virginia Code, §5A-3-37. (Does not apply to
construction contracts). West Virginia Codle, §5A-3-37, provides an opportunity for qualifying vendors to request {at the time of bid})
preference for their residency status. Such preference is an evaluation method only and will be applied only to the cost bid in
accordance with the West Virginia Code. This certificate for application is to be used to request such preference. The Purchasing
Division will make the determination of the Resident Vendor Preference, if applicable.

1. Application is made for 2.5% resident vendor preference for the reason checked:

Bidder is an individuat resident vendor and has resided continuously in West Virginia for four {4) years immediately preced-
ing the date of this certification; or,

Bidder is a partnership, association or corporation resident vendor and has maintained its headquarters or principal place of
business continuously in West Virginia for four (4) years immediately preceding the date of this certification; or 80% ofthe
ownership interest of Bidder is held by another individual, partnership, association or corporation resident vendor who has
maintained its headquarters or principal place of business continuously in West Virginia for four (4} years immediately
preceding the date of this cerfification; or,

Ridder is a nonresident vendorwhich has an affifiate or subsidiary which employs a minimum of one hundred state residents
and which has mainiained its headquarters or principal place of business within West Virginia continuously for the four (4)
years immediately preceding the date of this certification; or,

2. Application is made for 2.5% resident vendor preference for the reason checked:
Bidder is a resident vendor who certifies that, during the fife of the contract, on average at least 75% of the employees
working on the project being bid are residents of West Virginia who have resided in the state continuously for the two years
immediately preceding submission of this bid; or,

3. Application is made for 2.5% resident vendor preference for the reason checked:
Bidder is a nonresident vendor employing a minimum of one hundred state residents or is a nonresident vendor with an
affiliate or subsidiary which maintains its headquarters or principal place of business within West Virginia employing a
minimum of one hundred state residents who certifies that, during the life of the contract, on average at least 75% of the
employees or Bidder's affiliate’s or subsidiary’s employees are residents of West Virginia who have resided in the state
continuously for the two years immediately preceding submission of this bid; of,

4. Application is made for 5% resident vendor preference for the reason checked:
Bidder meets either the requirement of both subdivisions (1yand (2) or su bdivision { 1) and {3) as stated above; of,

5. Application is made for 3.5% resident vendor preference who is a veteran for the reason checked:
Bidderis anindividual resident vendor who is a veteran of the United States armed forces, the resetves or the National Guard
and has resided in West Virginia continuously for the four years immediately preceding the date on which the bid is
submitied; or,
Application is made for 3.5% resident vendor preference who is a veteran for the reason checked:

Bidder is a resident vendor who is a veteran of the United States armed forces, the reserves or the National Guard, if, for
purposes of producing or disfributing the commodities or completing the project which s the subject of the vendor's bid and
continuously over the entite term of the project, on average at least seventy-five percent of the vendor’s employees are
residents of West Virginia who have resided in the state continuously for the two immediately preceding years.

l m

Bidder understands if the Secretary of Revenue defermines that a Bidder receiving preference has faifed to continue to meetthe
recuirements for such preference, the Secretary may order the Director of Purchasing to: (a) reject the bid; or (b) assess a penalty
against such Bidder inan amount not to exceed 5% of the bid amount and that such penaliy wili be paid to the contracting agency
or deducted from any unpaid balance on the contract or purchase order.

By submission of this cartificate, Bidder agrees to disclose any reasonably requested information to the Purchasing Division and
authorizes the Department of Revenue to disclose to the Director of Purchasing appropriate inforrnation verifying that Bidder has paid
the required business taxes, provided that such information does not contain the amounts of taxes paid nor any other information
deemed by the Tax Commissioner o be confidential.

Under penaity of law for false swearing (West Virginia Code, §61 -5-3), Bidder hereby certifies that this certificate is true
and accurate in all respects; and that if a contract is issued to Bidder and if anything contained within this certificate
changes during the term of the contract, Bidder will notify the Purchasing Division in writing immediately.

Bidder: Signed:

Date: Titte:

“Check any combination of preference consideration(s) indicaled above, which you are entitted fo receive.




RFQ No.

STATE OF WEST VIRGINIA
Purchasing Division

PURCHASING AFFIDAVIT

West Virginia Code §5A-3-16a states: No contract or renewal of any contract may be awarded by the state or any of iis
political subdivisions to any vendor or prospective vendor when the vendor or prospective vendor or a related party fo the
vendor or prospective vendor is a debtor and the debt owed is an amount greafer than one thousand doilars in the
aggregate.

DEFINITIONS:

“Debt” means any asssssment, premium, penalty, fine, tax or other amount of money owed fo the state or any of its
pofifical subdivisions because of a judgmeant, fine, permit violation, license assessment, defauited workers' compensation
premium, penalty or other assessment presently delinquent or due and required fo be paid fo the state or any of iis
pofifical subdivisions, including any interest ar additionat penalties accrued thereon.

*Debtor” means any individual, corporation, partnership, association, fimited liability cornpany or any other form or
business association owing a debt fo the siate or any of its political subdivisions. "Political subdivision™ means any county
commission; municipality, county board of education; any instrumentality estabfished by a county or municipality; any
separate corporation or instrumentality established by pne or more counties or municipalities, as permitted by law; er any
public body charged by law with the performance of a government funciion or whose jurisdiction is coextensive with one
or more counfies or municipailies. “Related party” means a party, whether an individual, corporation, partnership,
association, limited Habiiity company or any other form or business association or other enfity whatsoever, related to any
vendor by bloed, marriage, ownership or confract through which the party has a rslationship of cwnership or other interest
with the vendor so that the party will actually or by effect receive or confrol a portion of the benefit, profit or other
consideration from performance of a vendor contract with the pariy receiving an amount that meeés or excead five percent
of the total contract amount.

EXCEPTION: The prohibition of this section does not apply where a vendor has gontested any tax adminiatered pursuant
to chapter eleven of this code, workers' compensation premium, permit fee or environmental fee or assessment and the
matter has not becoms final or where the vendor has entered into a payment plan or agreement and the vendar is not in
defaulf of any of the provisions of such plan or agreement.

Under penalty of faw for false swearing {West Virginiz Code §61-5-3), it is hereby ceriified that the vendor affirms and
acknowtedges the information in this affidavit and is in compliance with the requirements as stated.

WITNESS THE FOLLOWING SIGNATURE

Vendor's Name:

Authorized Signature: . Date:

State of

County of , fo-wif:

Taken, subscribed, and sworn to before me this ____ day of , 20 .

My Commission expires 20 .

AFFIX SEAL HERE NOTARY PUBLIC

Purchasing Affidavit (Revised 12/15/09)
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June 28, 2010

The State of West Virginia
Department of Administration
2019 Washington Street East
Charleston, WV 25305
Frank Whittaker

Dear Mr. Whittaker:

In response to your request for teleconferencing services, this Sclution Proposal was created to clearly
define how PGi can address the State of West Virginia's business needs today, as well as to help you
become more familiar with PGi, our overall capabilities, solutions, current customer base, history of
innovation, and award-winning technologies and infrastructure

We hope you'll find that PGi is uniquely positioned io serve your business and look forward to sharing
more information with you soon.

If you require any immediate clarification on the information provided in this document or in general,
please contact me directly.

Best Regards,

Chris Harmon
Strategic Relationship Director
PGi

pgl.com
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Executive Summary

PGi is a global provider of advanced audio conferencing and collaboration tools, high-impact web
conferencing and webcasting solutions, with unprecedented capabilities for event hosting. PGi has been
improving how businesses connect since 1991. Today, we help nearly 10 million people around the world
work, collaborate and make meaningful connections every month — creating an environment that not only
encourages collaboration, but makes it effortless. Our philosophy is to put people first in everything we
design and to make technology more simple and intuitive.

PGi would like to develop a lasting partnership with the State of West Virginia by learning more about how
all areas of your organization are currently meeting and collaborating with each other, with customers,
with partners and with suppliers. We have the expertise to help you choose which solutions work best for
each of your entities needs, provide the broadest offering of technologies to meet those needs, and
exceptional service and support to engage, educate and entice users to rapidly embrace new ways to
connect and collaborate.

Our award-winning solutions are supported by a communications operating system that is flexible, reliable
and highly secure. Our customers benefit from anytime/anywhere access, global scalability, the freedom
to pick from the precise collaboration tools they need along with the option to work with SaaS-based or
managed services delivery models.

PGi has offices that are staffed with experienced individuals, in more than 24 countries worldwide,
providing excellent on-site customer care, consistent services, multiple language support, and in-country
conferencing ports, rates and billing. In addition to PGi’s 24 country presence, we have redundant
network operation centers in Kansas City and Colorado Springs, USA, Clonakilty, Ireland, York, England,
and Sydney, Australia. PGi's superb services truly extend worldwide,

PGi continues to expand its offerings to meet the needs of our global customers. Global account support
teams, local language customer care, translation services and aggregated billing and reports all make
collaboration around the world easy and affordable. 1 : E

With a Global Sales team of approximately 800 professionals, PGiis positioned for continued
internationat growth. Always responsive to our customers’ needs, PGiis poised to expand into global
markets based on customer demand.

