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QUESTIONS WILL BE RECEIVED THROUGH DECEMBER 23, 2022 - MIDNIGHT 
 
 

PROPOSALS WILL BE RECEIVED UNTIL JANUARY 12, 2023, 10:00 am EST1

                                            
1 PROPOSALS RECEIVED AFTER THE DATE AND TIME PROVIDED ABOVE WILL NOT BE CONSIDERED.  IT IS THE 
VENDOR’S SOLE RESPONSIBILITY TO ENSURE TIMELY DELIVERY OF THE PROPOSAL. 
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SECTION 1 GENERAL INFORMATION AND STANDARD TERMS AND CONDITIONS 
 

1.1. OVERVIEW 
An analysis of the current student experience at BridgeValley was independently performed to 
identify areas that may warrant restructuring to ensure the College’s commitment to student 
success is exemplified.  The completed analysis resulted in several recommendations concurred 
by College administration.  BridgeValley is seeking consulting expertise to aid in the 
implementation of each recommendation. 
 
The qualified consulting firm should be able to provide hourly services, as requested, to aid 
College stakeholders in: 

 
 the implementation of an organizational restructure in student affairs;  
 the creation of a marketing and communications team; 
 the development, redesign or reengineer of existing processes and student communications 

strategies; 
 the development of a strategic marketing approach for student recruitment; 
 the revitalization of new student orientation; and,  
 the crafting of metrics and KPI’s to evaluate the enrollment management process. 
 

1.2. SCHEDULE OF EVENTS 
12/09/2022 Release bid to public.  Bid will be released to 

public repository’s, advertised in local media, 
and by direct mailing. 
 

12/23/2022 Questions and inquiries regarding any aspect 
of the solicitation is due by 12 o’clock, 
midnight.   
 

12/30/2022 Responses to questions and inquiries received 
will be issued as an Addendum.  

01/12/2023 
10:00 a.m. EST 
 

BIDS DUE 

01/12/2023 
10:30 a.m. EST (promptly) 

Bids publicly opened and read aloud. 
 

02/01/2023 Anticipated Contract Award, Start Date 
 

1.3. Vendor Point of Contact 
The Vendor, or anyone on the Vendor’s behalf, is not permitted to make any contact 
whatsoever with any member of the Board of Governors or College personnel as it relates to the 
requested services, terms and conditions as set forth in this solicitation. Violation of this clause 
may result in a rejection of the bid. The individual(s) named as “Buyer” is the sole contact for 
any and all inquiries after the solicitation has been released for bid. 
 
All requests for clarification, inquiries or questions regarding the specifications or proposal 
submission must be received in writing by 12 o’clock, midnight, the 18th of December 2022 to:  
Angela Bradshaw, angela.bradshaw@bridgevalley.edu.  Please reference RFB BV2022-002 in the 
subject line of all communications. 
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Changes or revisions to this solicitation will be made by an official addendum issued by the 
College. The Vendor should acknowledge receipt of all addenda issued with this solicitation 
though acknowledgement on the Cover Page (Exhibit A). Failure to acknowledge addenda may 
result in bid disqualification.  
 

1.4. Posting of Information 
The solicitation and any subsequent issued addendums will be available by accessing the 
following URL:   https://www.bridgevalley.edu/purchasing-information. 
 

1.5. Proposal Submission 
In accordance with West Virginia Code §5A-3-11, proposals must be received by the College’s 
Office of Fiscal Affairs prior to the date and time of the due date as specified in above Section 
1.2, Schedule of Events. Failure to deliver or the non-receipt of a bid by the date and time 
specified shall result in its rejection from the solicitation process. 

 
Vendors responding to this solicitation shall submit exhibits annotated REQUIRED. 
An ORIGINAL plus four copies by mail by 10:00 a.m., (EST), on the 12th of January, 2023 to: 
 
BridgeValley Community & Technical College   
Office of Fiscal Affairs 
2001 Union Carbide Drive 
South Charleston, WV 25303 
 
The outside of the envelope or package(s) should be clearly marked: 
 
Buyer:    Atha/Bradshaw 
Proposal:   RFB BV2022-002 
Opening Date:   01/12/2023 
Opening Time:   10:15 a.m. EST (Promptly) 
 
SEALED WRITTEN BIDS WILL ONLY BE ACCEPTED.  VERBAL QUOTES OR BIDS SUBMITTED VIA 
FAX, EMAIL OR ANY OTHER MEANS WILL NOT BE ACCEPTED, UNLESS OTHERWISE NOTED. 
 

1.6. Rejection of Proposals 
The College shall select the best value solution according to the criteria considered for contract 
award. However, the CPO reserves the right to accept or reject any or all proposals, in part or in 
whole at his/her discretion. The CPO reserves the right to withdraw this solicitation at any time 
and for any reason. Submission of, or receipt by the CPO confers no rights upon the Vendor nor 
obligates the College in any manner. 
 

1.7. Conflict of Interest 
By signing the bid, the vendor affirms that it and its’ officers,   members and employees have no 
actual or potential conflict of interest, beyond any conflicts disclosed within the submitted bid. 
Vendor will not acquire any interest, direct or indirect, that would conflict or compromise in any 
manner or degree with the performance of its services under this contract. If any potential 
conflict is later discovered or if one arises, the vendor must disclose it to the College promptly. 
 

1.8. Independent Proposal 
A bid will not be considered for award if the commission/price was not arrived at independently, 
without collusion, consultation, communication, or agreement as to any matter relating to such 
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commission/prices with any other offer or with any competitor. The commission/price quoted in 
the vendor’s bid will not be subject to any decrease/increase and will be considered firm for the 
life of the contract unless specific provisions for adjustment have been provided for in the 
original contract. 
 

1.9. Economy of Preparation 
Bids should be prepared simply and economically, providing a straightforward, concise 
description of vendor’s abilities to satisfy the requirements of the solicitation.  Emphasis should 
be placed on completeness and clarity of content. 
 

1.10. Verbal Communications 
Discussions and/or interviews may be held with a vendor(s) under final consideration prior to 
selection for award; however, an award may be issued without such discussions or interviews. 
 

1.11. Oral Statements and Commitments 
Vendor must clearly understand that any verbal representations made or assumed to be made 
during any oral discussions held between Vendor’s representatives and any College personnel 
are not binding. Only the information issued in writing and added to the solicitation 
specifications filed by an official written addendum are binding. 

 
1.12. Incurring Costs 

Neither the College nor any of its employees or officers shall be held liable for any expenses 
incurred by any vendor responding to this solicitation for expenses to prepare, deliver the 
proposal, or to attend any mandatory or non-mandatory pre-bid meeting or oral presentations. 
 

1.13. Disclosure 
All documents submitted in response to this solicitation and any documents created as a result 
of this solicitation are considered public record. All bids, proposals or offers submitted shall 
become public information and will be available for inspection during normal business hours at 
the College.  The only exception for public record is disclosure information as provided in         
WV Code § 29B-1-4. Primarily, only trade secrets are considered exempt from public disclosure. 
 

1.14. Bid Opening and Evaluation Process 
At the date and time specified, each bid will be opened and read aloud.  Once opened, each bid 
will be reviewed by the CFO/CPO to make any determination, if applicable, of the Resident 
Vendor and/or Small, Women-Owned, or Minority-Owned Preference; such preference is an 
evaluation method only and applies only to the cost in accordance with West Virginia State 
Code.  
 

Evaluation:  Preference 
 

Resident Vendor 
Vendor Preference may only be granted upon written request and only in accordance with the 
West Virginia Code §5A-3-37 and the West Virginia Code of State Rules.  Vendor’s failure to 
submit the Vendor Preference Certificate form, when applicable, with its bid will result in denial 
of Vendor Preference. Vendor Preference does not apply to construction projects. 

 
Small, Women-Owned, or Minority-Owned Vendor (SWM) 
For any solicitation publicly advertised for bid, in accordance with West Virginia Code   §5A-3-
37(a)(7) and W. Va. CSR §148-22-9, any non-resident Vendor certified as a small, women-owned, 
or minority-owned business under W. Va. CSR §148-22-9 shall be provided the same preference 
made available to any resident Vendor. Any non-resident small, women-owned, or minority-
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owned business must identify itself as such in writing by submitting Form WV-1 “Vendor 
Registration & Disclosure Statement and Small-, Women-, & Minority-Owned Business 
Certification” with its bid, and must be properly certified under W. Va. CSR §148-22-9 prior to 
contract award to receive the preferences made available to resident Vendors.  

 
Applicable preference forms can be obtained from the State of WV Purchasing website 
http://www.state.wv.us/admin/purchase/forms.html . 
 

1.15. Contract 
The CFO/CPO will perform a final review and award based upon the overall services, 
qualifications, vendor preference, if applicable and cost.  Any contract resulting in an award 
from this solicitation is not valid until properly approved and executed by the CFO/CPO of the 
College and approved as to form, if required, by the Attorney General. 
 
The issued contract, by order of precedence, is the Cover Page, the Schedule of Fees, the 
solicitation and any addendum, and the vendor’s bid along with all required exhibits in response 
to the solicitation. 
 

1.16. Term of Contract & Renewals 
The contract shall be effective upon award and shall extend for a period of two (2) years; and 
may, if warranted and by mutual consent, be renewed for an additional one (1) year period to 
complete implementation of all recommendations. 
 

1.17. Contract Changes 
Any changes to the original contract will be made via a Change Order issued by the College. No 
change is official until a signed Change Order is issued and received by the Vendor. 
 

1.18. Contract Termination for Unavailability of Funds 
If funds are not appropriated or allocated for the services provided under the contract, the 
College may terminate the contract at the end of the affected current fiscal period without 
charge or penalty. The College shall give the vendor written notice of such non-appropriation or 
non-allocation of funds as soon as possible after the College receives notice. 
 

1.19. Contract Termination for Failure to Perform 
The College may terminate the contract resulting from this solicitation immediately at any time 
the vendor fails to meet the terms of the contract. 
 

1.20. Invoices 
Invoices will be submitted in arrears.  Payment against invoices prior to receipt of services and 
an assessment of interest or late fees for late payments is prohibited by State law.  Invoices 
properly prepared and submitted in accordance with the terms and conditions of the contract 
are typically paid within a thirty (30) day timeframe. 
 

1.21. Governing Law 
The contract shall be governed by the laws of the State of West Virginia. 
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SECTION 2 ELIGIBILITY REQUIREMENTS 
 
2.1. Vendor Registration [WV Code § 5A-3-12] 

The West Virginia Code requires that all vendors be registered (Exhibit E) with the WV 
Department of Administration, Purchasing Division, prior to receiving a purchase order for 
competitive products and/or services exceeding $25,000. 
  
Additional vendor registration information can be obtained at: 
http://www.state.wv.us/admin/purchase/VendorReg.html 

 
2.2. Debarment [WV Code §5A-3-33 through §5A-3-33F] 

Vendors that have been debarred by the federal government are not eligible to offer on or 
receive contracts to supply goods or services to the state and its subdivision for a specified 
period of time. 

 
2.3. West Virginia Secretary of State 

The vendor must comply with the requirements of the West Virginia Secretary of State, and 
should provide a copy of their business license with the proposal.  For more information, contact 
the WV Secretary of State or visit https://sos.wv.gov/Pages/default.aspx. 

 
2.4. Taxpayer Identification Information 

The Internal Revenue Service (IRS) requires the College to request a taxpayer identification 
number (TIN) for tax reporting purposes.  IRS Form W9 (Exhibit D) is used to obtain this 
information.   

 
2.5. WV Agreement Addendum (WV-96) 

The WV-96 is attached to demonstrate the State law and guidelines which must be adhered to 
in any contracts presented to the College for execution (Exhibit B). A copy of additional terms 
and conditions that a firm wishes to offer for consideration should be enclosed with the 
proposal.  The West Virginia Attorney General's Office must accept or reject proposed 
modifications to the WV-96. 

 
2.6. Purchasing Affidavit [WV State Code §5A-3-10a]  

WV State Code requires all vendors to submit an affidavit regarding any debt owed to the State. 
The Affidavit (Exhibit C) should be completed, signed, and returned with the vendor’s proposal. 

 
2.7. Cover Page 

The Cover Page (Exhibit A) includes the RFP Number, Addenda Received check boxes, name(s) of 
site visit attendee(s), the Vendor’s business name, business address and telephone number, a 
contact name and e-mail address.  It also includes a signature line and date for the individual 
authorized to obligate the business.  
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SECTION 3 Background Information 
 
3.1. Location 

The College is located at: 
 

 BridgeValley Community & Technical College 
2001 Union Carbide Drive 
South Charleston, WV 25303 

 
Operating Hours: Monday – Friday, 8:00 a.m. – 5:00 p.m. 

  
3.2. About the College 

BridgeValley assists students in achieving their educational goals.  BridgeValley meets the higher 
education, workforce development, and training needs for industries ranging from healthcare to 
manufacturing. 
 

Mission Statement 
BridgeValley Community and Technical College promotes student success, prepares a skilled 
workforce, and builds tomorrow’s leaders by providing access to quality education. 
 

Vision Statement 
BridgeValley Community and Technical College will be the college of opportunity for a diverse 
learner population, offering leading-edge technology, innovative ideas, and dynamic service to 
our students and our communities. 
 

Value Statements 
Faculty, staff, and administrators share a common set of values that guides the College in 
fulfilling its mission. These values influence our actions, guide our decisions, mold our policies, 
and determine our strategic planning. 
 

1. Excellence in Education. We are dedicated to excellence in education and will develop and 
retain innovative and supportive faculty and staff; maintain facilities equipped with current 
technology; and deliver a variety of impactful academic and occupational programs based 
on tolerance of diverse cultural backgrounds and appreciation of divergent points of view. 

2. Foster and Promote Achievement and Accessibility.  We are committed to providing the 
skills and resources students need to achieve their educational, career and/or personal 
goals, and we are committed to open access and affordability of higher education for all of 
our students. 

3. Respect for Diversity.  We are dedicated to fostering a learning community in which all 
individuals are valued and supported; promoting a culture of respect that honors the dignity 
of every individual; and allowing zero tolerance for disrespect.  We believe that everyone 
should have the opportunity to learn and succeed in the classroom, in the workplace, and in 
the community. 

4. Practice Accountability.  We are committed to efficient and effective management of human 
and financial resources that will maintain public trust through professional integrity and 
fiscal responsibility.  

5. Quality of Work and Learning Environment.  As a college fostering and promoting the dignity 
of each person, BridgeValley strives to provide an environment that is free of harassment. 
We make a commitment to treat all members of our communities with mutual respect and 
nurture relationships within the college and community that allow us to grow our 
knowledge, aid personal progress, expand our reach, and strengthen our impact on those 
we serve. We believe that our community members are accountable for their actions and 
should be held to high standards. 



 
 

BV2022-02 Student Experience Project Consultant, PG. 8 

6. Contribution to Community and Economic Development.  We are committed to serving the 
academic, occupational, and enrichment needs of our communities; enhancing quality of 
life; and supporting economic development through effective business, government, 
community, and industry partnerships and collaborations. 

7. Commitment to Supporting Our Local Communities.  We strive to be a positive and 
transformative force in the places we call home by providing resources and programs that 
enable our neighbors to rejuvenate and reimagine our neighborhoods, interact with and 
understand our natural and built environments, and participate in and develop our local 
economy.  Championing the arts, cultivating an entrepreneurial spirit, and collaborating 
with the new and existing industries, the college will be the primary convener and facilitator 
necessary to support a creative and enduring community. 
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SECTION 4 SCOPE OF SERVICES 
 
4.1. Project 

BridgeValley Community and Technical College (BridgeValley or BVCTC) engaged with an 
independent consulting firm to evaluate the current student experience through an analysis of 
communications, technology, and processes related to recruitment, enrollment, and onboarding. 
To support the institutional commitment to access and engagement across all cultural and age 
dynamics, the consulting firm was tasked with completing research into institutional processes, 
communications, and the environment that students experience at BridgeValley; and, with 
providing recommendations that could be made to drive enrollment and solidify the College’s 
commitment to the student experience.   The issued report (Exhibit G) reflects the findings from 
each research area and method; and, outlines recommendations based on those findings.  
 
Building on these recommendations, the College is seeking consulting expertise to aid in the 
implementation of the issued recommendations over the next two years.  The scope of support 
includes, but is not limited to, drafting plans, providing examples from other community colleges, 
coaching College stakeholders on plan implementation, data analysis support, and providing 
support to executive leadership to successfully implement each of the five (5) enrollment and 
retention recommendations.  

 
4.2. Bid Requirements 

The Vendor shall coordinate with the President or his/her designee to develop milestones with 
the goal of implementing all five (5) recommendations within two (2) years of the project start 
date.  
 
Required service times during the contract period may vary, but Vendor must be capable of 
providing both in-person and virtual services between the hours of 7 o’clock a.m. and 10 o’clock 
p.m. (EST) Monday through Friday, with the exception of holidays observed by the State of West 
Virginia or days designated by the College where the College is closed. 

 
4.3. Equipment and Supplies  

The Vendor will be responsible for providing all equipment and supplies needed to satisfy all 
aspects of the project scope. 

 
4.4. Personnel 

The Vendor shall provide dedicated project support from at least one team member with the 
following expertise: data analysis, enrollment management, executive leadership, coaching, 
change management, student retention expertise, and community college expertise.  Team 
members must have prior experience managing similar redesign and implementation services for 
community colleges. 
 

4.5. Deficient Performance and Resolution Process 
Resolution, through mutual consideration between the College and the Vendor, of any 
specification deficiencies is of the most importance to the College. The following outlines the 
approved process to resolve any such deficiencies, including the potential termination of an 
existing contract. 

 
 The President or his/her designee shall determine through investigation the validity of given 

deficiency; and, if valid, provide notice of such deficiency in writing to the Vendor. 
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 Vendor shall correct, either by the end of the following business day the College is open OR 
the end of a mutually agreed-upon period, any specification as outlined in Section 4 labeled 
as deficient. Should the Vendor fail to correct such deficiencies within the timeframe agreed 
upon, one or all of the following actions may be taken: 

 
a. Deficiency will be corrected by the College and billed to the Vendor or deducted from 

the monthly billing; 
b. Deficiency will be corrected from other sources and hold the Vendor responsible for any 

costs incurred; 
c. Termination of contract. 

 
4.6. Special Terms and Conditions 
  

4.6.1. Insurance Requirements 
The Vendor, as an independent vendor, shall be solely liable for the acts and omissions 
of its employees and agents.  The successful vendor shall maintain and furnish proof of 
coverage of liability insurance for loss, damage, or injury (including death) of third 
parties arising from acts and omissions on the part of the vendor, its agents and 
employees.   Insurance policy must remain in effect for the term of the contract. 
 
Mountwest Community and Technical College shall be named as an additional insured 
on all policies.  A Statement of Insurability at the following levels: 

 
a) Worker’s Compensation  Statutory Limit 
b) Employer’s Liability $ 1,000,000 
c) Comprehensive, General Liability, Bodily 

Injury and Property Damage         
$ 2,000,000 each occurrence 
  

 
Contractual liability coverage including the indemnification provisions of these 
conditions must be fully insured under this policy for the liability limits set forth above. 

 
d) Fire insurance and extended coverage, actual cash value with reasonable 

deductible. 
 

The College shall not be liable for the loss or damage to any of the Vendor’s goods, 
merchandise, furniture, or any other property.  The Vendor shall be responsible for any 
and all damages to the premises resulting from the negligent or willful acts of the 
Vendor’s agents or employees. 

