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ADDENDUM TO REQUEST FOR PROPOSAL –  
April 10, 2026 

 
 
Metro Emergency Operations Center of Kanawha County (Metro 911) is submitting the following 
addendum to the request for proposals regarding full implementation of Next Generation Core Services 
(NGCS) for Emergency 9-1-1 Call Delivery, Support and Maintenance Services for Emergency Call-
Handling System, and Upgrade or Replacement of Administrative Phone System.  
 
RFP ISSUED: .......................................................................................................... February 20, 2026 
 
DEADLINE FOR PRE-BID QUESTIONS: ............................................................... March 16, 2026 
 
MANDATORY PRE-BID: ......................................................................................... March 26, 2026 
 
PUBLICATION OF RFP AMENDMENTS: .............................................................. April 10 & 17, 2026 
 
RFP DUE DATE/BID OPENING: ............................................................................ April 29, 2026 2:30PM 
 
VENDOR PRESENTATION DATES: ...................................................................... May 11-June 5, 2026 
 
COMMITTEE SCORING: ......................................................................................... June 10, 2026 
 
BOARD MEETING/CONTRACT AWARD: ............................................................. June 23, 2026 
 
 

Send Proposals Marked: 
 

SEALED BID 
Proposal for NG911 System 

Metro Emergency Operations Center of Kanawha County 
200 Peyton Way 

Charleston, WV 25309 
 

Questions should be submitted in writing, on or before March 16, 2026 and e-mailed or mailed to 
the attention of: 

 
Russell Emrick, Deputy Director 

Email: rfp@metro911.org 
Mail: Metro Emergency Operations Center of Kanawha County 

200 Peyton Way 
Charleston, WV 25309 

 
***No Questions Accepted by Phone*** 

 

mailto:rfp@metro911.org
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1. INTRODUCTION 
 
 
The purpose of this solicitation is threefold.  The first purpose is to procure National Emergency Number 
Association (NENA) i3-capable routing and functional elements capable of transitioning to Next 
Generation 9-1-1 (NG9-1-1), and an Emergency Services Internet Protocol (IP) network (ESInet) to 
support Next Generation Core Services (NGCS) call-routing functions for Kanawha County, West Virginia. 
Procurement and implementation of these elements must recognize the need for interoperability with, and 
continuing support of existing legacy systems currently in use. The second purpose is to procure on-going 
support and maintenance for the existing Customer Premise Equipment Call Handling system. The third 
purpose is to procure upgrades to, or replacement of, the existing VoIP administrative phone system, 
along with on-going support and maintenance for the system. 
 
Metro Emergency Operations Center of Kanawha County (Metro 911) is interested in retaining a vendor 
that understands and can clearly demonstrate alignment with the industry’s evolution to NENA i3-
compliant ESInet and NGCS solutions, as well as demonstrate the ability to deliver such with the utmost 
reliability. Each Respondent shall describe its vision of NG9-1-1 and how it aligns with NENA’s vision.  

 
 

2. GENERAL INFORMATION AND INSTRUCTIONS 
 
Respondents must refer to the agency’s demographics in Section 3 in formulating their response to this 
RFP in order to present the agency with the most current plans for integration with the PSAPs current 
technological systems. (Documents and/or illustrations may be requested by the Selection Committee.) 
The Respondent is urged to submit questioning, as specified below, if additional information is required. 
Information regarding the agency’s current and future operating plans, other than what is described in this 
RFP, will be disseminated on a need-to-know basis.  
 
Respondents must provide a response and detailed description for each requirement. Do not 
underestimate the importance of providing detailed descriptions. The details should be sufficient to 
properly convey the Respondent’s intention but should not be verbose. Marketing materials are not 
considered appropriate in-line responses. Respondents may attach marketing material as separate, 
supplemental documents, but details are required to support the answer.  
 
Responses shall be referenced with the appropriate section number of this RFP, and organized in a 
manner that is easy to read and understand. (i.e. a response to section 4.1 should be marked “Response 
to 4.1”) 
 
2.1 REFERENCES TO OTHER SECTIONS 
 
Respondents shall not refer to other sections as a response. Even if the response is an exact duplicate of 
a previous response, the details shall be provided in the same manner.  
 
2.2 PROJECT QUESTIONS 
  
Questions must be submitted to Metro 911 in writing and mailed or emailed on or before March 16, 2026 
to the attention of Russell Emrick, Deputy Director. Questions will be answered in writing on or before 
April 10, 2026. Copies of questions, with the appropriate response, will be supplied to all firms requesting 
a bid package in order to provide a fair and equal opportunity for all firms wishing to respond. Beyond 
those questions asked during the mandatory pre-bid meeting, no further opportunity will be  
 
2.3 PROPOSAL AND AWARD SCHEDULE 
 
Proposals received prior to the deadline will be treated as confidential and will remain sealed until the bid 
opening date. Proposals received after the deadline, will not be considered in the selection process and 
will be eliminated.  
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Proposals may not be altered or amended after they are opened in public meeting. 
 
The approval or disapproval of the Respondent’s proposal will be determined by its official response to 
this RFP and on past performance. No assumptions should be made on the part of the Respondent as to 
the Selection Committee’s prior knowledge or abilities.  
 
It is expected that a selection be made within ninety (90) days after opening of proposals in public 
meeting, therefore Respondent’s pricing must be guaranteed for a minimum of ninety days from the RFP 
due date. The solicitation will be awarded to the firm whose proposal, conforming to this RFP, will be the 
most advantageous to Metro 911. 
 
 
2.4 SELECTION PROCESS 
 
This solicitation is issued pursuant to Metro 911 and Kanawha County Purchasing and Procurement 
Policies. Metro 911 shall not be liable for any costs not included in the proposal, not contracted for 
subsequently, or in regard to preparation of the Respondent’s proposal.  
 