PG Conﬁdw?a{§--zl”ranriet§_ry R ' pgl.com
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The PGi Story

At PGi, we want to revolutionize the way people interact. We are motivated by a simplistic, but powerful
idea — that meetings, calls and events can be made better — a lot better - for everyone involved. Our
mission is to craft immersive workplaces with communication technologies that enable teams and
individuals to connect with more meaning, collaborate more creatively and work more dynamically

Every day, 50,000 businesses, including nearly 80% of the Fortune 500, turn to PGi for important
conferences, meetings and events. Every month, 10 million people use our next-generation collaboration
platform to engage co-workers and partners and talk to customers and clients.

Our customers turn to us because our next-generation
solutions deliver tangible business value today — like

increased efficiency and productivity, lower costs, and
higher technology ROI. They also help companies > 2,300 associates
reduce their environmental impact.

f;Gi Corporate Facts %

> Qperations in 24 countries

Our advanced, user-friendly solutions for conferencing > 50,000+ customers
and collaboration, webcasting and events are readily o
accessible from the cloud to any smart phone, handheld > $624 million in revenues

or computer. They are supported by an innovative,
industry-first communications operating system that is
flexible, scalable, reliable and highly secure. > Atlanta, GA headquarters

> NY3E: PG

And, as strong as our technology is, we are all about the %‘ A.yé
peop]e You don't need an advanced engineering degree
or massive IT department to use our solutions. Our intuitive solutions are designed for S|mpI|C|ty, to work
the way people do - naturally, easily and without interruption - so everyone can come together and work
creatively. Because when clunky software and difficult technology isn't in the way, it's easier to
collaborate, brainstorm and innovate. That means your business can get down to business, and your
people can be more productive.

Founded in 1991 and headquartered in Atlanta, Georgia, U.S.A., PGi (NYSE: PGl) has 2,300 employees
and operates in 24 countries worldwide.

ngi.com
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PGi Solutions Overview

Our world-class communication and collaboration solutions include a full-suite of traditional and Voice
over Internet Protocol-based (VolP) audio conferencing and web collaboration services for all forms of
group meetings, from large events to smaller, less formal meetings. PGiMeet Conferencing Services
include automated (reservation-less) conferencing with global connectivity from approximately 90 local
access points, operator-assisted event conferencing, the broadest offering of web collaboration solutions
and full-featured audio and video streaming webcast events.

Anytime Audio Meetings

From smaller everyday meetings to instant worldwide conference calls, our reservation-less audio
conferencing solutions give you on-demand availability and all the options you need for an engaging and
high-quality call. PGi solutions offer a full range of flexible, convenient and secure options, including:

Reservation-less calling — no advanced scheduling necessary

Easy, intuitive interfaces — no training required

Unigue passcodes for hosts and attendees

Integration with Microsoft® Office Outlook®

2417 live support

Keypad shortcuts for mute/un-mute and velume controls

Quick dial-out capabilities to add attendees

One-touch recording and playback capabilities

Advanced security features — additional security codes, attendee roll calls, entry!exnt
announcements .
integration with web conferencing

Online access to meeting reports, recordings and preferences:

> Unigue mobile application automates dial-in for Blackberry, aPhone and other dewces

V V V VV VYV VY

AU

Next-Generation Web Collaboration

With our high-powered, low-complexity solutions, better meetings and more creative collaborations are
just a few clicks away. And because every business has unique objectives, needs and users, we deliver
the broadest choice in the industry, so the customer has the flexibility and control to choose the right
environment for every type of meeting.

Specifically, PGi offers:
> Best-in-class audio integration to optimize the user experience, regardless of application
> The convenience of “one-call,” single-vendor support for both audio and web, and all the leading
solutions
> Deployment and training and on-boarding programs to boost adoption and ROI
> Experience in deploying both department-level and enterprise-wide web applications

Large Scale Virtual Events
Whether there are 30 attendees or 3,000, PGi can deliver big event exmtement without the big event
expense. Our experts have the know-how to help you pull off mission-critical events with polish, i
professionalism and pizzazz. And our operator-assisted solutions make a great first impression, keeplng
your brand and message front and center and your reputation in excellent shape PGi events solutions
feature:

> Operator-asmsted au
> Reliable, sleek and.int
or streaming rich medl_
.. Dedicated event manage

di semces w;th easy web mtegratlon for private or: Iarge scale events
uitive udno.and video webcastlng soiutlons for s1mple podcasts weblnars

Ie pre~ and postnproduchon detanls and manage the event

pgl.com
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> Online pre-registration, invitations and document distribution
> Advanced features for polling, electronic Q&aA, live chat and sub-conferencing for select

attendees
>  All the file links, replays, transcripts and translations you need fo keep the buzz going

Our Integration Model - PGiConnect®

Given our experience integrating and deploying accounts for large enterprises, we identified the need to
streamline and better support customer integrations and application development. In 2008, we re-
launched an online developer community at www. PGiConnect.com that allows developers, partners and
customers to access PGl's open-source, standards-based APis to facilitate seamless large scale
integrations, account provisioning and new product development.

ngi.com
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PGi Account Management Support
PGi will provide the State of West Virginia with dedicated teams in each region to ensure successful
migration, maintenance and growth of The State of West Virginia's customer base.

PGi understands the value for customers to experience ‘zero impact’ during a migration process. To this
end, PGi has refined the migration process to ensure that the user experiences a seamless transition
from the old provider to PGi.

In addition, PGi deploys a full global Transition/Project Team to plan, execute and monitor a customer
migration. A full Transition/Project team would be assigned to The State of West Virginia and regional
Account Management and Operations Teams would be dedicated to your account for the duration of the

contract.

Dedicated Project Team Members for the State of West Virginia would include:

Sales Specialists/Consultants: This team member will proactively be involved in the initial presentment
of the service. This team member will be available to facilitate customer concerns by providing initial
coordinating efforis between the customer and other client team members. Sales Specialists conduct
themselves according to the PGi corporate policies currently in place.

Sales Engineer: Lead Sales Engineers provide strategic direction, guidance and integration of specific
products or solution sets.

Client Manager: Client Managers provide internal and external project resource coordihéﬁon project
management by process, supervision of each project through smplementatlon into productlon and
transition to Customer Care at project end. _ -

Major Account Technical Support Representative: This client team member wiil prowde ongoing
technical support/customer service in a lead role.

The PGi Account Management Team assigned to your company is as follows:

L.ynn Account (866) 913-8447 | Lynn.ed mansoh@ pdi.com

Edmanson Manager
Chris Strategic {913) 982-1190 | Chris.harmon@pgi.com
Harmon Relationship L

Director

John Namy | Sales Engineer | (312) 287-6253 John.namy@pgi.com

Tiffany - Vice President '(212) 91 5-28’47 Tiffany.jensen@pgi.com
Jensen of Agent : :
Management. . .

pgl.com




PGi Response to General Terms and Conditions

If selected for the proposed transaction, PGi looks forward to the parties negotiating in good faith the
ferms of a definitive services agreement to be executed by the parties. The parties agree that no binding
commitment with respect fto any potential relationship between the parties shall be deemed to be in effect
unless and until such a definitive agreement Is executed and delivered by the parties.

pglL.com
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PGi Response to Mandatory Requirements

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

PGiis proposing a hosted, software as a service {Saa$S) conferencing solution, provided via a single,
integrated, on-demand platform, the PGi Communications QOperation System (FGiCOS). Services
may be utilized via the State of West Virginia’s existing telephone lines and web browsers and require
no installation of on-premise hardware, software or additional equipment.

2. Host and store all services and related data on the Vendor’'s equipment.
PGi provides unlimited storage capabilities for State of West Virginia conference recordings via PGI's
encrypted servers. Additionally, PGi can co-develop with the State of West Virginia an online
customer site, the PGiMeet Customer Site, providing the customer the capability to store and access
recordings via the State of West Virginia’s own, customer-facing portal. All portal administrators wifl
be provisioned with a Client ID and Password to enter their site and manage their conferencing
services.

PGiMeet

| egva3r:

Passmrd‘:i T

Mcass Qe:\?,:"ﬂi ;;s .
Tnvite uaupls 14’ hear the rapiay Drdar CDs or hansur\phcns

Thare are no maetings scheduled for today.

& - Files Atached

Allowing the customer more controf over their conferencing services, PGi employs the PGiMeet
Customer Conferencing Site for our-tonferencing customers. The PGiMeet Site is a customized
portal that has:a URL reflecting the customer’s:name, such as hittp.//statedfwestvirginia.pgimeet. com,
and can only be utitized by authonzed users. The sn‘e can be branded fo mc!ude the company' Ble]

pglLcom
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e Creale, view and manage reservationless audio accounts and web meeting rooms on-
demand

e Access online audio controls for more effective audio meetings

Schedule meetings in advance, with a specific date and time.

Download recordings of prior meelings and order transcriptions or CDs

Access a Help menu on every page o find support resources at anyfime.