 
4.6.2. Subcontracts/Joint Ventures 

The Vendor is solely responsible for all work performed under the contract and shall 
assume prime vendor responsibility for all services offered and products to be delivered 
under the terms of this contract.  The College will consider the Vendor to be the sole 
point of contact with regard to all contractual matters.  The Vendor may, with the prior 
written consent of the College, enter into written subcontracts for performance of work 
under this contract; however, the vendor is totally responsible for payment of the sub 
vendor. 
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4.6.3. Record Retention  
Vendor shall comply with applicable Federal and State of West Virginia rules and 
regulations, and requirements governing the maintenance of documentation to verify 
any cost of services or commodities rendered under this contract by Vendor. The 
Vendor shall maintain such records a minimum of five (5) years and make such records 
to the College personnel at Vendor’s location during normal business hours upon 
written request by the College within ten (10) days after receipt of the request.



 
 

BV2022-02 Student Experience Project Consultant, PG. 12 

SECTION 5 VENDOR RESPONSES AND EVALUATION CRITERIA 
 

5.1. Cover Page 
As provided in Section 2 of this RFP as an eligibility requirement, the Cover Page includes the 
solicitation number, addenda acknowledgement(s), name(s) of site visit attendee(s) – if 
applicable, the Vendor’s business name, business address and telephone number, a contact 
name and e-mail address.  It also includes a signature line and date for the individual authorized 
to obligate the business. 

 
5.2. Table of Contents 

Clearly identify the material by sections and page number(s). 
 

5.3. Letter of Transmittal 
Limit to one or two pages. 
 

 Provide an overview of the Vendor’s experience with and understanding of the 
Community College, two-year higher education sector. 

 Briefly state the Vendor’s understanding of the scope of services to be provided and the 
commitment to meet all goals for a successful implementation within the two (2) year 
timeframe. 

 Provide a list of team member names that will be authorized to make representations 
for the vendor, their respective titles and contact information. 

 
5.4. Vendor Profile 

 Provide a list of projects of similar scope completed in the last five (5) years. 
 Provide samples of implementation schedules crafted that met targeted completion 

dates from projects of similar scope for a two-year higher education institution. 
 Provide, at minimum, three (3) references from completed projects of a similar scope 

for a two-year higher education institution. 
 Provide examples of proven consulting expertise of team members for projects of 

similar scope for a two-year higher education institution. 
 

5.5. Pricing 
Pricing information is to be provided in a separate sealed envelope and labeled as “Fee 
Schedule”.  The “SCHEDULE OF FEES” form (Exhibit F) is the required format. 

 
5.3. Evaluation Process 

Proposals will be evaluated and scored by a committee of College stakeholders and the 
CFO/CPO.  Evaluations will be scored on overall services, qualifications, and costs/commission 
with a maximum scoring of 100 points total.  The recommendation of the successful Vendor will 
be made to the President by a consensus of the Evaluation Committee and the CFO/CPO.  The 
criteria and the assigned weight factors are provided in Part 5, Section 5.4 and Section 5.5 of this 
solicitation. 
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5.4. Evaluation Criteria 
The following are the factor and point values: 
 
Profiles and Consulting Expertise    25 Points Possible  
Experience, Community Colleges    25 Points Possible 
Assessment of Capability     25 Points Possible 
Price        25 Points Possible 
Total                   100 Points Possible 

 
Each cost/commission proposal will be evaluated by use of the following formula: 

  
Lowest Cost Proposal 

X 25  =  Price Score 
Price of Proposal being Evaluated 

 
5.5. Minimum Acceptable Score 

Vendors must score a minimum of 85% (64 points) of the total technical points possible in order 
to be eligible for further consideration and to continue in the evaluation process.  All Vendors 
not attaining the minimum acceptable score (MAS) shall be disqualified and removed from 
further consideration. 
 
The College may select the successful Vendor’s proposal based on best value purchasing which 
is not necessarily the lowest price submitted by a Vendor.  Cost/Commission is considered, but 
is not the sole determining factor for award; discussions or interviews may be held to promote 
understanding of the College’s requirements and the offerors’ proposals, and to facilitate 
arriving at a contract that will be most advantageous to the College.  The College does reserve 
the right to accept or reject any or all of these proposals, in whole or in part, if to do so is in the 
best interests of the College. 
 
Vendor’s failure to provide complete and accurate information may be considered grounds for 
disqualification.  The College reserves the right to ask Vendors for additional information to 
clarify their proposals.  Nothing may be added to alter the written solution or method contained 
in the original proposal after bid opening.  Presentations may be requested, at the discretion of 
the Evaluation Committee. 

 
SECTION 6 ADDITIONAL INFORMATION 

 
6.1. By submitting a proposal in response to this RFP, the vendor shall be deemed to have accepted 

all the terms, conditions, and requirements set forth herein unless otherwise clearly noted and 
explained in writing. Any exception(s) or additional terms and conditions a vendor wishes to 
offer for consideration must be clearly itemized and explained. Otherwise, the RFP in total shall 
be incorporated into the contract by reference. The College may accept or reject the vendor’s 
proposed exceptions as it deems appropriate and in the best interests of the College.  

 
 
 



 
 

RFB BV2022-02 
EXHIBIT A 

RFP COVERPAGE 
 
The undersigned declares that he/she has read RFB BV2022-02 and that the following proposal 
is submitted as a good faith response.  The undersigned declares that he/she has the authority 
to obligate the company and that all mandatory requirements were met. 
 
MANDATORY SITE VISIT VERIFICATION 
 
Attendee Name/Title _____________________________________________ 

Attendee Name/Title _____________________________________________ 

 
The undersigned acknowledges receipt of the following addenda, if released.   If no addenda are 
released, this section is to be left blank: 
 
Addendum 1 ______________ (initial receipt) 

Addendum 2 ______________ (initial receipt) 

Addendum 3 ______________ (initial receipt) 
 
 
____________________________________________________ 
(Signature of Signee) 
 
____________________________________________________ 
(Print Name of Signee) 
 
____________________________________________________ 
(Title) 
 
____________________________________________________ 
(Company Name) 
 
____________________________________________________ 
(Street Address) 
 
____________________________________________________ 
(City, State, Zip) 
 
____________________________________________________ 
(Telephone Number) 
 
____________________________________________________ 
(E-mail) 



WV-96 
1/1/2019 

STATE OF WEST VIRGINIA 

ADDENDUM TO VENDOR'S STANDARD CONTRACTUAL FORMS 

State Agency, Board, or Commission (the "State"): 

Vendor: 

Contract/Lease Number ("Contract"): 

Commodity/Service: 

The State and the Vendor are entering into the Contract identified above. The Vendor desires to incorporate one or more forms it created 
into the Contract. Vendor's form(s), however, include(s) one or more contractual terms and conditions that the State cannot or will not 
accept. In consideration for the State's incorporating Vendor's form(s) into the Contract, the Vendor enters into this Addendum which 
specifically eliminates or alters the legal enforceability of certain terms and conditions contained in Vendor's form(s). Therefore, on 
the date shown below each signature line, the parties agree to the following contractual terms and conditions in this Addendum are 
dominate over any competing terms made a part of the Contract: 

1. ORDER OF PRECEDENCE: This Addendum modifies and supersedes anything contained on Vendor's form(s) whether or not
they are submitted before or after the signing of this Addendum. IN THE EVENT OF ANY CONFLICT BETWEEN VENDOR'S
FORM(S) AND THIS ADDENDUM, THIS ADDENDUM SHALL CONTROL.

2. PAYMENT - Payments for goods/services will be made in arrears only upon receipt of a proper invoice, detailing the
goods/services provided or receipt of the goods/services, whichever is later. Notwithstanding the foregoing, payments for software
licenses, subscriptions, or maintenance may be paid annually in advance.

Any language imposing any interest or charges due to late payment is deleted.

3. FISCAL YEAR FUNDING -Performance of this Contract is contingent upon funds being appropriated by the WV Legislature
or otherwise being available for this Contract. In the event funds are not appropriated or otherwise available, the Contract becomes
ofno effect and is null and void after June 30 of the current fiscal year. If that occurs, the State may notify the Vendor that an
alternative source of funding has been obtained and thereby avoid the automatic termination. Non-appropriation or non-funding
shall not be considered an event of default.

4. RIGHT TO TERMINATE - The State reserves the right to terminate this Contract upon thirty (30) days written notice to the
Vendor. If this right is exercised, the State agrees to pay the Vendor only for all undisputed services rendered or goods received
before the termination's effective date. All provisions are deleted that seek to require the State to (1) compensate Vendor, in whole
or in part, for lost profit, (2) pay a termination fee, or (3) pay liquidated damages if the Contract is terminated early.

Any language seeking to accelerate payments in the event of Contract termination, default, or non-funding is hereby deleted.

5. DISPUTES -Any language binding the State to any arbitration or to the decision of any arbitration board, commission, panel or
other entity is deleted; as is any requirement to waive a jury trial.

Any language requiring or permitting disputes under this Contract to be resolved in the courts of any state other than the State of
West Virginia is deleted. All legal actions for damages brought by Vendor against the State shall be brought in the West Virginia
Claims Commission. Other causes of action must be brought in the West Virginia court authorized by statute to exercise jurisdiction
over it.

Any language requiring the State to agree to, or be subject to, any form of equitable relief not authorized by the Constitution or laws
of State of West Virginia is deleted.

6. FEES OR COSTS: Any language obligating the State to pay costs of collection, court costs, or attorney's fees, unless ordered by
a court of competent jurisdiction is deleted.

7. GOVERNING LAW -Any language requiring the application of the law of any state other than the State of West Virginia in
interpreting or enforcing the Contract is deleted. The Contract shall be governed by the laws of the State of West Virginia.

8. RISK SHIFTING - Any provision requiring the State to bear the costs of all or a majority of business/legal risks associated with
this Contract, to indemnify the Vendor, or hold the Vendor or a third party harmless for any act or omission is hereby deleted.

9. LIMITING LIABILITY -Any language limiting the Vendor's liability for direct damages to person or property is deleted.

10. TAXES -Any provisions requiring the State to pay Federal, State or local taxes or file tax returns or reports on behalf of Vendor
are deleted. The State will, upon request, provide a tax exempt certificate to confirm its tax exempt status.

11. NO WAIVER -Any provision requiring the State to waive any rights, claims or defenses is hereby deleted.
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12. STATUTE OF LIMITATIONS -Any clauses limiting the time in which the State may bring suit against the Vendor or any other
third party are deleted.

13. ASSIGNMENT-The Vendor agrees not to assign the Contract to any person or entity without the State's prior written consent,
which will not be unreasonably delayed or denied. The State reserves the right to assign this Contract to another State agency,
board or commission upon thirty (30) days written notice to the Vendor. These restrictions do not apply to the payments made by
the State. Any assignment will not become effective and binding upon the State until the State is notified of the assignment, and
the State and Vendor execute a change order to the Contract.

14. RENEWAL - Any language that seeks to automatically renew, modify, or extend the Contract beyond the initial term or
automatically continue the Contract period from term to term is deleted. The Contract may be renewed or continued only upon
mutual written agreement of the Parties.

15. INSURANCE -Any provision requiring the State to maintain any type of insurance for either its or the Vendor's benefit is deleted.

16. RIGHT TO REPOSSESSION NOTICE - Any provision for repossession of equipment without notice is hereby deleted.
However, the State does recognize a right ofrepossession with notice.

17. DELIVERY -All deliveries under the Contract will be FOB destination unless the State expressly and knowingly agrees otherwise.
Any contrary delivery terms are hereby deleted.

18. CONFIDENTIALITY - Any provisions regarding confidential treatment or non-disclosure of the terms and conditions of the
Contract are hereby deleted. State contracts are public records under the West Virginia Freedom oflnformation Act ("FOIA") (W.
Va. Code §29B-a-l, et seq.) and public procurement laws. This Contract and other public records may be disclosed without notice
to the vendor at the State's sole discretion.

Any provisions regarding confidentiality or non-disclosure related to contract performance are only effective to the extent they are
consistent with FOIA and incorporated into the Contract through a separately approved and signed non-disclosure agreement.

19. THIRD-PARTY SOFTWARE-If this Contract contemplates or requires the use of third-party software, the vendor represents
that none of the mandatory click-through, unsigned, or web-linked terms and conditions presented or required before using such
third-party software conflict with any term of this Addendum or that is has the authority to modify such third-party software's terms
and conditions to be subordinate to this Addendum. The Vendor shall indemnify and defend the State against all claims resulting
from an assertion that such third-party terms and conditions are not in accord with, or subordinate to, this Addendum.

20. AMENDMENTS -The parties agree that all amendments, modifications, alterations or changes to the Contract shall be by mutual
agreement, in writing, and signed by both parties. Any language to the contrary is deleted.

Notwithstanding the foregoing, this Addendum can only be amended by (1) identifying the alterations to this form by using Italics

to identify language being added and stril1:etm:0�h for language being deleted (do not use track-changes) and (2) having the Office
of the West Virginia Attorney General's authorized representative expressly agree to and knowingly approve those alterations.

State: -------- -- --- Vendor: ___________ _ 

By:----------- By: 

Printed Name: ________ _ Printed Name: 
- ---- - - - --

Title: Title: ____________ _ 

Date: _ ___________ _ Date: __ _ _____ _ _ _ __

2lPage 

RFB 2022-02 
EXHIBIT B.2



STATE OF WEST VIRGINIA 
Purchasing Division 

PURCHASING AFFIDAVIT 

MANDATE:  Under W. Va. Code §5A-3-10a, no contract or renewal of any contract may be awarded by the state or any 
of its political subdivisions to any vendor or prospective vendor when the vendor or prospective vendor or a related party 
to the vendor or prospective vendor is a debtor and: (1) the debt owed is an amount greater than one thousand dollars in 
the aggregate; or (2) the debtor is in employer default. 

EXCEPTION: The prohibition listed above does not apply where a vendor has contested any tax administered pursuant to 
chapter eleven of the W. Va. Code, workers’ compensation premium, permit fee or environmental fee or assessment and 
the matter has not become final or where the vendor has entered into a payment plan or agreement and the vendor is not 
in default of any of the provisions of such plan or agreement.  

DEFINITIONS: 

“Debt” means any assessment, premium, penalty, fine, tax or other amount of money owed to the state or any of its 
political subdivisions because of a judgment, fine, permit violation, license assessment, defaulted workers’ 
compensation premium, penalty or other assessment presently delinquent or due and required to be paid to the state 
or any of its political subdivisions, including any interest or additional penalties accrued thereon. 

“Employer default” means having an outstanding balance or liability to the old fund or to the uninsured employers' 
fund or being in policy default, as defined in W. Va. Code § 23-2c-2, failure to maintain mandatory workers' 
compensation coverage, or failure to fully meet its obligations as a workers' compensation self-insured employer. An 
employer is not in employer default if it has entered into a repayment agreement with the Insurance Commissioner 
and remains in compliance with the obligations under the repayment agreement. 

“Related party” means a party, whether an individual, corporation, partnership, association, limited liability company 
or any other form or business association or other entity whatsoever, related to any vendor by blood, marriage, 
ownership or contract through which the party has a relationship of ownership or other interest with the vendor so that 
the party will actually or by effect receive or control a portion of the benefit, profit or other consideration from 
performance of a vendor contract with the party receiving an amount that meets or exceed five percent of the total 
contract amount.  

AFFIRMATION:  By signing this form, the vendor’s authorized signer affirms and acknowledges under penalty of 
law for false swearing (W. Va. Code §61-5-3) that neither vendor nor any related party owe a debt as defined 
above and that neither vendor nor any related party are in employer default as defined above, unless the debt or 
employer default is permitted under the exception above. 

WITNESS THE FOLLOWING SIGNATURE: 

Vendor’s Name: ___________________________________________________________________________________ 

Authorized Signature: ______________________________________________ Date: ___________________________ 

State of _____________________________ 

County of ______________________, to-wit: 

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

My Commission expires ______________________________, 20___. 

AFFIX SEAL HERE NOTARY PUBLIC ____________________________________ 

Purchasing Affidavit (Revised 08/01/2015) 
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Form W•9 Request for Taxpayer 
Identification Number and Certification (Rev. October 2018) 

Department of the Treasury 
Internal Revenue Service ► Go to www.irs.gov/FormW9 for instructions and the latest information. 

1 Name (as shown on your income tax return). Name is required on this line; do not leave this line blank. 

2 Business name/disregarded entity name, if different from above 

(") a> 3 Check appropriate box for federal tax classification of the person whose name is entered on line 1. Check only one of the 
� following seven boxes. 

C: 
0 

ai I!! 

D lndividuaVsole proprietor or 
single-member LLC 

D C Corporation D S Corporation D Partnership D Trust/estate 

J � D Limited liability company. Enter the tax classification (C=C corporation, S= S corporation, P=Partnership) ►
-- --

� 2 Note: Check the appropriate box in the line above for the tax classification of the single-member owner. Do not check 
.. 'tii LLC if the LLC is classified as a single-member LLC that is disregarded from the owner unless the owner of the LLC is 
-� .5 another LLC that is not disregarded from the owner for U.S. federal tax purposes. Otherwise, a single-member LLC that 
D. u is disregarded from the owner should check the appropriate box for the tax classification of its owner. 

Give Form to the 

requester. Do not 

send to the IRS. 

4 Exemptions (codes apply only to 
certain entities, not individuals; see 
instructions on page 3): 

Exempt payee code (if any) ----

Exemption from FATCA reporting 
code (if any) 

(Applies to accounts maintained outside the U.S.) Ii! D Other (see instructions) ► 

i i--,5=A
=-

d-d-re_s _s -(n'""u-m_b_e-r,- s-tr-e -et-, "'"an- d -apt-. o_ r _s _u -ite-no- .-) -Se- e -in -st _ru_ct_ i _o _ns-. --------------.--R -eq_u_e-st-e -r'_s _n -am-e"""a -nd-ad_ d_re_ s_s _( _o _pt-io_n _a _l) _____ _ 

C/)1-------------------------------------1 
6 City, state, and ZIP code 

7 List account number(s) here (optional) 

■:a •• Taxpayer Identification Number (TIN) 
I Social security number I Enter your TIN in the appropriate box. The TIN provided must match the name given on line 1 to avoid 

backup withholding. For individuals, this Is generally your social security number (SSN}. However, for a 
resident alien, sole proprietor, or disregarded entity, see the instructions for Part I, later. For other 
entities, it is your employer identification number (EIN}. If you do not have a number, see How to get a 
TIN, later. 

[II] -[I] -I I I I I 
or 

Note: If the account is in more than one name, see the instructions for line 1. Also see What Name and
Number To Give the Requester for guidelines on whose number to enter. 

I Employer identification number 

Certification 
Under penalties of perjury, I certify that: 

1. The number shown on this form is my correct taxpayer identification number (or I am waiting for a number to be issued to me}; and
2. I am not subject to backup withholding because: (a} I am exempt from backup withholding, or (b} I have not been notified by the Internal Revenue

Service (IRS} that I am subject to backup withholding as a result of a failure to report all interest or dividends, or (c} the IRS has notified me that I am
no longer subject to backup withholding; and

3. I am a U.S. citizen or other U.S. person (defined below}; and

4. The FATCA code(s} entered on this form (if any} indicating that I am exempt from FATCA reporting is correct.

Certification instructions. You must cross out item 2 above if you have been notified by the IRS that you are currently subject to backup withholding because 
you have failed to report all interest and dividends on your tax return. For real estate transactions, item 2 does not apply. For mortgage interest paid, 
acquisition or abandonment of secured property, cancellation of debt, contributions to an individual retirement arrangement (IRA), and generally, payments 
other than interest and dividends, you are not required to sign the certification, but you must provide your correct TIN. See the instructions for Part II, later. 