A Selection Committee, appointed by the Director of Metro 911, will evaluate responses to this request 
and select those firms determined to be most qualified.  
 
It is Metro 911’s intent to open and review each Respondent’s proposal to determine their qualifications, 
experience, and technical approach to services. If the Selection Committee determines that a 
Respondent’s proposal is acceptable, then the Respondent will be a contender for the award.  
 
Since it is Metro 911’s desire to select the most qualified firm, the Selection Committee reserves the right 
to schedule oral presentations from those firms it deems most qualified, to take place within thirty (30) 
business days following notification.  
 
Metro 911 reserves the right to request on-site demonstrations of a Respondent’s proposed solution from 
a PSAP in the State of West Virginia or surrounding states. The Respondent shall coordinate these visits 
and demonstrations with Metro 911 and the visiting PSAP.  
 
The Selection Committee will utilize the following criteria: 
 

• Responsiveness to the RFP instructions and required responses;  

• Past performance of the firm, including timely completion of services, compliance with score of 
work performed within budgetary constraints, and user satisfaction;  

• Specialized experience and technical competence in performing relevant services; 

• Oral presentations or demonstrations, if required; 

• Firm’s capacity to perform the work as specified with an adequate number of employees; 

• Firm’s familiarity with problems applicable to this type of service; 

• Firm’s ability to work with the agency’s legacy systems and other vendors that may be required 
for the complete implementation of the project; 

• Firm’s ability to offer financing options and terms of available options; 

• References from current and previous clients, including the size and scope of services, name and 
contact information of the person submitting the reference; 

• Project Price. Please note that Metro 911 is a tax-exempt organization. Please exclude tax as 
applicable; and finally 

• Any conclusions, remarks and/or supplemental information pertinent to this solicitation. 
 
2.5 SPECIAL INSTRUCTIONS TO RESPONDENTS 
 
It is intended that each proposal furnish the information requested by this RFP. Each section of the RFP 
requires a response.  
 
Special note - Each proposal shall include Attachment A of this RFP as page 1 when submitting the 
proposal, which indicates the Total Bid Price for the project.  
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Following Attachment A, should be a cover letter from the submitting firm, that must bear the signature of 
an authorized representative and must also designate the name of the primary individual authorized to 
negotiate and sign a contract with Metro 911. The cover letter should also include particular information 
the Respondent wishes to bring to Metro 911’s attention.  
 
Following the cover letter, shall be a complete-itemized summary of the proposed costs. The summary 
shall list the following: 
 

• Total Project Cost 

• Cost for each component, including hardware, software, installation, and training 

• Cost of yearly service, support and maintenance for all components, to be coterminous, for a 
period of five years, after go-live of the proposed new system.  

• Proposed Vendor Financing Terms, if offered, including APR and period. 
 

The Respondent shall deliver five (5) physical bound original copies, as well as a digital copy on a 
thumb drive or other similar storage media, of their proposal to Metro 911. Emailed proposals will 
not be accepted. 
 
Metro 911 reserves the right to accept or reject any or all proposals.  
 
2.6 SCHEDULE OF EVENTS 
 
Respondents must carefully observe the following dates. Failure to do so may disqualify the 
Respondent’s proposal. 
 
Date RFP Issued:  .................................................................................... February 20, 2026 
Deadline for Questions for Pre-Bid: ...................................................... March 16, 2026 
Mandatory Pre-Bid: ................................................................................. March 26, 2026 

o In-person and virtual. If attending virtually, Respondents must request a link via email to 

rfp@metro911.org by 2:30PM EST on Friday, March 20, 2026. 

o Questions for Pre-Bid Due by March 16, 2026 

RFP Amendments Published: ................................................................ April 10 & 17, 2026  
Date Proposals Due/Opening: ............................................................... April 29, 2026 @ 2:30PM EST 
 
2.7 PROPOSAL WITHDRAWAL 
 
Proposals may be withdrawn only by written notice to Metro 911 prior to proposal due date and time. 
 
2.8 INCURRING COSTS 
 
Metro 911 shall not be liable or responsible for any costs incurred by the Respondent in preparing, 
submitting, or presenting proposals to Metro 911, or in satisfying any other requirements. Metro 911 shall 
not reimburse any costs incurred by Respondent’s in anticipation of being awarded contract under the 
RFP.  
 
2.9 PRICING, PAYMENTS, RETENTION 
 
Negotiated priced shall be firm and not subject to increase during the term of any contractual agreement 
arising between Metro 911 and the awarded Respondent, as a result of this RFP.  
 
2.10 OPEN PROCUREMENT 
 
Metro 911 reserves the right to accept or reject any or all proposals and to accept any proposal 
determined by Metro 911 to be in the best interest of the agency, even though not the lowest proposal. 
Metro 911 reserves the right to purchase more or less of an item or service at the unit price offered, in the 
Respondent’s response, unless the Respondent specifically and explicitly limits the response in this 

mailto:rfp@metro911.org
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regard. Metro 911 reserves the right to negotiate with Respondents regarding variations to the original 
proposal that may be in the best interest of Metro 911. 
 
 
2.11 HARDWARE AND SOFTWARE VERSIONS 
 
Metro 911 shall accept only new equipment and only the latest version of software or operating systems. 
Used and/or remanufactured equipment will not be accepted.  
 
2.12 CONTRACT COMMITMENT 
 
The Respondent shall maintain and update the technological components described in the RFP at its 
current or public-released level for the term of the contract or any subsequent maintenance contracts with 
Metro 911, pursuant to this RFP. 
 
