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June 23, 2014 

 

Deirdre Johnson, Issuing Officer 

Georgia Technology Authority 

47 Trinity Ave, 3rd Floor 

Atlanta, GA 30334 

 

Re: Platform28 HCC RFP Response, Technical Proposal Executive Summary 

 

 

Dear Ms. Johnson,  

 

On behalf of Platform28, I want to thank you for the opportunity to respond to this RFP.  For nearly eight years, 

Platform28 has provided communications solutions, many of which are identical to those requested in the current 

RFP, to nearly 70,000 state employees and nearly all Georgia state agencies. During that time, Platform28 has 

distinguished itself with the technical service capabilities of our solutions and exceptional customer service. We hear 

consistent feedback from Georgia agencies that we are the strongest communications solutions provider with which 

they work; fortunately this sentiment is echoed across our entire customer base.  We enjoy an enormous amount of 

pride and satisfaction from this reputation and respect the serious responsibility that this places on our staff.  We look 

to address and solve issues immediately, sometimes in the middle of the night or over the weekend, thereby ensuring 

that our Georgia constituents receive the services they require. We are confident in our understanding of GTA and 

Georgia state agency culture, fit and requirements. The subsequent technical overview and technical package is 

intended to demonstrate Platform28 s technical capabilities, professional services methodology and pricing flexibility. 

 

Platform28 has significant, relevant and proven experience in providing HCC communications solutions, supporting 

over 150,000 active daily users on our systems and more than half a billion interactions monthly. Our platform is 

architected directly for the web to be delivered as cloud contact center solution. This is a very different type of 

delivery than GTA and Georgia state agencies have experienced with other vendors. We support large-scale 

implementations very rapidly, leveraging a horizontally scalable infrastructure and a new intuitive interface, both of 

which significantly improve the implementation process. The entire platform, both for our internal use and to connect 

to our customers, uses a 100% open REST API and web services, enabling rapid integrations and allowing our 

customers to quickly implement new tools that improve constituent care. We re confident that all of the solutions 

outlined in this technical proposal meet or, generally, exceed the requirements of this RFP. Further details of our 

technical services capabilities are outlined in Attachments 2-B, 2-C, and 2-E 

 

Platform28 follows a disciplined and normalized project management and implementation methodology that ensures 

that our customer s transition from their legacy platform to Platform28 is successful. Generally, our approach is as 

follows: 
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• Introduce a proven methodology for the engagement to ensure stakeholder confidence 

• Establish processes that deliver consistent and trustworthy interactions to users 

• Help develop a skilled team through hands-on training with contact center tools, business intelligence 

applications and best practices 

• Provide expertise to help evaluate process alternatives and confirm assumptions 

• Manage to clearly defined success criteria while building a roadmap to the Constituent Contact Center 

• Provide ongoing assistance, audits and recommendations to improve the performance and efficiency, while 

reducing costs and variability 

 

Specific details of this approach are outlined in this package in Attachments 2-C and 2-E.  

 

We are confident that the pricing and financial terms attached in the Cost Proposal provide GTA and Georgia state 

agencies significant incentive to move to Platform28 HCC and achieve cost savings. We have outlined pricing options 

that include line-itemed as well as bundled services to enable agencies to select the model that best delivers cost 

savings and flexibility. As demonstrated in our response in Attachment 2-E, we ve also outlined cost centers and 

efficiencies Platform28 will drive outside of direct software, services and telco cost reductions.  

 

GTA has made clear in this selection process that there s an impending deadline, hence the need for a quick 

decision. Concerns have been raised about whether selected vendors can rapidly and effectively migrate agencies off 

of their legacy systems and onto the selected vendor. We want to make clear that we can absolutely meet this 

timeline. In our response in section 2-E, we have already created a production HCC site that meets all of the 

requirements for that Agency laid out in the RFQ. All that s necessary to put that Agency into production is a toll-free 

number and a file with agent names; it s ready to go. We have experience building a similar production contact center 

for 250 agents in less than a week. We re confident that our implementation methodology and rapid deployment 

capacity can replicate this process throughout GTA. 

 

We trust that you will find all the information you have requested in this Technical Proposal. We understand that 

requirements may, and often do, change as organizations evaluate responses. We are committed to this project and 

supporting the business needs of GTA and the agencies of the State of Georgia. We are happy to modify our 

response, as needed based on changing business and technical requirements. 

 

 

Yours Sincerely, 

 

Mark Ruggles 

CEO, Platform28 
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2.0 Core Contact Center Services 

2.1 Hosted Services 

)+"(6"$7&*"(8$#7&9"$:;(;#-01&#,('99$";;";(1+"($"<0&$"=",1;(&,(1+&;(;"*1&#,(>&1+(1+"(3#--#>&,%?(
(
2.1.1 Solution is available as “Software as a Service” (SaaS) 
(
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2.1.2 Have the ability to scale up/down full contact center services as needed by request. 
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2.1.3 Support multiple contact center partitions and agents with flexibility to interact with other 

contact centers if possible. 
(

9-'13#$:;<(:""16(1+&6($"L0&$":",1D(9-'13#$:;<(6077#$16(:0-1&7-"(*#,1'*1(*",1"$(
7'$1&1&#,6(',>('%",16(C&1+(3-"U&?&-&1.(1#(&,1"$'*1(C&1+(#1+"$(*#,1'*1(*",1"$6(&3(7#66&?-"(
(
5"6*$&71&#,8(9-'13#$:;<(06"6('(S#-"6@V'6">(/**"66(O#,1$#-(MSV/OJ(6.61":(1+'1('--#C6(
7'$1&1&#,(#3(:0-1&7-"(*#,1'*1(*",1"$6(',>('%",16(1#(",60$"(1+'1('%",16B(607"$=&6#$6B(
:','%"$6(',>(#1+"$6(+'="('**"66(#,-.(1#(1+"('77$#7$&'1"($"6#0$*"6D(O#,1'*1(*",1"$6(*',(
"'6&-.(?"(6"1(07(1#(6+'$"($"6#0$*"6(',>('%",16(*',(?"('66&%,">(1#(C#$A('*$#66(:0-1&7-"(
*#,1'*1(*",1"$6D((