Sign 
Here I 

Signature of 
U.S. person ► 

General Instructions 

Section references are to the Internal Revenue Code unless otherwise 
noted. 

Future developments. For the latest information about developments 
related to Form W-9 and its instructions, such as legislation enacted 
after they were published, go to www.irs.gov/FormW9. 

Purpose of Form 
An individual or entity (Form W-9 requester) who is required to file an 
information return with the IRS must obtain your correct taxpayer 
identification number (TIN) which may be your social security number 
(SSN}, individual taxpayer identification number (ITIN), adoption 
taxpayer identification number (ATIN), or employer identification number 
(EIN), to report on an information return the amount paid to you, or other 
amount reportable on an information return. Examples of information 
returns include, but are not limited to, the following. 

• Form 1099-INT (interest earned or paid)

Cat. No.10231X 

Date ► 

• Form 1099-DIV (dividends, including those from stocks or mutual
funds)

• Form 1099-MISC (various types of income, prizes, awards, or gross
proceeds}

• Form 1099-8 (stock or mutual fund sales and certain other
transactions by brokers)

• Form 1 099-S (proceeds from real estate transactions}

• Form 1099-K (merchant card and third party network transactions}

• Form 1 098 (home mortgage interest), 1098-E (student loan interest),
1098-T (tuition}

• Form 1 099-C (canceled debt)

• Form 1099-A (acquisition or abandonment of secured property) 

Use Form W-9 only if you are a U.S. person (including a resident
alien}, to provide your correct TIN. 

If you do not return Form W-9 to the requester with a TIN, you might 
be subject to backup withholding. See What is backup withholding, 
later. 

Form W-9 (Rev. 10-2018) 
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By signing the filled-out form, you: 

1. Certify that the TIN you are giving is correct (or you are waiting for a 
number to be issued), 

2. Certify that you are not subject to backup withholding, or

3. Claim exemption from backup withholding if you are a U.S. exempt
payee. If applicable, you are also certifying that as a U.S. person, your 
allocable share of any partnership income from a U.S. trade or business 
is not subject to the withholding tax on foreign partners' share of 
effectively connected income, and 

4. Certify that FATCA code(s) entered on this form (if any) indicating 
that you are exempt from the FATCA reporting, is correct. See What is 
FATCA reporting, later, for further information. 

Note: If you are a U.S. person and a requester gives you a form other 
than Form W-9 to request your TIN, you must use the requester's form if 
it is substantially similar to this Form W-9. 

Definition of a U.S. person. For federal tax purposes, you are 
considered a U.S. person if you are: 

• An individual who is a U.S. citizen or U.S. resident alien; 

• A partnership, corporation, company, or association created or
organized in the United States or under the laws of the United States;

• An estate (other than a foreign estate); or 

• A domestic trust (as defined in Regulations section 301. 7701-7). 

Special rules for partnerships. Partnerships that conduct a trade or 
business in the United States are generally required to pay a withholding 
tax under section 1446 on any foreign partners' share of effectively 
connected taxable income from such business. Further, in certain cases 
where a Form W-9 has not been received, the rules under section 1446 
require a partnership to presume that a partner is a foreign person, and 
pay the section 1446 withholding tax. Therefore, if you are a U.S. person 
that is a partner in a partnership conducting a trade or business in the 
United States, provide Form W-9 to the partnership to establish your 
U.S. status and avoid section 1446 withholding on your share of 
partnership income. 

In the cases below, the following person must give Form W-9 to the 
partnership for purposes of establishing its U.S. status and avoiding 
withholding on its allocable share of net income from the partnership 
conducting a trade or business in the United States. 

• In the case of a disregarded entity with a U.S. owner, the U.S. owner 
of the disregarded entity and not the entity; 

• In the case of a granter trust with a U.S. granter or other U.S. owner,
generally, the U.S. granter or other U.S. owner of the granter trust and
not the trust; and 

• In the case of a U.S. trust (other than a granter trust), the U.S. trust 
(other than a granter trust) and not the beneficiaries of the trust. 

Foreign person. If you are a foreign person or the U.S. branch of a 
foreign bank that has elected to be treated as a U.S. person, do not use 
Form W-9. Instead, use the appropriate Form W-8 or Form 8233 (see 
Pub. 515, Withholding of Tax on Nonresident Aliens and Foreign 
Entities). 

Nonresident alien who becomes a resident alien. Generally, only a 
nonresident alien individual may use the terms of a tax treaty to reduce 
or eliminate U.S. tax on certain types of income. However, most tax 
treaties contain a provision known as a "saving clause." Exceptions 
specified in the saving clause may permit an exemption from tax to 
continue for certain types of income even after the payee has otherwise 
become a U.S. resident alien for tax purposes. 

If you are a U.S. resident alien who is relying on an exception 
contained in the saving clause of a tax treaty to claim an exemption 
from U.S. tax on certain types of income, you must attach a statement 
to Form W-9 that specifies the following five items. 

1. The treaty country. Generally, this must be the same treaty under
which you claimed exemption from tax as a nonresident alien. 

2. The treaty article addressing the income. 
3. The article number (or location) in the tax treaty that contains the

saving clause and its exceptions. 
4. The type and amount of income that qualifies for the exemption

from tax. 
5. Sufficient facts to justify the exemption from tax under the terms of 

the treaty article. 
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Example. Article 20 of the U.S.-China income tax treaty allows an 
exemption from tax for scholarship income received by a Chinese 
student temporarily present in the United States. Under U.S. law, this 
student will become a resident alien for tax purposes if his or her stay in 
the United States exceeds 5 calendar years. However, paragraph 2 of 
the first Protocol to the U.S.-China treaty (dated April 30, 1984) allows 
the provisions of Article 20 to continue to apply even after the Chinese 
student becomes a resident alien of the United States. A Chinese 
student who qualifies for this exception (under paragraph 2 of the first 
protocol) and is relying on this exception to claim an exemption from tax 
on his or her scholarship or fellowship income would attach to Form 
W-9 a statement that includes the information described above to 
support that exemption.

If you are a nonresident alien or a foreign entity, give the requester the 
appropriate completed Form W-8 or Form 8233. 

Backup Withholding 
What is backup withholding? Persons making certain payments to you 
must under certain conditions withhold and pay to the IRS 24% of such 
payments. This is called "backup withholding." Payments that may be 
subject to backup withholding include interest, tax-exempt interest, 
dividends, broker and barter exchange transactions, rents, royalties, 
nonemployee pay, payments made in settlement of payment card and 
third party network transactions, and certain payments from fishing boat 
operators. Real estate transactions are not subject to backup 
withholding. 

You will not be subject to backup withholding on payments you 
receive if you give the requester your correct TIN, make the proper 
certifications, and report all your taxable interest and dividends on your 
tax return. 

Payments you receive will be subject to backup withholding if: 

1. You do not furnish your TIN to the requester,

2. You do not certify your TIN when required (see the instructions for
Part II for details), 

3. The IRS tells the requester that you furnished an incorrect TIN,

4. The IRS tells you that you are subject to backup withholding 
because you did not report all your interest and dividends on your tax 
return (for reportable interest and dividends only), or 

5. You do not certify to the requester that you are not subject to 
backup withholding under 4 above (for reportable interest and dividend 
accounts opened after 1983 only). 

Certain payees and payments are exempt from backup withholding. 
See Exempt payee code, later, and the separate Instructions for the 
Requester of Form W-9 for more information. 

Also see Special rules for partnerships, earlier. 

What is FATCA Reporting? 
The Foreign Account Tax Compliance Act (FATCA) requires a 
participating foreign financial institution to report all United States 
account holders that are specified United States persons. Certain 
payees are exempt from FATCA reporting. See Exemption from FATCA 
reporting code, later, and the Instructions for the Requester of Form 
W-9 for more information.

Updating Your Information 
You must provide updated information to any person to whom you 
claimed to be an exempt payee if you are no longer an exempt payee 
and anticipate receiving reportable payments in the future from this 
person. For example, you may need to provide updated information if 
you are a C corporation that elects to be an S corporation, or if you no 
longer are tax exempt. In addition, you must furnish a new Form W-9 if 
the name or TIN changes for the account; for example, if the granter of a 
granter trust dies. 

Penalties 
Failure to furnish TIN. If you fail to furnish your correct TIN to a 
requester, you are subject to a penalty of $50 for each such failure 
unless your failure is due to reasonable cause and not to willful neglect. 

Civil penalty for false information with respect to withholding. If you 
make a false statement with no reasonable basis that results in no 
backup withholding, you are subject to a $500 penalty. 

RFB 2022-02 
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Criminal penalty for falsifying information. Willfully falsifying 
certifications or affirmations may subject you to criminal penalties 
including fines and/or imprisonment. 

Misuse of TINs. If the requester discloses or uses TINs in violation of 
federal law, the requester may be subject to civil and criminal penalties. 

Specific Instructions 

Line 1 

You must enter one of the following on this line; do not leave this line 
blank. The name should match the name on your tax return. 

If this Form W-9 is for a joint account (other than an account 
maintained by a foreign financial institution (FFI)), list first, and then 
circle, the name of the person or entity whose number you entered in 
Part I of Form W-9. If you are providing Form W-9 to an FFI to document 
a joint account, each holder of the account that is a U.S. person must 
provide a Form W-9. 

a. Individual. Generally, enter the name shown on your tax return. If
you have changed your last name without informing the Social Security 
Administration (SSA) of the name change, enter your first name, the last 
name as shown on your social security card, and your new last name. 

Note: ITIN applicant: Enter your individual name as it was entered on 
your Form W-7 application, line 1 a. This should also be the same as the 
name you entered on the Form 1040/1040A/1040EZ you filed with your 
application. 

b. Sole proprietor or single-member LLC. Enter your individual 
name as shown on your 1040/1040A/1040EZ on line 1. You may enter 
your business, trade, or "doing business as" (OBA) name on line 2. 

c. Partnership, LLC that is not a single-member LLC, C
corporation, or S corporation. Enter the entity's name as shown on the 
entity's tax return on line 1 and any business, trade, or DBA name on 
line 2. 

d. Other entities. Enter your name as shown on required U.S. federal 
tax documents on line 1. This name should match the name shown on the 
charter or other legal document creating the entity. You may enter any 
business, trade, or DBA name on line 2. 

e. Disregarded entity. For U.S. federal tax purposes, an entity that is 
disregarded as an entity separate from its owner is treated as a 
"disregarded entity." See Regulations section 301. 7701-2(c)(2)0ii). Enter 
the owner's name on line 1. The name of the entity entered on line 1 
should never be a disregarded entity. The name on line 1 should be the 
name shown on the income tax return on which the income should be 
reported. For example, if a foreign LLC that is treated as a disregarded 
entity for U.S. federal tax purposes has a single owner that is a U.S. 
person, the U.S. owner's name is required to be provided on line 1. If 
the direct owner of the entity is also a disregarded entity, enter the first 
owner that is not disregarded for federal tax purposes. Enter the 
disregarded entity's name on line 2, "Business name/disregarded entity 
name." If the owner of the disregarded entity is a foreign person, the 
owner must complete an appropriate Form W-8 instead of a Form W-9. 
This is the case even if the foreign person has a U.S. TIN. 

Line 2 

If you have a business name, trade name, DBA name, or disregarded 
entity name, you may enter it on line 2. 

Line3 

Check the appropriate box on line 3 for the U.S. federal tax 
classification of the person whose name is entered on line 1. Check only 
one box on line 3. 
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IF the entity/person on line 1 is THEN check the box for ... 
a(n) ... 

• Corporation Corporation 

• Individual Individual/sole proprietor or single-

• Sole proprietorship, or member LLC 

• Single-member limited liability 
company (LLC) owned by an
individual and disregarded for U.S.
federal tax purposes.

• LLC treated as a partnership for Limited liability company and enter 
U.S. federal tax purposes, the appropriate tax classification. 

• LLC that has filed Form 8832 or (P= Partnership; C= C corporation;

2553 to be taxed as a corporation, or S= S corporation)

or 

• LLC that is disregarded as an 
entity separate from its owner but 
the owner is another LLC that is 
not disregarded for U.S. federal tax 
purposes.

• Partnership Partnership 

• TrusVestate TrusVestate 

Line 4, Exemptions 

If you are exempt from backup withholding and/or FATCA reporting, 
enter in the appropriate space on line 4 any code(s) that may apply to 
you. 

Exempt payee code. 

• Generally, individuals (including sole proprietors) are not exempt from 
backup withholding.

• Except as provided below, corporations are exempt from backup 
withholding for certain payments, including interest and dividends. 

• Corporations are not exempt from backup withholding for payments
made in settlement of payment card or third party network transactions.

• Corporations are not exempt from backup withholding with respect to 
attorneys' fees or gross proceeds paid to attorneys, and corporations 
that provide medical or health care services are not exempt with respect 
to payments reportable on Form 1099-MISC. 

The following codes identify payees that are exempt from backup 
withholding. Enter the appropriate code in the space in line 4. 

1-An organization exempt from tax under section 501(a), any IRA, or
a custodial account under section 403(b)(7) if the account satisfies the
requirements of section 401 (f)(2)

2-The United States or any of its agencies or instrumentalities 

3-A state, the District of Columbia, a U.S. commonwealth or 
possession, or any of their political subdivisions or instrumentalities 

4-A foreign government or any of its political subdivisions, agencies, 
or instrumentalities 

5-A corporation 

6-A dealer in securities or commodities required to register in the
United States, the District of Columbia, or a U.S. commonwealth or 
possession

7-A futures commission merchant registered with the Commodity
Futures Trading Commission

8-A real estate investment trust

9-An entity registered at all times during the tax year under the
Investment Company Act of 1940 

10-A common trust fund operated by a bank under section 584(a)

11-A financial institution

12-A middleman known in the investment community as a nominee or
custodian

13-A trust exempt from tax under section 664 or described in section 
4947
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The following chart shows types of payments that may be exempt 
from backup withholding. The chart applies to the exempt payees listed 
above, 1 through 13. 

IF the payment is for ... 

Interest and dividend payments 

Broker transactions 

Barter exchange transactions and 
patronage dividends 

Payments over $600 required to be 
reported and direct sales over 
$5,0001 

THEN the payment is exempt 
for ... 

All exempt payees except 
for 7 

Exempt payees 1 through 4 and 6 
through 11 and all C corporations. 
S corporations must not enter an 
exempt payee code because they 
are exempt only for sales of 
noncovered securities acquired 
prior to 2012. 

Exempt payees 1 through 4 

Generally, exempt payees 
1 through 52 

Payments made in settlement of Exempt payees 1 through 4 
payment card or third party network 
transactions 

1 See Form 1099-MISC, Miscellaneous Income, and its instructions.
2 However, the following payments made to a corporation and 

reportable on Form 1099-MISC are not exempt from backup 
withholding: medical and health care payments, attorneys' fees, gross 
proceeds paid to an attorney reportable under section 6045(f), and 
payments for services paid by a federal executive agency. 

Exemption from FATCA reporting code. The following codes identify 
payees that are exempt from reporting under FATCA. These codes 
apply to persons submitting this form for accounts maintained outside 
of the United States by certain foreign financial institutions. Therefore, if 
you are only submitting this form for an account you hold in the United 
States, you may leave this field blank. Consult with the person 
requesting this form if you are uncertain if the financial institution is 
subject to these requirements. A requester may indicate that a code is 
not required by providing you with a Form W-9 with "Not Applicable" (or 
any similar indication) written or printed on the line for a FATCA 
exemption code. 

A-An organization exempt from tax under section 501 (a) or any
individual retirement plan as defined in section 7701 (a)(37) 

B-The United States or any of its agencies or instrumentalities

C-A state, the District of Columbia, a U.S. commonwealth or 
possession, or any of their political subdivisions or instrumentalities 

D-A corporation the stock of which is regularly traded on one or 
more established securities markets, as described in Regulations 
section 1.1472-1 (c)(1)(i) 

E-A corporation that is a member of the same expanded affiliated
group as a corporation described in Regulations section 1.1472-1(c)(1)(i) 

F-A dealer in securities, commodities, or derivative financial
instruments (including notional principal contracts, futures, forwards, 
and options) that is registered as such under the laws of the United 
States or any state 

G-A real estate investment trust

H-A regulated investment company as defined in section 851 or an
entity registered at all times during the tax year under the Investment 
Company Act of 1940 

I-A common trust fund as defined in section 584(a)

J-A bank as defined in section 581

K-A broker 

L-A trust exempt from tax under section 664 or described in section
4947(a)(1) 
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M-A tax exempt trust under a section 403(b) plan or section 457(g)
plan 

Note: You may wish to consult with the financial institution requesting 
this form to determine whether the FATCA code and/or exempt payee 
code should be completed. 

Line5 

Enter your address (number, street, and apartment or suite number). 
This is where the requester of this Form W-9 will mail your information 
returns. If this address differs from the one the requester already has on 
file, write NEW at the top. If a new address is provided, there is still a 
chance the old address will be used until the payor changes your 
address in their records. 

Line& 

Enter your city, state, and ZIP code. 

Part I. Taxpayer Identification Number (TIN) 
Enter your TIN in the appropriate box. If you are a resident alien and 
you do not have and are not eligible to get an SSN, your TIN is your IRS 
individual taxpayer identification number (ITIN). Enter it in the social 
security number box. If you do not have an ITIN, see How to get a TIN 
below. 

If you are a sole proprietor and you have an EIN, you may enter either 
your SSN or EIN. 

If you are a single-member LLC that is disregarded as an entity 
separate from its owner, enter the owner's SSN (or EIN, if the owner has 
one). Do not enter the disregarded entity's EIN. If the LLC is classified as 
a corporation or partnership, enter the entity's EIN. 

Note: See What Name and Number To Give the Requester, later, for 
further clarification of name and TIN combinations. 

How to get a TIN. If you do not have a TIN, apply for one immediately. 
To apply for an SSN, get Form SS-5, Application for a Social Security 
Card, from your local SSA office or get this form online at 
www.SSAgov. You may also get this form by calling 1-800-772-1213. 
Use Form W-7, Application for IRS Individual Taxpayer Identification 
Number, to apply for an ITIN, or Form SS-4, Application for Employer 
Identification Number, to apply for an EIN. You can apply for an EIN 
online by accessing the IRS website at www.irs.gov/Businesses and 
clicking on Employer Identification Number (EIN) under Starting a 
Business. Go to www.irs.gov/Forms to view, download, or print Form 
W-7 and/or Form SS-4. Or, you can go to www.irs.gov/OrderForms to 
place an order and have Form W-7 and/or SS-4 mailed to you within 10
business days.

If you are asked to complete Form W-9 but do not have a TIN, apply 
for a TIN and write "Applied For" in the space for the TIN, sign and date 
the form, and give it to the requester. For interest and dividend 
payments, and certain payments made with respect to readily tradable 
instruments, generally you will have 60 days to get a TIN and give it to 
the requester before you are subject to backup withholding on 
payments. The 60-day rule does not apply to other types of payments. 
You will be subject to backup withholding on all such payments until 
you provide your TIN to the requester. 

Note: Entering "Applied For" means that you have already applied for a 
TIN or that you intend to apply for one soon. 

