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

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

State of West Virginia
Solicitation Response

Proc Folder: 807919

Solicitation Description: P-EBT Remote Call Center Services

Proc Type: Central Master Agreement

Solicitation Closes Solicitation Response Version

2020-12-15 13:30 SR 0402 ESR12152000000004316 1

VENDOR

VS0000036808
ACD Direct

Solicitation Number: CRFQ 0402 EDD2100000003

Total Bid: 334800 Response Date: 2020-12-15 Response Time: 13:26:13

Comments:  

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

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



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

Line Comm Ln Desc Qty Unit Issue Unit Price Ln Total Or Contract Amount
1 Price Per Call By Month 1.00000 EA 334800.000000 334800.00

Comm Code Manufacturer Specification Model #
81111811    

Commodity Line Comments:  

Extended Description:

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



EXHIBIT "A"

Pricing Page

Ricoh Pro C7100 Series or Equal

WV Department of Education

Monthly Call Volume
Unit of 

Measure

Monthly 

Estimated 

Quantity

Unit Cost Extended Cost                       

0-2500 Per Call 2500 3.7 9250.00

2501 - 5000 Per Call 5000 3.46 17300.00

5001 - 7500 Per Call 7500 3.33 24975.00

7501 - 10000 Per Call 10000 3.23 32300.00

10001 - 12500 Per Call 12500 3.14 39250.00

12501 - 15000 Per Call 15000 3.05 45750.00

15001 - 17500 Per Call 17500 2.97 51975.00

17,500 - 20000 Per Call 20000 2.89 57800.00

20000+ Per Call 20000 2.81 56200.00

334,800.00$                               

 

 

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

guaranteed or implied. 

VENDOR'S NAME: 

VENDOR'S REPRESENTATIVE: 

Price Per Call By Month

TOTAL BID AMOUNT

Call Center Services

Exhibit A - Pricing Page 

Description

Price Per Call By Month

Price Per Call By Month

Price Per Call By Month

Price Per Call By Month

Price Per Call By Month

Price Per Call By Month

Price Per Call By Month

Price Per Call By Month



VS0000036808
ACD Direct

 520 N Marketplace Drive

Suite 200

 Centerville
 Utah USA 84014

Paul Lagemann

 260-410-3260
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Paul Lagemann, Procurement Specialist

Procurement Specialist

520 N Marketplace Drive, Suite 200, Centerville, UT 84014

260-410-3260,  (888) 320-0033  No fax number

paul.lagemann@acddirect.com, acdgov@acddirect.com

ACD Direct

Noah Rosales, CEO

, CEO

12/13/2020

 (888) 320-0033

Type text here
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12/14/2020

Evolution Insurance Professionals
794 E 700 S
Clearfield, UT 84015

Jordan Petersen

(801)784-4972 (801)701-7871

Jordan@sigutah.com

00005914-576560 35

ACD Direct, Inc. and ACD Connect, LLC.,
520 N Market Place Dr Ste 200
Centerville, UT 84014

American Fire & Cas Co 24066

A Y BZA57391859 10/12/2020 10/12/2021X
X

X

1,000,000
1,000,000

15,000
1,000,000
2,000,000
2,000,000

Certificate holder is listed as additional insured

WVDE
1900 Kanawha Blvd. E
Charleston, WV 25305

(JOR)

Printed by JOR on December 14, 2020 at 09:58AM

ANY PROPRIETOR/PARTNER/EXECUTIVE
OFFICER/MEMBER EXCLUDED?

INSR ADDL SUBR
LTR INSD WVD

DATE (MM/DD/YYYY)

PRODUCER CONTACT
NAME:

FAXPHONE
(A/C, No):(A/C, No, Ext):

E-MAIL
ADDRESS:

INSURER A :

INSURED INSURER B :

INSURER C :

INSURER D :

INSURER E :

INSURER F :

POLICY NUMBER
POLICY EFF POLICY EXP

TYPE OF INSURANCE LIMITS(MM/DD/YYYY) (MM/DD/YYYY)