!"#$%&'()"*+,#-#%.(/01+#$&1.( ( (
( (

RFP No. 98000-HCC-
0000001097(

Hosted Contact Center( 2(#3(45(
(

 (

(
6-'13#$782(9:/;(<0==#$1<(1+"(*#,*"=1(#3(',(#$%',&>'1&#,?()+"(<.<1"7(*',(<0==#$1('(
7'@&707(#3(A?B(7&--&#,(1#=C-"D"-(#$%',&>'1&#,<?(E!)/(F#0-G(H"('(1#=C-"D"-(#$%',&>'1&#,?I(
J,G"$("'*+(1#=C-"D"-(#$%',&>'1&#,(1+"$"(*',(H"(0=(1#(KBLMMM(<0HC#$%',&>'1&#,<?(EN,(1+"(
*0$$",1(=$#O"*1('%",*&"<(F#0-G(H"(<0HC#$%',&>'1&#,<?I(P'*+(<0HC#$%',&>'1&#,(*',(+'D"(
KBLMMM(<0HC#$%',&>'1&#,<(#3(1+"&$(#F,L(0=(1#(2(-"D"-<(G""=?(Q"*0$&1.(',G('**"<<(*#,1$#-<(
$"<1$&*1('(0<"$(1#(1+"&$(#F,(#$%',&>'1&#,(',GL(&3($&%+1<('$"('<<&%,"G(1#(1+"&$($#-"L(1+"(
'H&-&1.(1#(<""(',.(#$%',&>'1&#,(H"-#F(1+"&$(#$%',&>'1&#,?(/%",1<(-#%%&,%(&,(3$#7(1+"&$(
/%",1(R"<S1#=('$"(%&D",(1+"(<'7"(<"*0$&1.(1$"'17",1<?()+&<(=$#*"<<('--#F<(3#$(7#$"(
"33"*1&D"($"=#$1&,%L(7','%"7",1(',G(*#,1$#-(1+$#0%+#01('(<"$D&*"(H0$"'0(",D&$#,7",1?((
(
6-'13#$782(9:/;(F&--(0,&T0"-.(H","3&1(!)/(',G(!"#$%&'(<1'1"('%",*&"<(H"*'0<"(#0$(
70-1&C1",',*.('--#F<(0<"$<(1#(#,-.(+'D"('**"<<(1#(1+"(T0"0"<L(-#*'1&#,<L($"=#$1&,%(1##-<(
',G(#1+"$(3"'10$"<(1+'1(1+".UD"(H"",(%&D",('**"<<(1#L(",<0$&,%(%$"'1"$(<"*0$&1.(',G(
3-"@&H&-&1.?((
(
N,(1+"(*'<"(#3(',("7"$%",*.(#$(0,3#$"<"",("D",1(1+'1($"T0&$"<('%",*&"<(1#(*#,<#-&G'1"(
$"<#0$*"<(E-&S"('(,'10$'-(G&<'<1"$L(&,(F+&*+('--('%",*&"<(,""G(1#(=$#D&G"("7"$%",*.(
*#,<1&10",1(<"$D&*"<I(1+"(6-'13#$782(9:/;(F&--('--#F(0<"$<(1#(O#&,(*#,<#-&G'1"G(1"'7<L(
'*$#<<('%",*&"<L(1#(=$#D&G"(,""G"G(*#,1'*1(*",1"$(<"$D&*"<?(

 
2.1.4 Provide redundancy for Hosted Contact Center Services 
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&7=#$1',1(3#$(*-&",1<(F+#(Z'-F'.<Z(,""G(1+"(<"$D&*"(1#(H"(0=L("D",(&,(1+"(*'<"(#3(
G&<'<1"$<L($'1+"$(1+',(F'&1&,%(+#0$<(#$(G'.<(1#(H"(7#D"G(1#(H'*S0=(<&1"<?(
(
6-'13#$782(0<"<('(+#$&>#,1'--.(<*'-'H-"('$*+&1"*10$"(<=$"'G('*$#<<('--(*#7=#,",1<(#3(1+"(
<.<1"7L(F&1+(70-1&=-"(%"#%$'=+&*'--.(G&D"$<"(G'1'(*",1"$<(1#(",<0$"(1+'1(<"$D&*"<(
'$"('-F'.<('D'&-'H-"?((\&1+&,("'*+(G'1'(*",1"$(1+"$"('$"(70-1&=-"(-'."$<(#3($"G0,G',*.(
1#(=$"D",1(-#<<(#3(<"$D&*"(G0"(1#(<"$D"$(#$(<#31F'$"(3'&-0$"<?(()+"(+#$&>#,1'--.(<*'-'H-"(
'$*+&1"*10$"(7"',<(1+'1(<"$D&*"(,#G"<(*',(H"('GG"G(#$($"7#D"G(F+&-"(1+"(<.<1"7(&<(<1&--(
$0,,&,%L(",<0$&,%(1+'1(6-'13#$782(*',(<*'-"(0=L('<(,""G"GL(1#("'<&-.(7""1(&,*$"'<"G(
*-&",1(G"7',G<?(
(



!"#$%&'()"*+,#-#%.(/01+#$&1.( ( (

( (

RFP No. 98000-HCC-
0000001097(

Hosted Contact Center( 2(#3(45(

(
 (

6-'13#$789(7'&,1'&,:(70-1&;-"($"<0,<',1(6=)>?(@#A6(',<(<'1'(,"1B#$C(*#,,"*1&#,:(1#(

;$#D&<"($"<0,<',*.('1(1+"(D#&*"?(<'1'(',<(A,1"$,"1(*#,,"*1&D&1.(-'."$:E((F-&",1(

*#,,"*1&D&1.(*',('-:#(G"(*#,3&%0$"<(B&1+($"<0,<',1(-'."$:(1#(",:0$"(1+'1(<"<&*'1"<(

*#,,"*1&#,:?(:0*+(':(;#&,1H1#H;#&,1(*&$*0&1:?(#$(I6J=(*&$*0&1:?('$"($":&-&",1(':(B"--E(

(

6-'13#$789(&:('$*+&1"*1"<(&,('(7',,"$(1+'1?(:+#0-<(',("D",1(#**0$(1+'1(<&:'G-":(',(",1&$"(

<'1'(*",1"$?(1+"(/%",1(Desktops and Business soft-phones connected to servers at the 
failed data center will re-register to servers('1(#1+"$(<'1'(*",1"$:?(',<(:"$D&*":(B&--(G"(
&77"<&'1"-.('D'&-'G-"('%'&,E((A,*#7&,%(6=)>K@#A6(*#,,"*1&#,:($0,(&,('(<&:1$&G01"<(

