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Appendix – Scope of Work 
Scope of Work  

This document outlines the Scope of Work (“Scope”) for services provided by Cleveland Sight 
Center (“CSC”) to the Ohio Secretary of State (“SOS”). CSC will develop, implement and operate a call 
center to support SOS Business Center and Voting Initiatives with the capacity to handle at least 15,000 
calls per month. The Cleveland Sight Center Support Center Helpdesk (“CSC Helpdesk”) will serve 
customers who are calling into SOS for assistance with navigating online web portals, handling customer 
inquiries and requests for documents. The Scope outlines the nature of the services to be performed but 
does not take precedent over the Ohio Department of Administrative Service’s Office of Procurement from 
Community Rehabilitation Programs conditions which are attached as Standard Terms and Conditions as 
well as Special Terms and Conditions. 

CSC will provide the following deliverables and services: 

1. Telephone System

CSC will be responsible for provisioning and operating a telecommunications system
capable of handling at least 15,000 calls per month, according to the following standards:

a. CSC will provision and implement an automatic call distribution system (“ACD”)
and interactive voice response system (“IVR”). The ACD and IVR system will
allow the following:

(1) Allow a caller to leave a voicemail;

(2) Provide any informational messages deemed necessary by SOS;

(3) Route calls to the appropriate call handling destinations; and

(4) Record the audio of calls.

b. CSC will utilize a telephone system that has the capacity to process both incoming
and outgoing calls as well as the ability to transfer calls regardless of carrier.

c. The telephone system will route calls to specific queues in a manner that allows
for the distinct handling of Business Center and Voting Initiatives.

d. The telephone system will track call statistics including number of calls by skill
level (Level 1 or Level 2), how many callers were assisted by Customer Service
Representatives (“CSRs”), average talk time, average wait time, calls abandoned,
final dispositions and any other demographic or data elements specified by SOS.

e. CSC recognizes that certain services under this Scope are vital to SOS and must
be continued without interruption. CSC shall be prepared to continue providing
such services identified by SOS, during periods of disaster, crisis, or other
unexpected break in services based upon a Business Continuity Plan (“Plan”). CSC
is required to implement and maintain a Plan throughout the term of this
Agreement, and provide the Plan to SOS upon request. The Plan will, at a
minimum:



Ohio Secretary of State 
July 1, 2021 2 of 7 

(1) Enable performance under this Scope in the event of a disaster or other
unexpected break in services; and

(2) Ensure the continuity for identified vital services and supporting facilities.

For purposes of this section, the term “disaster” means an unanticipated incident 
or event, including, but not limited to, force majeure events, technological 
accidents or human-caused events that may cause a material service or critical 
application to be unavailable without any reasonable prediction for resumption; or 
causes data loss, property damage or other business interruption without any 
prediction for recovery within a commercially reasonable time period. 

f. CSC will provide an automated survey that will allow callers to self-rate their
satisfaction with the service provided. CSC will offer the survey after completing
Level 1 calls according to an agreed upon call handling procedure.

g. The telephone system will allow during periods of extremely high call volume for
the caller to enter a “call back” queue to leave a message requesting a “call back”.
CSRs must return the call the same business day.

h. The CSC Helpdesk will receive calls from SOS’s existing toll-free and local phone
numbers and will direct SOS’s telecommunications provider, CenturyLink, to
assist with the telecommunication implementation of the CSC Helpdesk. SOS will
incur all CenturyLink charges related to the CSC Helpdesk. These charges may
include toll, line and service charges for the entire call including post-transfer. SOS
will request and require that CenturyLink enable transfer and release (also known
as take back and transfer) on the circuit. SOS will require that CenturyLink route
the toll-free into the trunk group specified by CSC or that SOS’s phone system will
transfer calls to the destinations specified by CSC in the manner specified by CSC.

i. CSC will coordinate all telecommunications integration with SOS, CenturyLink
and other vendors necessary to achieve project requirements and deliverables.

2. Call Center Operations

a. The call center will be located in Ohio. CSC’s management and key project staff
will be available to travel to SOS, located at 22 North Fourth Street, Columbus,
Ohio 43215, for meetings and training. It is anticipated that there will be no more
than 12 trips per year and CSC will not request expense reimbursement or bill the
SOS for this travel.

b. SOS and CSC will jointly develop and approve written call handling procedures
that define Level 1 and Level 2 call handling. Level 1 calls are the topic areas,
tasks and functions that CSC is required to handle.

c. For Level 2, CSC will transfer the caller to Level 2 support destinations as
instructed by SOS or generate work orders that are delivered to SOS.

d. CSC will train CSRs using the training materials supplied by SOS.
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e. CSC will recruit, train, and supervise at least twenty CSRs to handle calls into the
CSC Helpdesk.