Creale and manage affendee pre-registrations and evaluations

Publish meetings for other team members fo easily find and join

8 @ o o

For conference recordings, on the PGiMeet home page, the My Latest Recordings section offers
moderators a way fo easily access their 3 latest recordings or to find all active recordings.
Selecting a recording takes the moderator fo that recording’s detail page, which offers these
options:

s download audio (ReadyConference, GlobalMeet, Scheduled ReadyConference) or audio and
web (Netspoke) recordings

order an audio CD or transcription

extend a recording’s avaifability on PGiMeet

invite others via email to download the recording

track who has downloaded each recording

e delete or rename the recording

e change the recording to/from public/private

e ¢ e @

. MEETINGS - REPORYS. | "SEARCH

Billig e : _ _ ‘onetime el Mestings v -

: . “Onivaterassisted fodin Evants - -

Sita Maintenanis Sl L
' ’ o St heretogo to v

WebEx Yfeb Meetinas

pgrL.com
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Brder L T © 7% Recorded Eonference Details " Egit -
Ordsra€h: W '
Q_}_‘der_‘_e Transcnpt : s " Title Notspoke Conference
Order Additional Time 00
3 aini : Description
Date 5/14/2009
Sstart Time 3:40 PM U.S., New York
Duration 14 minutes
Omned By Pater Stewart
Created Date 5/14/2009 7:22 PM U.S., New York
; category
You musthave the' Netsgnke Proy’ Presenter Name Peter Stewart

_Cnnference glager lnstalled ﬂn !'Bu s

Pepor Y A L o ter Email
Yo hear the audm ofa mnference, yau resenter tmar
must have ‘pither. Wlndnws Media Player

or Real Player installed on your rnachlnu

For mare information, take tha PR

Remrdmg Plavback Tes R !leqn_rdipg'ﬁtﬁﬁns

Pla? Audio fI'M_I'I l_’ht_me e '_ o Yiew Times Downloaded

Audio: .

Tolistsni to & d’gltal audm recnrqu B’f Invite To Recording Invite to Recorded Conference

this conference, bse the fullnmng

Toll fres: 1-866+203-1112 ;- s
T mime o6Bp :-Change PIM- -

Toll: 719~ 457’5320

Recording 1D: 63804386

3. Provide access to these services through the internet. All web interfaces of the proposed system
must be compatible with Internet 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 Exp]orer ‘FireFox and

Netscape Navigator,

The conference moderator can initiate a reservationless recording via, *22. Upon completron of the
conference, a dedicated dial-in number (different than the conference bndge) will be sent directly fo
the moderator’'s email account to access their reservationless recordmg. _

For recordings that are accessed via the PGiMeet Customer Conferencing site, the following is an
overview of the minimum system requirements:
Windows XP, 2003, Vista, Windows 7

e Internet Explorer 6/7/8

e firefox 2/3

e SunJava 1.4.2 086, 1.5.0 06, 1.5.0_10, 1.6.0_01 or later

e JavaScript and cookies enabled

s  flash version 9.0 or higher

e Intel or AMD processor (1GHz or faster)

»  Atleast 512 MB RAM (at least 2 GB RAM for Vista)

Mac 03X 104,105,106

Safari 3/4

nfidenta .&'Propriet.ary - p g"l com
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e JavaScript and cookies enabled Requires Apple Java 5 or higher
s  PowerPC G4/G5 or Intel processor
s Afleast 512 MB RAM

e AppShare is currently not available for Presenters

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.
Please review above response, outlining PGiMeet Customer Conferencing Site’s minimum system
requirements.

5. Provide a system in which all software proposed is off-the-shelf; generally available, i.e. not in beta or
test; and currently in production as proposed. All item(s) shall be new, in current mainstream
production, and immediately available. The State shall not accept prototypes or items in test
production and not formally announced for market availability. :

Non-applicable as PGl is proposing a hosted, software as a service (SaaS) conferencing solution,
provided via a single, integrated, on-demand plaiform, the PGi Communications Operation System
(FGICCS). Services may be utilized via the State of West Virginia’s existing tefephone fines and web
browsers and require no installation of on-premise hardware, software or additional equipment.

6. Must store and retain digital recordings of hearings for up to 2 years. Digital recordings of all
hearings must be readily accessible during the entire length of their retention. .
PGi typically stores meeting recordings for 30 days. However, upon customer request Jonger storage
periods can be accommodated. The customer can request for storage for up to 365 days. Should
the State of West Virginia require longer storage, they may request an addrtronal 365 days When the
retention period has expired. , e . _

7. Not purge any hearing along with that hearing’s associated files without the written approval of a
designated BOR employee(s).
PGi typically stores meeting recordings for 30 days. However, upon customer request, longer storage
periods can be accommodated (up fo 365 days). For recordings stored via the PGiMeet Customer
Conferencing Site, recordings are logged by date, time, type of recording (audio, web, or audio and
weh), name, owner of recording and how many days until the recording is delefed. The Cusfomer
Site also provides the functionality for customer administrators to manually delete recordings if
desired.

8. Provide a secure method of purging the hearings and associated files/data to a status from which it
cannot, for all practical purposes. be recovered equivalent.to.or better than Department of Defense
wipe.

PGi's recordings.are set up fo automaf;cal]y plirge recordings within a scheduled time frame. Once
recordings are purged they cannot be recovered

9. Have measures in place to ensure hearings approved for purging are purged. Responders must. -
provide quarterly destruction request Iog to BOR which must be approved in wrrtrng by desrgnated o
BOR emp!oyee(s) i :

“’“’" o pgi.com
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PGFPs redundant infrastructure virtually eliminates the occurrence of any, one single point of failure.
Should a service impacting issue occur that compromises the State of West Virginia’s normal
conferencing service levels, PGi will contact all appropriate customer contacts, informing them of
issue and providing timely status updates until the issue has been remedied and services are
restored to normal functionality.

In the event of a disaster affecting the ability of the successful vendor to provide services, the vendor
must notify WFWV within 3 hours of the estimated date and time of service restoration.

PGi's redundant infrastructure virtually efiminates the occurrence of any, one single point of failure.
Should a service impacting issue occur that compromises the State of West Virginia’s normal
conferencing service levels, PGi will contact all appropriate customer contacts, informing them of
issue and providing timely status updates until the issue has been remedied and services are
restored to normal functionality.

Provide system redundancy, fault tolerance and fully functional and tested disaster recovery facility.
Our Business Continuity Plan entails the identification of all key staff to run the business in the event
of an unforeseen disaster. Once a disaster is declared the business continuity plan is enacted and afl
employees who are part of the BCF team are notified on what to do based on the fype of incident. We
have alternate sites with adequate capacity to provide continuous service delivery of all our products.
All our applications are setup in a redundant manner on all layers which includes, routing, bridging,
Telco, and web services. PGi exercises many opiions to minimize the impact of any disaster. This
includes Failure and Disaster Recovery: PGi's in-house staff is available 24/7/365 io repair and/or
replace failed equipment, "Hot” stand-by bridges can be installed to replace failed bridges in 15
minutes, nightly back-up data archives are stored offsite, and detailed inventory lists are maintained
to alfow for immediate replacement in the event of a disaster. Redundancy: PGi has arranged for
local telecom carrier, long distance carrier, network, power, and operations center redundancy

PGi is dedicated to maintaining premium levels of customer access product pen‘orrnance and serwce
responsiveness by maintaining extremely resilient resources. PGi is further committed to exceed:ng
industry-standard levels of disaster recovery, giving priorify to service resumption and data recovery.
PGi exercises many options to minimize the impact of any disaster. As part of PGiMeet's Disaster
Recovery and Business Continuity Plan, the following conferencing infrastructure redundancies are
provided:

Bridging and Hardware Redundancy

PGi runs conferences across both TDM and VolP bridging platforms. TDM and VoIP bridges are
similar in design in that a physical bridge consists of a multi-siotted chassis with ‘blades” installed in
each slot. Each chassis has unused blades that are reserved for executing our failover strategy and
within each bridging location PGi has instah’ed mult:;o!e bridge chassis. Should a problem occur on

redistributed between the remam:ng bndges in the facility.

To provide redundancy and failover. for our TDM bridges, PGi has in place “Hot” standby bridges to

which traffic can be re-routed within 5 minutes.If an entire TDM facility needs to be taken off ling we
can immediately port the tolf free numbers that are associated with that facility to a different facili
facilities. When a TDM bridge is experiencing probiems and needs to be removed from service
pamcrpants are prowde a notification five minutes pr;or fo the bridge being removed from service with
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i

a single component fails, traffic from that component can be redirected to the remaining resources
without impacting our ability fo service our customers. Should an entire bridging facilify be taken out
of service, traffic from that facility is redirected to the remaining facilities, again, without impacting our
ability to deliver our full complement of services to our customers.

Carrier and Network Redundancy

PGi multiple carrier strategy limits exposure to a single provider's network problems. Carriers for
domaestic North America include Verizon, AT&T, iBasis, Level 3, Time Warner and Qwest. Asia-
Pacific carriers include AAPT, Powertel, Optus, Singtel, Starhub, PCCW, KVH, Softbank, Dacom and
ChinaNet Com. EMEA carriers include Colfs, Verizon and British Telecom (BT). India carrier is TATA
Communications. All of this service is provided to PGi on fibre networks with dual facility entrances
and Sonet architecture. Access to the carriers is provided via multiple fibre optic routes with diverse
building entrances. PGi also has redundant systems fo avoid failure of any portion of our network,
such as redundant processors and controf units in the switch.