7#<"('*$#::(70-1&;-"(<'1'(*",1"$:(1#(",:0$"(1+'1(3'&-0$"(#3('(<'1'(*",1"$(B&--(,#1(

;$"D",1(&,*#7&,%(*'--:(3$#7(G"&,%(;$#*"::"<E(

(

6-'13#$789($"%0-'$-.(;$#D&<":(,"1B#$C(<":&%,(',<(1":1&,%($":#0$*":(1#(",:0$"(1+'1(

*0:1#7"$(;$"7&:":('$"(#;1&7&L"<(3#$($"<0,<',*.E(

(

/:(,#1"<('G#D"?(1+&:('$*+&1"*10$"(&:(:&%,&3&*',1-.(<&33"$",1(1+',(#1+"$(+#:1"<(*#,1'*1(

*",1"$(;$#D&<"$:(',<(+':(<&:1&,%0&:+"<(6-'13#$789E()+"('$*+&1"*10$"(G"+&,<(6-'13#$789(

",:0$":($":&-&",*.(1+$#0%+#01(#0$(",1&$"(,"1B#$CE(

(

6$#D&<"<(G"-#B(&:('(<&'%$'7(#3(6-'13#$789($":&-&",*.(B&1+&,(#,"(#3(&1:(<'1'(*",1"$:M(

(

(
(
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(

7$#8&9"9(:"-#;(&<('(9&'%$'=(#4(7-'14#$=>?($"<&-&",*.(:"1;"",(9'1'(*",1"$<@(

(

(
(

2.1.5 Support TDM and VoIP communications to agents. 
(

( 7-'14#$=>?(<0AA#$1<()BC(',9(D#E7(*#==0,&*'1&#,<(1#('%",1<(

(

(

2.1.5.1 TDM, ability to route calls to PSTN for call termination on Agency provided systems 
(

7-'14#$=>?(=""1<(1+&<($"F0&$"=",1G(7-'14#$=>?(A$#8&9"<(1+"(':&-&1.(1#($#01"(*'--<(1#(

7H)I(4#$(*'--(1"$=&,'1&#,(#,(/%",*.(A$#8&9"9(<.<1"=<(

B"<*$&A1&#,@(7-'14#$=>?(<0AA#$1<(*'--(1"$=&,'1&#,(#,(J",1$"KL(7MNO<(#$(#1+"$(

"F0&A=",1(1+'1(&<($"'*+"9(8&'(1+"(7H)IG(7-'14#$=>?(*',(A$#8&9"(40--('%",1(*#,1$#-(4#$(

+#-9L(1$',<4"$L(*#,4"$",*"L(*#,<0-1L(',9(#1+"$(",+',*"9(4"'10$"<(8&'(B)CP(1#,"<G(

P#$(,"'$-.(26(."'$<(;"(+'8"(A$#8&9"9(*#,1'*1(*",1"$(40,*1&#,'-&1.(1+'1($#01"<(*'--<(1#(

#0$(*0<1#="$O<("K&<1&,%(*#,1'*1(*",1"$(#$(7MN(<#-01&#,<L("&1+"$(8&'()BC(#$(D#E7G(Q0$(

-'$%"<1(*0<1#="$(9"A-#.=",1(;&1+(1+&<(40,*1&#,'-&1.(<0AA#$1<(,"'$-.(R3L333('%",1<G(
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6#$(,"'$-.(7(."'$8(9"(+':"(;$#:&<"<(:#&*"(8"$:&*"8(1#(!)/(',<(!"#$%&'(81'1"('%",*&"8(
9&1+(1"$=&,'1&#,(#,(/%",*.(;$#:&<"<(>",1$"?(',<(,"'$-.(5@(<&33"$",1(1.;"8(#3(ABCD8E(

(
2.1.5.2 VoIP, provide choice of hard or soft phones 
(

A-'13#$=F7(=""18(1+&8($"G0&$"=",1E(A-'13#$=F7(;$#:&<"8('(*+#&*"(#3(+'$<(#$(8#31(
;+#,"8E(((

H"8*$&;1&#,I(/%",18(+':"(8":"$'-(9'.8(1#(=','%"(J#KA(*#,,"*1&:&1.(1#('%",18E((

• /%",18(*',(-":"$'%"(A-'13#$=F7D8(/%",1(H"8L1#;(9&1+(&,1"%$'1"<(8#31(;+#,"E(/,(
&='%"(#3(A-'13#$=F7D8(/%",1(H"8L1#;(&8(M"-#9E((

• /%",18(*',('-8#(-":"$'%"(A-'13#$=F7D8(ABC(8#31(;+#,"E()+"(ABC(8#31(;+#,"(+'8(
30,*1&#,'-&1.(8&=&-'$(1#('(<"8L1#;(;+#,"N(9&1+(3#0$(-&,"8N(*'--(+#-<N(*'--(1$',83"$N(
:#&*"='&-N("1*E((OK,('<<&1&#,N(1+"(ABC(8#31(;+#,"(*',(M"(08"<('8('(81',<'-#,"(
;$#<0*1(3#$(M08&,"88(08"$8(1#($";-'*"(',("?&81&,%(ABCEP(

B#1+(1+"(A-'13#$=F7(/%",1(H"8L1#;(',<(ABC(8#31(;+#,"('$"(*",1$'--.('<=&,&81"$"<(',<(
&,*-0<"(-#*'-(-#%%&,%(#3(Q&11"$N(-'1",*.N(;'*L"1(-#88N(',<(#:"$'--(:#&*"(;"$3#$=',*"N(
;$#:&<&,%(8&%,&3&*',1-.(M"11"$(=','%"=",1(',<(1$#0M-"8+##1&,%(1+',(R$<(;'$1.(+'$<(#$(
8#31(;+#,"8E((

K,('<<&1&#,N(A-'13#$=F7('%",18(*',(08"('($',%"(#3(1+&$<(;'$1.(+'$<(',<(8#31(;+#,"8N('8(
$"G0"81"<E(S;"*&3&*(+'$<(',<(8#31(;+#,"8(*',(M"('<<"<(1#(1+"(-&81(#3(80;;#$1"<(<":&*"8N(
M'8"<(#,(*081#="$($"G0"81N(#,*"(1+"($"G0"81"<(<":&*"(+'8(M"",(1"81"<(',<(<""="<(
*#=;'1&M-"E(

(

2.1.5.3 Soft phone should have minimal impact on existing desktop real estate environment. 
(

A-'13#$=F7(=""18(1+&8($"G0&$"=",1E(A-'13#$=F7D8(8#31;+#,"(+'8(=&,&='-(&=;'*1(#,(
"?&81&,%(<"8L1#;($"'-("81'1"(",:&$#,=",1E(

H"8*$&;1&#,I(A-'13#$=F7D8(/%",1(H"8L1#;(';;-&*'1&#,(08"8('(8='--N(4@(;&?"-(M',,"$('1(
1+"(1#;(#3(1+"(8*$"",(1#(;$#:&<"(*#=;-"1"(1"-";+#,.(*#,1$#-N('%",1(81'1"(&,1"$'*1&#,N(
*'--(<&8;#8&1&#,N('8(9"--('8('<<&1&#,'-(<'1'(<&8;-'.E(

)+"(/%",1(H"8L1#;(';;-&*'1&#,(*',(M"(*#,3&%0$"<(1#(8-&<"('9'.(9+",(,#1(,""<"<N(
$"<0*&,%(1+"(&=;'*1(#,(1+"(08'M-"($"'-("81'1"(#,(1+"('%",1D8(8*$"",E(

)+"(/%",1(H"8L1#;(*',('-8#(#;"$'1"(;"$=',",1-.('8('(=&,&=&T"<(';;-&*'1&#,N(9&1+(
1"-";+#,.(*#,1$#-8("=M"<<"<(9&1+&,('(*081#="$D8("?&81&,%(';;-&*'1&#,E()+"(/%",1(
H"8L1#;(+'8('(M0&-1U&,(VWS)(9"M(8"$:&*"(1+'1(*',(*#==0,&*'1"(-#*'--.(9&1+(';;-&*'1&#,8(
#$(8&1"8E(
(
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7$#8&9"9(:"-#;(&<(',(&='%"(#4(1+"(/%",1(>"<?1#@A(
(