Caution: A disregarded U.S. entity that has a foreign owner must use 
the appropriate Form W-8. 

Part II. Certification 
To establish to the withholding agent that you are a U.S. person, or 
resident alien, sign Form W-9. You may be requested to sign by the 
withholding agent even if item 1, 4, or 5 below indicates otherwise. 

For a joint account, only the person whose TIN is shown in Part I 
should sign (when required). In the case of a disregarded entity, the 
person identified on line 1 must sign. Exempt payees, see Exempt payee 
code, earlier. 

Signature requirements. Complete the certification as indicated in 
items 1 through 5 below. 

RFB 2022-02 
EXHIBIT D.4



Form W-9 (Rev. 10-2018) 

1. Interest, dividend, and barter exchange accounts opened
before 1984 and broker accounts considered active during 1983. 
You must give your correct TIN, but you do not have to sign the 
certification. 

2. Interest, dividend, broker, and barter exchange accounts
opened after 1983 and broker accounts considered inactive during 
1983. You must sign the certification or backup withholding will apply. If 
you are subject to backup withholding and you are merely providing 
your correct TIN to the requester, you must cross out item 2 in the 
certification before signing the form. 

3. Real estate transactions. You must sign the certification. You may 
cross out item 2 of the certification. 

4. Other payments. You must give your correct TIN, but you do not
have to sign the certification unless you have been notified that you 
have previously given an incorrect TIN. "Other payments" include 
payments made in the course of the requester's trade or business for 
rents, royalties, goods {other than bills for merchandise), medical and 
health care services (including payments to corporations), payments to 
a nonemployee for services, payments made in settlement of payment 
card and third party network transactions, payments to certain fishing 
boat crew members and fishermen, and gross proceeds paid to 
attorneys 0ncluding payments to corporations). 

5. Mortgage interest paid by you, acquisition or abandonment of
secured property, cancellation of debt, qualified tuition program 
payments (under section 529), ABLE accounts (under section 529A), 
IRA, Coverdell ESA, Archer MSA or HSA contributions or 
distributions, and pension distributions. You must give your correct 
TIN, but you do not have to sign the certification. 

What Name and Number To Give the Requester 
For this type of account: 

1. Individual 

2. Two or more individuals Ooint 
account) other than an account 
maintained by an FFI 

3. Two or more U.S. persons 
Ooint account maintained by an FFI) 

4. Custodial account of a minor 
(Uniform Gift to Minors Act) 

5. a. The usual revocable savings trust 
(granter is also trustee) 
b. So-called trust account that is not 
a legal or valid trust under state law 

6. Sole proprietorship or disregarded 
entity owned by an individual 

7. Granter trust filing under Optional 
Form 1099 Filing Method 1 (see 
Regulations section 1.671-4(b)(2)(i) 
(A)) 

For this type of account: 

8. Disregarded entity not owned by an 
individual 

9. A valid trust, estate, or pension trust 

10. Corporation or LLC electing 
corporate status on Form 8832 or 
Form 2553 

11. Association, club, religious, 
charitable, educational, or other tax
exempt organization 

12. Partnership or multi-member LLC 
13. A broker or registered nominee 

Give name and SSN of: 

The individual 

The actual owner of the account or, if 
combined funds, the first individual on 

the account 1 

Each holder of the account 

The minor2 

The granter-trustee 1 

The actual owner1 

The owner3 

The granter* 

Give name and EIN of: 

The owner 

Legal entity 4 

The corporation 

The organization 

The partnership 
The broker or nominee 

For this type of account: Give name and EIN of: 

14. Account with the Department of The public entity 
Agriculture in the name of a public 
entity (such as a state or local 
government, school district, or
prison) that receives agricultural 
program payments 

15. Granter trust filing under the Form The trust 
1041 Filing Method or the Optional 
Form 1099 Filing Method 2 (see 
Regulations section 1.671-4(b)(2)0)(B)) 
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1 List first and circle the name of the person whose number you furnish. 
If only one person on a joint account has an SSN, that person's number 
must be furnished. 
2 Circle the minor's name and furnish the minor's SSN. 

3 You must show your individual name and you may also enter your 
business or DBA name on the "Business name/disregarded entity" 
name line. You may use either your SSN or EIN (if you have one), but the 
IRS encourages you to use your SSN. 

4 List first and circle the name of the trust, estate, or pension trust. {Do 
not furnish the TIN of the personal representative or trustee unless the 
legal entity itself is not designated in the account title.) Also see Special 
rules for partnerships, earlier. 

*Note: The granter also must provide a Form W-9 to trustee of trust. 

Note: If no name is circled when more than one name is listed, the 
number will be considered to be that of the first name listed. 

Secure Your Tax Records From Identity Theft 
Identity theft occurs when someone uses your personal information 
such as your name, SSN, or other identifying information, without your 
permission, to commit fraud or other crimes. An identity thief may use 
your SSN to get a job or may file a tax return using your SSN to receive 
a refund. 

To reduce your risk: 

• Protect your SSN,

• Ensure your employer is protecting your SSN, and

• Be careful when choosing a tax preparer.

If your tax records are affected by identity theft and you receive a
notice from the IRS, respond right away to the name and phone number 
printed on the IRS notice or letter. 

If your tax records are not currently affected by identity theft but you 
think you are at risk due to a lost or stolen purse or wallet, questionable 
credit card activity or credit report, contact the IRS Identity Theft Hotline 
at 1-800-908-4490 or submit Form 14039. 

For more information, see Pub. 5027, Identity Theft Information for 
Taxpayers. 

Victims of identity theft who are experiencing economic harm or a 
systemic problem, or are seeking help in resolving tax problems that 
have not been resolved through normal channels, may be eligible for 
Taxpayer Advocate Service {TAS) assistance. You can reach TAS by 
calling the TAS toll-free case intake line at 1-877-777-4778 or TTY/TDD 
1-800-829-4059.

Protect yourself from suspicious emails or phishing schemes. 
Phishing is the creation and use of email and websites designed to 
mimic legitimate business emails and websites. The most common act 
is sending an email to a user falsely claiming to be an established 
legitimate enterprise in an attempt to scam the user into surrendering 
private information that will be used for identity theft. 
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The IRS does not initiate contacts with taxpayers via emails. Also, the 
IRS does not request personal detailed information through email or ask 
taxpayers for the PIN numbers, passwords, or similar secret access 
information for their credit card, bank, or other financial accounts. 

If you receive an unsolicited email claiming to be from the IRS, 
forward this message to phishing@irs.gov. You may also report misuse 
of the IRS name, logo, or other IRS property to the Treasury Inspector 
General for Tax Administration (TIGTA) at 1-800-366-4484. You can 
forward suspicious emails to the Federal Trade Commission at 
spam@uce.gov or report them at www.ftc.gov/complaint. You can 
contact the FTC at www.ftc.gov/idtheft or 877-IDTHEFT (877-438-4338). 
If you have been the victim of identity theft, see www.ldentityTheft.gov
and Pub. 5027. 

Visit www.irs.gov/ldentityTheft to learn more about identity theft and 
how to reduce your risk. 
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Privacy Act Notice 
Section 6109 of the Internal Revenue Code requires you to provide your 
correct TIN to persons Qncluding federal agencies) who are required to 
file information returns with the IRS to report interest, dividends, or 
certain other income paid to you; mortgage interest you paid; the 
acquisition or abandonment of secured property; the cancellation of 
debt" or contributions you made to an IRA, Archer MSA, or HSA. The 
pers�n collecting this form uses the information on the form to file 
information returns with the IRS, reporting the above information. 
Routine uses of this information include giving it to the Department of 
Justice for civil and criminal litigation and to cities, states, the District of 
Columbia, and U.S. commonwealths and possessions for use in 
administering their laws. The information also may be disclosed to other 
countries under a treaty, to federal and state agencies to enforce civil 
and criminal laws, or to federal law enforcement and intelligence 
agencies to combat terrorism. You must provide your TIN whether or 
not you are required to file a tax return. Under section 3406, payers 
must generally withhold a percentage of taxable interest, dividend, and 
certain other payments to a payee who does not give a TIN to the payer. 
Certain penalties may also apply for providing false or fraudulent 
information. 

RFB 2022-02 
EXHIBIT D.6



WV-1 - Revised 03/29/2022 Page 1 

WV-1    New         Update 
REV.  03/29/2022

STATE OF WEST VIRGINIA - PURCHASING DIVISION 

VENDOR REGISTRATION AND DISCLOSURE STATEMENT 
AND SMALL, WOMEN-, AND MINORITY-OWNED BUSINESS 

CERTIFICATION APPLICATION 

Before a vendor is eligible to sell goods and/or services to the State of West Virginia, the West Virginia Code 
§5A‐3‐12 requires all vendors to have on file with the West Virginia Purchasing Division a completed Vendor
Registration and Disclosure Statement. All vendors wishing to participate in the competitive bid process and
receive purchase orders from the State of West Virginia exceeding $2,500 in aggregate across all state agencies
are required to complete the Vendor Registration and Disclosure Statement (WV‐1 form) and pay a $125.00
annual fee. Payment of the annual fee includes email notifications on bid opportunities based on the commodities
and services selected upon registering in the Vendor Self‐Service (VSS) portal at wvOASIS.gov. Please complete this
form in its ENTIRETY and return it with a check or money order made payable to the STATE OF WEST
VIRGINIA in the amount of $125.00. Incomplete forms may not be processed and may be returned to the
vendor. Please send completed form and payment to:

Purchasing Division ‐ Vendor Registration 
2019 Washington Street East 
Charleston, WV 25305‐0130 

Whenever a change occurs in the information submitted, such change shall be reported immediately in the 
same manner as required in the original disclosure statement (West Virginia Code §5A‐3‐12). Vendors doing 
business with the State of West Virginia are expected to abide by the Vendor Code of Conduct available online 
at www.state.wv.us/admin/purchase/vrc/vendorconduct.pdf.  

Privacy Notice:  The Purchasing Division is required to collect certain information as stated in West Virginia 
Code §5A‐3‐12, other applicable sections of the West Virginia Code, the Vendor Registration and Disclosure 
Statement forms, and other documents to facilitate the state bidding and contract administration processes.  
This information is stored in a secure environment, but unless specifically protected under state law, any 
information provided may be inspected by or disclosed to the public. 

Vendors are also required to be licensed and in good standing in accordance with any and all state and local 
laws and requirements by any state or local agency of West Virginia, including, but not limited to, the West 
Virginia Secretary of State’s Office, the West Virginia Tax Department, West Virginia Insurance Commission, or 
other state agencies or political subdivisions. Failure to do so may result in delay of or disqualification from a 
contract award pursuant to West Virginia Code of State Rules §148‐1‐6.1.7.   

Should you need additional information relating to vendor registration, please visit 
www.state.wv.us/admin/purchase/VendorReg.html. Questions concerning this Vendor Registration and 
Disclosure Statement may be directed to the Purchasing Division at (304) 558‐2311. 
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VENDOR REGISTRATION AND DISCLOSURE STATEMENT AND SMALL, WOMEN-, 
AND MINORITY-OWNED BUSINESS CERTIFICATION APPLICATION 

 

PLEASE TYPE OR CLEARLY PRINT ALL INFORMATION 
To Be Completed by the Vendor and Returned to the Purchasing Division 

1. Legal Name of Company/Individual

Ordering Address

(Please provide a physical address, not a post office box.)

Payment Address

City, State, Zip  

Telephone Number  Fax Number 

Principle Contact Person   E‐mail  

Contact’s Telephone Number     Contact’s Fax Number 

DBA, if any 

Ordering Address 

Payment Address 

City, State, Zip  

Telephone Number  Fax Number 

Principle Contact Person   E‐mail  

Contact’s Telephone Number     Contact’s Fax Number 

2. Vendor Tax Classification:

 Individual   Government   
 Sole Proprietor  Medical Corporation 
 Partnership   Attorney Corporation 
 Corporation  Non‐Profit Organization  
 Board Member   Payroll 
 Trust  Employee 
 Estate  
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VENDOR REGISTRATION AND DISCLOSURE STATEMENT AND SMALL, WOMEN-, 
AND MINORITY-OWNED BUSINESS CERTIFICATION APPLICATION 

 

PLEASE TYPE OR CLEARLY PRINT ALL INFORMATION 
To Be Completed by the Vendor and Returned to the Purchasing Division 

3. Taxpayer Identification Number (TIN): If you have an Identification Number, enter it below. All partnerships,
corporations, or companies with employees must have an EIN.

EIN

If you do not have a EIN, please enter Social Security number (SSN), Individual Taxpayer Identification Number (ITIN) or 
Adoptive Identification Number (ATIN) and check the correct below. 

- (SSN ,    ITIN ,    ATIN )

4. (A) Small, Women‐Owned, Minority‐Owned Businesses

West Virginia Code §5A‐3‐59 establishes a procurement certification program in West Virginia for small, women‐, and 

minority‐owned businesses. Requirements related to the certification program are provided in the West Virginia Code of 

State Rules §148‐2‐1 et seq. Note that this certification provides nonresident vendors preference that is equivalent to 

competing resident (West Virginia) vendors that have applied for resident vendor preference, in accordance with West 

Virginia  Code  §5A‐3‐37.  This  certification  may  assist  resident  small,  women‐,  and  minority‐owned  businesses  when 

soliciting business in other states. If you are renewing your two‐year SWAM business certification status, please indicate 

the appropriate designation below. 

Certification of Status (Check all those which apply) 

 Minority‐owned Business [1] means a business concern that is at least fifty‐one percent owned by one or more  
minority individuals or in the case of a corporation, partnership, or limited liability company or other entity, at 
least fifty‐one percent of the equity ownership interest in the corporation, partnership, or limited liability 
company or other entity is owned by one or more minority individuals and both the management and daily 
business operations are controlled by one or more minority individuals.   

 A “minority individual” means an individual who is a citizen of the United States or a noncitizen who is in full
compliance with United States immigration law and who satisfies one or more of the following definitions:

o African American means a person having origins in any of the original peoples of Africa and who is
regarded as such by the community of which this person claims to be a part.

o Asian American means a person having origins in any of the original peoples of the Far East, Southeast
Asia,  the  Indian  subcontinent  or  the  Pacific  Islands,  including,  but  not  limited  to,  Japan,  China,
Vietnam, Samoa, Laos, Cambodia, Taiwan, Northern Mariana, the Philippines, a U.S. territory of the
Pacific, India, Pakistan, Bangladesh, or Sri Lanka and who is regarded as such by the community of
which this person claims to be a part.

o Hispanic American means a person having origins in any of the Spanish‐speaking peoples of Mexico,
South or Central America, or the Caribbean Islands or other Spanish or Portuguese cultures and who
is regarded as such by the community of which this person claims to be a part.

o Native American means a person having origins in any of the original peoples of North America and
who  is  regarded  as  such  by  the  community  of  which  this  person  claims  to  be  a  part  or  who  is
recognized by a tribal organization.
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VENDOR REGISTRATION AND DISCLOSURE STATEMENT AND SMALL, WOMEN-, 
AND MINORITY-OWNED BUSINESS CERTIFICATION APPLICATION 

 

PLEASE TYPE OR CLEARLY PRINT ALL INFORMATION 
To Be Completed by the Vendor and Returned to the Purchasing Division 


 Small Business [2] means a business, independently owned or operated by one or more persons who are  

citizens of the United States or noncitizens who are in full compliance with United States immigration law, 
which, together with affiliates, has two hundred fifty or fewer employees, or average annual gross receipts of 
$10 million or less averaged over the previous three years. 

 Women‐owned Business [3] means a business concern that is at least fifty‐one percent owned by one or more 
women who are citizens of the United States or noncitizens who are in full compliance with United States 
immigration law, or in the case of a corporation, partnership or limited liability company or other entity, at least 
fifty‐one percent of the equity ownership interest is owned by one or more women who are citizens of the 
United States or noncitizens who are in full compliance with United States immigration law, and both the 
management and daily business operations are controlled by one or more women who are citizens of the United 
States or noncitizens who are in full compliance with United States immigration law. 

(B) Other Federal Designations

Additionally, by providing the following information, I represent that this enterprise is a small business as defined by the 
Code of Federal Regulations, Title 13, Part 121, as appended ‐ which contains detailed industry definitions and related 
procedures ‐ and/or the characteristics of the enterprise's control, operation and/or ownership are accurately reflected 
in the information provided. Check all that apply. 

 Disabled Small Business Ownership [4] 

 Veteran Small Business Ownership [5] 

5. Commodity Codes: You may register for commodity codes for the products and services that you offer, which will
provide you with bid opportunity alerts and notifications should you become a paid registered vendor. To perform this
function, visit the Vendor Self‐Service (VSS) Portal at wvOASIS.gov.

6. What is the latest Dun & Bradstreet number and rating on the vendor?

7. Is the vendor acting as an agent for some other individual, firm or corporation? If yes, attach statement of the

principal authorizing such representation.           No    Yes 

By signing below and submitting this form, the vendor certifies and acknowledges that: 1)  it has obtained all  licenses, 
certifications, and authorizations necessary  to  lawfully conduct business  in  the state of West Virginia; and 2)  that  the 
assertions made by completing this form and delivering it to the Purchasing Division are accurate and true in accordance 
with the applicable law and rules. As authorized agent of the vendor named herein, I do solemnly swear that the above 
information is true and complete, in accordance with West Virginia Code §5A‐3‐12(e).  
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In the event that the vendor is applying for certification as a small, women‐, or minority‐owned business, the vendor’s 
signature below further certifies that: 1) the state in which the vendor has its headquarters or principal place of business 
does not deny a like certification to a West Virginia based small, women‐owned, or minority‐owned business; 2) the state 
in which the vendor has its headquarters or principal place of business does not provide a preference to small, women‐
owned,  or minority‐owned  firms  that  is  unavailable  to West  Virginia  based  businesses;  and,  3)  that  it  has  read  and 
understands this form, along with the law and rules governing certification as a small, women‐owned, or minority‐owned 
business. 

Authorized Agent of Vendor (Print Name) 

 Authorized Agent (Signature) 

 Title 

 Date 

PURCHASING DIVISION 
USE ONLY 

Vendor ID: 

Check No. : 

Memo No. : 

Date: 

Entered by: 
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FEES AND REIMBURSABLE EXPENSE SCHEDULE 
RFB BV2022-02 

Consulting Services 

The undersigned has read and understands all conditions and terms of the solicitation, is authorized to 
submit this proposal, and hereby offers to perform the services requested for the amounts indicated 
below: 

SENIOR STAFF 

Consultation $ /hour 

Project Management $ /hour 

SUPPORT STAFF 

Consultation $ /hour 

Research, Analysis $ /hour 

Other $ /hour 

REIMBURSABLES 

Travel expense must be pre-approved by the College prior to seeking 
Reimbursement.  Reimbursement for travel will be in accordance 
with WV State Travel Policy 
(http://www.state.wv.us/admin/purchase/travel/TravelRule.pdf). 

A more detailing pricing schedule in lieu of the Fees and Reimbursable Expense Schedule may be 
submitted; however, the Fees and Reimbursable Expense Schedule must be signed and included with 
the proposal.  The cost/fees disclosed either on the Fees and Reimbursable Expense Schedule or 
other pricing schedule shall include all overhead and profit.  No invoicing shall be accepted that 
shows any deviation from the cost/fees submitted with the proposal; this includes, but is not 
limited to, secretarial activity, printing, delivery, rent, phone calls, postage, overnight mail service, 
and accounting fees. 