AUTOMOBILE LIABILITY

UMBRELLA LIAB

EXCESS LIAB

WORKERS COMPENSATION
AND EMPLOYERS' LIABILITY

DESCRIPTION OF OPERATIONS / LOCATIONS / VEHICLES  (ACORD 101, Additional Remarks Schedule, may be attached if more space is required)

AUTHORIZED REPRESENTATIVE

EACH OCCURRENCE $
DAMAGE TO RENTED

CLAIMS-MADE OCCUR $PREMISES (Ea occurrence)

MED EXP (Any one person) $

PERSONAL & ADV INJURY $

GEN'L AGGREGATE LIMIT APPLIES PER: GENERAL AGGREGATE $
PRO-

POLICY LOC PRODUCTS - COMP/OP AGG $JECT

OTHER: $

COMBINED SINGLE LIMIT $(Ea accident)

ANY AUTO BODILY INJURY (Per person) $

OWNED SCHEDULED BODILY INJURY (Per accident) $
AUTOS ONLY AUTOS
HIRED NON-OWNED PROPERTY DAMAGE $
AUTOS ONLY AUTOS ONLY (Per accident)

$

OCCUR EACH OCCURRENCE $

CLAIMS-MADE AGGREGATE $

DED RETENTION $ $
PER OTH-
STATUTE ER

E.L. EACH ACCIDENT $

E.L. DISEASE - EA EMPLOYEE $
If yes, describe under

E.L. DISEASE - POLICY LIMIT $DESCRIPTION OF OPERATIONS below

INSURER(S) AFFORDING COVERAGE NAIC #

COMMERCIAL GENERAL LIABILITY

Y / N

N / A
(Mandatory in NH)

SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE
THE EXPIRATION DATE THEREOF, NOTICE WILL BE DELIVERED IN
ACCORDANCE WITH THE POLICY PROVISIONS.

THIS IS TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD
INDICATED.  NOTWITHSTANDING ANY REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS
CERTIFICATE MAY BE ISSUED OR MAY PERTAIN, THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN IS SUBJECT TO ALL THE TERMS,
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS.

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER. THIS
CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND, EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLICIES
BELOW.  THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING INSURER(S), AUTHORIZED
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

IMPORTANT:  If the certificate holder is an ADDITIONAL INSURED, the policy(ies) must have ADDITIONAL INSURED provisions or be endorsed.
If SUBROGATION IS WAIVED, subject to the terms and conditions of the policy, certain policies may require an endorsement.  A statement on
this certificate does not confer rights to the certificate holder in lieu of such endorsement(s).

COVERAGES CERTIFICATE NUMBER: REVISION NUMBER:

CERTIFICATE HOLDER CANCELLATION

© 1988-2015 ACORD CORPORATION.  All rights reserved.

The ACORD name and logo are registered marks of ACORDACORD 25 (2016/03)

CERTIFICATE OF LIABILITY INSURANCE
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ACD DIRECT
IS PLEASED TO PROVIDE RESOURCES FOR

WEST VIRGINIA DEPARTMENT OF EDUCATION (WVDE), 
OFFICE OF CHILD NUTRITION, 

BUILDING 6, ROOM 750, 1900 KANAWHA BOULEVARD EAST, 
CHARLESTON, WEST VIRGINIA 25305-0330§  

PURSUANT TO
RFP NUMBER

CRFQ 0402 EDD2100000003  

 
JOSEPH E HAGER III, CONTRACT OFFICER

BID CLERK, DEPARTMENT OF ADMINISTRATION PURCHASING DIVISION, 
2019 WASHINGTON ST. E, CHARLESTON, WV 25305

(304) 558-2306
JOSEPH.E.HAGERIII@WV.GOV

SUBMITTED BY:
ACD DIRECT

PAUL LAGEMANN, PROCUREMENT SPECIALIST
(260)410-3260

PAUL.LAGEMANN@ACDDIRECT.COM

520 N MARKETPLACE DRIVE, SUITE 200,
CENTERVILLE, UT 84014

(801) 430-7121
DUNS:150185416, CAGE: 8JXK9

ACD DIRECT
Experienced | Responsive | Innovative







INTRODUCTION

The ACD Model: Built to answer the call for West Virginia Department of Education, Office of Child
Nutrition.
 