(
(

2.1.5.4  Can leverage any standard 10 digit number. 
(

7-'14#$=3B(=""1<(1+&<($"C0&$"=",1D(7-'14#$=3B(*',(-"8"$'%"(',.(2EF9&%&1(,0=:"$(

>"<*$&@1&#,A()+&<($"C0&$"=",1(*',(:"(&,1"$@$"1"9(&,(1;#(;'.<G(:#1+(#4(;+&*+(;"(
<0@@#$1D(7-'14#$=3B('--#;<('%",1<(1#(0<"(',('<<&%,"9(2E(9&%&1(,0=:"$(4#$(9&$"*1(&,;'$9(
9&'-&,%(1#(<@"*&4&*('%",1<G(;+&-"('--#;&,%('%",1<(1#(:"(*#=@-"1"-.(0,&4&"9(&,(C0"0"<(4#$(
*'--($#--#8"$(#$(9&<1$&:01&#,D(/<(;"--G(7-'14#$=3B(<0@@#$1<('%",1<(#,(8&$10'--.(',.(9"8&*"(
H*"--(@+#,"G(-',9-&,"G(7IJG(#1+"$(*'--(*",1"$(@-'14#$=K(1#(0<"(1+"&$(2EF9&%&1(,0=:"$(',9(
>)LM(1#,"(*'@':&-&1.(4#$(+#-9G(1$',<4"$G(*#,4"$",*"(',9(#1+"$(",+',*"9(4"'10$"<D(

2.1.6 Provide a hosted contact center solution that is physically located within data centers 
within the United States. 

(
7-'14#$=3B(=""1<(1+&<($"C0&$"=",1D(
(
>"<*$&@1&#,A(7-'14#$=3B(<0@@#$1<(1+$""(9"@-#.=",1(=#9"-<G('--(#4(;+&*+G('1(1+"(
*0<1#="$N<($"C0"<1G(*',(:"(+#<1"9("O*-0<&8"-.(4$#=(9'1'(*",1"$<(;&1+&,(1+"(*#,1&,",1'-(
P,&1"9(Q1'1"<D()+#<"(9"@-#.=",1(#@1&#,<(&,*-09"A(H2K(R#<1&,%(#,(7-'14#$=3BS<(70:-&*(
T-#09(;&1+&,(%"#%$'@+&*'--.(9&<1$&:01"9(9'1'(*",1"$<(&,(1+"(*#,1&,",1'-(P,&1"9(
Q1'1"<D((H3K(R#<1&,%(#,('(7-'14#$=3B(7$&8'1"(T-#09(0<&,%(9"9&*'1"9(+'$9;'$"(;&1+&,(
%"#%$'@+&*'-(9&<1$&:01"9(9'1'(*",1"$<(&,(1+"(*#,1&,",1'-(P,&1"9(Q1'1"<D((HUK(R#<1&,%(#,('(
7-'14#$=3B(7$&8'1"(T-#09(;&1+&,(*0<1#="$N<(#;,(9'1'(*",1"$<D(
(
M#$(,"'$-.(B(."'$<(7-'14#$=3B(+'<(:"",($"-&':-.(@$#8&9&,%(<#-01&#,<(1#(!)/(',9(!"#$%&'(
<1'1"('%",*&"<(4$#=(1+"(<'="(9#="<1&*(9'1'(*",1"$<(1+'1(;&--(+#<1(1+"(*#,1'*1(*",1"$(
<#-01&#,<(0,9"$(*#,<&9"$'1&#,(&,(1+&<(VM7D((

(
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2.1.7 Hosted Contact Center supported by staff that is physically located within the United 
States. 

(
7-'14#$89:(8""1;(1+&;($"<0&$"8",1=(
(
>";*$&?1&#,@(7-'14#$89:A;(;0??#$1(;1'44(&;(-#*'1"B(&,(1+"(C,&1"B(D1'1";=((7-'14#$89:A;(
;1'44(&;(?$&8'$&-.(-#*'1"B(E&1+&,(1+"(D1'1"(#4(!"#$%&'=((
(