2.13 ATTACHMENTS 
 
Attachment A – Price Proposal Form 
 
2.14 SPECIAL CONSIDERATIONS 
 
No bid will be awarded to Vendors who are delinquent on their Kanawha County real estate or personal 
property taxes.  Metro 911 will accept bids by Vendors who provide satisfactory proof of payment of 
current taxes or a certification from the Kanawha County Sheriff that no taxes are due prior to submission 
of said proposal. Additionally, Respondents must complete the Purchasing Documents found at 
https://www.metro911.org/information/finance-purchasing/, including the Vendor Registration Form (if not 
already on file with Metro 911), State of WV Purchasing Affidavit, and IRS Form W9 to be considered for 
award. 
 
Strong preference will be given to proposals that offer built-in vendor financing options.  Financing over a 
term of 3-5 years (5 years preferred) at or near an interest rate of 0% APR would be ideal and any 
proposals including such terms will be given strong consideration. 
 
Metro 911 shall not pay any costs associated with the preparation, submittal, or presentation of any 
proposal. 
 
Respondents are liable for all errors or omissions contained in their proposals. Respondents shall not be 
allowed to alter their proposal documents after the deadline for submission. 
 
2.15  INDEMNIFICATION CLAUSE 
 
By submitting a Proposal, the Respondent agrees to the following terms and conditions regarding 
indemnification: 

 
General Indemnification: The Respondent shall indemnify, defend, and hold harmless Metro 911, its 
officers, directors, employees, and agents (collectively, "Indemnified Parties") from and against any and 
all claims, demands, losses, liabilities, damages, costs, and expenses (including, without limitation, 
reasonable attorneys' fees and expert witness fees) arising out of or in connection with: 
Any negligent act or omission or willful misconduct of the Respondent, its employees, agents, or 
subcontractors; 

 
Any bodily injury (including death) or damage to tangible property caused by the Respondent, its 
employees, agents, or subcontractors; 
Any claim that the Equipment, Software, or Services provided by the Respondent infringe or 
misappropriate any patent, copyright, trademark, trade secret, or other intellectual property right of a third 
party; 

 
Any breach by the Respondent of its obligations under this RFP or any subsequent contract entered into 
with Metro 911. 

https://www.metro911.org/information/finance-purchasing/
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Indemnification for Breach of Warranties: Without limiting the generality of Section 1 above, the 
Respondent shall specifically indemnify, defend, and hold harmless the Indemnified Parties from and 
against any and all claims, demands, losses, liabilities, damages, costs, and expenses (including, without 
limitation, reasonable attorneys' fees and expert witness fees) arising out of or resulting from any breach 
by the Respondent of any of its express or implied warranties, representations, or covenants set forth in 
its Proposal or any subsequent contract. This includes, but is not limited to, any third-party litigation, 
claims, or actions brought against Metro 911 resulting from such a breach of warranty. 

 
Procedures: Metro 911 shall give the Respondent prompt written notice of any claim for which 
indemnification is sought. The Respondent shall have the right to control the defense and settlement of 
any such claim, provided that: (a) Metro 911 retains the right to participate in the defense at its own 
expense; (b) the Respondent shall not settle any claim in a manner that requires Metro 911 to admit  
liability or pay any money without Metro 911's prior written consent, which shall not be unreasonably 
withheld; and (c) the Respondent shall keep Metro 911 fully informed of the status of the claim. Metro 911 
shall provide reasonable assistance to the Respondent in the defense of any such claim. 

 
Survival: The obligations of the Respondent under this Indemnification clause shall survive the expiration 
or termination of this RFP process and any subsequent contract.  
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3. AGENCY DEMOGRAPHICS 
 
3.1 POPULATION AND AGENCY DEMOGRAPICS 
 
According to 2024 estimates, Metro 911 serves a resident population of approximately 174,000. Metro 
911 maintains approximately 85 full-time employees. Total annual call volume for 2025 was 395,412 
calls, which included 163,377 non-emergency calls.   
 
3.2 CPE / CALL HANDLING EQUIPMENT / CALL ROUTING 
 
Metro 911 utilizes 17 workstations of the VESTA Phone System version 8.0.242.485 by Motorola for 
customer premise equipment (CPE). The desire of Metro 911 is to retain the current CPE and integrate it 
with NGCS to encompass the full functionality of NG9-1-1. This includes the ability to process both voice 
and text calls (SMS), the ability to receive photographs, videos, and live-stream data, as well as, initiate 
text conversations from the PSAP, all from a single platform with single sign-on (SSO) capabilities. Metro 
911 recognizes the important need to maintain TDD/TTY capabilities. This feature must be incorporated 
in the proposed project. In addition, Genovation Keypads, Call-Status / Position Status Console Lights or 
similar technology is a requirement for all positions. While SSO is preferred, it is not mandatory, and any 
proposal must include a detailed description of the user login process required by their solution.  
Additionally, it is understood that Metro 911 VESTA system will likely require both a hardware refresh and 
a version upgrade to at least version 8.3 or later to integrate NGSC. Any proposal should include a 
hardware refresh and version upgrades.  
 
In addition to the standard ANI/ALI information, Metro 911 presently utilizes the RapidSOS UNITE Core 
platform for supplemental information such as device-based location, personal, and medical profile data. 
We also utilize RapidSOS to access other data integrations within their partnerships such as CRG Maps, 
ZeroEyes Weapons Detection, AXON Location Services and What3Words. Integration with RapidSOS or 
similar services is required.  
 
Presently, Frontier Communications provides twelve (12) centralized automatic message accounting 
(CAMA) trunks to Metro 911’s primary site across two diverse paths for redundancy, along with dedicated 
wireless rollover lines. In addition, Metro 911 answers fourteen (14) non-emergency/administrative lines, 
which are Primary Rate Interface (PRI) lines, and three (3) direct ringdown lines with local chemical 
facilities. In addition to NGCS, the desire of Metro 911 is to migrate all PRI lines to Session Initiation 
Protocol (SIP).  
 