In the US, PGi operates our own Service Management System (SMS) which means we can port diaf

numbers between different PGi facilities as well as different network providers at our discretion. This

capability allows us fo port numbers in a real time manner without having to wait on the assistance of
our network providers.

information Redundancy

All PGi facilities are controlled via our conferencing database. Our conferencing conirol database
consists of our master database located within our Enterprise Operation Centers with fully replicated
“child” databases located in each of our bridging facilities. Should a child lose communication with
the master it can continue to control activity within its facility. Nightly backup data archives.are stored
offsite and defailed inventory lists are maintained to allow for immediate rep.facement in the event of a
disaster.

Power Redundancy

Power is another consideration that PGi has examined in des.'gmng its facilities. Power backups are
standard with every system. All PGi conferencing facilities are located in telco-grade facilities. The
switches, bridges, servers, computer nefwork, personal computers and peripherals alf have power
systems to support interruptions in power supply and fo suppress surges. Additionalfy, all systems are
attached to uninterruptable power supplies with diesel backup generators for extended outages.

Operations Center Redundancy

PGi has Enterprise Operations Centers (EOCs) located in Tinton Falls, NJ, Clonakilty, Ireland, and
Tokyo, Japan, each of which monitor all applications worldwide 24x7x365 using a variety network
management tools In addition to the three ECCs, PGi maintains fwo mirror-image cenfers fn

outage, each center is fu.ffy capable of prowdmg the full range of PGi, In addition to its duplicate
telecommunications infrastructure, each site has its own administrative support staff to provide
redundant fogistical capabmtres Network management tools continually monitor and test the network
to ensure it maintains an “up’ statu's with imme"' ate notification when network outage or degradanon
of service is detected. .

There are cnt:cél situation managers on site during every shift to handle escélatfon of :'ncfdenfs_-and/or
service disruptions. In ada_’:ﬂon_ staff is available 24x7x365 to repair and/or replace failed equipment.
PGi has very detailed fa;!over procedures that address evexythmg from scheduled mamtenance to.

unplanned outages.

: ecurely destroy all WF\N\! TEC
Altrécordings can be manual
2 onferencrng Site or can be de!ete

etlowmg WEWV's extractlon
he customer administrator via: the PGiMeet Customer
3 nmeframe specn‘fed by the customer to PGi.

pgi.com
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14, Ensure the security of unemployment insurance records, including compliance with applicable State
and Federal data privacy statutes, in complete detail.
Non-applicable as PGi is proposing a hosted conferencing service and will not mainfain access of
customer records. PGi provides storage for conference recordings via the company’s encrypted
servers.

15. Regquire 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 to West Virginia unemployment
insurance records complies with the requirements of West Virginia data privacy statutes.

Based upon current understanding of anticipated relationship and the intention for the provision of
only conferencing services to the State of West Virginia by PGi, PGi believes this provision language
is not applicable.

PGi is responding to this proposal to provide only conferencing services. No work product and no on-
premises activily required for provision of services fo the state of West Virginia.

16. Restrict access to the proposed system by WFWV staff via a secure socket layer protocol.
PGi utilizes 128-bit SSL (Secure Sccket Layer) and TLS (Transport Layer Security) encryption for
proposed confarencing services.

17. Provide a method of encrypting data in transit equivalent to or better than SSL3.0 (Secure Socket
Layer). '
PGi utilizes 128-bif SSL (Secure Socket Layer) and TLS (Transport Layer Secunty) encryptlon for
proposed conferencing services.

18. Generate itemized, monthly reports showing usage of the dial out conference bridg'e by BOR, length
of call, origin of call, destination of call, date, and time of calls, etc. Reports must be able to be
broken down and provided in a manner which shows records of calls by date, Applicant ID, Issue 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.

PGi's web-hased billing and reporting platform, SmartView, provides customers 24x7 access o
usage-based and service-based reports. The SmartView system is updated daify so reports are
accessible in near-real time.

The following are a listed of reports available via SmartView:
Call Count by Region

Minute Usage

Participant Qverview

Cost Qverview

Regional Breakdown by Moderator Loca tion
Bridge Summary Report - .

RC Toll and Toll Free Port Usage

Support/Help Desk Caﬂs

PRIME Overview

Bndge Avaifability

Moderators with Invalid Numbers

Analysis Reporfs :

O 000000000 0O0

PGi can also prowde the
be reviewed in APPENDJ‘X

West Virginia with Moﬁfﬁi}?ﬂ/}anagement Répon‘s: (MMR) which can

3 prev;ous month’s usage W|th|n 15 caiendar days of the month
ata mmlmum the following mformatlon a unique invoice

"'bmlt monthly bills to'W
ng billed. Monthly bills
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number and date, vendor address, Purchase Order Number WWV-10862, call date, call number(s)
called, origin of call, and total charges.

PGi works with each client individually to identify their specific bilting and reporting needs, provide the
best solution to meet those needs, and ensure satisfaction with the billing process. PGi implements
this flexible methodology in order to satisfy all of our clients’ billing and reporting needs. Once an
account is set up as a PGi’s customer, the customer is enabled fo sef up the bilfing requirements that
will best fit their company’s needs.

PGi’s billing and invoicing capabilities provide the bandwidth fo create one invoice for customers for
multiple locations, cost-centers, business segments, depariments, efc. In addifion, SmartView alfows
the capability fo consolidate and sumrmarize billing requirerments as needed, as well as to
accommodate online payment. Our support of muftiple languages and currencies by region allows us
fo provide seamiess billing capabilities to our customers.

The following bill formats are available: paper invoice, electronic CSV format invoice, CD, EDI and
PDF. We accept all major credit cards, and customers are able to review, print and pay their invoices
on-line. PGi notifies its customners via email each month when invoices are avaifable to view online.
PGi Service’s billing system, developed by MetraTech, is the first nafive XML-based, end-to-end
biffing solution built from the ground up using XML and Web Services. PGi provides a 30 day billing
cycle with 5 monthiy bill cycle options.

PGi's SmartView inferface is a user-friendly Web fool designed to help the cusfomers managed
services, invoices and budgets. This industry-leading billing and reporting intetface gives our clients
the ability access limely usage information in a variety of formats. PGi SmartView features include:

e [nteractive invoicing and Reporting
o View one billing cycie or sefect online reports with up to 24 months of data (view 1
month, 3 months, 12 months, YTD, etc}
o Review account detail in layers (Account Summary, Moderator Summary, Call
Summary, Farticipant Summary) :
Data Sorting — quickly find the information you need
Data Filtering — run reports for a sub-set of the total
Data Export — download more detail into Excel (CSV file)
o End-user Reporting — without giving therm access to dafa of other users
o Immediate paper invoices and management reports are available (via Acrobat PDF format)
e [nvoices may be pald directly online
o One Global Platform

o O O

Qur SmartView on line billing portal is Web-based and there is no charge fo use. However, upon the
customer’s request, PGi can accommodate alternate invoicing formats such as, paper, ED! via the
establishment of an e- client file. Below is a screénshot of a samp!e conferencing invoice via
SmartView:

pgl.com




20.

X Addmonaﬂy a ded:cated.Account

Figure 1: Sample conferencing inv'ofce 'ﬁﬁ'.a fhe SmartV."'ew en!ine interfaee

For an interactive demonstration of the PG SmartView billing and. repomng system,: p%ease access
the foliowing link: hito://www.pgs-marketing.com/smartview-demo/

Maintain a domestic Help Desk for troubleshooting problems and assisting users. The Help Desk
must be operational 7am to 6pm ET, Monday to Friday, excluding State Holidays. The Help Desk
must be accessible via a local or toll-free telephone number.

PGi's Customer Support Organization provides 24x7x365 service fo our clignts. As a service
organization, our customer service teams play a major role in managing customer relationships;
providing value-added services fo our clients. We currently employ approximately 900 customer
service professionals deployed in local markets around the world. Additionally, PGi's North America
Customer Care Center (CCC) provides tolf and tolf free access, any time.

For end users on our automated audio platform: ReadyConference Pius and GlobalMeef, an operator
can be reached by the participants and / or moderator by pushing * 0 on the telephone keypad. The
operator can assist with both audio and web issues. A trouble ticket will be opened in the event the
problem is not cured during the conference

For end users on the operator attended platforms
o A behind the scenes comm line is available for a deSJgnated employee fo speek with:
operatorin a conversation that is separate from the main conference.
o Host Controls allows the moderator to chat behind. fhe scenes with an operator
e Operators are act;vei _ omtormg these conferenees

am will he ass;gned 6 your account who will serve as the Iiafson
and PGI: Your administrators and moderators will also be able
' Iated questfons through the PGi Support site which can be
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Figure 2: Online help is available via the 'PGi Support' customer service sife.

21. Provide WFWV with all on-site training for approximately 25 key personnel from WFWV's BOR staff
one time and will require 2 maximum of 6 hours.
PGi will provide the State of West Virginia with alf onlfine, on-site, group and one on one training,
based on the customer’s needs. Additionally, PGi will provide all end-users with all applicable user
guides, training manuals and marketing collateral that may be used in collaboration with web
conferencing services. PGI also provides 24x7 access to an online Conferencing Resource Center,
hitp://www.pai.com/usfen/conferencing/resource-center/, providing immediate access to online video
demos and tuforials, service whitepapers and brochures, online customer and technical support, the
PGiMeet Biog and answers fo customers’ frequently asked questions.