2.1.8 Provide and support HCC seats in physically located Agency locations and remote 
teleworker locations. 
(
7-'14#$89:(8""1;(1+&;($"<0&$"8",1=(
(
>";*$&?1&#,@(7-'14#$89:(;0??#$1;('%",1;(-#*'1"B(E&1+&,(F$&*G(',B(8#$1'$(#44&*";(';(E"--(
';(1"-"E#$G"$;(-#*'1"B(#44(?$"8&;"('1('(4'*&-&1.H+#8"H"1*I(1"-"E#$G"$;(*#,,"*1"B(J&'(
*"--0-'$(#$(#1+"$(E&$"-";;(B'1'(;"$J&*"I(',B(8#F&-"(E#$G"$;(E&1+(K0;1('(8#F&-"(
1"-"?+#,"=(((
(
L,"(#4(1+"(;1$",%1+;(#4(1+"(7-'14#$89:(/%",1(>";G1#?(',B(M,1"--&%",1(N#01&,%(O,%&,"I(&;(
1+'1(1+".(;0??#$1('%",1;(0;&,%(1+"(7-'14#$89:(&,1"%$'1"B(DM7(;#41?+#,"I(3$B(?'$1.(P#M7(
B";G1#?(?+#,"I()>Q(B";G1#?(?+#,"(#$(*"--(?+#,"=(M,(1+&;(E'.(7-'14#$89:(*',(4-"R&F-.(
'B'?1(1#(F$&*G(',B(8#$1'$(',B($"8#1"H+#8"SF';"B(E#$G(",J&$#,8",1;I(&,*-0B&,%(1+#;"(
E+"$"(;044&*&",1(F',BE&B1+(8'.(F"(B&44&*0-1(1#(#F1'&,=(
(
T#$('%",1;(E&1+&,('(F$&*G(',B(8#$1'$(4'*&-&1.(#$($"8#1"H+#8"SF';"BI(F#1+(J#&*"(',B(
B'1'(*',(F"(",*$.?1"B(4#$(%$"'1(;"*0$&1.=(U#1"@(P&$10'--.('--(*#8?"1&1#$(;#-01&#,;(B#(,#1(
",*$.?1(B'1'(1#(1+"('%",1(B";G1#?I(*$"'1&,%(;"*0$&1.(J0-,"$'F&-&1&";I(?'$1&*0-'$-.('8#,%(
$"8#1"H+#8"SF';"B(E#$G"$;=(
(
/,('BB&1&#,'-(;1$",%1+(#4(1+"(7-'14#$89:(VWWI(&;(1+"(/%",1(>";G1#?(E&1+(&,1"%$'1"B(;#41(
?+#,"=(Q#;1(*#8?"1&1#$;($"-.(#,(3$BS?'$1.(;#41(?+#,";=(X.(?011&,%('(3$B(?'$1.(?$#B0*1(#,(
1+"('%",1A;(*#8?01"$I(1+".(B&44&*0-1(1#('B8&,&;1"$(Y8'G"(*#,4&%0$'1&#,(*+',%";(1#ZI(
B&44&*0-1(1#(*##$B&,'1"(10,,"-&,%(1+$#0%+(4&$"E'--;I(',B(J"$.(B&44&*0-1(1#(1$#0F-";+##1(&4(
1+"$"A;('(;0??#$1(&;;0"(-&G"(?##$(J#&*"(<0'-&1.=(7-'14#$89:(B"J"-#?"B(&1;(#E,(;#41(?+#,"(
E+&*+(&;(;"'8-";;-.(&,1"%$'1"B(&,1#(1+"(/%",1(>";G1#?=()+"(?+#,"(*',(F"(*",1$'--.(
'B8&,&;1"$"B(4#$(1+"(7-'14#$89:('B8&,&;1$'1&J"(&,1"$4'*"I(8'G&,%(8','%"8",1(80*+(
"';&"$;=(/;(E"--I(E"(+'J"(&,*-0B"B(0,&<0"(<0'-&1.(8#,&1#$&,%(',B(-#%%&,%(1##-;(E&1+&,(
1+"(;#41(?+#,"(&1;"-4=(M4('(J#&*"(<0'-&1.(&;;0"('$&;";(-#%;(4$#8(1+"(?+#,"(&1;"-4(*',(F"(
*'?10$"B(',B(','-.["B(4#$(1+&,%;(-&G"(K&11"$I(-'1",*.I(',B(?'*G"1(-#;;I(",'F-&,%(4';1"$(
&;;0"($";#-01&#,=((
(
/(B&'%$'8(#4(*#,,"*1&J&1.(#?1&#,;(&;(?$#J&B"B(F"-#E@((
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(
(
7044&*&",1(8',9:&91+(&;($"<0&$"9(1#(",;0$"(0;'8-"(=#&*"(<0'-&1.>(((?'*+(1"-":#$@&,%('%",1(
:&--(0;"('AA$#B&C'1"-.(D6E8A;(4#$(F-'14#$CGH(I=#&*"(',9(9'1'JK(&,('99&1&#,(1#(',.(
$"<0&$"C",1;(#4(1+"(9";@1#A(#$(:"8('AA-&*'1&#,;(1+".('$"(0;&,%(4#$(;"$=&*&,%(1+"(
*'-->((F-'14#$CGHL;(/%",1(M";@1#A(+';(8"",(0;"9(#,(D!N3!(*#,,"*1&#,;K(:+",(1+"(
*#,,"*1&#,(;0AA#$1"9(#,-.('(;&,%-"(0;"$>(
(

2.1.9 Administrative functionalities available to the agencies should incur no fees if performed 
by the Agencies. 

(
F-'14#$CGH(C""1;(1+&;($"<0&$"C",1>(
(
M";*$&A1&#,O(F-'14#$CGH(9#";(,#1(*+'$%"('99&1&#,'--.(4#$(0;"(#4(&1;('9C&,&;1$'1&="(
&,1"$4'*"(#$('9C&,&;1$'1&="(40,*1&#,;>(!)/(',9(!"#$%&'(;1'1"('%",*&";(+'="(40--(*#,1$#-(
1#(*+',%"($#01&,%K(;"-4P;"$=&*"(QRSK(*#,4&%0$'1&#,(',9(#1+"$(4"'10$";(#4(1+"(;.;1"C('1(,#(
'99&1&#,'-(*+'$%"(',9(:&1+#01($"<0";1&,%(",%&,""$;(4$#C(F-'14#$CGH(I0,-";;(
$"<0";1"9J>(Q,('99&1&#,K(1+"$"(&;('(1+#$#0%+(#,-&,"(+"-A(%0&9"(4#$("';.(',;:"$;(1#(
<0";1&#,;('8#01('9C&,&;1"$&,%(1+"(;.;1"C>(
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(

)+&6(7#8"-(#4('--#9&,%(06"$6(1#(7':"(*#7;-"<(*+',%"6(1#(1+"(6.61"7('1(,#(*#61(&6(

60=61',1&'--.(8&44"$",1(1+',(7',.(1$'8&1&#,'-(;$#>&8"$6?(@0$(7#8"-($"80*"6("<;",6"6(
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2.1.10 Provide a call disposition tool that caters to the respective business model of the agency. 
(
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2.1.11 Interface with Agency designee on support of End User systems, desktop support, and 
standard images. 
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2.2 Automatic Call Distribution 
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2.2.1 Support multi-channel routing , basic and advance call routing, skills based routing and 
call back/virtual queuing. 
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2.2.2 Be compatible with IVR, Chat, and Email. 
(
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2.2.3 Ability for Agency to manage creation, modification and deletion administration of 
agents.   
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',('%",1:(
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(
(

7,"(#4(1+"(*+'--",%"8(9&1+(*#:;"1&1#$(8.81":8(&8(1+'1(1+".('$"("&1+"$(<"$.(-&:&1"=(
40,*1&#,'-&1.(&,(1+"&$('=:&,&81$'1&<"(&,1"$4'*">($"?0&$&,%(/%",*.(@)('=:&,&81$'1#$8(#$(1+"(
<",=#$(&18"-4(1#(:'A"(*+',%"8(1#(/%",18>(#$(1+"(08"$(&,1"$4'*"(&8(8#(*#,<#-01"=(1+'1(&1(
1'A"8(*"$1&4&*'1&#,8(9&1+(1+"(<",=#$(1#(-"'$,(+#9(1#(:'A"("<",(B'8&*(*+',%"8C((

)+'1D8(,#1(1+"(*'8"(9&1+(E-'14#$:2FC()+$#0%+#01(23G2(',=(23GH(E-'14#$:2F(",%&,""$8(
9#$A"=(*-#8"-.(9&1+('(08'B&-&1.("I;"$1(1#($"="8&%,('--(#4(1+"(;-'14#$:D8(&,1"$4'*"8(1#(
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",70$"(1+'1(*#89-":(1'7;7(<"$"(8'="("'7.>()+"($"70-1(&7('(7#-01&#,(1+'1(1';"7(8&,&8'-(

1$'&,&,%?(+'7(&,1"%$'1"=(#,-&,"(+"-9(%0&="7(#,("@"$.(9'%"?(',=(9017(1+"(9#<"$(1#($'9&=-.(