Metro 911 has redundant functionality with two (2) IP based phones that serve as backup and overflow at 
the primary PSAP and an additional six (6) at the alternate PSAP. The Respondent shall supply a similar 
option for redundancy and overflow purposes.  
 
3.3 CALL RECORDING 
 
Metro 911 utilizes a third-party vendor for call recordings and radio audio logging. Additionally, Metro 911 
screen records all workstations, including the CPE. The bidder must be able to fully interface with the 
MediaWorks DX platform by Eventide/NexLog and be willing to work with architects to successfully 
achieve this functionality. Respondents may optionally propose a replacement call recording option, 
though integration with the existing system is mandatory. 
 
3.4 COMPUTER-AIDED DISPATCH 
 
For Computer-Aided Dispatch, Metro 911 has fully deployed the Enterprise Computer-Aided Dispatch 
System by Tyler Technologies. We are currently operating on version 2024.1. The bidder must be able to 
fully integrate with the Enterprise CAD database, and provide the appropriate Automatic Number 
Identification (ANI) and Automatic Location Information (ALI) when a call for service is answered at the 
PSAP and is initiated as a call for service.  
 
3.5 RADIO COMMUNICATIONS  
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Fourteen (14) PSAP positions have radio communication capabilities, which are handled with the 
Motorola MCC7500e dispatch console. Metro 911 uses hardware that incorporates both CPE and Radio 
equipment into one headset jack. This functionality enables Public Safety Telecommunicators to wear 
headsets to speak both on the phone and radio, simultaneously. Radio traffic is primary while the 
Telecommunicator is not actively on the phone. The Telecommunicator’s microphone remains muted until 
the push-to-talk (PTT) button is engaged. When a phone call is accepted, phone audio then comes 
through the headset and the microphone remains in an open status. Radio audio is then routed to a 
desktop speaker and if required, the Telecommunicator can still engage the PTT button to speak on the 
radio while they remain on an active phone call.  
 
 
 
3.6 INTERNET AND NETWORK INFRASTRUCTURE  
 
Metro 911 have a dedicated IT staff responsible for Information Technology needs, including network and 
internet configurations, etc. Respondents must be willing to coordinate work through staff resources, as 
needed. 
 
3.7 CONTINUITY OF OPERATIONS 
 
Metro 911's continuity of operations strategy incorporates multiple layers of redundancy, including an 
alternate PSAP (PSAP) and a secondary call-taking rollover site. Metro operates a fully functional 
alternate PSAP located of the 3rd floor of the Kanawha County Courthouse located at 409 Virginia Street 
East, Charleston, WV, which is manned by Metro 911 staff during emergency circumstances. Additionally, 
the Kanawha County Emergency Ambulance Authority (KCEAA), located at 601 Brooks St in Charleston, 
serves as a designated secondary call-answering point, acting as a back-up site for emergency lines to 
ring into should the primary Metro PSAP become inoperable or experience service disruption. Seamless 
and resilient connectivity to both the alternate PSAP and to KCEAA is an absolute requirement. The 
Respondent's proposal must include a detailed and robust plan illustrating how their proposed NG9-1-1 
Core Services will establish, maintain, and test reliable connectivity to these critical continuity sites. 
 
The solution must ensure reliable, seamless delivery of 9-1-1 calls to the Alternate PSAP under all 
activation scenarios, consistent with COOP best practices and NG911 standards. Specifically, 
respondents must provide a physical switch, to be located at the Kanawha County Emergency 
Ambulance Authority’s (KCEAA) Communications Center that will forward all 911 calls to a designated 
10-digit direct inward dial (DID) number.  This DID will ring to the Alternate PSAP, and in Kanawha 
County’s administrative phone system (currently Mitel), be associated with a ring group designated for 
use throughout the Alternate PSAP.  It is the current practice of Metro 911 to, by default, leave this DID 
set to forward to the KCEAA Communications Center so that KCEAA staff can receive incoming calls 
while Metro 911 staff are en route to the Alternate PSAP. Upon arrival, Metro 911 staff will end 
forwarding, allowing the calls to be handled at the Alternate PSAP.  Alternate proposals that accomplish 
the overall goal of zero 911 calls being left unanswered may be considered. 
 
The Alternate PSAP is intended to be an independent center.  Currently, workstations at the Alternate 
PSAP do not have VESTA workstations, nor to they have radio arbitration.  Metro 911’s logging recorder 
is integrated with Kanawha County’s administrative phone system to capture digital recording of calls 
forwarded to the Alternate PSAP during activations.  The Respondent must route calls to the Alternate 
PSAP to maintain this functionality. If the Respondent’s proposed solution offers functionality beyond 
what currently exists at the Alternate PSAP, such as radio headset arbitration or other capabilities, please 
provide a detailed description of the planned functionality and required components. 
 
3.8 FIBER CONNECTIVITY  
 
Current fiber providers/connections include Frontier (9-1-1 Fiber Ring to Charleston CO and South 
Charleston CO), Frontier (1Gb DIA), Frontier (10Gb Metro-E), Segra (1Gb DIA), and Optimum (5 Gb PtP). 
Metro 911 expects the highest commercially available service levels consistent with industry best 
practices for 9-1-1 systems. If a proposed solution utilizes Metro 911’s existing fiber services, detailed 
SLA information can be provided upon request. If the Respondent elects to utilize these providers fiber or 
conduit, it is the Respondent’s responsibility to coordinate and negotiate service levels directly. 
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Regardless of approach, the end-to-end system SLA must meet or exceed nationally recognized 9-1-1 
reliability standards. 
 