Signature 
Print 
Name 

Title Company 

Address Phone 

Email Fax 
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INTRODUCTION
Swim Digital Group (Swim) engaged with BridgeValley Community and Technical College (BridgeValley or BVCTC) to
evaluate the current student experience through an analysis of communications, technology, and processes related to
recruitment, enrollment, and onboarding.

To support the institutional commitment to access and engagement across all cultural and age dynamics, Swim was
tasked with completing research into institutional processes, communications, and the environment that students
experience at BridgeValley, and with providing recommendations that could be made to drive enrollment and solidify
BVCTC’s commitment to the student experience.

This report reflects the findings from each research area and method and outlines recommendations based on those
findings.
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APPROACH & RESEARCH
In order to objectively evaluate the BridgeValley student experience, Swim leveraged six research methods to gain a
better understanding of the application and enrollment processes from institutional and student perspectives:

● Data research and discovery
● Deep Dives sessions
● Secret Student experiences
● Student focus groups
● Student surveys
● Communications and marketing audit

Through these di�erent research e�orts, Swim evaluated the overall student experience from multiple vantage points
and has prepared comprehensive feedback for the school.

DATA RESEARCH & DISCOVERY
Swim spent numerous hours on primary and secondary research, including market research and analysis of
BridgeValley documents and data, to prepare to execute the Deep Dives sessions, inform the student survey and focus
group line of questioning, and determine the personas to be used in the Secret Student experiences.

DEEP DIVE SESSIONS
November 3 and 4, 2021
Swim facilitated eight Deep Dives with multiple departments within BridgeValley Community and Technical College.
The goal of each Deep Dive was to meet with department employees and leadership to learn how departments operate
on a day-to-day basis. These sessions also covered the communications and enrollment processes, what systems each
group uses to conduct their duties, and what challenges they may face as they work to deliver services to students.

Deep Dives were conducted with the following functional areas:
● Senior Leadership
● Academic Deans
● Student Engagement/Dean of Students
● Admissions
● Financial Aid
● Career Services & Advising
● Community Education
● Customized & Corporate Education
● Institutional Research
● Community Outreach
● External Marketing
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SECRET STUDENT EXPERIENCES
December 2021 - April 2022
The Secret Student Experience deploys multiple secret students to express interest and complete as much of the
application process as possible. This exercise provides accounts of the student experience through an unbiased lens.
The Secret Student approach intends to identify the gaps in the application experience from the student’s viewpoint.

Secret students applying to BridgeValley took on a series of predefined personas representative of the student
population at the institution. These personas included first-time-in-college (FTIC) working adults and FTIC high-school
graduates, who were both male and female.  One secret student also undertook an online-only persona.

After visiting the website, each secret student was asked to contact the institution directly or to apply through the
BridgeValley online application. Using a variety of personas and communications methods allows Swim to analyze the
experience from multiple viewpoints and pinpoint challenges that may only exist for specific populations.

Upon submitting the form or application, the secret students were asked to make it as far in the process as they could,
communicating with BridgeValley through email or phone calls.

The personas used by our secret students included:
● Non-traditional student who has taken time away from school to earn money,  interested in both face-to-face

and online courses
● Traditional age, 100% online student
● Student working through the online orientation program at BridgeValley
● Traditional age student, working full-time, not ready to commit to BridgeValley

Complete Secret Student reports can be found in Appendix A.

STUDENT FOCUS GROUPS
February 15, 16, and 24, 2022 and March 9, 2022

Swim met with at least 19 current BridgeValley Community and Technical College students to learn first-hand about
their experiences at the institution. This group was a mix of adult and traditional aged students who were enrolled
across a variety of programs. Through a series of four focus groups, Swim learned about the student experience from
those living it, gathered feedback on pain points and areas for improvement, and discovered what the students valued
most about belonging to BridgeValley.

Swim asked a prescribed set of questions while allowing for natural discussion and probing for further information as
needed. Swim’s list of topics related to student stages from interest to enrolled student. Topically, Swim’s questions
covered aspects of the following:

● Interest in BridgeValley (why they selected the college)
● New Student Orientation
● Role of Financial Aid and Advising
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● The classroom experience
● Student support

The executive summary of the focus groups can be found in Appendix B.

STUDENT SURVEY
The electronic student survey enabled us to gather quantitative and qualitative data related to the BridgeValley student
experience to supplement the findings from the student focus groups. Swim provided BridgeValley with promotional
content to promote the student survey. We received answers to the survey comprising 19 mandatory questions; four
conditional answer questions; and seven conditional, free-form follow-up response questions relevant to the students’
responses. 143 students responded to the survey.

With collaboration from BridgeValley, we worked to craft our questions and response options to:
● Gain a better understanding of how students came to BridgeValley
● Gauge students impressions of their application and admissions processes
● Understand the pain points in the enrollment process
● Measure the student utilization and understanding of financial aid options
● Gather information on students’ experiences with new student orientation

A full report of questions and responses can be found in Appendix C.

COMMUNICATION AND MARKETING AUDIT
Swim executed a marketing assets review of all of BridgeValley Community and Technical College’s traditional, public
relations, and digital marketing e�orts to identify best practices and opportunities for improvement. This included
enrollment campaigns, recruitment collateral, student communications, campus branding, website and other digital
assets, internal communications, and community outreach.

A summary of the audit findings can be found in Appendix D.
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FINDINGS AND
RECOMMENDATIONS
During and after the execution of Swim’s work, Swim was able to identify pain points for sta� and students, witness the
processes in place, and determine how and where changes might benefit the institution and the student with an eye
toward access and engagement across all cultural and age dynamics.

We found opportunities for growth and improvement in areas surrounding organizational structure, process
reengineering and student communications strategies, strategic marketing and recruiting, new student orientation, and
data-data driven decision making. Based on the full analysis, we have identified the findings and recommendations in
the following themes:

1. Organizational Structure
2. Process Re-engineering & Student Communications Strategies
3. Strategic Marketing & Recruiting Approach
4. New Student Orientation & The Student Experience
5. Data-Driven Decision Making
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ORGANIZATIONAL STRUCTURE
Through our conversations with team members and analysis of the student feedback, it was apparent that the
BridgeValley organizational structure does not lend itself to clear roles and responsibilities related to the student
experience. Without that clear structure, both sta� and students are unclear about which departments and roles have
the responsibility for each piece of the student experience. At this time, there are multiple departments who are
overlapping in how they serve students and referral sources, and some areas that are receiving little to no engagement
at all.

To address this, Swim is recommending that there is a restructure in the Student A�airs and Marketing departments.

STUDENT AFFAIRS DEPARTMENT
Within the BridgeValley structure, multiple departments currently overlap in the students they serve and the
way that they utilize the various referral sources. For example, the Admissions team is currently recruiting
students and responsible for the admission process. It was clear from the Secret Students and student surveys
that there is a lack of follow-up related to these two functions. Without a division between roles and
responsibilities, an environment is created where many di�erent teams are trying to fill the gaps they see in
order to serve students. This overlap creates opportunities wherein some students receive conflicting
information and other students do not receive information from the necessary departments or college
representatives.

Recommendations
To better align the student services functions at BridgeValley, Swim recommends reorganizations of the
departments and teams within the Student A�airs division, specifically those departments that report to the
AVP of Enrollment Services, Dean of Students, and Registrar.

Within this recommendation, the department would have the following structural changes:
● Reassigning the Military and Veterans A�airs team to report directly to the Registrar
● Consolidating Financial Aid Director roles, with one Director reporting to the AVP of Enrollment

Services.
● Moving the Testing Specialist role under the Director of Admissions, and dividing the roles of

Admissions Processors and Admissions Counselors.
● Restructuring the Student Success team under one Director (who is reporting to the Dean of

Students). Within this team, the Director of Student Success will supervise Entry Advisors, Retention
and Career Specialists, Tutoring Coordinators, and the Assistant Director of Student Engagement.

○ It is recommended that the Coordinator of Student Engagement be elevated to an Assistant
Director so that role can manage the new student experience, which will be discussed in
more detail in this document.

An outline of the recommended organizational structure can be found in Appendix G.
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RECRUITMENT AND OUTREACH DEPARTMENT
In the current division of roles and responsibilities at BVCTC, there is not a dedicated team in place to be
responsible for student acquisition and recruitment in a way that allows for BridgeValley to utilize a
comprehensive approach to bringing students into the funnel and converting them into applicants.

Further, the College lacks a dedicated team member to take responsibility for ensuring that students are
receiving timely, relevant, and strategic communications during their time at BridgeValley; conversely, the
College lacks a sta� member to coordinate marketing e�orts that maintain the College’s brand and ensure
consistent and cogent messaging.

Recommendations
In order to ensure that there is a commitment to strategic student recruitment and acquisition, Swim is
recommending the creation of a Recruitment and Outreach department, led by a Director of Recruitment and
Outreach who reports directly to the President.

In this structure, the Director will lead a team of four:
● Two Recruiters who will be responsible for student acquisition.
● One Student Communications Specialist, who will manage the holistic communications strategies on

behalf of the College.
● One Marketing Coordinator who will manage outside Marketing vendors and oversee the strategic

marketing initiatives.

It is Swim’s belief that creating this department will allow BridgeValley the opportunity to strategically
approach the student acquisition and recruitment functions with the goal of increasing the pool of future
students.

An outline of the recommended organizational structure can be found in Appendix G.
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PROCESS RE-ENGINEERING & STUDENT COMMUNICATIONS
STRATEGIES
As Swim has conducted its research, we have identified gaps in proactive communication from BridgeValley to
students, specifically related to next steps in the enrollment funnel. Each phase of our environmental analysis has
supported this finding based on the level of outreach and clear instructions provided to students and Secret Students.
For example, the Secret Students each reported an inconsistent cadence in communications from BVCTC after
submitting a request for information and after completing the application.

This has led Swim to believe that the College is missing a clear enrollment funnel for how the student moves through
the enrollment lifecycle, and the process and communications strategies that support that funnel. Based on this, Swim
is recommending that BVCTC define that funnel and the supporting processes and communications.

ENROLLMENT FUNNEL CONVERSIONS
Swim’s Deep Dives session and Secret Student experiences revealed a lack of consistency in the tracking of
students as they move through the onboarding and enrollment processes, and our research found that
BridgeValley students received inconsistent touch points as they moved through the processes. Many students
who participated in the focus groups andsurveys shared frustrations spurred by the lack of proactive outreach
from BridgeValley at multiple points in the process, including Admissions, Financial Aid, and Advising.

Recommendations
It is Swim’s recommendation that the proposed restructure work alongside a streamlined enrollment funnel.
This funnel will propose a clear definition of the student profile in each phase, the departments responsible for
each phase of the funnel, as well as the defined conversion triggers between each phase—from the prospect
stage until graduation.

By utilizing the proposed funnel, BridgeValley will ensure a systematic, clear, and consistent e�ort in the
service of student enrollment. The final enrollment funnel will achieve the following:

● Clear milestones for the conversion and hand-o� of new students and re-enrolling students between
responsible departments and roles.

● Prospective and re-enrolling students will have a clear view of the correct person to contact for
assistance in the enrollment process or from whom to request information.

● Prospective and re-enrolling students will receive information which is relevant to them, through the
appropriate channels, at their current point in the enrollment funnel.

● Within the restructure, Swim recommends creating KPIs for job performance by job type to create an
accountability structure that both provides goals for sta� and measures for leadership to utilize.

The full recommended funnel can be found in Appendix F.

STUDENT COMMUNICATION STRATEGIES
Because there is a lack of consistency in roles and responsibilities related to moving students through the
enrollment funnel, there isn’t clarity in which departments are supposed to be delivering certain messages and
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when. Without this clarity, it is common for departments to try to fill in the gaps so that students can be
successful, but this causes additional challenges.

Currently, the communications to students from BVCTC are overwhelming and have too much content; this can
be stressful and confusing to incoming students, and it leads to challenges in navigating BridgeValley’s
onboarding and enrollment processes. In addition to proactive student communications, our findings indicated
clear concerns with sta� responsiveness when students tried to contact Admissions, Financial Aid, and
Advising departments.

● More than half of survey respondents said that they had rarely or never spoken with their Advisor or
Career Services team while they were enrolled at BridgeValley.

● Prospective students reported that it was di�cult for them to find information related to requesting
information about BridgeValley on the College’s website.

● Both applicants and current students shared that they struggled to find the information that they
needed related to classes, Advising, and student services on the website or in communications.

● Survey respondents who indicated that their onboarding process was di�cult cited the primary
reason for the di�culty was a lack of communications, specifically from the Financial Aid o�ce.

Recommendations
To create a more comprehensive student communication strategy, Swim recommends that BridgeValley takes
a holistic approach to building student communications, which will be supported by the aforementioned
recommendations with the Student Communications Specialist and defining the enrollment funnel. Based on
the funnel, the Student Communications Specialist will be able to work with function teams to:

● Build a full communications plan from first inquiry through to the first day of class, with strategic and
timely communication messages. These messages should be tailored to the student profile and nudge
the student through next steps through proactive communications.

● Adopt a common technology system that will allow all departments to be cohesive in communications,
automate communications, and track how many communications students are receiving at each phase
of the funnel.

● Review the website content ontology based on defined user personas to ensure a seamless user
experience.

● Celebrate students on their accomplishments and create an excited and optimistic student outlook on
starting college.

● For communications that require dense or significant amounts of information, create/link to external
web pages that provide this additional information rather than attaching multiple pages of PDFs.

● Identify clear calls-to-action within communications.  Clearly delegate and assign responsibility for
handling responses from prospective and current students, and set an expected response time.  Swim
recommends creating standard responses when communicating back with students to create
e�ciencies and consistency of message.

WEBSITE IMPROVEMENT
Based on the survey responses, focus group feedback and Secret Student reports, the website can be
confusing for prospective students. While progress has been made with the recent redesign, applicants and
current students are still struggling  to find the information that they need to move through processes and to
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be successful. Many of this is because the website has broken links and confusing navigation within certain
pages.

Recommendations
In order to continue the website evolution, Swim recommends defining user personas to understand the true
needs of all website users, which will guide the development of the content ontology and website structure.
Once the personas are developed, user experience testing will help expose broken linksto eliminate confusion
for students and prospects.
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STRATEGIC MARKETING & RECRUITING APPROACH
Based on our marketing and communications audit, Swim found that the approach to marketing at BridgeValley is
“broad reaching” and general. It is evident that the College’s priority has been to rebuild the brand identity following the
merger in order to solidify awareness in the community. The current marketing materials speak more to brand
awareness and overall brand penetration within the marketplace, rather than calling students to the action of applying
for admission.

In Swim’s opinion, the focus needs to shift to clear calls to action—especially in a time when enrollment is a major
challenge. This shift will be imperative in order to convert potential students and move them into the funnel. Swim also
found that the College is missing opportunities to connect with prospective students according to their individual goals
and areas of interest, based on the broad-reaching nature of the marketing campaigns.

As it has been mentioned, even with the best marketing strategies, there is a gap in how the College defines the
recruitment process, beginning at the point of inquiry and starting the application. At multiple times during the Secret
Student experience, students attempted to inquire about BridgeValley through website forms, emails and phone calls,
and did not receive any follow-up communication. Part of the challenge with the current structure is that one role is
responsible for bringing the students into the institution and getting them enrolled in classes, which would be
addressed with creating the Recruiter positions. However, another challenge is the lack of a current Request for
Information form. Currently, the “Request Info” page on the website leads to a list of emails and phone numbers—which
can be overwhelming to students—and a simple contact form. This form is not specific to prospective students, which
causes delays and confusions for students trying to find the correct form. Further, there is an unclear distribution of
responsibility for following-up on the forms, which also contributes to the delays in follow-up.

Recommendations
In support of the work of the previously recommended Recruitment and Outreach department, Swim
recommends that they focus on level-setting the strategic marketing approach across the College. This should
include:

● Ensuring that the College Marketing team is aligned with the data-driven programmatic
needs of the institution that support strategic enrollment goals, allowing for the building of
programmatic campaigns to increase enrollment.

● Developing a marketing plan that is designed to not only increase brand awareness, but also
to use data to increase student acquisition and enrollment.

● Ensuring that everyone responsible for marketing and recruiting adopt and understand a
common set of BridgeValley value propositions, using them consistently in external
marketing and communications.

Additionally, within the new structure, the Recruiters will ensure that prospects receive timely follow-up and
engagement. One of the tools that the Recruiters will need to be successful is a modified Request for
Information (RFI) form. The form should be able to collect prospective student information (at least a name
and email address), so Recruiters are able to e�ectively follow-up with and build relationships to convert these
inquiries to applicants.
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The responsibilities for responding to the RFI submissions should be clearly delegated, and a time for response
should be set to ensure that prospects don’t have to wait for follow-up communications or need to try to get in
touch with another department to get questions answered.

A full mock-up of the recommended RFI form can be found in Appendix E.
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NEW STUDENT ORIENTATION & THE STUDENT EXPERIENCE
At the core of Swim’s work, we are trying to ensure that the BVCTC students have an experience that will help them
accomplish their dreams and change their lives. While structures, job responsibilities, process, and technology play a
significant role in creating that experience, we also focused on the face-to-face interaction that shapes the student’s
journey. With the first major face-to-face interaction being New Student Orientation, we had originally planned to focus
on that. However, during the student focus groups, we heard feedback that shifted some of the focus to looking at the
experience once a student was enrolled.

NEW STUDENT ORIENTATION
Based on the student feedback and Secret Student exercise, there are opportunities to increase the
engagement in New Student Orientation, or STOR. The students shared that the curriculum was di�cult to sit
through and they did not feel like it was a worthwhile use of their time. The current new student orientation,
STOR, is currently being leveraged with an emphasis on online learning and technology tools. A majority of the
survey respondents who reported attending STOR shared that they didn’t feel that the STOR curriculum
prepared them for the first day of class, which may be caused by the way it was delivered and the timing, more
than the actual content.

Recommendations
In order to create a more comprehensive approach to leveraging new student orientation as preparation for
students’ first day of class, Swim is recommending the following modifications:

● Reassign the ownership of new student orientation to the Director of Student Engagement. This role
will work with cross-functional teams across the college to build curriculum and manage the event to
ensure a holistic approach to the student preparation.

● Increase options for students to participate in New Student Orientation with in-person modalities, in
addition to online options for the program.

● Update the content of the curriculum to add more engaging and interactive modules to keep the
student motivated and active in the orientation.

● Build additional orientation experiences for transfer students and returning students to ensure that
they have updated and relevant information, helping them to be successful as a BridgeValley student.

THE STUDENT EXPERIENCE (NURSING PROGRAM)
In the focus group, multiple students shared that they felt unsupported by the faculty in their
program—specifically within the first semester of the Nursing program. Based on the initial feedback and in
reviewing the programs retention and graduation rates, Swim organized an additional focus group with only
Nursing students to further investigate. In that focus group, the students shared that they did not feel like they
had the guidance they needed to be successful. The nursing students reported being encouraged to leave the
program if they faced any di�culties in their personal or academic lives, including the death of a family
member, the birth of a child, and earning a “C” on a quiz.

Recommendations
While it is important to maintain the rigor and academic excellence within this program, there is the
perception that faculty are prioritizing test scores over supporting students in their dreams. Swim believes
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that there is a balance between setting realistic expectations for students hoping to enter the nursing field,
encouraging and motivating students, and maintaining academic integrity.

In order to monitor the student satisfaction and level of services provided by Nursing faculty, Swim is
recommending there is regular analysis of student support and feedback. To do so, Swim recommends:

● BridgeValley performs regular audits of the first year nursing classes, specifically in terms of success
and withdrawal rates.

