
State of Alabama Government Services

When mention of the state of Alabama comes up, most outsiders think of iron, steel, football, and sweet tea. The 

“Heart of Dixie” has roots that go back as far as 1702 and its geography is as diverse as the people who call this state 

home. Like the rest of the world, 2020 was a year full of challenges and strife. During the COVID-19 pandemic, K-12 

students in Alabama were instructed to stay home to begin their remote learning, but many were without any type of 

broadband service. To provide now-at-home students with access to their schoolwork, the State of Alabama offered 

no-cost broadband internet service—through announcement via a physical paper flyer—but had no way of knowing if 

that critical document made its way to parents. 

The State of Alabama understood the long-term 

ramifications of students not having access to 

schooling and the state was unwilling to let their 

stated education goals slip. Knowing that the lack of 

widespread broadband access was the single biggest 

obstacle, the state government set a goal to verbally 

reach their constituents to inform them of their 

groundbreaking offer to provide free broadband so 

students could continue to attend school remotely.

Through a collaborative effort with CTC Technology & 

Energy (www.ctcnet.us), Bitwise Industries implemented, 

staffed, trained, and provided Contact Center-as-a-Service 

(CCaaS) support that provided outbound calls to inform 

parents of the broadband offer and then pivoted the existing 

supplemental staff to take inbound calls from parents with 

inquiries about setting up the technology at home. 

Through this program, 200,000 Alabama students were 

successfully connected to broadband service so they 

could continue their schooling from home during the 

pandemic. From its inception, the trained multilingual 

CCaaS support run by Bitwise Industries took more than 

107,000 inbound/outbound calls and modified staff 

levels (from 5-34 agents) in real time based on varying 

call volume demand. 
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