3.9 GIS / MAPPING 
 
GIS is maintained locally within Metro 911. Currently, we make use of ESRI Enterprise Licensing and 
currently utilize both Arc GIS Desktop and Arc GIS Pro for GIS maintenance. Metro 911 is currently 
working with a third-party vendor to ensure all GIS data meets NENA i-3 compliance.  Respondents must 
support NENA i-3 GIS data standards in their proposed solutions. 
 
Respondents must present a solution that employs best common practices and standards regarding their 
proposed NGCS location database, along with plans for ongoing maintenance and upkeep, either by their 
resources or by Metro 911 staff.  Please provide a detailed description of your proposed solution for this 
functionality, along with detailed responsibilities by role (Core Services Provider, PSAP/911 Authority, 
OSP(s), etc.) 
 
Metro 911 is currently utilizing Datamark’s NG911 GIS tools for assistance preparing the required GIS 
data.  Metro 911 GIS staff plans to complete all necessary GIS data review and work prior to the contract 
award on June 23, 2026. However, we expect our NGCS provider to validate that the GIS is ready for the 
proposed solution both before go-live and at regular intervals (if not continuously). 
 
3.10  MIS/Reporting 
 
Metro 911 currently licenses Motorola’s VESTA Analytics Management Information System (MIS) for 
reporting and statistics.  Specifically, VESTA Analytics 3.4 Build 1033.0.  It is possible that Metro 911 will 
upgrade to a newer version of this platform prior to award of NGCS contract. 
 
3.11  ADMINISTRATIVE & EMERGENCY OPERATIONS CENTER VoIP PHONE SYSTEM 
 
Metro 911 currently employs the Mitel MiVoice Business system, including a MiCollab server and two (2) 
MiVoice Business controllers, for VoIP phone service for administrative staff and Emergency Operations 
Center users. There are presently 58 active user licenses (utilizing the Mitel 5330e IP Phones), with 
expansion available up to a maximum of 150, with  a total of 47 Mitel 5330e IP Phones in use 25 Metro 
Admin, 22 EOC).  This system features configurable voicemails, call forwarding, transfers, and email 
integration.  Additionally, the VoIP system integrates with the VESTA platform to enable 4-digit dialing 
between systems, and is interfaced with the Eventide NexLog logging recorder for select administrative 
and EOC VoIP lines. 
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4. RESPONDENT INFORMATION 
 
4.1 COMPANY BACKGROUND INFORMATION  
 
Respondents shall provide in their response, a brief description of their company background, including 
history, experience, products, capabilities, and vision for the future, as well as any distinguishing 
characteristics that delineates their solution from other companies’ solutions.  
 
The Respondent’s description shall include: 
 

• Background and experience 

• Company Vision 

• Company financial stability statement 

• Distinguishing solution characteristics  

• Pending litigation matters 

• References (at least three written references that demonstrate similar implementation of the 
service model solution proposed) 

 
4.2 LIABILITY INSURANCE CERTIFICATION  
 
Proof of Professional Liability Insurance must be submitted with the Respondent’s proposal to reflect 
liability coverage in the amount of one million ($1,000,000) dollars per occurrence and one million 
($1,000,000) dollars aggregate and must include coverage for errors, omissions and negligent acts.  
 
 
4.3 RESPONDENT’S EMPLOYEES  
 
Metro 911 recognizes there may be times when unescorted access may be needed within the accessed 
controlled areas within the facility. Firm Employees must submit to a background check, per CJIS 
requirements, and as deemed necessary by Metro 911. The Respondent shall submit a statement 
acknowledging this requirement.  
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5. MINIMUM SPECIFICATIONS 
 
Metro 911 wishes to procure NENA i3-capable routing and functional elements capable of transitioning to 
NG9-1-1, and an ESInet to support NGCS call-routing functions. Procurement and implementation of 
these elements may recognize the need for interoperability with, and continuing support of, existing 
legacy systems currently in use.  
 
The deliverable solution must be market-ready and capable of agnostic interoperability between call-
routing and existing technical elements internal to Metro 911 9-1-1 solutions and technologies, and to 
future external NG9-1-1 solutions that may become operational in neighboring jurisdictions.  
 
Metro 911 offers no instruction on preference as to the physical location of the “service” – for example, 
cloud-based or premise-based – but rather seeks the best value for compliance with the technical 
requirements to accomplish the service.  
 
 
5.1 NETWORK DESIGN  
 
Respondent shall provide a network or solution diagram that clearly depicts the Respondent’s proposed 
transitional and end state plan for the Metro 911 ESInet and NGCS.  
 
 
5.2 FIBER PROVIDERS  
 
Proposals must use fiber already built to Metro 911 unless compelling reasons are shown to install new 
fiber. Current fiber providers/connections include Frontier (9-1-1 Fiber Ring to Charleston CO and South 
Charleston CO), Frontier (1Gb DIA), Frontier (10Gb Metro-E), Segra (1Gb DIA), and Optimum (5 Gb PtP). 
Proposal must include all additional connection costs and manage any additional connections, including 
billing.  Proposal should have a minimum of two fully redundant fiber paths and preferably include 
backups with cellular and/or satellite. Metro 911 expects the highest commercially available service levels 
consistent with industry best practices for 9-1-1 systems. If a proposed solution utilizes Metro 911’s 
existing fiber services, detailed SLA information can be provided upon request. If the Respondent elects 
to utilize these providers fiber or conduit, it is the Respondent’s responsibility to coordinate and negotiate 
service levels directly. Regardless of approach, the end-to-end system SLA must meet or exceed 
nationally recognized 9-1-1 reliability standards. 
 