'=A071(+#<('(*",1"$(#9"$'1"7(&,(1+"(9#<"$(#4(709"$@&7#$7(',=(8','%"$7($'1+"$(1+',(

",%&,""$7>(

(

2.2.4 Provide Agency with the ability to adjust wrap time and force calls to agents. 
(

B-'14#$82C(8""17(1+&7($"D0&$"8",1>(

E"7*$&91&#,F(B-'14#$82C(9$#@&="7(*#89-"1"-.(*#,4&%0$'G-"(<$'9H09(1&8"$7?(9"$(

I0"0">((J'7"=(#,(1+"(1.9"(#$(9$&#$&1.(#4(*'--7(9$"7",1"=(1#('%",17?(*071#8&K"=(<$'9(

1&8"7(<&--(4#$*"(',('%",1(#01(#4(<$'9(09(1&8"(',=(#,1#(1+"&$(,":1(*'--?(#,('(D0"0"HG.H

D0"0"(G'7&7>(L,('==&1&#,?("'*+(D0"0"(*',(G"(*#,4&%0$"=(1#(4#$*"(M'01#H',7<"$N(O*'--7('$"(

="-&@"$"=(1#('%",1?('-#,%(<&1+('(7+#$1(8"77'%"(#$(1#,"('1(1+"(G"%&,,&,%(#4(1+"(*'--P?(#$(

M8',0'-H',7<"$N(O'%",1(8071(',7<"$(&,*#8&,%(*'--(G.(*-&*;&,%('(G011#,P>(

(

2.2.5 Ability to build not ready codes, also the ability to automatically interrupt not-ready 
codes as call volumes increase excluding break codes. 

(

B-'14#$82C(8""17(1+&7($"D0&$"8",1>(

(

B-'14#$82C(9$#@&="7(*',,"=(',=(*071#8&K'G-"(,#1($"'=.(*#="7(OG$"';?(G'1+$##8?(-0,*+?(

1$'&,&,%?("1*P>()+"(7.71"8(*',(G"(7"1(09(1#('01#8'1&*'--.(G-#*;(G$"';(*#="7('@'&-'G-"(1#(

'%",17(=0$&,%(9"$&#=7(#4(+&%+(*'--(@#-08">((

(

2.2.6 Email routing for multiple skill sets. 
(

B-'14#$82C(8""17(1+&7($"D0&$"8",1>(

E"7*$&91&#,F(B-'14#$82C(7099#$17(*#89-"1"(7;&--7(G'7"=($#01&,%(#4("8'&-(<&1+(1+"(

&=",1&*'-(4"'10$"7(',=(*'9'G&-&1&"7(="7*$&G"=('G#@"(4#$(7;&--7(G'7"=(*'--($#01&,%>(

(

B-'14#$82CQ7(9#<"$40-(L,1"--&%",1(R#01&,%(S,%&,"('--#<7('--(8"=&'(1.9"7?(&,*-0=&,%("8'&-?(

1#(G"(*#,4&%0$"=(<&1+(80-1&9-"(7;&--(7"17(',=($#01&,%($0-"7(1#(+',=-"(T($"7#-@"(G07&,"77(

&770"7>()+&7(7&89-&4&"7(8','%"8",1(O0,&4&"=(&,1"$4'*"P?(*#,7#-&='1"7($"9#$1&,%?(',=('-7#(

",70$"7(1+'1($#01&,%(*',('**#89-&7+(1+"(G07&,"77($0-"7(',=(G07&,"77(#01*#8"7(/%",*&"7(

,""=(1#('==$"77?($'1+"$(1+',(4#$*&,%(/%",*&"7(1#(*+',%"(1+"&$(G07&,"77($0-"7(1#(

'**#88#='1"(1+"(,"<(UVV>(

(

(
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2.2.7 Agent whisper feature. 
(

6-'13#$728(7""19(1+&9($":0&$"7",1;(

<"9*$&=1&#,>(/9(='$1(#3(6-'13#$728?9(:0'-&1.(7','%"7",1(1##-9@(1+"(9#-01&#,(3"'10$"9(
*#7=-"1"('%",1(7#,&1#$&,%@(&,*-0A&,%(B+&9="$@(9&-",1(7#,&1#$&,%(',A(C'$%"D&,(
*'='C&-&1&"9;(

(
2.2.8 Interact with Agency regarding the configuration and scripting of Automatic Call 

Distribution (ACD), Intelligent Routing, and Predictive Dialing. 
(

6-'13#$728(7""19(1+&9($":0&$"7",1;(

<"9*$&=1&#,>((/9(,#1"A(&,(2;E;EE('C#F"@(6-'13#$728(B#$G9(*-#9"-.(B&1+(#0$(*091#7"$9(1#(
",90$"(1+'1(*#,3&%0$'1&#,@(1"91&,%(',A(A"=-#.7",1(7""19(*#7=-"1"-.(9'1&93&"9(*091#7"$(
"H="*1'1&#,9;(6-'13#$728(",%&,""$9(B&--(&,1"$'*1(B&1+(/%",*.($"%'$A&,%(1+"(
*#,3&%0$'1&#,(',A(9*$&=1&,%(#3('--(3"'10$"9(#3(6-'13#$728?9(*-#0A(A"=-#.7",1@(&,*-0A&,%@(
C01(,#1(-&7&1"A(1#(/I<@(J,1"--&%",1(K#01&,%@(',A(6$"A&*1&F"(<&'-&,%;((6-'13#$728(B&--('-9#(
9*+"A0-"(',(#=1&7&L'1&#,($"F&"B(E5DMN(A'.9(=#91D-'0,*+@(',A("F"$.(:0'$1"$(1+"$"'31"$@(
1#(",90$"(*#--'C#$'1&#,(+'9($"90-1"A(&,("33&*&",*.(09"(#3(1+"(9.91"7(&,(=$#A0*1&#,;(
(
O#$(7#$"(A"1'&-(#,(6-'13#$728?9(#,(*#,3&%0$'1&#,(',A(&7=-"7",1'1&#,(=-"'9"(9""(
9"*1&#,(P;E(C"-#B;(
(
6-'13#$728(+'9(B#$G"A(*-#9"-.(B&1+(!)/(',A(!"#$%&'(91'1"('%",*&"9(#F"$(1+"(-'91(8(."'$9(
1#(",90$"(1+'1(1+"(0,&3&"A(7"99'%&,%@(JQK(',A('01#('11",A',1(9#-01&#,(*#7=-&"9(B&1+(1+"(
"F"$D*+',%&,%(,""A9(#3("33"*1&F"(*#,91&10",1(90==#$1;(R)+"9"(1##-9(-"F"$'%"(1+"(9'7"(
J,1"--&%",1(K#01&,%(S,%&,"(9="*&3&"A(+"$";T(U"(+'F"(A"-&F"$"A(#,D9&1"(',A(B"CDC'9"A(
1$'&,&,%(R'==$#H;(ENN(9"99&#,9('1(-'0,*+T(',A(B#$G"A(*-#9"-.(B&1+(/%",*&"9(1#(+"-=(
*#,3&%0$"(',A(A"=-#.(&,1"--&%",1($#01&,%($0-"9;(V',.(#3(1+"9"(A"=-#.7",19(B"$"(F"$.(
*#7=-"H@(B&1+(-#*'-(,07C"$9(1+$#0%+#01(!"#$%&'(3#$B'$A&,%(*'--9(1#(*",1$'-&L"A(',A(
C$',*+(#33&*"9(1+$#0%+#01(1+"(W1'1";((
(
U"(+'F"('(*-"'$(0,A"$91',A&,%(#3(1+"(,""A9@(*0-10$"@(C09&,"99(,""A9(',A(09"(*'9"9(#3(
!)/(',A(W1'1"(/%",*&"9(',A('$"(*#7=-"1"-.(*#,3&A",1(&,(#0$('C&-&1.(1#(A"=-#.(/I<@(
J,1"--&%",1(K#01&,%@(',A(#01C#0,A(3"'10$"9;(