f. The CSC Helpdesk will operate on all days that SOS’s office is open to the public
and in addition the hours will include Saturdays. CSRs will answer calls Monday
to Friday from 8:00am to 8:00pm and Saturdays from 9am to 6pm. The CSC
Helpdesk will be closed on all of the State of Ohio holidays including: New Year’s
Day (actual and observed), Martin Luther King Jr. Day, President’s Day, Memorial
Day, Independence Day (actual and observed), Labor Day, Columbus Day,
Veteran’s Day, Thanksgiving and Christmas (actual and observed).

g. In the event that additional hours or expanded operating hours are necessary CSC
and SOS will mutually agree upon a schedule and utilize CSC’s price schedule.

h. In the absence of the declaration of a weather emergency by the Director of the
Ohio Department of Public Safety, Governor of Ohio, or Mayor of Cleveland, CSC
will provide staff during regularly scheduled business hours.

i. Within two hours of its occurrence, CSC will notify SOS of any problems with
telephone lines, telephone equipment, computer systems, computer equipment or
staff shortages.

j. CSC will accommodate Limited-English Proficient (LEP) individuals. Information
for LEP individuals will be provided through a combination of CSC personnel
fluent in one or more non-English languages, the use of a third-party interpreter
service such as LanguageLine or through a comparable service.

k. CSC will have in place a comprehensive plan to handle call volume that exceeds
staff capacity. This plan will include the capacity to either roll calls over to other
phone centers subcontracted by CSC and/or provide a voicemail system to callers.
If a voice mail system is used, CSC assures that calls will be returned to customers
in the order received within 1 business day.

l. In order to achieve business continuity and handle unanticipated call volume that
exceeds capacity CSC may make use of a subcontractor. If a subcontractor is used
CSC will assure that service is provided at a comparable level of quality and
performance. If subcontracting is implemented, CSC will train and manage the
subcontractor.

m. CSC assumes responsibility for all forwarded or routed calls, whether handled, in
whole or in part, by CSC, or a subcontractor. CSC will be the sole point of contact
with regard to contractual matters, including payment of subcontractor. CSC will
bear all the training and implementation costs of using the subcontractor and will
invoice SOS for any services performed by the subcontractor at the same rates that
SOS is paying to CSC. In addition, CSC will be fully responsible for any default
by the subcontractor just as if CSC itself had defaulted.

n. SOS agrees to notify CSC within 5 business days of any actions taken on the part
by SOS that may alter the average monthly call volume by more than a 10%
increase or decrease.
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o. CSC will assign a full-time staff position to serve as the liaison between SOS
staff and the call center. The Program Coordinator will serve as the subject
matter expert regarding call handling procedures and topics related to customer
service. The Program Coordinator will be available during business hours for
direct communication with SOS staff and will relay information to CSC’s team
serving SOS customers.

p. CSC will provide SOS timely notification of any changes to key personnel
supporting the call center. Key personnel include:

(1) Designated Representative; and

(2) Program Coordinator

3. Information Technology (IT) System

CSC will provide reliable high-quality customer service. CSC ensures, at minimum, the
following:

a. CSC has the ability to communicate with SOS electronically, including sending
and receiving e-mail, secure FTP and receiving files in formats compatible with
Microsoft Office.

b. CSC and SOS will implement a VPN system so that SOS software application (e.g.
Work in Process and Notary Search) may be accessed by CSRs while serving
callers.

c. CSC has the ability for CSRs to have access to the following resources on their
computer desktops: protocols (scripts on how to answer specific questions),
knowledgebase, SOS line of business applications and SOS web resources. In
addition, CSRs will have access to the Internet.

d. CSC has the ability to store and generate data on a daily, weekly, monthly, annual,
and ad hoc basis. Data will be retained for at least 90 days. Data requiring longer
storage may be transmitted to SOS for SOS to archive.

e. CSC will provide SOS with a secure online portal where SOS may listen to
recordings of calls and run reports.

f. CSC’s IT staff will communicate with SOS and other state agency IT staff as
necessary.

g. CSC will collect tickets for issues that cannot be resolved by CSC using the
Microsoft Dynamics 365 platform. CSC will provide two login accounts to SOS
so that SOS staff may access the tickets or forward the tickets as e-mail or
spreadsheets.
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4. Call Center Metrics

CSC will meet the following criteria each month when call volume is at or below 15,000
calls per month.

a. The monthly average speed to answer incoming calls must be within 60 seconds
of the call entering the queue.

b. The call abandonment rate must not exceed 5% monthly when call volume does
not exceed contract standards. Calls abandoned in less than 24 seconds (4 rings)
after entering the queue should not be counted in the abandonment rate nor should
repeat callers and those served the same day.

c. The average self-rated customer satisfaction score will be greater than 80%.

d. The average score on SOS Quality Assurance Scorecard will be greater than 90%.