 
5.3 CALL HANDLING SOLUTION PLATFORMS  
 
To be eligible for award, it is mandatory for respondents to include with their proposals support and 
maintenance, including on-going licensing and routine version upgrades, for Metro 911’s legacy CPE 
platform, which is the Motorola VESTA version 8.0.242.485 call handling system.  It is the desire of Metro 
911, to the greatest extent possible, to have a single vendor responsible for service, maintenance, and 
troubleshooting of technical issues for both the NG911 core services and CPE systems and equipment.  
Please provide detailed explanations in your proposal and identify any third party or other vendor 
resources that may be included in planned system maintenance activities. Additionally, Metro 911 
requires all VESTA support, maintenance, and NGCS integration proposals to include both a hardware 
refresh for primary site equipment and version upgrade to at least VESTA 8.3 or later. For a list of specific 
hardware, software, and licensing utilized in Metro 911’s deployed VESTA system, Respondents should 
contact Motorola VESTA for more information.  If assistance is needed, Respondents may contact Metro 
911 via email at rfp@metro911.org by Wednesday, April 22, 2026 to obtain contact information for an 
appropriate Motorola VESTA representative. 
 
Optionally, respondents may propose an alternate CPE solution. If another CPE Call Handling solution is 
proposed, Respondents must provide a thorough, detailed explanation of why the alternate platform 
would be in the best interest of Metro 911, as well as include information related to proposed plans 
related to training of administrators and end-users, proposed project timelines, staff resource 
requirements, and projected lead times related to implementation and system go-live.  
 

mailto:rfp@metro911.org
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Where interfaces with CPE vendors/models have yet been deployed and/or tested, please describe the 
integration testing process that the Respondent will perform prior to acceptance testing of the solution.  
 
 
5.4 MANAGEMENT INFORMATION SYSTEM (MIS)  
 
The Respondent must, at minimum, supply licensing and support, including routine version upgrades, for 
the legacy Management Information System (MIS) used by Metro 911, which is VESTA Analytics.  
However, respondents are welcome and encouraged to include in their proposals other MIS solutions or 
similar products that monitor call activity, displays current system status, logs call activity, and permits 
report generation. Any proposed MIS shall support tracking of 9-1-1 calls, including all classification of 
service and administrative calls. Other features must include, but are not limited to: 
 

• Real-time tracking of abandoned 9-1-1 calls 

• A summary of statistics by day 

• The ability to search data for specific events 

• The ability to graphically prepare system usage reports based on the following information: 
 

o Position(s) 
o Agent(s) 
o Call-Type/Trunk /Line 
o Groups of Positions 
o Groups of Call-Type/Trunk/Line 
o Time of Day 
o Shift Duration 
o Day of week 
o Weekly  
o Month 
o Quarter 
o Abandoned Calls 
o Outbound Calls 
o Inbound Calls 
o Duplicate and Frequent Callers 
o Ring Time 
o Call-Duration, Time of Answer, Time of Hold, Time of Talk, etc.  

 

• The MIS should have the capability to automatically generate reports and distribute such reports 
electronically to selected individuals 

• The ability to access information and statistics on trunk-level call data 
 

5.5 ADMINISTRATIVE & EMERGENCY OPERATIONS CENTER VoIP PHONE SYSTEM 
 
The Respondent must include in their proposal a VoIP phone system for Metro 911 staff and Emergency 
Operations Center users.  At minimum, Respondents may offer continued support and licensing for the 
legacy VoIP phone system by Mitel’s MiVoice Business, with specifications outlined in Section 3.11.  
However, Metro 911 does not have a preference to maintain the legacy solution, thus Respondents are 
welcome and encouraged to offer alternate VoIP phone systems that offer similar capabilities to the 
legacy system. Proposed systems should be priced for a range of 60-100 users, and offer integration with 
the 911 CPE platform, email, and logging recorder systems.  Proposed replacement systems should meet 
or exceed the capabilities of Metro 911’s legacy system and also align to modern VoIP and unified 
communications standards. Features such as integrated voicemail, internal and external call forwarding, 
email integration, integration with Metro 911’s logging recorder, and 4-digit dialing to Metro 911’s admin 
and VESTA workstations are mandatory.  Please also include a detailed description of any additional 
capabilities that the proposed system may offer, such as WebEx compatibility or other mobile phone 
integration options. 
 
The Respondent is not responsible for maintaining, servicing, or upgrading VoIP phone equipment at the 
Alternate PSAP but is fully responsible for ensuring reliable, standards-compliant call delivery and 
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interoperability to that phone system.  Metro 911 uses the phone system owned by Kanawha County at 
the Alternate PSAP, which will not be replaced as part of this project. 
 
Metro 911 can provide the specific 10-digit DID that is used for Alternate PSAP call forwarding to qualified 
firms, as needed, for demonstration of functionality or oral presentations after an initial evaluation of bids 
received, prior to award of contract.   
 
5.6 CPE / CALL HANDLING SOLUTION LICENSING  
 
The proposed solution must include licensing and support for all CPE equipment for Metro 911’s primary 
site to ensure Continuity of Operations. The Respondent must define the firm’s CPE / Call-Handling 
Solution Licensing Structure and whether active licenses may be reused if not currently in-use. (i.e. if 
valid licenses aren’t actively used the primary PSAP, can they be repurposed at the alternate PSAP). 
Please explain in detail how this is achieved.  
 
The Respondent shall also include projected costs (if any), should this be necessary to the operations of 
Metro 911. 
 
Proposals must include costs associated for seventeen (17) CPE telecommunicator workstations for the 
primary site and eight (8) workstations for the alternate PSAP. Respondents must also include optional 
pricing per additional workstation up to a total of twenty (20) workstations for the primary site.  
 