PG/’s training programs may consist of the. foﬁowmg

o Virtual training sessions conducted via the web. This prowdes the conferencing user the
opportunity to join a meeting without feaving the office. In addition to reviewing the fraining
content, they will be partrcrpatmg in a web conference and expenencmg the benefits of this
service. u

o Dally Semmars PGP w.'li offer daiiy publfc serninars providing mformaz‘fon for those
conferencing users interested in learning more about other business soluf:ons

o One-on-one training. sessions. Client conferencmg users may schedule one-on- one trammg
sessions with PGLIn. orderto fearn how to use.audio ahd web conferencmg services. PGi wilf
accommodate one to. twenty Users per sessiof)
Other Serwces. As;de from. hands on trammg, PG
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o User Guides. PGi wiil provide user guides and product literature fo assist conferencing users
in the adoption of PGI's services.

o On Site Training. As requested, on site fraining will be conducted for conferencing services.
Content will be developed based on the user/user group’s requirements.

22. Provide training materials for 25 BOR employees that can be used by these key perscnnel to train
other users.
Yes. PGiwill provide the State of West Virginia with all supporiting whitepapers, training manuals and
markefing collateral. The following URL provides access to PGi's Conferencing whitepapers and
brochures: hitp://www. pgi.com/us/en/conferencing/resource-center/brochures.php.

23. Have 3 years experience in implementing conference bridging, digital recordings and storage in an
integrated system. At least one completed project must be similar to this project in size and scope.
PGi's account teams work to identify the State of West Virginia's needs and ensure that alf new
service implementations follow a seamless transition. PGi will work closely to devise a customized
impiementation plan to suit all of The Stafe of West Virginia’s requirements.

PGi will dedicate a Project Management team in charge of the State of West Virginia service
implementation. One Project Manager at PGiwill be assigned and dedicated to The State of West
Virginia from the contract negotiation stage until the end of the roll-out phase that leads info
customer's acceptance and service transition to operations and service managers.

Qur implementation approach is following pre-defined process and methodology. PGi's client
implementation success and tremendous growth in the past years can be attributed to the efficiency
of our methodology and our capability to implement and deploy guickly Audic & Web conferencmg
services for our custormners.

: ngure.’:‘ The PGi on-boarding pro

_ uses a multifaceted approach, ensuring successful
;mpiementaﬂons R ) _

' . Propriet;ry : p g ] . C D m
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Cur deployment methodology objectives
e Minimize your business disruption with industrializing the anticipation and the risk management.
s Speed up adoption of the service by The Stafe of West Virginia end-users
o Project Manager is the main customer contact throughout the global sofution
deployment
o Project team management (both The State of West Virginia and PGiteams
involved),
o Organization of the deployment steering committees,
o  Owner for the global network planning,
o Key Performance Indicators (KPis) follow-up for all area deployments in progress
through the global foflow-up database,
o Studies any new requiremenis customer may have with the Sales team,
o Manages the escalafion level 1 and arbitrates with customer project leader.
»  The Area Project Manager has to :
o Organize and manage The Stafe of West Virginia project deployment team (sales
order manager, SM, CSM and pariners , alf people invoived),
Organize the area project meetings with customer feam(s),
Be the owner for the project area detailed planning,
Be the SPOC for any customer deployment status request,
Sign the acceptance forms for each installed services,
Manage the escalation level 1

O 0 0 0 0

PGi On-boarding Program

The PGi On-boarding Program, or POP, is an awareness and training program to help your
company get up to speed with your new products as quickly and efficiently as possrbie Elements of
the POP include:

Project plan development

Communication campaign

Quick start guides

End user training sessions

On demand web-based training tutorials

One-on-one coaching sessions

o0 0 0 00

Timelines

An implementation for a company of the State of West Virginia's magnitude, typically takes up to 30
business days, depending on specific functionality requirements, training requirements, and overall
scope. PGi's account teams will work to identify the State of West Virginia's needs and ensure that
all new service implementations follow a seamless transition. PGi will work closely to devise a
customized implementation plan to suit all of the State of West Virginia's requirements.

Understanding that open channels of communication are vital to a successful transition, PGi will
appoint a seasoned and well-versed Account Management Team to handle implementations and
walk the State-of West Virginia through the migration process. A detarled fuil scale, global
Impfementatron Plan typically :ncludes the foﬂowmg

Phase One: Information Gathermg o
The State of West Virginia will announce PGI as the preferred conferencmg provider mterna_
our team will work on rmpfementmg audio conferencing services across the State of West Virginia’s
organization. PGi will appomt-an Account Management Team (including PG Service

Representatives), to Work on-implementing services a the State of West Vrrgmfa The PGi -
scuss specific . State of West Vfrgrnra
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management reporting requirements), and any specific customization required by the State of West
Virginia. Where possible PGi will utilize the State of West Virginia's old billing records and
management reports to determine conference call users and usage estimates.

Phase Two: Set Up and Communication of User Accounts
PGi will establish accounts for users within the State of West Virginia, set up billing protocols,
hierarchies and management reporting tools prior to services becoming available.

PGi will agree with the State of West Virginia the best means to communicate and distribute service
information to the user base. This will include instructions on establishing an account or information
on how they will be receiving their account information. PGi shall send product and marketing
materials lo the State of West Virginia personnel. This will include sending users of automated
conferencing, wallet cards detailing Moderator Pass-codes, Participant Pass-codes, Dial-in numbers
and instructions on how fo use the service. Where applicable, PGI will also provide information on
other services and the processes involved for utilizing them.

PGi will also provide general literature, web-site addresses, and relevant contact details to general
non-users, new employees etc. via communication methods agreed, e.g. broadcast email, iniranet
content and content for an Employee Handbocok, (if avaifable).

In addition to the above, PGi shall agree with the State of West Virginia an escalation process for
reporting service issues. This will be communicated to the user base and will include 24hr Helpline
telephone numbers. (Operator Assistance will always be available during a conference call).

Phase Three: Training Users on PGi :

PGi representatives can visit the State of West Virginia offices for personal mtroductfon and fraining.
A full range of training material and user guides will be offered to users for all of ur products and
services. PGi will agree to a training schedule that fits the State of West V:rgm:a 5 busmess needs
and working practice.

PGi will:

s  Host telephone and / or online training sessions to infroduce services and answer questions.

s Promote “The State of West Virginia Awareness” on site fo distribute materials and answer
questions.

o Follow up with phone calls, e-mails and personal visits where needed or requested.

s Monitor account growth and provide data to a contact within the State of West Virginia on
usage, number of users, accounts with non-usage, etc. in order to identify areas where further
user fraining may be beneficial.

Phase Four: Regular Review Meetings

The PGi Account Team will hold’ monthly and/or quan‘erly réview meetings with the State of West
Virginia fo discuss all aspects of the service. In addifion, PGi will conduct periodic surveys, (upon
approval), fo momtor quality and satfsfactron

User Trammg '

PGi representatives shalf visit the State of West Virginia offices for personal introduction ana
training, which will include comprehensive training on our products and services utilized byt
of West Virginia. PGi shall also agreefo a training schedule that fits in with the State of West
Virginia's business needs and -working practice. Training literature and reference material can be
made available through ofﬂme sessions, userhandbooks and mtranet content.

Gt Confidential & Propristary

pglLcom




EMERGIZE ¥OUIR CONNEUTIONS

Additional Requirements

1. File hearings by the following index values: Issue ID Number, Issue Sequence Number, Applicant
ID, Employer Account Number, Hearing Date, Hearing Time, Unemployment Law Judge, Applicant
Name, Employer Name, Telephone Numbers, Witnesses’ Names, Witnesses’ Telephone Numbers,
Representatives’ Names and Representatives’ Telephone Numbers.

The PGiMeet Customer Conferencing Site indexes file recordings by date and time. Additionally, the
customer may name their conference for easy reference.

2. Allow for the establishment of hearing records via an upload from WFWV.
All recorded files can be downloaded to the administrator’s desktop via an MP3, WAV or Windows
Media Player file.

3. Allow either a nightly electronic transfer or an automatic transfer of data from WFWV to the
successful vendor.
When a reservationiess recording is initiated by the conference moderator, the audio bridge will start
to capture that recording on the conference bridge. Upon conclusion of the conference call, the
recording is automatically moved onto another, secured platform by a back-office process and made
available for the moderator to either download in MP3 or WAV format through the PGiMee! Customer
Conferencing Site, or they can issue the dial-in number and password for users to cafl in and listen to
the recording. Once the recording is moved to the secondary platform, it is immediately deleted from
the conference bridge, but is available via the Customer Site until it is purged.

4. Have a mechanism to alert the BOR to discrepancies between record uploads from WFWV and
records entered manually by BOR via the successful vendor’s web interface. Note:: SWFWV does not
anticipate transmitting social security numbers or employers’ federal identification number asa part of
the transmitted record.