In the era of COVID-19, a traditional call center built around specific, physical locations is perpetually at risk
of spreading COVID-19 among employees and state mandated shut-down. Since 2003, ACD has been at the
forefront of the contact connection industry. This model was built on the premise that maintaining one or
multiple central call center locations puts clients at risk of power loss, data failure, natural disasters and in
2020, pandemic.

For seventeen years, ACD has perfected providing decentralized, US based agents offering 24/7/365
service, in multi-lingual formats, prepared for immediate operations scaling. Additionally, ACD has
built multiple layers of security into our system, protecting our client’s data.

ACD Direct delivers exceptional custom service, ensuring our clients have complete confidence in
outsourcing. With access to over 1,000 agents nation-wide, our staff is fully scalable, and we retain only the
best agents who demonstrate maturity and courtesy on each call. Committed to superior service, ACD
Direct continually conducts analyses of daily calls and provides feedback to our clients on quality control
efforts. This belief in exceptional service begins at the top with our leadership team. Our leadership team's
many years of experience in telephony, fundraising, and customer service helps shape our perspectives,
insight and interactions with clients. Ultimately, we believe in leadership by example to our industry, our
clients, and our employees while operating with our constant focus on providing experience,
responsiveness and innovation every day.

ACD DIRECT | 2020

CHIEF EXECUTIVE OFFICER
Noah Rosales
Co-Founder of ACD

CHIEF OPERATIONS OFFICER
Ryan Kirby
with ACD since 2020

DIRECTOR OF HUMAN RESOURCES
PAIGE FERRARO
with ACD since 2018

DIRECTOR OF CONTACT CENTER
Mike Thompson 
with ACD since 2020

DIRECTOR OF PRODUCT
Dolores Lobato 
with ACD since 2003

DIRECTOR OF IT
Bil l  Davis 
with ACD since 2003

DIRECTOR OF SOFTWARE ENGINEERING
Don Sherwood 
with ACD since 2020

DIRECTOR OF CLIENT SERVICES
 Jennifer McCurdy 
with ACD since 2005

OUR LEADERSHIP TEAM
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3.1.1  Relevant Remote Call Center Experience

The following chart shows total call volume, specifically the number of calls and the number of talk minutes. for a
three-year period, from 2017-2020 for Monday through Friday between the hours of 8:00 a.m. and 4:45 p.m. This
chart also provides information regarding holiday and weekend call volumes. 

ACD DIRECT | 2020

REQUESTED INFORMATION
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3.1.2   ACD Staffing

Our agents are based remotely within the US, and have been since 2003. The map below illustrates our
geographic diversity. This model has proven exceptionally effective for critical needs and business continuity. If
power, internet, and phone lines are regionally down, we have agents in many other regions to ensure no call or
text goes unanswered. This geographic diversity also protects against natural disasters affecting one or several
parts of the United States. The time zones represented by our agents make our 24/7 options easier to provide. 

Our process allows us to build a team very quickly by drawing from our existing agent pool of over 1,000
members. If needed, we have the ability to add agents to our team in as little as 24 hours. This allows us to
repurpose some of our agent team if experience is a key requirement of the contract. To demonstrate this ability
to rapidly scale up and down utilizing the agents required for the call volume, please see below the Jersey for
Jersey example. 
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Experience with Call Center Scalability

As you will see with each of the following scenarios, our team adjusts on an hourly basis by call volume. Ramp up
and ramp down happens in real-time with ACD, and each of our agents are pre-certified specifically for West
Virginia Department of Education, Office of Child Nutrition, or in the cases below, for each specific client. If the
projected call volume exceeds the current agent count, we anticipate this situation in advance, adding more
agents to our team, testing and certifying them prior to the event and being prepared to provide hourly
monitoring and immediate ramp up as call volume requires. This unique agility of the ACD system positions our
team extraordinarily well to assist West Virginia Department of Education, Office of Child Nutrition on a day-in
day-out basis, or in the aftermath of a natural or man-made disaster. 