● Conduct student exit interviews and surveys at the end of each year with students who are leaving the
program.

● Set KPIs related to student success and for the student satisfaction evaluations of faculty members,
which are incorporated into performance evaluations.
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DATA-DRIVEN DECISION MAKING
Based on all of the findings within this document, there is a clear gap in BridgeValley’s use of the data available in
strategic goal-setting related for enrollment. During Swim’s research, we found that BridgeValley is not currently
utilizing a strategic approach to collecting and leveraging data in a way to allow it to inform enrollment and retention
strategies.

Based on reports, it is evident that the College has a large amount of data available to be utilized, but it seems to be
based on interactions, not the outcomes of sta� and faculty activities.  As we spoke with the sta�, we learned that they
operate from a mindset that defines success as “completing a to-do list,” rather than reaching enrollment goals.

Recommendations
In order to undergo the culture shift at an institutional level that empowers sta� to use a data-driven approach
and creates the expectation of the same, Swim recommends the following:

● Create KPIs for job performance, by job type, to ensure accountability and transparency throughout
the institution.

● Incorporate milestones for degree/program completion to measure engagement by completion.
● Create measurements for conversions from inquiry to applicant and to measure from applicant to

enrolled.
● Create a clear structure that encourages students to participate and engage in new student

orientation.
● Create goals associated with graduation rates.
● Track student success indicators that impact retention and persistence.

Through these KPIs, Bridge Valley will be better positioned to make strategic decisions that will move the
needle for student enrollment, retention, and completion.
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PROPOSED NEXT STEPS
In order to implement the approved recommendations, Swim is recommending a phased approach in working with
BVCTC. Within these phases, Swim will work with stakeholders to execute approved recommendations and continue to
monitor student engagement and student experience challenges.

IMPLEMENTATION PHASES
The implementation of these proposed next steps can be broken down into three di�erent phases over the course of 18
months.

PHASE 1
● Review and draft job descriptions to support the organizational restructure.
● Complete a restructure of Recruitment, Outreach, and Student A�airs departments.
● Define the enrollment funnel and conversion points.
● Define hand-o� to faculty advisors and develop accountability KPIs for anyone acting in an advising

function based on a common college-wide advising philosophy.
● Develop a marketing plan designed to not only increase brand awareness but also to use data to

increase student acquisition and enrollment.
● Ensure that the college marketing team is aligned with the data-driven, programmatic needs of the

institution in support of strategic enrollment goals.
● Ensure that all roles with responsibility for marketing and recruiting adopt and understand a common

set of Bridge Valley value propositions and use them consistently in external marketing and
communications.

PHASE 2
● Develop benchmarks for conversion in the student enrollment funnel.
● Re-engineer the processes from inquiry to the first day of class, as outlined in the enrollment funnel.
● Implement the technology integration for automated communications.
● Create and implement a new Request for Information form.
● Define the response responsibilities for the Request for Information form to ensure that prospects are

not waiting for follow-up, resulting in the student attempting to contact another department to get
their questions answered.

PHASE 3
● Develop and implement a full communications plan, from first inquiry through the first day of class

with strategic and timely communication messages. These messages should be tailored to the student
profile and nudge the student through next steps, rather than putting the onus on the student.

● Complete the updates to the website structure and content ontology.
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● Reconfigure the onsite and online STOR experience to better engage students and provide them more
tools for success in their academic career at Bridge Valley.

An outline of the recommended implementation timeline over 18 months is included in Appendix H.
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APPENDIX A
Secret Student Reports
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APPENDIX A: SECRET STUDENT REPORTS

SUMMARY
January - April 2022

The Secret Student Experience deploys multiple secret students across multiple programs at the institution. Their goal
is to express interest in BridgeValley Community and Technical College and to complete the application process,
moving through as many steps and processes as possible in the delineated time. This exercise provides factual accounts
of the student experience through an unbiased lens, which serves to provide insight that might otherwise be unavailable
to the institution. Furthermore, the secret student approach seeks to identify the gaps in the application experience
from the student’s viewpoint.

The secret students who applied to BridgeValley took on a series of customized and predefined personas who were
representative of the student population at BVCTC and fit within the academic programs on which BridgeValley sought
further information. These personas included traditional, FTIC students, and adult-learner students. These students
were asked to complete the information request form or to contact a programmatic contact directly. Using a variety of
personas and communications methods allows Swim to analyze the experience from multiple viewpoints and pinpoint
challenges that may exist only for specific populations.

Upon submitting the form or application, the secret students were asked to make it as far in the process as they could,
communicating with BridgeValley through email, phone calls, and the chatbot.

The personas used by our secret students included the following:
● Non-traditional adult student with HS diploma, prepared to take time o� work and ready to enroll in school to

increase their earning potential; lives locally
● Full-time employed prospect who is uncertain that Bridge Valley is their intended institution and is shopping

around for online or hybrid courses, if possible; FTIC, HS graduate
● 100% online student who is working through the process completely virtually
● Non-traditional student who is hoping to enroll remotely because of transportation challenges

Two of our students indicated a sense of confusion on the Contact page. There are multiple departments and points of
contact information indicated there. The “Apply Now” link also leads to a confusing page, according to the students.

The consensus of our secret students was that a notable lag time existed between the request for information and the
response of the team. One secret student found that they received conflicting information from the admissions
communications and the in-person communications between the student and BridgeValley sta�. Two secret students
each experienced a five-day delay between emailing the generic admissions email and receiving a response. Of these
two, one contacted a secondary individual at an email address provided by the institution and received an undeliverable
message. A fourth student emailed two separate individuals to request information about the program in which they
were interested and did not receive a response to either email for a week. When the student did receive a return call,
they were provided with the contact information for someone to whom they had already reached out and not yet
received a response.
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Students reported that the communications that they received from BridgeValley upon the submission of their
application provided them with an overwhelming checklist of items that they needed to complete in order to enroll at
the institution. They felt that the items were not clearly indicated as required or non-required in their enrollment
process. However, the students were pleasantly surprised by the amount of time that it took to receive their admissions
decision, though the admittance email was not as exciting as they would have hoped.

Another impression from the students was that the cost of the programs was not provided on the program page. While
cost of attendance is a function of the website, our students felt that this information was not present or forward-facing
enough to satisfy their curiosity.

One student attempted to utilize the chatbot on two occasions. Both times, the o�ce that our student was attempting
to contact was o�ine. Initially, one student left a message for the Student A�airs team but never heard back. The
second time that our student reached out to the chat bot, they connected with one of the only departments that was
online—Computer Support. While this team was unable to answer our student’s questions, this group was online and
available to chat. They directed our student to the admissions generic email address and their phone number.

Overall Themes:
● There is a significant lag time between completing the RFI and hearing from a BridgeValley representative. In

most cases, our secret students had to initiate another form of contact in order to progress through their
application to the institution because they did not hear from a representative of BridgeValley.

● Communication between applicants and the institution is both overwhelming and lacking in enough specific
detail to be truly e�ective to students who are not already familiar with higher education and, specifically,
BridgeValley.

● Students reported a lack of clarity in the application process—logins were a source of confusion, information
that was required as compared to optional was not clarified, leaving students to wonder what they truly needed
to do to enroll and matriculate into their courses at BridgeValley.
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Secret Student 1: Traditional age student, exploring school
options
03/08/2022

I began by Googling BVCTC:

The school was the first option in Google, which made it easy to find.

Since I am not yet ready to apply, and am only interested in gathering more information as I shop around, I was pleased
to see it was easy to find the “Request Info” option if you scroll down just a little, and it is next to the “Apply to BV”
option.
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However, I found it a little bizarre that this option took me to the “Contact” page. I was expecting to just fill out my
basic info, and then wait to hear from someone in admissions. Instead, there was the phone number and email for 4
di�erent departments, each with 2 di�erent campuses (I didn’t know there were two campuses, I don’t know if most
students interested in the school would know this or not, or know what the di�erences are). There was also a place to
put my name and email and “comments,” which was a little confusing, because I am not looking to provide them with
comments, I just want someone to reach out to me using the contact info I provide them with.

In any case, I submitted a “Comment” to request info, and I specified I wanted to know about programs, cost, and
payment options. I used the email I created, kcobrien45@gmail.com, and I used my maiden name, so I put Kate O’Brien.
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I saw that my request was submitted, but I did not receive any sort of automatic reply to my email saying something
like, “Thank you for submitting your request, an admissions specialist will get back to you shortly.”

I like how the footer at the bottom of the website has clear, easy-to-find options to Apply, Request Info, and
Contact/FAQs; however, again, the Request Info and Contact/FAQs take you to the exact same page.

I will say that my program of interest is Early Childhood Education. When I go to the Programs section, each program
seems easy to find and is organized by general field. I do not see the cost for any of these programs.
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The only way I was able to find where the cost of tuition, etc. was is by using the search bar and typing in “cost.” “Cost
of Attendance” is option number 2.

After clicking this option, the basic tuition is broken down into three categories as seen here:

There are also 3 links, in green, in this cost overview, but unfortunately none of them work, they all result in di�erent
error messages.
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03/09/2022

As of noon today, I have not received any response regarding my request for information. I am contacting them via the
LiveChat option they have on their website. There are four options for departments you can LiveChat; 2 are o�ine, 2 are
online. One of the ones that is online is Green Power Motor Information, and I have no idea what that is, so I am
choosing Student A�airs:

After about 2 minutes, I received the message, “There are no operators available at the moment.” I “left a message” per
their instructions:

They did not ask for my email or phone number, so I’m not sure how they are going to respond to my message,
especially since I will not be leaving the LiveChat window open all day.

At this point in the process (I began yesterday, so it has only been a little over a day), I feel that the basic information
about the programs and classes and financial aid options are all there on the website for people who like to find that
information on their own and are willing to spend time poking around the website. However, in terms of having someone
reach out and guide me through the process and be my point of contact to answer my questions, that hasn’t happened;

26
RFB 2022-02 

EXHIBIT G.27



no one has made contact with me. Depending on how motivated I am to go to this particular school, they may have lost
me at this point, if another school has already reached out.

I know other colleges and universities have a “Request Info” option, and after a potential student fills that out, they are
almost immediately contacted by a person in admissions or enrollment, so this may be an option BCT would like to
consider.

03/10/2022

I went to try the LiveChat feature again, and this time I tried at 5:30pm on Thursday, because many students probably
work during the day, and after 5pm may be when they are trying to contact someone.

Two departments indicated they were online, Computer Support and Green Power Motor Information.
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Since the options I wanted were o�ine, I decided to try Computer Support, and luckily someone was able to respond
and help almost instantly. Please see text conversation here:

My next step is to contact the admissions email they directed me to, admissions@bridgevalley.edu, in order to request
more information. Here is the email I sent:
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03/15/2022

At 9:23am this morning, I finally received a response from the email I sent to admissions. To be perfectly honest, I’m
surprised; it has been 5 days since I sent that email, and I wasn’t expecting to hear back at all. Here is their response:

03/17/2022

I waited a little to see if Amanda Martin, the program chair they cc’ed on the email, would also reach out to me, but she
did not, so I’ve just replied all the following message:
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03/18/2022

At 10:11am this morning, I received a response from Amanda, who told me they are currently on spring break, which
makes sense now why it was harder to get in touch with people, but I think there should have been an OOO up, or
admissions should have mentioned that to me, so that I knew to expect delays in response time.

Amanda’s response is here:

She sent me an overview of the early childhood program and explained that it is fully online, and directed me to the
website for tuition costs.

My two questions now, that I included in my response to her, are, Is the online program asynchronous?, and, Is there a
total cost per semester for the early childhood program specifically?
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Amanda and Admissions both responded to me in separate emails, and answer all my questions:

I am happy that my questions were answered, though it took a while, and I am very surprised that a program chair is
responding to me, as opposed to someone from admissions or advising.
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03/28/2022

Today I completed the application. It was surprisingly easy and asks for very little information. Really, it just asks for
my basic info, and then what program I am interested in, and if I attended other schools. Here are the screenshot from
my application:
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I did notice that I did not receive any sort of confirmation email that my application had been received, only the final
screen; it would be nice to receive this confirmation via email.
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04/04/2022

I finally received a response about my application today, that I have been provisionally accepted. (I think it’s worth
noting this is after giving the minimal amount of information, including a fake social security number.) Here is a
screenshot of the acceptance email:

Summary:

I do not feel that it was at all easy to get in touch with someone from the college. The “Request Info” option definitely
needs to be updated, and it should not be the same as the “Contact” page. It should be easy for a potential student to
enter their name, email, and phone number, and then receive contact within 24 hours. There needs to be a clear,
streamlined process where a student reaches out, in any way, and they are responded to within 24 hours. They should
also be sent a link to apply within those 24 hours, in my opinion.

The LiveChat function also needs to be updated and checked to make sure it is working and that people are responding.
There also needs to be a way to “leave a message” through the chat where someone can actually get back to you.

One of the biggest opportunities for improvement, in my opinion, is the flow of communication from when a student
first requests information. The information request page should be di�erent than the contact page, and someone from
admissions/enrollment should respond to the student’s request within 24 hours. The fact that a program chair is
responding to someone who isn’t even a student yet does not seem like it is a good use of their time, and would be
better if such requests were handled by admissions, or perhaps advising.

The second main opportunity for improvement that I have noticed is the need for follow-up after submitting an
application. Once I submitted my application, I received no confirmation email, just the initial “Your Application Has
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Been Submitted” on the web page where I submitted it. It would be reassuring to receive an email as well. Additionally,
as of 6 days of submitting the application, I still have not heard anything from the college. The general di�culty in
receiving communication and follow up from the college would make me very unlikely to attend the school.
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Secret Student 2: Persona: Adult student taking online courses
Day 1 (April 25)
I started the online STOR orientation after my work shift (5:08 p.m.). I logged into the Blackboard portal and was
immediately overwhelmed by the amount of information. I’m not familiar with Blackboard and was very confused about
where to go to access the orientation.

After reading through all of the options, I realized that the orientation was listed under the courses and that there was a
hyperlink to start the course. Initially, I assumed that courses were classes and didn’t consider orientation a course
since the semester hasn’t started yet.
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When I logged into the course, I read the opening letter. I was confused that the opening paragraph was about how this
was replacing SOOL, because I wasn’t familiar with that course and wasn’t sure why I need to know that information.
Overall, I thought the language was repetitive and seemed robotic. I was also confused because it’s called “Student
Orientation” but there were sentences that made it seem like this was only required for adult students taking online
courses. While I am that student, it made me wonder if all students had to take this course. I also felt that the
paragraph about the syllabus seemed a demeaning - “every college course in the country starts out with a class
syllabus” and “the first thing you should do is READ the syllabus” made it seem like I didn’t understand how college
works and was assuming that I wouldn’t follow the directions.
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The first piece of the syllabus was the “Do’s and Don’ts of the Video Classroom.” Overall, I felt like I was being talked
down to before I’d even started classes. I understand that many students may not have the “expected” classroom
etiquette, but there were things like saying I may be required to present a photo ID before class starts or that I will be
wasting everyone’s time if I’m late made me nervous about starting classes. As a working student, I know that my
children or work may be distracting or cause me to be a little late, and this list made me feel like I was already going to
be in trouble with my teachers.
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The next section was on Netiquette. I opened the link and found what looks like a screenshot of a third-party website.
The instructions didn’t specify if I needed to review each of the links on that document, but I did just in case. The
content of this document was strange, almost like I was reading an online book report. It also didn’t seem to be specific
to online education. I felt like most of the article was negatively geared towards assuming that I was going to be
inappropriate or o�ensive during my online course. This was enforced when I got to rule 6 (out of 10), which started
with “Finally, after all that negativity, some positive advice.”
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The next step was about the STOR Dropbox. Again, they mentioned the SOOL course, but I ignored that section because
I assumed it didn’t apply to me. This section seemed out of order because I hadn’t completed STOR, but I was being
given instructions on how to upload my certificate. I was even more confused when I read the last paragraph that said if
I hadn’t completed STOR/SOOL, I would need to enroll with Student Services, but I was actively in the course on
Blackboard.

At this point, I wasn’t sure if I was in the correct orientation or not, but decided to continue through. The next section
was a video labled “Retrieving the SOOL Certificate.” I skipped watching this video because the earlier sections said
that SOOL didn’t exist anymore.
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My next section was Academic Honesty, which took me to another section of Blackboard. The first link sent me to a
four page PDF, which I also decided to skip because I figured it would tell me not to cheat and I wanted to try to
complete the entire orientation before my kids got home from school.

The second link under Academic Honesty was the Operating Policy about Academic Integrity. This document seemed
like an internal policy document, and while I know it’s important to understand the rules, there was a lot of complex
language that went over my head.
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Once I reviewed those documents, I went back to the main screen with the back arrow. The next section was “How to
Identify Fake News,” which seemed very unusual for a College orientation. The sub page had a lot of di�erent links, and
I was dreading having to read through all of the PDFs.

I opened the fist PDF to find tips on deciphering fake news. The next two links appeared to be another article and
another YouTube video with the same information.
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I wanted to make sure I was reading everything so I could pass the quiz, so I kept clicking on the links. The first one was
for Factitious, which brought up an Error 404 page.
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After the 404, I decided to go back to the main page and try to finish this orientation. I opened the Syllabus (which I
thought was what I had been reading this entire time because the first sentence was “Welcome to the syllabus for the
STOR course”) and reviewed the due dates and sections.

The syllabus covered a lot of videos and sections that I didn’t see in my Blackboard portal. However, I decided to go
forward with the quiz in hopes that I had enough common knowledge to pass.
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I started the quiz and saw that it had a limit of 1 hour. I was a little concerned that it would take the full hour and that
seemed very overwhelming for an orientation. However, it only took me 10 minutes to complete the quiz and score
100%. Once I followed the next step to go to Course Content, I realized that the quiz was only to get me into the course,
I hadn’t actually completed the orientation.

When I went to start the first module, I saw it was even more complex than the first section.
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The Module 1 introduction video was nice, and was the first time that I felt welcomed during this Orientation process.
While I liked the message of the video, it was hard to stay engaged when it was just a voiceover of text.

The next video was an Admission video. I decided that I could skip the Admission section because I was already
accepted into the College, since I was in Orientation.
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I tried to click through to the Admission page, but it came up blank.

The next video was about Financial Aid. I knew that this video was important, but it was hard to stay interested because
it was just a stagnant cartoon person talking in a monotone voice.
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I thought the Financial Aid web link would take me to the Financial Aid page, like it did for Admissions, but it only took
me to the College’s home page. I decided to start the quiz. I scored a 10/10 but it was easier to google the answers
rather than spend the time watching the videos.

I continued to Chapter 2, but saw it was the same long videos and links. I did want to note that the links within this
chapter were working correctly. I decided to try my luck with the quiz again, only because I didn’t have a spare 30
minutes to watch all of the videos in their entirety.

The quiz was very odd because it seemed to only cover Student Life and was heavily focused on making sure I
understood the categories that each organization fell into. It also asked for the same clubs in multiple questions with
changing answer designations.