Non-applicable as recordings are not downioaded manually and are eutomatfcaﬂy moved fo PG; (3
secured platform. : -

5. Allow entry 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 to be added automatically via an electronic
interface and manually via a web page.

The conference moderator will be provisioned with a dedicated dial-in number, 7 to 10 digit moderator
password and 6 to 10 digit participant password for all participants to enter a conference bridge.

Upon conclusion of a meeting, the conference moderator will be sent a conference report to their
email account, outlining the conference date, time and participant dial-in information.

6. Be capable of calling and connecting all parties involved in a hearing.
PGi’s reservationless conferencing services provide moderator dial-out capabilities so that the
moderator may contact those participants that have not joined thie conference or were not previously
invited. Moderator dial-out can be fmtfated via telephone prompt *95,

7. Notcalland connect the parties mvoived na h
or other authorized WFWV user. -
Participants cannot access the moderatofs conference bridge unless prowded with the moderafors
dedicated dial-in number and password information. For additional conference secunty PGi prov _des
the following: . :

s Participant name on'.entzy"

Tone on em‘ry

Music on hold until the mo

Sffenced line unt fh'

:rlng without being commanded to do so by the BOR

tor joins the call

: PG] Confidential &

pgi.com




%

CMERAIPE YOLR CONMECTIING

PGi is providing a hosted conferencing service. The moderator and participants individually dial into
a dedicated dial-in number and provided password information to enter the conference bridge. The
moderator may dial-out to participants via telephone prompt *95, however, PGi's conference bridge
does not support auto-dialing capabilities.

9. Be capable of dialing international numbers.
PGi’s conferencing services provide local, direct dial toll and toll free dial-in numbers. The following is
an overview of PGi’s global access poinis:

U8 Toll / Direct Dial: US and Canada Toll Free,

Local (Direct Dial) Options: Australia (Sydney); Austria (Vienna, Graz); Brazil (Sao Paolo); Belgium
(Brussels and Liege); Denmark (Copenhagen); Finland (Helsinki}; France (Lyons, Lille, Marseille,
Paris); Germany (Berlin, Cologne, Frankfurt, Hamburg, Munich), Hong Kong; India (Bangalore,
Mumbai); freland (Dublin); Italy (Milan, Rome. Turin); Japan (Tokyo); Netherlands (Amsterdam,
Rotterdam); Norway (Oslo); Russia (Moscow and St. Petersburg), Singapore; Spain (Barcelona,
Madrid, Valencia); Sweden (Stockholm); Switzerland (Geneva, Zurich); United Kingdom (Birmingham,
Glasgow, Leeds, Liverpool, London, Manchester)

International Toll Free: Argentina, Australia, Austria, Belgium, Buigaria, Chile, China, Colombia,
Czech Republic, Denmark, Dominican Republic, France, Germany, Greece, Hong Kong, Hungary,
india, Indonesia, freland, israsl, italy, Japan, Latvia, Lithuania, Luxemboury, Malaysia, Mexico,
Monaco, Netherlands, New Zealand, Norway, Panama, Peru, Poland, Portugal, Russia, Singapore,
Slovenia, Slovakia, South Africa, South Korea, Spain, Sweden, Switzerland, Trinidad-Tobago,
Thaifand, United Kingdom, Uruguay, Venezuela.

10. Provide both audible and visible (through the web interface) cues to notify the BOR: when any party
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.

The PGiMeet Customer Conferencing Site provides web-based audfo controls so that the conference
moderator may manage their audio conference online, including monitor pamcrpant attendance and
activity.

11. Include audio quality control, add/drop capability, and muting capability.
PGi's Reservationiess Conferencing Services provide telephone keypad prompis that manage audio
and voice volume controls and line mufing:
s Prompt *4 or *7; Increase or decrease conference volume
o Prompt *5or *8: Increase or decrease voice volume
s Prompt *6: Mute {or un-mute} fine
s Prompt *96 or *97: Moderator controlled mute/un-mute of all participant lines

12. Have a high volume capacity, such that up to 10 separate parhcnpants may participant in one
conference call.
PGi processes over three (3) billion mmutes a year. One of the most important functions in providing
consistently reliable service is accurate capacity plannmg and traffic management PGi has very
detailed processes and procedures for ensuring service availability. Capacity planning includes
managing existing fraffic, plannfng for sudden spikes in activity, providing redundancy and failover,.
and planning for growth.

We monitor mulffp!e VoIP based bndgmg facifities around the globe with each facaln‘y being fitted wn‘h
multiple bridges PGi converts telephone calls to VoIP at ‘the carrier level. Once a call enters the PGi
_network it can be routed_ (s dge on the network: PGf._ mploys load balancing techniques to-
-ensure that individual brid each facility as well as the facilities themselves are operating well
ow fotal capac:ty typ;calf ate!y 65% When a bndgmg facmty reaches our defined
hold, using load bala: all
slobal Capacity Monitor fo
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approaches the defined usage threshold, the Global Capacity Monitor alerts PGi, who can monitor the
situation more closely and take corrective action if necessary. Additionally, we run daily, weekly, and
monthly reports to continually analyze traffic patterns to identify focations in which we need to add
capacity.

Operating our bridging facilities significantly befow their actual capacity allows us to handle any
spikes in traffic and is also central to our redundancy and failover strategy. If a bridging facility is
taken off line for any reason, traffic that would normally be destined for that facility is distributed
among the remaining locations.

To manage growth, PGi’s Operations and Sales Departments meet weekly o review new sales
opporiunities to ensure we add capacity as necessary to accommodate new growth.

13. Have the capacity to set up and record 10 simultaneous hearings with af least five (5} participants
each.
Yes. PGi’s reservationless conferencing services can accommodate up to 125 participants per call.
Meetings can be scheduled on-the-fly, at anytime without prior notice. All conference moderators are
provisioned with a dedicated dial-in number and password information fo utilize their bridge at
anytime.
Managed by a full time Capacity Management Team, PG/ forecasts capacity needs at infervals from
30 days to three years from the current date. This is to ensure that at peak times, PGi usage never
exceeds available capacity.

Our Capacity Management Team statistically analyzes the usage data on a continuing basis in order
to ensure all of our clients’ current, and future capacity needs are proactively met. PGireviews
capacity on a weekly basis: bridging needs; telecom delivery; actual usage, moderator assignments.
All conference bridges, and associated support equipment are moni{ored contmuousiy (bridges;
switches, computing environment and back office functions).

Additionally, a component of PGi’'s monitoring process are built-in afe'n‘s within the Capacity Planning
process, as well as infrastructure monitoring, that notify PGi personnel of any concerns or possible
issues that may affect our customers’ ability to utilize our services. This gives us more ability to adjust
to the ever-changing needs of our cusforners and our indusiry.

14. Be capable of hosting at least 2,000 conference calls per year, and must be scalable to 4,000
conference calls per year.
Yes. PG has the capacity and scalability to manage the State of West Virginia's growing
conferencing needs.

15. Be capable of recording at least 1,000 minutes of conferences per day, scalable to 2,000 minutes per
day. Calls will have an average length of 60 minutes per hearing.
Yes. PGi can accommodate the State of West Virginia's recording requirements.

16. Allow for access, selection, and playback of prior hearing recordings during a subsequent hearing
such that all partias on the teleconference can-hear the prior recording. The playback must be abie to
ocour while continuing to record the subsequent hearing.
Audio recordings can be downloaded into a WAV or MP3 format onto a computer. A th:rd-pady _

device that connects the computer to a telephone that is dialed into the bridge woufd be required.in

order to play the WAV or MP3 formatted recording back t '
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18. Allow autheorized staff access to hearing recordings for selection and playback.
Conference moderators can provide access to recordings via dial-in number or downloading to their
desktop and emailing the file to the applicable participants.

19. Save hearing recordings in a format {(such as a .wav) that does not require special software to listen
to.
Conference recordings can be downloaded and saved fo the moderator’s desktop via MP3, WAV and
Windows Medra Player files.

20. Permit authorized users to make a copy of the recording via digital media and/or file transfer.
Upon conclusion of a reservationiess conference, the conference moderator will be emailed toll and
toll-free access numbers and password information that can be distributed to appointed parficipants
fo access the reservationless recording.

21. Permit searching for recorded hearings by index values including: Applicant ID, I1ssue ID, Employer
Account Number, and Unemployment Law Judge’s Name.
State of West Virginia customer administrator's may index their conference recordings within the
PGiMeet Customer Conferencing Site and may label them with unique, customer-specified names.

22. Permit user to search for and playback bookmarked events from a hearing, while recording the same
hearing.
Conference moderators can provide access to recordings via dial-in number or downloading fo their
desktop and emailing the file fo the applicable participants.

23. Be available and functionally operational 99% of the time, Monday-Friday, 6:00 A.M-CT to 6:00 P.M.
CT, not including State Holidays, such that the proposed system is available and functionality
operational for 99% of all minutes within each calendar month. Force Majeure events shall not be
counted against the successful vendor for the purposes of this requ;rement
Please review APPENDIX B, PGi’s Standard Service Level (SLA), for conferencing service -
availabifity.
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Disclaimer

This is a preliminary, non-hinding proposal, based on PGi's current understanding of the State of West
Virginia's needs at this time and the proposed relationship between the parties.