This event was slated for 4/22/2020, and we had 5 days to ramp up. We currently had about 500 active agents
already on staff. We had staffed 300 agents for the first half-hour of the airing, which was slated to start at 7 pm
EST for 1 hour. In the 2nd half of that hour, we had another 300 staffed, and utilized approximately 100
additional agents. We were unsure of what the volume would produce, as this was our first telethon event
for ACD.
 
We had another 150 agents on hand for the half-hour afterward, for straggler calls and in case anything would
happen.  Anything additional was absorbed into our regular staffing practices and we did not need much
additional for the days following. Please see the attached chart on call counts and staffing within the first six
hours. After the first six hours, call volume dropped to our base staffing with no real need to engage additional
agents. This hourly monitoring and continuous oversight of call volume and the agent engagement that the
volume requires is typical of our ramp up and down methodology. In the event of a natural disaster, we are able
to move rapidly to engage agents who are pre-certified specifically for the West Virginia Department of
Education, Office of Child Nutrition calls. 

The chart below reflects the call volume and the additional agents brought in to meet the need with an hour by
hour evaluation day 1 during the first six hours

Jersey for Jersey

Notification 4/17/2020
Event Date 4/22/2020
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All in Washington Telethon  

Notification 6/5/2020
Event Date 6/24/2020

7

Mr. Rogers - PBS Fundraising

Notification 1/20/2020
Event Date 2/9/2020
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Giving Tuesday - all day, one day event

Notification 4/20/2020
Event Date 5/5/2020

8

Downton Abbey PBS Fundraising - Evening Event, 7pm MST

Notification 5/5/2020
Event Date 5/21/2020



3.1.3 Message Storage Capacity 

The industry standard for storage capacity is typically three to four days of messages. ACD Direct retains three
years of data in a hot database, which can be accessed in real time by our clients from their specific portal. After
three years, all data is archived to cold storage and held in perpetuity. ACD retains one year of call recordings in
hot storage, which can be accessed in real time by our clients directly from our specific portal. ACD utilizes the
CWW Portal for all data and recordings from hot storage, providing immediate, real time access to that
information. Additional data can be requested through our account executives for a nominal fee. Our contract
pricing includes recordings, but does not include data older than three years. Data older than three years takes
one to two days to access. 

3.1.4 Call Screening

The inContact platform, utilized by ACD Direct, provides for screening for robo calls, employee directories, and
review of recorded calls. Interactive voice response can be utilized for screening multiple types of calls. 

3.1.5 Script Generation and Client Form Integration

ACD Direct works with each client to customize the forms and fields based on client needs. These user specific
custom forms are re-created within ACD Direct’s system for integration into our SimpleScript product.
SimpleScript is ACD’s dynamic agent script building tool. It allows administrators to quickly create and update
agent scripts and call flow through a convenient user interface. SimpleScript includes a powerful A/B testing
feature to help administrators to determine the most effective scripting. This process constantly improves the
response accuracy, providing an conversational interaction that is easily understood by callers which improves
efficiency and makes the interaction more pleasant for those in need of services.

3.1.6 Phone Transfer

Phone transfers to the West Virginia Departments of Education or Health and Human Services are seamless
through the NICE InContact system. This process is integrated into the SimpleScript product so that our agent
callers are able to do a direct transfer rather utilizing manual dialing. This process creates more efficiency and
practically eliminates wait time.
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3.1.7 Reporting and Access Options

The ACD Direct platform automatically delivers daily reports between 3AM and 5AM EST, 365 days per year.
Additionally, our Client Portal, Calls Without Walls, can be accessed anytime for real-time reporting and exports.
ACD Direct formats and delivers the data collected according to client's request - through real-time APIs, flat file
exports, or FTP data delivery.