(
2.2.9 Ability to have agents from multiple agencies in a shared skillset. 
(

6-'13#$728(7""19(1+&9($":0&$"7",1;(

<"9*$&=1&#,>(6-'13#$728(+'9(C"",(C0&-1(3$#7(%$#0,AD0=(B&1+(1$0"(70-1&D1",',*.(',A(
A'1'(9"='$'1&#,(*'='C&-&1&"9;((R6-"'9"(9""(*#7=-"1"(A"9*$&=1&#,(#3(6-'13#$728(70-1&D
1",',*.(',A(K#-"9(X'9"A(/**"99(I#,1$#-@(KX/I@('C#F";T(((
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7-'14#$829(*',(:"(*#,4&%0$";(1#('--#<(80-1&=-"('%",*&">(1#(<#$?(&,('(>+'$";(>?&-->"1@(
)+&>(*',(:"(;#,"(&,(#,"(#4(80-1&=-"(<'.>A(&,*-0;&,%(>"11&,%(0=(>+'$";(="$8&>>&#,>A(
>+'$";(>?&-->A(>+'$";(B0"0">A(>+'$";(>0:C#$%',&D'1&#,A(',;(=$&8'$.(<&1+($#--#E"$(B0"0">@(
)+&>(*#,4&%0$'1&#,(&>(;#,"(;&$"*1-.(<&1+&,(7-'14#$829F>(';8&,&>1$'1&E"(&,1"$4'*"(',;(*',(
:"(;#,"(<&1+#01(1+"(,"";(4#$(",%&,""$>(<&1+&,(',(/%",*.(#$(7-'14#$829@(/,;('--(#4(1+&>(
*#,4&%0$'1&#,(*',(:"(;#,"(&,(';E',*"(>#(>+#0-;(',("E",1(#**0$A(-&?"('(,'10$'-(;&>'>1"$(#$(
=#-&*.(;"*&>&#,(1+'1(&,*$"'>">(E#-08"(G&@"@(1+"($"*",1(+#8"(+"'1&,%('>>&>1',*"(1+'1(
*$"'1";('(>&%,&4&*',1(>=&?"(&,(&,:#0,;(*'-->HA(<&1+(I0>1('(4"<(*-&*?>(&,(1+"(&,1"$4'*"(*'-->(
<&--(#E"$4-#<(1#('%",1>('1(';;&1&#,'-('%",*&">@(

(
(
2.2.10 Ability to route calls to different agency groups. 
(

7-'14#$829(8""1>(1+&>($"B0&$"8",1@(

J">*$&=1&#,K((7-'14#$829(B0"0">(*',(:"(*#,4&%0$";(1#($#01"(*'-->(1#(>="*&4&*('%",1>A(
>?&-->A(1"'8>A(-#*'1&#,>A(',;(#1+"$(-#%&*'-(>"%8",1'1&#,>A('>(<"--('>($#01&,%(:.(E'$&':-">(
'==",;";(<&1+&,(',(LMN(#$(;'1'('11'*+";(E&'(<":(>"$E&*">@(L4(1+"(=$&8'$.(1'$%"1(&>(
0,'E'&-':-"(80-1&=-"($#--#E"$(#=1&#,>(*',(1'?"('44"*1(:'>";(#,($#01&,%($0-">A(&,*-0;&,%(
$#01&,%(1#(';;&1&#,'-(%$#0=>A(#1+"$('%",*&">A(3$;(='$1&">A("1*@(

(
2.2.11 Force calls to agents when staffed in without them having to signal to receive a call. 
(

7-'14#$829(8""1>(1+&>($"B0&$"8",1@(

J">*$&=1&#,K(O'*+(B0"0"(*',(:"(*#,4&%0$";A(E&'(1+"(<":(=#$1'-A(1#(4#$*"(P'01#C',><"$Q(
G*'-->('$"(;"-&E"$";(1#('%",1A('-#,%(<&1+('(>+#$1(8">>'%"(#$(1#,"('1(1+"(:"%&,,&,%(#4(1+"(
*'--HA(#$(P8',0'-C',><"$Q(G'%",1(80>1(',><"$(&,*#8&,%(*'--(:.(*-&*?&,%('(:011#,H@((L,(',(
P'01#C',><"$Q(8#;"A(1+"('%",1(;#">(,#1(+'E"(1#(>&%,'-(1#($"*"&E"('(*'--@(

(
2.2.12 Provide the ability to change gate – opening or closing 
(

7-'14#$829(8""1>(1+&>($"B0&$"8",1@(

J">*$&=1&#,K(7-'14#$829('--#<>(>*+";0-"C:'>";(*'--($#01&,%(0>&,%(#0$(L,1"--&%",1(
N#01"$@((R*+";0-">('$"("S1$"8"-.(4-"S&:-"A(',;("'>&-.(8','%";(E&'(1+"(<":C&,1"$4'*"A(',;(
*',(:"(>"10=(&,(';E',*"A($";0*&,%(1+"(,"";(4#$(I0>1C&,C1&8"(8','%"8",1@(((
(
!)/(',;(!"#$%&'(>1'1"('%",*&">(8'.(0>"(>*+";0-">(1#(*#,4&%0$"(>&8=-"(#=",&,%T*-#>&,%(
1&8">(&,;"=",;",1-.(4#$(<""?;'.>(',;(<""?",;>A(#$(>"10=(8#$"(*#8=-&*'1";(>*+";0-">(
<&1+(+#-&;'.>(*#,4&%0$";(:.('(*#8:&,'1&#,(#4(;'.A(;'1"A(8#,1+A(."'$A(;'.C#4C<""?A(
<""?C#4C8#,1+A(',;(<""?C#4C."'$@(

(
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2.2.13 Provide an alert when an agent is dropped from an ACD queue. 
(

7-'14#$829(8""1:(1+&:($";0&$"8",1<(

=":*$&>1&#,?(7-'14#$829(+':(1+"('@&-&1.(1#('-"$1(#,('(A$#>>"A('%",1(*#,A&1&#,<((/%",1:(
'$"(A$#>>"A(4$#8('(;0"0"(&4(1+".('$"(,#1(',:B"$&,%(*'--:(A"-&C"$"A(1#(1+"8D(#$(&4(1+".(
4'&-(1#($":>#,A(1#(:.:1"8(&,&1&'1"A(;0"$&":<(