This proposal is intended solely as a basis for discussion between the parties and is not intended to be
and does not constitute a legally binding obligation. A legally binding obligation will only be made
pursuant to a definitive agreement to be negotiated and executed by PGi and the State of West Virginia.
Performance and delivery of any services by PGi to the State of West Virginia will require execution of a
PGi's Corporate Services Agreement by both parties.

PGi's Customer Service Agreement is specifically tailored to the services being provided. While the terms
of the Customer Service Agreement are commercially reasonable and typical for agreements of this type,

PGi will work and does work with each of its potential clients to review the language as appropriate where
individual client requirements may request changes.
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PremiereCall Auditorium

/HPremiereCaEI Auditorium 8 33
PremiereCall Connection 0 PremiereCall Connection 35
PremiereCall Event 7 PremiereCall Event 120
Global Meet 283 Global Meet 1,008
ReadyConference Plus 2,955 ReadyConference Plus 33,508
Scheduled ReadyConference 15 Scheduled ReadyConference 105
Total 3,268 Total 34,809




Td’t{lf'Attended Calls

Apr-06 | May-08] Jun-08| Jul-08 Aug-06| Sep-06| Oct-06| Nov-06 | Dec-06| Jan-07 | Feb-07| Mar-07{ Apr-07

B Auditorium 1 3 3 0 0 ] 1 g 5 2 0 1 8

PCConnection 3 3 4 3 4 5 7 3 2 1 0 g 0

Efrcevent 5 10 8 11 8 15 10 g9 13 6 8 10 7

Total Unattended Calls

3,500

3,000 ¢

2,500 i

2,000 ¥

1,500

1,000

500

Apr-06 | May-06 | Jun-06 | Ju-06 | Aug-06 | Sep-06 | Oct-06 | Nov-06| Dec-06| Jan-07! Feb-07| Mar-07 Apr-07

ReadyConf Plus| 1,852 2,230 2413 | 2,184 2,811 2,651 3,108 25819 1,808 2,764 2,714 3,301 2,955

B sch. ReadyConf 6 5 3 5 3 6 7 4 4 g 18 19 15

31 38 41 41 35 52 51 50 46 69 108 165 283




PremiereCall Auditorium 47773
PremiereCall Connection 0
PremiereCall Event 53,284
Global Meet 25 028
ReadyConference Plus 576,715
Scheduled ReadyConference 26,809
Total 729,707

12 Month Min

PremiereCall Auditorium 158,813
PremiereCall Connection 29,882
PremiereCall Event B74,580
Global Meet 143,195
ReadyConference Pius 5,858,541
Scheduled ReadyConference 130,913
Totai 7,195,904

Apr-06 May-06 Jun-06

Jul-06

Aug-06 Sep-06

Oct-06 Nov-06 Dec-06 Jan-07

Feb-07

Mar-07 | Apr-07

ETotal | 355,165] 432,142| 539,555

386,532

523,367 | 573,114

659,542 | 607,318 | 455,304 | 585913

583,118

765,127, 729,707




P>remiereCa1E Auditorium 486
PremiereCall Connection o
PremiereCall Event 1,104
Global Meet 1,136
ReadyConference Plus 13,750
Scheduled ReadyConference 510
Total 16,986

_13 Month Total

. . ts
PremiereCall Auditorium 3,397
PremiereCall Connection 548
PremiereCall Event 16,787
Global Meet 3,878
ReadyConference Plus 147,035
Scheduled ReadyConference 2,566
Total 174,211

Apr-06 | May-08

Jun-06

Jul-06

Aug-06

Sep-06

Oct-06

Nov-06 Dec-06 Jan-07

Feb-07

Mar-07 | Apr-07

8,042 10,824

13,657

9,633

12,506

14,894

16,466

11,750 14,024

13,729

13,924

17,276 | 16,986




PremiereCall Auditoriumn $8,760 PremiereCall Auditorium $43,406

PremiereCall Connection $0 PremiereCall Connection $10,785
PremiereCall Event $16,946 PremiereCall Event $325,200
Global Meet $2,582 Global Meet $15,363
ReadyConference Plus $17.516 ReadyConference Plus $179,390
Scheduled ReadyConference $1,076 Scheduled ReadyConference $5,240
Total $46,880 Total $579,384

Apr-08 May-08 | Jun-06 Jul-08 Aug-06 Sep-06 Oct-06 | Nov-06 Dec-06 Jan-07 | Feb-07 | Mar-07 | Apr-07

$21,360, $30,053 | $64,802| $25,403 $33,748 | $61,637 | $56,170 | $63,786 | $50,943 | $40,493| $30,971 | $53,138| 346,880

—

0s




3,500

3,000 =

2,500
2,000
1,500

1,000 |

500

Call Count Compared to % of Er

Apr-06

May-06

Jun-06

Jui-06

Aug-06

Sep-06

Oct-06

Nov-06

Dec-06

Jan-07

Feb-07

Mar-07

Apr-07

otal Calls

1,898

2,289

2,472

2,245

2,861

2,729

3,182

2,694

1,978

2,851

2,846

3,496

3,268

" Error%

0.11%

0.04%

0.04%

0.04%

0.00%

0.15%

0.06%

0.04%

0.15%

0.07%

0.04%

0.08%

0.03%

Apr-06 May-06 Jun-08 Jul-06 Aug-06 Sep-06 Oci-06 Nov-06 Deac-06 Jan-07 Feb-07 Mar-07 Apr-07
2 1 1 1 0 4 2 1 3 2 1 3 1
99.89% §9.96% | 99.96% 99.96% | 100.00% | 99.85% | 99.94% | 99.96% | 99.85% | ©9.93% | 99.86% | 99.91% 99.97%

Apr-06 May-06 Jun-06 Jul-08 Aug-06 Sep-08 Oct-06 Nov-06 Dec-08 Jan-07 Feb-07 Mar-07 Apr-07
0 0 0 0 0 3 1 0 1 1 0 2 0
100.00% | 100.00% | 100.00% | 100.00% | 100.00% | 99.89% 99.97% | 100.00% | 99.85% 99.96% | 100.00% | 99.94% 100.00%

Note: Percent shown in the table above is the "Percent of Success”. The percent of success is determined
by combining the number of reported issues pertaining to calis and calls impacted by outages,
compared to the total number of calls for the month.




Sample

Primary Categories ReadyConf| PremiereCal| Premieretalll giohat Meat Pren-.lier_e('.‘ald Web Attended | Unattended Other Total Per
Pius Connection Event Auditorium Services Services Services Category
Security 0 c 0 0 0 0 4] 0 i 0
Connectivity a 0 0 0 0 0 o] 0 1] 0
Application Issue G 0 0 0 0 0 0 0 0 0
Human Error 0 ] 1 0 0 0 0 0 0 1
Audio o] Q Q o] 0 0 0 0 0 0
Other 0 0 0 0 o 0 o 0 0 0
Billing Error 0 0 0 0 o} 0 0 0 0 0
Infermation/Work 0 0 v} 0 0 0 0 0 0 0
Total Per Service 4] o 1 a o 4] 0 0 0 1




SERVICE LEVEL SCHEDULE

THE STANDARD SERVICE LEVEL AGREEMENT PGi PROVIDES FOR ITS AUDIO CONFERENCING
SERVICES IS AS FOLLOWS:

AVAILABILITY
1.1 PGi will maintain a 99.9% Platform Availability for conference bridging.
1.2 " Availability” or “Available” is defined as the time that a Service is operational and avaitable for

use by the customer.

1.3 Calculation. Platform Availability is calculated monthly per Service as follows: 1- Service Outage
Time (Minutes) /{ # of Units {Bridges) x Minutes in Period} = Platform Availability

1.4 Bridging Platform Qutage Time. Bridging Platform outage time is based on the total (scheduled
and unscheduled) hourly outage time. Bridging Platform Outage Time is measured from the time
a PGi trouble ticket is opened to the time Availability is restored to the customer. An outage
condition exists when customer does not have Availability to service.

1.5 Scheduled Outages. Scheduled Outages include those outages planned by PGi as preventative
or to accomplish platform growth or upgrades.

1.6 Exclusions. Outages resulting from the following items shall be excluded from the calculation of
Bridging Platform Outage Time:

A) weekly scheduled maintenance to be held during the hours of (i} 11:00 PM - 5:00 AM, Central
Standard Time, Monday through Friday, and (i} 3:00 AM through 8:00 AM Saturday and Sunday,
or (iii} as otherwise agreed upon by the parties; and bi-annual preventative maintenance, for
which the customer is notified of in advance and to be held at times specific to the activity
involved as agreed upon by the parties; any single scheduled maintenance event is not expected
to last longer than thirty (30) minutes;

B) force majeure events - any act or event beyond the reasonable control of PGi, including but not
limited to geographic or climatic conditions, wind, fire, flood, Act of God, riot, war, strike, carrier
outages, governmentaf acts or orders or any other similar or dissimilar act or event not within the
reasonabie control of PGi;

C) Customers negligence or willful misconduct or the negligence or willful misconduct of others
authorized by the customer to use the services;

D) any incompatibility or failure of the customer’s own equipment;

E) any other occurrence for which liability has been discltaimed under this Agreement;

F} An act of the customer.