5. Invoicing and Payment

a. CSC will invoice SOS monthly with payment due 30 days upon receipt of the
invoice.  Invoices will be emailed to invoices@ohio.gov or mailed to Ohio
Shared Services, P.O. Box 182880, Columbus, Ohio 43218-2880.

b. CSC will bill SOS monthly as follows:

(1) Account Maintenance – One unit will be billed each month for each
system that is provisioned: telecommunications and satisfaction survey;

(2) Program Coordinator – This service will be billed on a pro-rated amount
of 50% of the staff hours rounded down to the nearest whole number of
hours;

(3) Program Minute – This service will be billed on the actual usage for all
time spent by a CSR serving a caller including any post-call work. Each
call will be rounded to 1/10th of a minute (6 seconds). The total for each
day will be rounded to a whole minute. Each day of operation bills at a
minimum of 100 minutes;

(4) Supervisor – This service will be billed on a pro-rated amount of 10% of
the monthly hours of operation rounded down to the nearest whole
number of hours;

(5) System Development – This service will be billed on the actual usage
each month rounded to 1/10th of an hour (6 minutes). CSC will provide
20 hours each year at no cost to SOS to allow for minor system or
reporting updates; and

(6) Translation Service - This service will be billed on the actual usage for
all time spent by a CSR serving a caller using a third-party translator
including any post-call work. Each call will be rounded to 1/10th of a

mailto:invoices@ohio.gov
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minute (6 seconds). The total for each day will be rounded to a whole 
minute. 

c. Should transfer and release not be implemented, CSC will bill SOS the Line Charge
for each minute from the moment the caller is transferred until the caller disconnects.

d. CSC will not bill for any of the time the caller is in the hold queue.

e. CSC will not bill SOS multiple rates for the same minute (i.e., one minute will only be
billed at either the Program Minute rate or the or the Translation Service rate but not a
combination or addition of the rates).

f. CSC will provide SOS a detailed report of usage at the time of invoicing.

6. Audits & Compliance

a. CSC agrees that SOS will evaluate the various components of the deliverables to
determine the level of compliance with the Scope.

b. CSC will collaborate with SOS on defining the elements of a well-handled call,
institute a quality assurance system, transparently report results and provide
remediation if results are below the required thresholds. CSC will fully cooperate
with SOS in conducting semi-annual performance, telephone, personnel audits and
ad hoc evaluations to review:

(1) CSR’s general call process;
(2) CSR’s customer service skills;
(3) Accuracy of information given during telephone calls; and
(4) Call center metrics.

c. CSC and SOS will jointly develop a Quality Assurance Scorecard defining the
elements of a well-handled call. At a minimum, CSC will conduct monthly
monitoring of telephone calls for each employee to ensure that the information
provided is correct and in accordance to protocols and that the expected quality of
customer service is provided. The Quality Assurance Scorecard will be used to
score these calls.

d. CSC will comply with performance standards when providing services. Upon
evidence that CSC has not met one or more of the standards, CSC agrees to work
with SOS to develop a remediation plan to meet the standards.

e. CSC and SOS staff will meet as well as conduct listening sessions where SOS staff
will interact and collaborate with CSC staff to provide feedback and improve
performance.

7. Reporting

CSC will transmit data and reports electronically to SOS in a format that is compatible with
SOS. CSC will provide the following reports:
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a. CSC will submit a monthly report to SOS. The report is due to SOS Program
Manager or designee by the tenth day of each month for the preceding month. The
monthly report will contain the following information:

(1) A statistical summary including:
(a) Total number of callers;
(b) Total number of calls by final dispositions;
(c) Total number of calls received during non-business hours;
(d) Number of calls by language;
(e) The monthly average speed to answer incoming calls;
(f) The average handle time;
(g) The abandonment rate;
(h) A narrative summary of the month’s events;
(i) A list of any complaints received;
(j) Quality Assurance scores; and
(k) Self-Rated Customer Satisfaction scores.

(2) A busy hour report that lists the number of calls received per hour per
day and a cumulative percentage of calls received by hour.

(3) Personnel staffing levels (i.e., number of CSRs, number of supervisors
and number of hires/separations).

b. CSC will provide SOS with ad hoc reports as requested within a reasonable period
of time.

c. CSC’s project manager will be available, at a minimum of once per week, to review 
with SOS staff the status of the CSC Helpdesk and related Scope deliverables.

8. Designated Representatives

CSC and SOS will designate representatives as the primary points of communication for
scope of work, invoicing, reporting or contractual issues.

The designated representative for SOS is:

Ohio Secretary of State 
Allison DeSantis 
22 North Fourth Street, 16th Floor 
Columbus Ohio 43215 
adesantis@ohiosos.gov 
614-466-0952

The designated representative for CSC is: 

Cleveland Sight Center 
Jassen Tawil 
1909 East 101st Street 
Cleveland, OH 44106 
jtawil@clevelandsightcenter.org 
216-658-7336