I didn’t score a 100% but had enough to pass the quiz, so I moved into the next section. The next section required me to
add an emergency alert. I tried to enter my school email but got an error message. It said I needed to purchase a
subscription, but the website for singlewire didn’t have any pricing. I wasn’t sure how to proceed so I decided to pause
for the evening.
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Overall, it took me an hour and a half to get through half of the orientation. There wasn’t an indicator at the beginning of
how long it would take, but I wish I’d known that up front so I could have decided to complete it when I had more time to
really focus. But my first impression was that this wasn’t what I expected from an orientation. My friends who had gone
to other colleges said that orientation was fun and made them feel excited for the new school year - this orientation did
not do that for me.
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Secret Student 3: Persona: Working adult, first time in college
Day 1 - Student research

I committed to starting my college education in 2022, but I knew with my work schedule I would need to do it with an
online program so that I could be flexible. I decided to start by Googling “online college in charleston, west virginia” so
that I could have a college close to me in case I ever needed to go onto campus. Most of the results were paid ads and
for online courses at West Virginia University.

I didn’t feel like I was ready to go to a university since it’s been so long since I graduated high school, so I modified my
search for community colleges. The first result was for West Virginia Junior College.
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I reviewed the programs at WVJC and it didn’t look like they had any programs that would support my career goal to
find a job as an elementary school teacher. I went back to the search results and found BridgeValley Community &
Technical College as the next two-year result.

I visited the BVCTC home page, and while the imagery didn’t really motivate me to look more, I continued to scroll the
page and enjoyed seeing success stories of students who had similar life experiences as me. I found the Programs page
in the main menu bar and was able to review all of the o�erings. I saw that they o�ered several degrees in education,
but wasn’t able to tell if they were online programs or not from the main page.
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I reviewed each of the program pages, which o�ered great information about how I could use each degree, but still
didn’t say if I would be able to be an online student within the program. I decided to take the next step and request
more information so I could learn more before deciding to apply.  I found the Request Info button at the bottom of the
program page.

I was hoping to fill out an online form, but only saw options to call or email specific departments. I didn’t know if
Admissions was the correct option to contact with my questions, and couldn’t call because I was researching while at
work.
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I kept scrolling and saw a form for additional comments so I decided to try that so I could be directed to the right
person to help me.

I received confirmation that it was received, but didn’t have any indication of when I should expect a response.
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Day 5

I hadn’t received any sort of communication from my form submission, so I decided to go back to the Education
program page of the website to see if there was anyone else I could contact. I didn’t see any way to contact the
department from the program page, so I tried looking under the future students portion of the website. I found a section
for new students to learn more.

The first direction was to apply, but I still wasn’t sure if BridgeValley would have the program I needed. I found an email
for Hannah Watters so I decided to reach out to her to see if she could help answer my questions.
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I emailed Hannah at 5:29 p.m. to see if they had an online education program.

Day 17

I still hadn’t received any communication from BVCTC, but I knew that the Fall semester would probably start filling up
so I decided to start researching other local colleges. I looked into Southern WV Community and Technical College and
found that they also had an Early Education program, so I sent in a request form to see if they would help me learn more
about my options.
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I didn’t want to waste any more time so I decided to apply to BVCTC while I waited to hear back from Southern. I
figured since the application is free, it wouldn’t hurt to try to take that next step, although at this point, I wasn’t feeling
very enthusiastic about attending school there.

The first thing I saw when I selected the Apply Now button was information for continuing students, which was
confusing. However, when I kept scrolling down the page, I saw the section for new students.

I selected the link to start a new online application and was taken to a page to create a log-in.
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Then I had to select an application type, but there was only one option so that seemed like an unnecessary step.

Once I entered that I was enrolling in Fall 22, there was a page with blue links. Overall the layout seemed unappealing
and but I decided to start with the first link and see what happened. Most of the information was easy to enter, I
skipped most of the pages that weren’t required. The last page was slightly confusing. The first question asked if I was
attending college for the first time, and I said yes. Then the other questions kept asking if I’d gone to college before. It
seems really repetitive and I didn’t understand some of the terms like “transient student” and “EDGE credits.”
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Once I finished that page, I was taken back to the checklist and selected that my application was complete. Overall, the
application took me about 20 minutes to complete. Once I agreed to the terms, I got the confirmation page that stated
someone would be contacting me. It didn’t say when I would be receiving more information, and based on my prior
experience, I assumed it would take a while.

Day 20
I checked my email before going to work for the day and had not received any follow-up information from BVCTC.

Day 27
I still haven’t received any update from BVCTC on my application so I decided to call the Admissions o�ce during my
lunch break. I never received a response from Hannah in Admissions, so I decided to call the main Admission line. After
about a minute, I was sent to voicemail and left a message asking someone to call me back so I could figure out my next
steps.

A few hours later, I received an email from Admissions with the subject line “BridgeValley CTC Letter of Acceptance.” In
the email it said that I was provisionally accepted, but I didn’t know if that meant I had to prove additional requirements
like you do for a university. To be honest, it was a little underwhelming. I was excited to go to college, and this didn’t
feel like it was as exciting as it should have been. I opened the attached PDF hoping that it would be a little more fun,
but it looked like a form letter on regular letterhead with weird font colors and highlighted sections.

The letter explained a little more about what I would need to do to be fully accepted, and I felt a little deflated because I
had waited so long for any communications only to find out that I wasn’t really accepted into college yet. One of the
bullet points was also that I need to send in college transcripts, but I haven’t been to college before so I was a little
concerned that I wouldn’t be able to meet that criteria.

The letter went on to talk about how to log into my email so I could schedule my advising appointment and about my
computer requirements. At this point, I was very confused because I didn’t know if that meant I could go ahead and
schedule my advising appointment or if I needed to submit the additional requirements. There also weren't any
instructions about how I was supposed to submit transcripts (which I don’t know how to access) or my test scores
(which I don’t have because I didn’t take the SAT or ACT in high school). While I was happy to have heard from BVCTC, I
felt like I had more questions than answers.

The letter also had several additional pages, but I had no idea what I was supposed to do with those or if I needed to
complete all of the steps.
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Secret Student 4: Persona:  Non-traditional adult student
Day 1

After a year of deliberating and hesitation, I have finally decided to pursue a degree in Business Administration. I still
need to keep my job, so I feel that a local college would be the best fit for me. I visited the website for Bridge Valley
Community & Technical College, which is about a 12 minute drive from my house, and clicked the “Programs” tab. Then
I scrolled down to the Career Pathways section until I got to Professional and Business programs at the bottom of the
page.

61
RFB 2022-02 

EXHIBIT G.62



The school o�ers an AA in management, and that seems to be the extent of their programs in regards to business. This
is a little disappointing for me, as I do not really see the value in completing a program focused on management. For
one, I am more interested in business analytics and marketing, and I also believe that no college course can prepare you
to be a competent leader better than experience, professional development, and having a natural talent for leadership.
The program does o�er what seems to be introductory courses in areas such as database management, statistics,
economics, accounting, but surprisingly not marketing. I will definitely need to ask some questions about how these
credits could potentially transfer to a bachelor program.

62
RFB 2022-02 

EXHIBIT G.63



63
RFB 2022-02 

EXHIBIT G.64



Near the bottom of the page I found contact information for an individual named Taylor Alton, but a little further down
there is contact information for a di�erent individual, with text saying to contact this person for more information about
the program. I was confused about which one of these people I should reach out to with my questions. I ultimately
decided to contact Taylor first, and then I would send an email to Je� Finch in a couple of days if I did not hear back
from her.
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The following is the content of the email I sent to Taylor:

I wanted to wait until getting a response from her to continue the process.
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Day 2

I did not receive a response to my email to Taylor Alton a couple days ago. I had almost forgotten until I checked my list
of things I needed to get done this week and realized that I still hadn’t spoken to anyone from Bridge Valley. I decided to
send the same email to Program Coordinator Je� Finch.  I was sent a message about five minutes later saying that the
email had not been delivered, even though I copied and pasted it directly from the Bridge Valley website.

This process was beginning to become a little frustrating, as I then called the phone number for both Je� Finch and
Taylor Alton and neither one was available. I left a voicemail for Je�, so I am now waiting for him to give me a call back.
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Day 3

I am beginning to feel very discouraged at this point, as I have heard nothing from either of the representatives I
reached out to. I wish I had the option to look elsewhere, but right now Bridge Valley is the only school that is
reasonable for me to attend with my job. I don’t want to do a fully online program if I can avoid it, so I will continue to
try to make this work. I found the number of admissions and pressed zero to speak to a representative. I was not able to
get the name of the person I spoke to but after I briefly explained my concerns and the steps I’d already taken, she did
transfer me to Stephanie Fizer - the Executive Secretary of some department I wasn’t able to make out. Once again, no
one answered. I left a voice message, but honestly I am not too optimistic about them getting back to me.

Day 4

I finally received a call back from Stephanie, but I was unavailable to take the call. By the time I was able to return it, it
was about 6pm. She also left me the contact information for Je� Finch, which I already had, but it was encouraging to
at least know I was going in the right direction. So I decided to wake up first thing the next morning and call Je� Finch
to see if I could speak with him

Day 5

I called Je� Finch several times at around 9AM. It may have been too early because the phone didn’t even ring before
the call failed. I then called Stephanie again just to see what would happen, and was greeted with a message saying
that she wouldn’t be at work for the next three days. Just my luck.

I received a call from Taylor Alton at around 2pm. She gave me a lot of very helpful information. She said that the
business administration program is a hybrid program. I found it to be considerate that she emphasized that the program
is no longer fully online so that I didn’t have the wrong expectations, but I assured her that attending classes wouldn’t
be an issue for me. I then mentioned that I wanted to know if the credits from the program would transfer, specifically
to a marketing or analytics program at a four year school. She asked me to name a university that I would like to attend,
and I told her Marshall. She then said that she was pretty sure that the credits would transfer, but she would confirm
that information with a supervisor and send me an email letting me know what she found out. She said that fall
registration opened on the 21st, and it would be in my best interest to apply as soon as possible. I assured her that I
would do so.

67
RFB 2022-02 

EXHIBIT G.68



Day 6

I received confirmation from Taylor yesterday that the credits would in fact transfer from the Business Administration
program to both the marketing and analytics programs at Marshall, and I was elated to receive this information. So I
went back to the programs tab and clicked “Apply Now” under Business Administration. The first thing I saw on the next
page was this message, which made me feel good about my chances to be accepted:

I clicked the “Applications” button, and on the next page located the di�erent options for completing an application. I
felt like this part of the page should have been highlighted more or something because it kind of blended in with the
rest of the page, but I did eventually find the link to start the application.
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I was prompted on the next page to create a login and pin, which turned out to actually be more of a password than a
pin number. I logged in and began to fill out the application, which was oddly the exact same format as the account
creation and login screen. This isn’t really an issue as the application seems to work fine, but maybe a better design
would have made it more inviting.

Day 7

I had some things come up and had to postpone the completion of my application, but was ready to get it done on
Monday. Entering my information was easy enough. But I did find it pretty confusing, and then funny, when I was trying
to select the country of my high school in order to find my high school code. This is what I saw:

On the “Additional Information” page, I didn’t really understand the definition of a transient student, but it sounded like
it applied to me so I selected “yes”. I hope that was correct. I also am not sure if I have EDGE credits or not, but I have
no idea what it is so I’m assuming I don’t. I felt that the next questions about EDGE transcripts should also be optional
considering it doesn’t apply to everyone, but I selected “no”.
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At this point I was done with the application, and was redirected to a screen with the following message:

All in all, applying was a quick and painless process. I am glad that I have finally completed it and I really feel like I have
finally taken my first true step towards building the future I want. All I can do now is wait to be contacted by someone
in admissions, although I wish they would have specified whether this would be by direct mail, email, or by phone. I
guess I will find out soon.

Day 8

I realized I had somehow never even tried to figure out how much this would cost me, I guess I got so excited about the
idea of finally going to school that it slipped my mind. I called Taylor Alton directly to ask her what the full cost of the
program would be. She informed me that each year was split into two semesters, and that books and other
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supplemental materials for class are not included in tuition. She also said that the full cost was dependent on a lot of
factors and she did not feel comfortable telling me a number, which I understood. She drafted an email to financial aid,
letting them know of my concerns and where I could be reached just in case they didn’t answer the phone. She said she
would CC me in the email but I never received anything. All things considered, Taylor was very helpful and I appreciate
it.

Day 9

I received an email about registration being open for the Summer/Fall 2022 semester, with a bunch of things I am
required to do in order to register. The email had a long list of things I needed to do including an assessment,
submitting test scores, and setting up an appointment with an advisor. I did not have time for any of this at the moment,
but this did remind me that I had still not spoken to anyone from financial aid.

I visited the financial aid page on the website in order to get the number to call. No one answered, but on the right side
of the page there were some tabs that caught my eye. The 2021-20221. I clicked the “Cost of Attendance”  tab on the
right side of the screen. This page had the approximate cost of attending Bridge Valley as a West Virginia resident,
broken down by expense. This was actually really helpful and encouraging because I realized some of the expenses were
things I probably wouldn’t need, or could have at a reduced cost, like living expenses and transportation. I went back
and clicked the “Types of Aid” tab and saw several di�erent types of Financial Aid in the following categories:

● Federal Aid
● Institutional Aid:
● West Virginia State Aid

The descriptions for the di�erent options for grants and scholarships in each category were very thorough, almost too
thorough. I will need to discuss it with someone to know what will be best for me and my goals.
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Later in the day, I received my acceptance letter from Bridge Valley! I did not expect this to happen so fast; it is super
exciting
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Secret Student 5: Persona:  Adult student returning to school
To begin with, I Googled the college by name.  Results Below:

I liked the fact that the first choice listed for the search is a link that I can click on to go right to the homepage of the
college.  There is also a tile on the right side of the page that has more information given.  I particularly like that I can
see what the address is, that I could get directions with one click, and that I can call with one click also if I so choose.

I clicked on the link for the home page, and when the homepage opened up, I was greeted with an immediate choice to
either Apply or request information.  See below:
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I appreciate being able to either apply or request information, based on how much I know either about the college or the
application process.  I found it to be a very “in your face” approach.  I did not expect that. However, because I am there
to learn more (in this sense it is easy-peasy, I do not have to dig for it) -  I will request more information because I do
not know anything about the college or the application process, and want to know more.

I clicked on the Request Info. button and the page that opened did not take me to a questionnaire or form, as I expected.
It took me to a “Contact” page instead.

It took me to a page giving me information.  However, the first sentence is very interesting, almost misleading.  I
honestly, genuinely do not know ANYTHING about this college.  I cannot possibly comment on it as it welcomes me to
do in the first sentence.  Also, I do not know a specific faculty or sta� member for me to go and check the online
directory as I am being redirected to do in the second sentence.  Which makes me wonder who this page and
information is really geared to?

I do appreciate being given the information of the key o�ces that I may need to contact as a potential student seeking
to know more about the application process though.

However, at this point I am debating whether I should call either the general information or the Admissions Department.
If I call general information, will they reroute me to Admissions?  If so, then why are they given as a choice for me to
contact, I find that a bit confusing.  I have been out of school for some time and do not know what is the right answer.  I
am also debating, not just which Department to call, but should I call at all or just fill out the information at the bottom
of the page?  Either choice will be time consuming.  I would have preferred to have a questionnaire or form to fill out
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and have my inquiry done with.  I appreciate the choices, but this was supposed to be a quick action I wanted to take to
get further information, but now I have to stop and think to see what I want to do, if anything at all.

So I looked around this contact page and noticed that there is a choice at the top which reads “programs”.  I know that
sometimes when you put your computer cursor over a word on a webpage that more information opens up that you can
choose from, without having to click on the actual initial word; but that did not happen.  I have to actually click on the
word.  Ok, I will do that real quick.  When I clicked on Programs, it obviously took me to a di�erent page, which is not
what I wanted to do just yet; have to navigate away from the contacts page, before requesting more information.  See
below:

So from this “Programs” page, I am not able to hit another button to go back to the “Contact” page; I need to hit the
back button on my browser, which I did.  I am back on the page, and now I have spent too much time in navigation
instead of just filling out a form to request information.  That is more straightforward, and preferable in my case.  I
opted, at this point to just fill out the information at the bottom, for someone to get back to me.  However, I cannot even
leave my phone number for someone to call me, it has to be my email?  I find that to be very impersonal.  I prefer to get
all my questions answered at once, 15 minute phone call, rather then have to invest the time in reading an email or
emails, and have to engage in a back and forth exchange.  Please see below:
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Once I hit submit, this is the screen I got:

It states:  “New submission added to Contact.”  I do not know what that means?

Honestly, this page was not altogether straightforward.  And I honestly do not appreciate having spent so much time on
this page.  It has information that may be useful to me once I know exactly what I want, but I am not there yet.  I just
wanted to be requested for my info for someone to get back to me and answer my initial questions.  All this information
also being o�ered is not necessary.  I also do not want to be redirected to take any extra step at this point to get
information.  Lastly, to label the area where I am able to input my information “additional comments?” is also
misleading.  I am not here to make comments, but to seek information. I am ok with giving you my name, number, and
leaving a brief blurb about what I am looking for, but I would want to be asked in a more specific and straightforward
manner.  A questionnaire or form, again for my taste, would have been better to encounter in this section, after having
hit the “Request Info” button on the home page.  (Submission of info:  March 11 @ 3:30PM).

It has been a few weeks since I filled out the request form.  I have not received an email response.  I am now going back
to the contact page to get the number for general information to find out more.  If I would have received an email
response, I would not have to take out time from my day to take this extra step to “reach out” again to the school.
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Also, I am going to navigate again to the “Programs” page to see what information I could find there regarding my
interest, which is Business Administration; pictured below:

I had to scroll down to the end of the page to find the major listed.  It is under Professional & Business.
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It would have been nice to have a link at the top of that page that when I clicked on it it would have navigated me to the
end of the page to this section; Instead of having to scroll all the way down, not knowing when I would come to the
information I was looking for.  However, I clicked on Business Administration and it took me to this is the next Page:

At the top of the page it says “Management”, with two pictures, two short paragraphs underneath, and then a list of
courses.  Business Administration and Business Management are used interchangeably so that is not a big deal.
However, what I am saying on this page is a little confusing.  I see a listing of courses and I do not know what that
means.  Are these the courses that I HAVE to take?  I will be working full time and have a family. I may not be able to
take four courses per semester, but I do not see any other choices in that regard.  That makes me nervous, does that
mean that I cannot go to college after all?
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At the end of list of courses there are two links which one can click on.  The first link is named the Curriculum Grid:

I clicked on it and it opened up to a one page list of courses, by category, for the AAS in Management - General.  Is that
the degree that I would be getting if I applied to Business Administration?  Or is that a di�erent degree? - I honestly do
not understand this document, and would have to ask about it when I speak with someone.

I clicked on the second link - Program Assessment Plan and Assessment Report and this is what opened up, a sixteen
page document:

I appreciate the data, but why is this document on this page for me to click on if I do not know much about college and
courses.  I want a positive outcome when I study in this school, if I end up attending here, but is that information that I
should be looking at right from this page?  I will intuitively click on this link to find out more information, although the
more that I want to find out right now is not necessarily the e�ectiveness of the classes, though that IS important.
What I want to know is how do I get started, and also, if you are listing the courses o�ered under this major, what do
these courses entail?  A link to the course descriptions would have been much more helpful to me so that I could get an
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idea of what the courses are all about instead of how e�ective they are.  No o�ense, I did not come on this page to read
up on data.  Tell me more about the courses themselves, not about statistics and assessments.  I honestly do not need
to know that at this point in time.

The next thing I see on the page is Contact information for someone named Taylor Alton, but also a heading titled
“Business Administration”.  Was not the previous information about “Business Administration?”  Now I am really
confused.  There is also an apply now button, but I do not know yet if I want to apply to this college.