PERFORMANCE QUALITY

2.1 PGi will provide conference calling services at a 99% success rate. “Success” is defined as no
(gaut:rial degradation in a conference call. Such success rate is measured per 1000 conference

CUSTOMER SUPPORT

31 Customer Support is available 24 X 7 X 365,

REMEDY

41 In the event that PGi breaches a particular service level defined herein for three consecutive

months or for any four months in any six month period, then the customer may terminate this
Agreement without further obligation as to its minimum commitment.

Private and Confidential




State of West Virginia 9
WorkForce West Virginia
RFQ # WWV-10-866
Cost Bid Sheet

ONE TIME COS5TS:

On-Site Training .
6 { estimated number of hours} x Q {hourly rate}

System Configuration and Customization
20 { estimated number of hours} x Qﬁ {hourly rate} S Q’

Y

H

initial programming
20 { estimated number of hours} x ﬁ

s ¢

TOTAL ONE TIME COSTS s 9’ {1}

{hourly rate)

SOFTWARE REQUIREMENTS:

itemized list of software* required

RQCGF{JM:) Se‘éui& (H 4, DF5./@.!!‘) s LM3 50
1-YR 4Horaae (#100/Recard) 13,000 0

TOTAL SOETWARE COSTS: $13. 643,50 )

COST FOR CALLS:**

s 0. (2‘{5 (rate per minute)
Multiptied by 130 calls per month
Multiplied by 120 minutes (2 hours per call)

Multiptied by 5 participants per cail = ' $ 3 5{@( gg  {3)

Grand total of Costs {1} + (2) +{3) = $ 17 '. [83 . 5¢
TOTAL BID

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

*¥Rate per minute shouid include all long distance charges, conference bridging charges, recording of hearings, stoting of
recordings and retention, and unlimited access to download and repiay recordings.

Note: The number of calls, minutes and participants provided herein are for cost estimating purposes only and are not
intended to refiect current valumes.

g et

WWV-10-866 (digital teleconferencing for BOR}
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State of West Virginia 10
VENDOR PREFERENCE CERTIFICATE

Certification and application® is hereby made for Preference in accordance with Wast Virginia Code, §5A-3-37. (Does notapply to
construction contracts). West Virginia Code, §5A-3-37, provides an opportunity for qualifying vendors to request (at the time of bid)
preference for their residency status. Such preference is an evaluation method only and will be applied only to the cost bid in
accordance with the West Virginia Code. This certificate for application is to be used to request such preference. The Purchasing
Division will make the determination of the Resident Vendor Preference, if applicable.

1. Application is made for 2.5% resident vendor preference for the reason checked:

Bidder is an individual resident vendor and has resided continuously in West Virginia for four (4) years immediately preced-
ing the date of this certification; or,

Bidder is a partnership, association or corporation resident vendor and has maintained its headquarters or principat place of
business continuously in West Virginia for four {4) years immediately preceding the date of this certification; or 80% of the
ownership interest of Bidder is held by another individual, partnership, association or corporation resident vendor who has
maintained its headquarters or principal place of business continuously in West Virginia for four (4} years immediately
preceding the date of this certification; of,

Bidder is 2 nonresident vendor which has an affliate or subsidiary which employsa minimum of one hundred state residents
and which has maintained its headquarters or principal place of busingss within West Virginia continuousty for the four (4)
years immediately preceding the date of this certification; or,

2. Application is made for 2.5% resident vendor preference for the reason checked:
Biddar is a resident vendor who certifies that, during the Iife of the contract, on average at jeast 76% of the employees
working on the project being bid are residents of West Virginia who have resided in the state continuously for the two years
immediately preceding submission of this bid; or,

3. Application is made for 2.56% resident vendor preference for the reason checked:
Ridder is a nonresident vender employing a minimum of one hundred state residents orisa nonresident vendor with an
affiliate or subsidiary which maintains its headguarters or principal place of business within West Virginia empioying a
minimum of one hundred state residents who certifies that, during the life of the contract, on average at least 75% ofthe
employees or Bidder's affiiate’s or subsidiary’s employees are residents of West Virginia who have resided in the state
continuously for the two years immediately preceding submission of this bid; or,

4, Application is made for 5% resident vendor preference for the reason checked:
Ridder meets either the requirement of both subdivisions (1) and (2) or subdivision (1) and {3) as stated above; or,

5. Application is made for 3.5% resident vendor preference who is a veteran for the reason checked:
Bidder is an individual resident vendor who is a veteran of the United States armed forces, the reserves or the National Guard
and has resided in West Virginia continuously for the four years immediately preceding the date on which the bid is
submiftad: or,
Application is made for 3.5% resident vendor preference who is a veteran for the reason checked:

t >

Bidder is a resident vendor who s a veteran of the United States armed forces, the reserves or the National Guard, if, for
purposes of producing or distributing the commodities or completing the project which is the subject of the vendor's bid and
continuously over the entife term of the project, on average at least seventy-five percent of the vendor's employees are
residents of West Virginia who have resided in the state continuously for the two immediately preceding years.

Bidder understands if the Secretary of Revenue determines that a Bidder receiving preference has faited to continue to meet the
requirements for such preference, the Secretary may order the Director of Purchasing to: (a) reject the bid; or (b) assess a penalty
against such Bidder inan amount not to exceed 5% of the bid amount and that such penalfy wili be paid to the contracting agency
or deducted from any unpaid balance on the contract or purchase order.

By submission of this certificate. Bidder agrees to disclose any reasonabily requested information fo the Purchasing Division and
authorizes the Department of Revenue to disclose to the Director of Purchasing appropriate information verifying that Bidder has paid
the reguired business taxes, provided that such information does not contain the amounts of taxes paid nor any other information
deemed by the Tax Commissioner to be confidential.

Under penaity of law for false swearing (West Virginia Code, §61-5-3), Bidder hereby certifies that this certificate is true
and accurate in all respects; and that if a contract is issued to Bidder and if anything contained within this certificate
changes during the term of the contract, Bidder will notify the Purchasing Division in writing immediately.

Bidder: Signed:

Date; Title:

“Chack any combinafion of preference consideration(s) indicated above, which you are entifled fo receive.




STATE OF WEST VIRGINIA
Purchasing Division

PURCHASING AFFIBDAVIT

West Virginia Code §5A-3-10a states: No contract orrenawal of any contract may be awarded by the state or any of its
political subdivisions to any vendor or prospective vendor when the vendor or prospeciive vendor of a refated party fo the
vendor or prospéctive vendor is a debtor and the debt owed is an amount greater than one thousand dollars in the

aggregale.

DEFINITIONS: _
"Debl™ means any assessment, premium, penaity, fing, tax or other amount of money owed o the state or any of #is

pofifical subdivisions because of a judgment, fine, permit violation, license assessment, defadited warkers' compensation
premium, penalty of other assessment presently delinguent or dug and required to be paild o the s$tale or any of its
pofifical subdivisions, including any interest or additional penalties accrued thereon,

*Debtor” mears any individual, corporation, partnership, association, limited lability company or any other form or
business association owing a debt to the state or eny of its political subdivisions. “Political subdivision® means any county
comimission: municipality; county board of education; any instrumentality established by a jcounty or municipality; any
separate corporation or insfrumsntality established by one or more counties or munlcipalities,) as permitted by law; or any
public body charged by faw with the performance of a govermment function or whose jurisdiction is coextensive with one

or more counties or municipalifies. “Related party” means a party, whether an individual, corporafion, partnership, .

asscciation, limited lability company or any other form or buginess assosiation or other entily whatsosver, related to any
vendor by biood, marriage, ownership or contract through which the parly has a relationship of ownership or other interest
with the vendor so that the party will actually or by effect receive or contret a portion of the beneft, profit or other
consideration from performance of s vendor contract with the party receiving an amount that meets or exceed five percent

of the total contract amotunt. _

EXCEPTION: The prohibition of this section does not apply where a vendaor has confested arpy tax administered pursuant
to chapter eleven of this code, workers’ compensation premium, permit fee or envirenmenta] fee or assessment and the
matter has nof become final or where the vandor has entered into a payment plan or agreerient and the vendor is not in
default-of any of the provisions of such plan or agreemant,

Under penalty of taw for false swearing {West Virginia Code §61-5-3), it is hereby certified|that the vendor affirms and
acknowiedges the information in this affidavit and is in compliance with the requirements as sigted.

WITNESS THE FOLLOWING SIGNATURE

Vendor's Name: ng— s 26 (:;

L. 0ZAL SERUVIeESD

Date: G /’2,5?,/:'9

Authorized Signature: _o#l+" & AL 2 oA, VA ns
State of éﬁa%lf?"
County of__ DEKALID , to-wit: |
Taken, subscribed, and sworn to before me this é_gﬁay of .SL%M 4 y 20'@__
My Commission expires 1% / .20 .“;l.;(. ) : .
© AFFIX SEAL HERE NOTARY PUBLIC g Wg_*

'y _.'E; I.'s. e
W iS OTAR) %’g = Purchasing Atfidavit (Revised 12/1509)
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