5.7 UNIQUE REQUIREMENTS  
 
Metro 911 desires a make-busy functionality (i.e. abandon switch). The Respondent must detail its plan to 
address this requirement within the project.  
 
Transition of all legacy services shall be the responsibility of the selected Respondent. As such, the 
Respondent shall ensure migration of all legacy connections and associated costs are completed within 
120 days of the NGCS “go live” date.  
 
Proposers must work with Metro 911 during the implementation of and transition to NG911 Core Services 
such that Metro 911 will not be billed for both NGCS and subject to tariff or other fees associated related 
to legacy 911 services.  Please provide a detailed plan regarding your proposed plan to help absorb or 
offset these charges during implementation and for the five year term of this proposal. 
 
The selected Respondent must be able to fully convert the Metro 911’s 10-digit non-emergency lines 
(POTS) to SIP, and be able to have these SIP lines recorded locally using the agency’s selected call 
recorder.  
 
 
5.8 ORIGINATING SERVICE PROVIDER (OSP) CONNECTIVITY  
 
The Respondent shall be responsible for identification of current service providers connected to the 
Legacy Selective Router. The Respondent shall be responsible for identifying all wireline, wireless, and 
Voice over Internet Protocol (VoIP) service providers currently connecting to the existing legacy router. 
Respondent shall be responsible for updating this information for the term of the contract.  
 
Respondent shall be responsible for negotiating interconnection agreements and trunking agreements 
with each service provider identified within Metro 911’s coverage area.  
 
Respondent shall be responsible for managing moves, additions, modifications, and deletions of the 
connections from the OSP’s to the Respondents proposed system for the term of the contract. 
Respondent shall proactively monitor these connections and work with the service providers to resolve 
issues that may occur.  
 
The Respondent must coordinate cut-over activities with all service providers in Kanawha County. Metro 
911 has final approval of all cutover schedules.  
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A detailed cut-over plan, along with coordinated conference calls, and supporting documents must be 
provided to Metro 911 prior to schedule the migration date.  
 
Metro 911 transfers calls to all PSAPs throughout the State of WV (51 in total).  In-state, this historically 
has been via star code and the selective router. There are currently four ESInet providers and one legacy 
provider operating in West Virginia.  Proposed solution must support standards-based transfer 
mechanisms across legacy and NG911 environments and ensure interoperability with all PSAPs. Non-
standard transfers are only acceptable as a last resort. Out-of-state transfers must also follow applicable 
standards. Integration or access to the NENA Enhanced PSAP Registry is preferred.   
  
Non-standard transfer, such as transfer via 10-digit admin lines, is only acceptable when there is no other 
transfer option available, and must include, in writing, correspondence from PSAP representatives 
acknowledging this. 
 
Note:  The five 911 networks currently in West Virginia include AT&T (ESInet), Frontier (legacy), 
INdigital (ESInet), Motorola Solutions (ESInet), and NGA911 (ESInet). Metro 911 will require 
interoperability tests between all five networks as part of this proposal. 
 
 
5.9 MIGRATION PLAN  
 
Within thirty (30) days of contract signing, the selected Respondent shall provide a detailed migration plan 
that shall include a full description of the methods and procedures that will be employed to ensure a non-
service affecting migration from the current environment to the new system.  
 
The migration plan shall include a fallback procedure to restore Metro 911 to a premigration operational 
state in the event of failure.  
 
5.10 GIS / MAPPING 
 
Respondents must support NENA i-3 GIS data standards in their proposed solutions.  Respondents must 
work with Metro 911 GIS staff resources to identify required GIS data sets and provide documentation 
and access such that Metro 911 GIS staff can perform periodic updates and corrections to GIS data 
elements on an on-going, ad-hoc basis.  Respondents must propose solutions that are compatible with 
Metro 911’s GIS software platforms as mentioned in Section 3.9. 
 
 
5.11 CYBERSECURITY  
 
For the purposes of this document, cybersecurity is considered to be the established systems and 
processes focused on protecting computers, networks, programs, and data from unintended or 
unauthorized access, modification, or destruction.  
 
A comprehensive security plan is a critical component of the Metro 911 IP network solution. The 
Respondent shall describe its security plan, including its mitigation, monitoring, alerting, and incident-
response processes, and provide information on specific hardware components and software systems 
incorporated in the proposed security plan. Please include network diagram including security 
components. 
 
The proposed security plan is required to utilize the latest NENA specifications. All applicable rules and 
regulations of the Federal Communications Commission (FCC), in addition to those specified herein, shall 
apply.  
 
 
5.12 INCIDENT MANAGEMENT SYSTEM  
 
The Respondent’s incident management system shall log all support requests, both from users and those 
automatically generated. The Respondent shall provide examples of monthly reports, detailing tickets 
opened, pending, resolved, and closed cases. Respondent shall provide a matrix outlining service impact 



  16 of 19 

levels in its detailed response, to include notifications and response times.  
 
 
5.13 OUTAGE NOTIFICATION  
 
Regulatory Compliance – The Respondent shall comply with all applicable local, state, and federal outage 
and notification rules throughout the term of the contract.  
 
Outage Notification – The Respondent shall notify Metro 911 within 15 minutes of discovering an event or 
outage that may impact 9-1-1 services. All events that meet criteria for local, state, or federal reporting 
shall also be completed by the vendor. At the time of initial notification, the vendor shall convey all 
available information that may be useful in mitigating the effects of the event or outage, as well as the 
name, telephone number, ticket or reference number, and email address at which the service provider 
may be reached for follow-up. During outages, a follow-up or update shall be supplied to Metro 911 at the 
beginning of every hour during the outage. Note, the network design should be designed with a self-
healing architecture with multiple routes to prevent outages or loss for service.  
 