As I keep scrolling down the page I notice a second contact listed, Je� Finch.  He is listed as the program coordinator.
As I keep going down the page I see a link for accreditation information, more about the program, and more courses
listed.  Just out of curiosity, I checked to see what the di�erence between this list of courses and the previous list of
courses is, and found that they are one in the same.  But why are the courses listed twice?

Also, the main picture on the top of the page is also included in this section, is there a reason why that picture is
included twice?  I understand it being in either of the sections, but why in both? And speaking of duplicates, the “More
About the Program” section is the same information as the second paragraph under the picture on the top.  Why is this
information given twice?  It really seems that rather than informing me on the program the information on the page is
just there to take up the space.  I went on this page to see what I could find out on my own about the program before I
called anyone, however, what I was met with was an overload of information that does not really answer my questions.
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There is an “Apply Now” Button on the page, but I do not know if I am ready to make that commitment yet because I do
not really know anything about the college or the program.  However, in an attempt to learn more I decided to call one
of the people listed as a Program Coordinator to get more information, Je� Finch.  I figured, since I am already here, let
me start with specific information on the program, instead of general information on the college.  Mr. Finch did not pick
up the phone, and so I left a message with my name and number, expressing my interest in the program.

Is there a Department number that I could call also?  If so, why is that number not listed here? Even though I would not
have liked to make yet another attempt at reaching out to the school for information, it would have been nice to have
the option to call the Department and get to speak to someone.  Even if it was the secretary of the Department, even if
he/she did not have information he/she could have given me assurance that someone would call me back.   Again, there
is information on this page, but nothing that could help me.

I called on a Friday afternoon, and it is Wednesday afternoon of the following week, and I have not heard back from Mr.
Finch. I have again navigated to the contacts page to see if I could get someone on the phone.  I am really interested in
learning more about this school and program, but do not want the time that I have already invested to go to waste.  I
will place a call to the General number to see what information they could give me.

I called the number under General Information, South Charleston Campus:  (304) 205-6600 and I pressed “0” to speak
to a college representative.  I got a very nice lady on the phone, who knew exactly who to transfer me to when I said
that I was interested in Business Administration.  She also knew exactly what was going on with the people who would
have been able to help, but were not available to do so. That was VERY impressive; that she knew exactly who was
available, and who wasn’t and why.  As it turns out Mr. Finch was out sick this whole time.  I was transferred to Lisa
Moye, Director of the Paralegal Department.

Ms. Moye was very pleasant, knowledgeable, and professional in her demeanor as we spoke over the phone.  She
treated me with kindness and exercised patience in dealing with all my questions.  She did not once try to rush me o�
the phone.  I have experienced that in the past, but she did not do that, she took her time to give me the answers I
needed.  She informed me about Business Administration; the length of time it would take to complete the program,
what my choices are regarding attending full time versus part time and even what some of my choices are regarding
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applying for financial aid.  She also told me that I will most likely have to take the “Accuplacer” test to see where I
would be placed for my first English and Math courses.

I asked her when classes start, and she told me the information for both the summer and the fall.  And encouraged me
to apply as soon as possible so that I can finish all the processes that I would need to go through well in time for me to
get admitted, registered, apply and receive my financial aid package, and buy my books, all before classes start.  She
also informed me of the possibility of my making an appointment to go and see a representative from any of the o�ces
that I would need help from or have questions for; mainly, Admissions and Financial aid.  She let me know that I could
fill out the application whenever I felt comfortable to apply though, she was not pushing me to do it.  She even said that
for my convenience I could either fill out the application online or go in to do a paper application; that I had the choice
to do that.  As I previously stated, she was very helpful.

She also let me know that I would not need to send in any proof of HS graduation yet, that the Admissions O�ce would
ask for the transcripts directly from my HS.  I thought that was very convenient, but I expected for the burden of proof
to be on me, the potential student, to show proof of what is being stated in the application.  I did not expect for the
college to go fish, sort of speak, regarding proof of my graduation status from HS.  I will confirm once I start filling out
the admissions application, I guess.  She also stated that there is NO application fee, which made me very glad because
I have heard that those could be very expensive.

Towards the end of our conversation I asked her about descriptions for the courses o�ered, and she directed me to
navigate to the Catalog and look through it for that information.  I did just that, the main page for the catalog is below:
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Once I scrolled down the page I saw that there are so many choices from which to choose for information, but since I
was already speaking to Lisa about Admissions, and saw that it was the third button from the top, I will click on that and
see what information I could get from there.  Maybe I will not have to call in to get information regarding the
transcripts, because I was very curious about that fact.  This is what the page looks like:

I clicked on “General Admissions Information”, which I have been wanting to learn more about also:

However, this section did not give me the information that I needed, wanted, or even expected to get.  I found myself
scrolling down the page to see if the information I was expecting to get would be given to me further down, though
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none of the information that followed right after was relevant to getting more information regarding the admissions
process or the criteria on how to get into the college.  It became about ‘Placement Guidelines”, but I just want to know
about Admissions right now:

After scrolling down a little further past all the guidelines, I finally get to the section with the information relevant to
me:

I read all the information and may have found a discrepancy.  The previous section stated that:  “Scores from
standardized tests such as the American College Test (ACT), Scholastic Aptitude Test (SAT), ACCUPLACER or
COMPASS are not required for admission.”  But in this last section it states that these things are required for
admissions.  Not only that, but the 2nd item listed is asking for my o�cial high school transcript.  Ms. Moye stated that
I did not need to provide that and that the college would take care of getting the transcript from my HS.  That is
confusing and conflicting information.  Furthermore, the section states that “(NOTE: Financial aid will not be processed
until all records are received.)”, which means that I do not just need the application, but also my o�cial HS transcript,
and SAT score or ACCUPLACER results.
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That is a lot more responsibility on me, and a lot more that I should expect to provide, than what Ms. Moye said, which
was just filling out the application only.  She did say that Admissions would contact me if they needed anything further
from me, but she did not stress the fact that I need to take further steps to begin with, along with filling out the
application.  However, this section does stress that fact.  It is fine that I need to do that, I sort of expected to have to
prove that I am a HS graduate, but that is not what I was told by the school representative that I spoke to, and that
misinformation could mean the di�erence between my applying to this school or not.
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APPENDIX B
Student Focus Groups
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Project Overview
Swim Digital Group (Swim) completed four student focus groups at BridgeValley Community and Technical College
(BridgeValley or BVCTC) on February 15 and 16, 2022. The goals of these focus groups were to learn more about the
student experience from those living it, to gather feedback on pain points and areas for improvement, and to discover
what the students valued most about belonging to BridgeValley.

Swim takes a unique approach to hosting focus groups. Our goal is to create a safe space in which participants can
speak and be heard, and we work to develop a rapport and gain the trust of participants to earn candid and earnest
insight. The facilitators host the group in a conversational manner, which sets the stage for response collection that
looks very di�erent from a typical classroom setting. In our experience, these focus groups are not the appropriate time
to educate students on processes or explain why an experience is happening because we are trying to hear how they
perceived the experience and felt about various events and interactions.

Participants
When soliciting students to participate, we looked for a wide range of student types to ensure that we received diverse
feedback.

Across all of the focus groups, we spoke with a total of 19 students, with a mix of both traditional age and adult-learner
students who were enrolled in a variety of programs.

Findings Overview
Below is a synopsis of the most common responses provided to us by the participants.

Selecting BridgeValley
Students reported coming to BridgeValley for a variety of reasons, but the most common reason for students
to select the institution was because students sought a career and “not just a job.” The time to completion was
also cited as a reason to select BridgeValley. This accelerated timeline gets the students working faster than
other institutions. Being able to enter the workforce in a career-role seemed to be important to the students
because they keenly feel the weight of not being a burden to their family. Another reason students selected
BridgeValley is because of its a�ordability, specifically as it compares to ITT Tech and Marshall.

In general, the students reported that BridgeValley was recommended to them by their guidance counselors in
both high school and middle school, by their friends and family, and by coaches of the sports teams.

Access to Bridge Valley
Across the focus groups, students reported issues with both the intranet and internet when on campus.
MyBridge was named as a concern while on-campus, impeding the progress of student work when attempting
to be connected on campus. This issue was not mentioned as an issue while o�-campus, though. The campus
wifi is reportedly consistently slow and causes challenges for students attempting to do work on campus.
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In the transition to online courses, students reported multiple technology issues. Courses had broken links that
impeded their progress through the curriculum. Presentations were not readily available within course shells.
Finally, adult students shared that utilizing Blackboard is a challenge for students who are returning to school
after a break and are not coming into college steeped in technology. The switch back to in-person courses was
felt not to have been well-communicated to the students.

Students reported that courses are not o�ered on both campuses, going as far as to say that the South
Charleston campus seems to be the preferred campus. This lack of course o�ering leads to long and arduous
commutes that a�ect their ability to work and to participate in campus activities. The area’s public
transportation reportedly does not have the stops near the school that it claims, and students shared the need
for a shuttle from BridgeValley to the transit stops. One student shared that they are spending an
unsustainable $100 or more per week in Ubers to get back and forth to the institution.

Nursing
The general feedback from nursing students was that the program felt designed to weed them out in the first
year. In deeply emotional conversations, our team heard from students who felt that they were unable to miss
class for the birth of their child or the death of a parent because they would be unable to successfully graduate
if they were absent. Students who needed to miss class were encouraged to drop out of the program. Students
who received a grade of a “C” on a quiz were encouraged to drop out.

This perception, that the program was supposed to break students down and have them leave nursing, was
shared across all nursing students, even to the point of students believing that these attitudes were designed
to prepare them for “getting yelled at by a doctor” in a hospital.

Sta�
Students, overall, feel that most faculty and sta� are truly invested in their learning and support, in contrast to
their perception that at other schools, sta� and faculty are paid just to sit in the room with students.
Specifically, the following faculty and sta� were named by participants as making a di�erence in the lives of
these students:

- Professor Andy (Electrical Engineering),
- Professor Katy (Nursing),
- Professor Inga (Phlebotomy),
- Ms. Jean (Phlebotomy),
- Elizabeth Jarrett, and
- Caitlin (Library).
- The program director for Phlebotomy was also named as being “very helpful” but was not named.

The participating students felt, for the most part, that the faculty saw themselves in the students and were
willing to work with them to ensure student success. However, students also shared a general feeling that
some faculty talent is not evenly distributed between campuses.

One student spoke very openly about the fact that there is a lot of support for folks in recovery, sharing that it
“helps beat the stigma.”
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Support Structures
New Student Orientation
The combination of NSO and STOR was problematic for students. They felt that the content for being
online-ready was long, tiresome, and did not excite them for their time at BridgeValley. The traditional-age
students shared that the Blackboard orientation was less useful for them because they had used learning
management systems in high school.

Students reported that they felt that they needed more integration into and onto campus. They stated that
“getting acclimated with others is essential” and that they did not get that from an orientation experience.

In-Class Experiences
Students seem to truly appreciate small class sizes, especially those students who had experienced other
institutions. They felt that the instruction time was more valuable with less students to compete for attention
and also expressed the value in the hands-on work that they are able to accomplish. While they said that the
equipment wasn’t the most up-to-date, they felt it was high quality and provided truly invaluable experiences
and training.

Student Engagement
Students reported that they felt there were not very many opportunities for students to network and socialize
with each other, specifically outside of their program. They expressed a desire for more cross-program
activities and events. Sitting in the Commons was cited as a good place to meet students from other academic
disciplines and to bond with those students.

Because many of the students work, it is di�cult to get involved on campus, even when they would like to
participate in activities and groups.

Next Steps
This focus group report has clearly identified gaps in the new student orientation process, the culture and
support provided in the nursing program, and also where the students are most satisfied. We will provide
recommendations to restructure the new student orientation process that will help to alleviate these issues.

A culture change is needed in the nursing program to prevent students from stopping out over a missed class
or a poor grade on a quiz.
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APPENDIX C
Student Survey Results
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APPENDIX C: STUDENT SURVEY RESULTS
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APPLICATION TO FIRST DAY ANALYSIS
On a scale of 1-5 (5 being very challenging), how would you rate the process from starting your application to your first
day of classes?
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Takeaways
● Only 8 students said that completing the enrollment process was very challenging (5.5%). 19 gave an answer

above 3, or moderately challenging (13.9%)
● Younger students that recently left high school were noticeably more likely to say that their experience with

the enrollment process was moderately challenging as compared with other populations (44% of recent HS
graduates and 37% of students age 18-24)

● About 13% of the 32+ age group said that the process was very challenging, no other group had more than one
participant say this.
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MEETING FREQUENCY ANALYSIS
How often has your advisor or career planning met with you, now that you are a student at BVCTC?
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MET WITH ADVISOR ANALYSIS
Did you meet with a Professional or Academic Advisor in person or online prior to registering for classes?
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NSO ANALYSIS

Did you complete the Online New Student Orientation and/or Orientation to Online Learning (known as
STOR)?
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ORIENTATION PREP ANALYSIS
How well do you feel the Online New Student Orientation/Orientation to Online Learning (known as STOR) helped you
prepare for your first day of classes?
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PAYING FOR COLLEGE ANALYSIS
During your time of applying, did anyone at BVCTC speak to you about ways to pay for college?
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SPOKE TO ADVISORY ANALYSIS
During your application process, did you speak with an advisor or a member of the recruiting team?
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UNDERSTANDING NEXT STEPS ANALYSIS
On a scale of 1-5 (1 being no understanding), how would you rate your understanding of next steps as you went through
the application process.
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WHAT BVCTC CAN DO BETTER ANALYSIS
In your opinion, what feedback/advice would you share that BVCTC could do better in supporting our students?
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WHAT BVCTC DOES WELL ANALYSIS
In your opinion, please share what BVCTC is doing well to prepare you for work and encouraging you to continue
towards your goals
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APPENDIX D
COMMUNICATION AND
MARKETING AUDIT

120
RFB 2022-02 

EXHIBIT G.121



Summary of Findings
Swim executed a marketing assets review of all of Bridge Valley Community and Technical College’s traditional, public
relations, and digital marketing e�orts to identify best practices and opportunities for improvement. This included the
Bridge Valley enrollment campaigns, recruitment collateral, student communications, campus branding, website and
other digital assets, internal communications, and community outreach.

This review and audit revealed the following themes:
● Emails are too dense, presenting too much information

○ Communications should be more concise, or separated into multiple emails
● Hotlinks should be created in communications, rather than including the entire URL; this would present a

cleaner, shorter, and easier to digest email
● Formatting across assets should be revised to increase clarity and readability

○ Branding should be consistent and intentional across communications and marketing collateral
● Content across assets should be revised to increase clarity and readability

Specific examples of these themes are presented below.

Review of Folders Admissions and Advising
In the audit of the materials from Admissions and Advising, I found that some of the materials were consistent with
brand, tone, and language, but others were not. Consistency in terms of branding, etc. needs to be looked at so that
when students receive an email from BVCTC, they know it’s from BVCTC just by glancing at it.

Individual Document Feedback
Adjustment to Award

● Should have a very clear subject line indicating what the email is about
● Very wordy
● I think it would be great to have a link to a video or a Loom showing the financial aid steps, if possible.

BV Admissions Postcard
● I would say “Start at Bridge Valley”
● Format looks good, attention-grabbing

Communication Plans
● Spring plan looks much clearer and more detailed, with information about who is supposed to do what, than

the fall plan
● Could perhaps have some sort of flow chart that can be recycled each term

Continued Probation Email
● Direct and to-the-point
● I am a little confused on what it means to be on financial aid probation if the student is still receiving funds,

but perhaps the student would already have an understanding of how this works
Exit Withdraw

● Who is receiving this email? Is it only students who are not enrolled at least half-time, or is it going to all
students? If it is going to all students, would it make more sense to only go to students who are a�ected by
this?
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● How is the student able to edit/complete the form in the body of the email?
● Instead of having the whole link, is it possible to just hyperlink words or phrases? These links take up a lot of

space and look messy.
FA Awarded Letter

● I think the first paragraph needs to be much more prominent/highlighted/in a di�erent color, because to me
that seems the most important

● After the first paragraph, I would maybe add a sentence that says something like, “Please review all
information below carefully to ensure you receive your financial aid correctly.”

● Should the second maybe be “Instructions for Viewing and Accepting Your Financial Aid O�er”?
● The first section makes sense with bullet points, but maybe the second two sections should be numbered,

since they are steps that go in order?
● Great that the deadline is easily visible in red and underlined.

Fall 2020 Provisional Acceptance Letter
● This looks good; I would suggest having the photos/screenshots and disclosure form as attachments (if they

aren’t already).
Fall 2021 Fully Admitted

● The main email looks good; I would suggest having a separate email with the instructions on how to register
for classes, and have a sentence in this email saying to look for that email.

● Same as previous, these images/screenshots should be attachments, if they aren’t already.
Fall 2021 Weekly Video

● I’m not sure what this is or who this is for
Federal Work Study Interest

● I think this email is fine, but I would maybe bullet point the requirements for everything that needs to be
submitted to apply

Former Student Letter
● My only suggestion is to clarify/emphasize that if they were already a student (is there a timeframe, if they

were out for more than 1 year?), they still need to apply again as though they are a new student [if this is in
fact the case]

Next Steps
● Everything looks good, easy-to-read layout and design. I would just have a specific link to register for

orientation, not a generic one to the website, because where do they register there?
Online Accuplacer

● Only suggestion is that audience is clarified–if this is to the student directly, use “you” throughout; if it is an
internal communication, use “the student” throughout

Spring 2022 Fully Admitted
● Same feedback as for Fal 2021 doc
● Is there a way to link directly to the exact page where they can make an appointment with an advisor, so they

don’t have to click through so many steps?
Spring 2022 Provisional Acceptance Letter

● Is there a way to let the individual student know exactly which components they are missing?
● If a student is provisionally accepted, can they still register? (Because the registration instructions are in

here). Could there be a separate email for registration?
Suspension Email

● The email seems clear, though I would add what exactly the student has done to trigger the suspension; could
it state which class and the grade they received that caused this, or whatever the case may be?
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● Are students also required to meet with their advisor to complete the Appeal form?
Tracking Letter

● I think the first paragraph could be cut down; I would remove all of this: “...of faculty, sta�, students, and
alumni. BridgeValley admissions sta� members are working hard to make your admission process and
registration for courses as seamless as possible.”

● Is there also an email address where they can submit these items, or does it have to be by mail?
Unmet Financial Aid

● The instructions seem clear
● I would bold or highlight the sentence that says the student is missing additional documents to make it very

clear that they need to submit this
Welcome Day

● Looks great, has all info necessary and easy to read

Advising Folder
Advisee Packet Spring 2022

● Checklist looks good, should be proofread
● I recommend having a cover page with a table of contents, perhaps calling it a Welcome Packet for New

Students
● Contents of packet are great

Applied Not Enrolled
● Proofread for errors
● Steps are clear

Caseload Email
● If this email is coming directly from the advisor, should the advisor introduce him/herself, or has this been

done in a separate email?
Email to Notify Students

● Clear and concise
New Student

● Steps are clear
Professional Advising

● Looks fine for internal communication
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APPENDIX E
RECOMMENDED REQUEST FOR
INFORMATION FORM
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APPENDIX F
PROPOSED ENROLLMENT FUNNEL
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APPENDIX G
PROPOSED ORGANIZATIONAL
STRUCTURE
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APPENDIX H
PROPOSED IMPLEMENTATION
TIMELINE
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