Offer Callback Options that allow your customers to disconnect while keeping their place in queue. You can
ensure that your customer receives a callback when their contact reaches an agent or at a time they specify.
The customer is happy because they keep their place in the call queue but they are free to do other things. 
Use Advanced Routing Options to connect your customers to live agents faster or offer alternative
channels. You can route calls based on geography, real-time call center KPIs such as current service level, and
other criteria. 
Invest in Self-Service Capabilities so customers can get the answers they need without the assistance of a
live agent. Interactive Voice Response (IVR) or digital channels are especially useful for handling routine, less
urgent inquiries such as account balances, order status, and hours of operation. To ensure customers
embrace and adopt your self-service options, take time to properly plan and test your IVR flows so you can
deliver the optimal customer experience. And take advantage of Call Recording functionality to identify
additional self-service options that could help you divert even more calls away from expensive live agents.  
Give Agents Access to Customer Data before they answer a call. While a customer is waiting in queue, you
can collect all your customer data—from your CRM, support, and other systems, and even from the
customer. Then when the agent answers the call, you can present them with a holistic view of the customer
so they can personalize the interaction, resolve issues faster, and improve the overall customer experience.

3.1.8 On-Hold Priority Call-Back Options

ACD leverages our call queue to give the customer a number of options and cut down on the on hold time. What
is a call queue? When your customers call your contact center and all your agents are busy, they “line up” in a call
queue where they wait to be connected to your next available agent who has the right skills to handle the call.
Our goal is to answer these calls as quickly and efficiently as possible. If it takes too long, customers become
frustrated. At best, they hang up and call back later or try another channel. At worst, they abandon your company
completely, take their business to the competition, and post about their negative experience on social media. 

ACD has found 4 solutions to help with on hold time:  
1.

2.

3.

4.

3.1.8 Managing On-Hold Time

The virtual nature of ACD Direct’s call center service allows for real-time scaling, as previously noted. Hold times
are monitored 24/7- additional reps are engaged when needed to meet call demand and maintain low hold
times. While call volume is monitored every 30 minutes, management maintains constant oversight of call
volume and can respond immediately if a spike in volume is detected.



3.1.9 Complaints

Client satisfaction is very important to ACD. We assign each client a dedicated Account Executive so that the client
has a go-to person to discuss problems with and get answers to questions. Within our system, we utilize an
emoticon scale. The client has the option of changing their status to reflect how they are currently feeling with
our level of service. If the client moves their status from happy to unsatisfied, the Account Executive and
Management Team is immediately alerted. The Account Executive will reach out to the client and figure out a way
to solve the problem. Internally, we also use a stoplight system. The Account Executives will rank each client as
green, yellow or red. Green being the client is satisfied and has no issues. Yellow being the client is experiencing
some minor issues and we need to handle with care. Red being the most severe and means the client is
extremely upset and our Client Services Manager needs to step in to assist. We have found by using these two
systems we have a constant pulse on how our satisfied our clients are. We are also able to resolve the issues
before they become too big and the client decides they need to go a different direction. Our retention rate of
clients speaks volumes to our service levels and overall client satisfaction.
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3.2.1 Public Sector and Education Clients

ACD Direct has maintained a long list of clients in the pubic and public education sectors. The terms of
engagement with these clients range from as recent as this year and then others for over 10 years.

San Diego State University
UC Missouri
University of Arizona
University of Central Florida
University of Florida
University of Houston
University of Illinois
University of Michigan
University of New Orleans
University of North Carolina at Chapel Hill
University of South Florida
University of Southern California
University of Utah
University of Wisconsin
Western Illinois University
California State University
Florida Gulf Coast University
Kent State University
MichiganMissouri State
University of Alaska
University of Central Missouri
University of Pennsylvania

American University
Arizona State University
Bates Technical College
Boise State
Boston University
Bowling Green State University
Central Michigan University
Central Piedmont Community College
Clark University
Colorado Department of Human Services
Cornerstone University
Florida State
Fordham University
Georgia Public Broadcasting
Grand Valley State University
Howard University
Indiana University
MATC
Missouri State
Montana State University
New Mexico State University
Ohio State University
Penn State

PCI DSS Level 1 Service Provider, individual security training is provided yearly via an LMS
Background checks on every agent
PCI, SOCII GDPR, and HIPPA

3.3 Security, Training Measures, and Certifications

ACD Direct maintains the following security certifications and training levels: 

3.4 Support for ADA Compliance

ACD Direct is utilizes the disbursed agent model and all agents work from a home location.

3.5 Links to and Demonstrations/Simulations of Services

ACD Direct is pleased to provide a detailed training demo upon request.
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