Reason for Outage (RFO) Reporting – Following the restoration or normal 9-1-1 services, the vendor shall 
provide a preliminary report to Metro 911 no later than three (3) days after discovering the outage. An in-
depth RFO report, including a detailed root-cause analysis, shall be provided to the PSAP no later than 
ten (10) days after discovering an outage. The Respondent shall describe its compliance with the 
notification and reporting requirements above.  
 
Escalation Procedures – The Respondent shall outline in detail, the jurisdictional-level escalation process 
to be used during incidents that affect service, particularly those that result in critical service outages.  
 
 
5.14 PROJECT MANAGEMENT  
 
The Respondent shall describe its project management methodology and support structure. Please 
describe the weekly interactions during the migration. Respondent shall include a proposed high-level 
project plan and schedule for the entire duration of the project.  
 
Metro 911 reserves the right to request a new Project Manager in the event of poor performance or lack 
of responsiveness. Selected Respondent shall execute change request within thirty (30) days. 
 
The selected Respondent must submit written weekly progress reports that captures the minutes and 
action-items of a weekly project call.  
 
 
5.15 TRAINING  
 
The Respondent shall provide comprehensive training to designated individuals of Metro 911 responsible 
for the varying layers of network/system monitoring and system maintenance. The Respondent shall 
describe its training program for system implementation and ongoing operation and maintenance, 
including but not limited to the following topics: trouble report, customer service/help desk, web-
interfaces, and service monitoring tools.  
 
If proposing an optional replacement CPE system, the Respondent shall provide estimated schedules 
and project plans offering adequate training sessions (in-person) for end users on the proposed CPE 
solution, including providing a representative on-site during “go-live” to assist Emergency 
Telecommunicators during the transitional period. This individual may be required to be on-site for up to 
five (5) consecutive days.  
 
The Respondent shall provide adequate training for those individuals responsible for compiling data 
reports from the CPE.  
 
Additional training may be required at the discretion of Metro 911. 
 



  17 of 19 

5.16 EXECUTIVE DASHBOARD  
 
The Respondent shall provide a web-based monitoring tool, providing near real-time visibility of network 
status displayed geographically with service impact levels. Open ticket status should be available to users 
through this platform.  
 
5.17 SERVICE REPAIR AND ADVANCE REPLACEMENT  
 
The Respondent shall describe in detail its 24/7/365 maintenance support for the life of their solution. The 
Respondent shall describe its understanding of public safety maintenance windows and associated 
notification processes. The Respondent shall describe its problem resolution and change management 
processes, its supporting systems, and its adherence to best practices. The respondent must identify 
any hardware components contained in their proposed solution that lack redundancy or present a 
risk of being a single point of failure, and describe their plan to stock replacement equipment 
locally to ensure high availability, hot-swappable replacement, and minimal disruption to normal 
operations in the event of equipment failure. Metro 911 requires a 2-hour response time for on-site 
technical service regarding critical issues, including but not limited to disruptions to 911 service at the 
primary PSAP. Respondents must provide a detailed description of their proposed Service Level 
Agreement, should hardware or on-site technical service be required.  
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6. OPTIONAL COMPONENTS 
 
Metro 911 wishes to obtain pricing for optional systems, components, and/or features beyond the 
minimum requirements set forth in Section 5 of this RFP.  These may include optional modules, 
applications, or platforms that integrate with NCGS and/or CPE solutions to achieve capabilities 
considered to be emerging technologies.  Examples may include, but not be limited to: 

 

• Multimedia capabilities, particularly video and images, with configurable storage/retention options 
as required by WV State Code or Metro 911 Records policies 

• Precise GPS location tracking, including callers’ z-axis location information  

• AI-powered tools, including but not limited to automatic detection and translation for non-English 
speakers, or intelligent call triaging 

• Integration with specific platforms such as –  
o Motorola Rave Smart911 
o RapidSOS Unite Premium Modules 
o Motorola Rapid Deploy 

• Virtual ECC capabilities for remote or field/tactical telecommunications 

• Suggested replacements for Metro 911’s two (2) existing POTS lines used for fax machines 
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ATTACHMENT - A 
 

PRICE PROPOSAL SHEET 
 

THIS SHEET MUST BE PAGE 1 OF THE SUBMITTING FIRM’S PROPOSAL 
 

Please complete in BLUE ink only. 
 
 
Metro Emergency Operations Center of Kanawha County 
200 Peyton Way  
Charleston, West Virginia 25309 
 
 
Bid Title:  ............................................................................................. Proposal for NG911 System 
Bid Due Date and Time: ..................................................................... Apr. 29, 2026 by 2:30 pm 
 
Name of Firm: ________________________________________ 
 
 
Address: ________________________________________ 
  ________________________________________ 
  ________________________________________ 
 
Authorized Signatory: (printed) ____________________________ Title: _____________________ 
 
Signature: ____________________________________________  Date: ______________ 
 
MANDATORY EQUIPMENT AND COMPONENTS:        
 
DESCRIPTION      PRICE 

________________________    $ ________________________ 
________________________    $ ________________________ 
________________________    $ ________________________ 
________________________    $ ________________________ 
________________________    $ ________________________ 
________________________    $ ________________________ 
________________________    $ ________________________ 
 
TOTAL BID PRICE:     $ ________________________ 
 
VENDOR FINANCING AVAILABLE?: 

 YES 

 NO 
 

If YES, proposed term and APR: 
____________________________________________________________________________________
____________________________________________________________________________________ 
 
 
PRICING & DESCRIPTION FOR OPTIONAL COMPONENTS: 
 
DESCRIPTION      PRICE 

________________________    $ ________________________ 
________________________    $ ________________________ 
________________________    $ ________________________ 
________________________    $ ________________________ 
________________________    $ ________________________ 
________________________    $ ________________________ 