(
2.2.14 Ability to    set thresholds    on    agent, application,   and    skillset levels. 
(

7-'14#$829(8""1:(1+&:($";0&$"8",1<(

=":*$&>1&#,?(7-'14#$829('--#B:(:*+"A0-"(@':"A(*'--($#01&,%(0:&,%(#0$(E,1"--&%",1(
F#01"$<((G*+"A0-":('$"("H1$"8"-.(4-"H&@-"D(',A("':&-.(8','%"A(C&'(1+"(B"@I&,1"$4'*"D(',A(
*',(@"(:"10>(&,('AC',*"D($"A0*&,%(1+"(,""A(4#$(J0:1I&,I1&8"(8','%"8",1<(((
(
!)/(',A(!"#$%&'(:1'1"('%",*&":(8'.(0:"(:*+"A0-":(1#(*#,4&%0$"(:&8>-"(#>",&,%K*-#:&,%(
1&8":(&,A">",A",1-.(4#$(B""LA'.:(',A(B""L",A:D(#$(:"10>(8#$"(*#8>-&*'1"A(:*+"A0-":(
B&1+(+#-&A'.:(*#,4&%0$"A(@.('(*#8@&,'1&#,(#4(A'.D(A'1"D(8#,1+D(."'$D(A'.I#4IB""LD(
B""LI#4I8#,1+D(',A(B""LI#4I."'$<(
(

2.2.15 Ability for supervisor to log agents out of the system. 
(

7-'14#$829(8""1:(1+&:($";0&$"8",1<(

=":*$&>1&#,?(7-'14#$829(>$#C&A":(1+"('@&-&1.(4#$(:0>"$C&:#$:(M)"'8(N"'A:O(#$(8','%"$:(
1#(-#%('%",1:(#01(#4(1+"(:.:1"8(C&'(1+"(B"@(>#$1'-<(

2.2.16 Ability to integrate with Customer Relationship Manager (CRM). 
(

7-'14#$829(8""1:(1+&:($";0&$"8",1<(

=":*$&>1&#,?(7-'14#$829(>$#C&A":('(*#8>-"1"(FPG)(/7E(4#$(&,1"%$'1&#,D('-#,%(B&1+(1+"(
'@&-&1.(1#(*#,:08"(B"@I:"$C&*":<(()+&:('--#B:(4#$(C&$10'--.(0,-&8&1"A(#>1&#,:(4#$(
&,1"%$'1&#,<((G*$"",(>#>:('$"(A#,"(C&'(QFNR:(B&1+(A'1'I:0@:1&101&#,(@0&-1I&,D(',A('--#B:(
8#:1(SFT(:.:1"8:(1#(@"(0:"A('-8#:1(&88"A&'1"-.(B&1+(8&,&8'-("44#$1<(

7-'14#$829R:(8"1+#A#-#%.(4#$(",'@-&,%(SFT(&,1"%$'1&#,(&:(C"$.(A&44"$",1(1+',(#0$(
*#8>"1&1#$:(',A(+':($"*",1-.('--#B"A(0:(1#(%'&,(:&%,&4&*',1(8#8",108(&,(1+"(8'$L"1<(
T#:1(*#8>"1&1#$(:.:1"8:('$"(-&8&1"A(&,(B'.(SFT(&,1"%$'1&#,(B#$L:<(T#:1(:.:1"8:('$"(
@':"A(#,(>$#>$&"1'$.(1##-:(#$(-&8&1"AD(#>",(:#0$*"(>-'14#$8:D($";0&$&,%(:&%,&4&*',1(
>$#4"::&#,'-(:"$C&*":(',A("H1",A"A(1&8"-&,":(1#(>"$4#$8(1+"(&,1"%$'1&#,<((/:(B"--D(#,*"(
1+"(&,1"%$'1&#,(&:(*#8>-"1"A(1+"(1.>":(#4(A'1'(1+'1(*',(@"(:+'$"A(@"1B"",(1+"(USS(',A(
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1+"(678(&9(-&:&1";<(",'=-&,%(#,-.('(9&:>-"(9*$"",(>#>(#4(1+"(678(',;(91&--(,"*"99&1'1&,%(
9">'$'1"($">#$1&,%(4$#:(1+"(?66(',;(678@(

A-'14#$:2BC9(#>",(7DE)(/AF(G&--('--#G(4#$($'>&;(#,=#'$;&,%(#4('%",*&"9<(:0*+(1&%+1"$(
&,1"%$'1&#,<(',;(0,&4&";($">#$1&,%(;&$"*1-.(4$#:(1+"(678(#$(A-'14#$:2BC9(H09&,"99(
F,1"--&%",*"(',;($">#$1&,%(1##-9@(IE""(="-#G(4#$(9*$"",9+#19(',;(;"9*$&>1&#,(#4(1+"9"(
1##-9@J(

A-'14#$:2B(90>>#$19(9&:>-"(&,1"%$'1&#,9(09&,%(#0$(*#,4&%0$'=-"(9*$"",K>#>(:"*+',&9:<(
G+&*+('--#G9(',.(*'--K-"L"-(:"1'(;'1'(1#(="(>09+";(1#(1+"(678(;0$&,%(1+"(9*$"",(
>#>@(()+&9(:"*+',&9:(&9(9044&*&",1(4#$(:',.(#$%',&M'1&#,9(1#(>$#L&;"(',(&,1"%$'1";(678(
L&"G(4#$('%",19@(

F,(';;&1&#,(1#(1+"(NOOP(#>",(7DE)(/AF<(A-'14#$:2B(09"9(>$#%$'::'=-"(G"=K9"$L&*"9(1#(
'--#G(=&K;&$"*1&#,'-(&,1"$'*1&#,(#4(A-'14#$:2B(',;(1+"(678@(((A-'14#$:2BC9(0,&Q0"(/AF(
'--#G9(1+"(678(>$#%$'::"$(#$(';:&,&91$'1#$(1#('**"99(',;(*#,1$#-('--('9>"*19(#4(
A-'14#$:2BC9(#>"$'1&#,(I&,($"'-K1&:"J(L&'(1+"(7DE)(/AF@(()+&9(&,*-0;"9(1+"(*$"'1&#,<(
:#;&4&*'1&#,<(',;(;"-"1&#,(#4(09"$9<(Q0"0"9<(-#*'1&#,9<(*091#:"$9<(1"':9<($#-"9<(
"1*@((A-'14#$:2B('-9#(90>>#$19(=#1+($"'-K1&:"(',;(='1*+";(;'1'(>09+(1#(1+"(678@(

)+"(A-'14#$:2B(/%",1(R"9S1#>(+'9('(=0&-1K&,(7DE)(G"=(9"$L"$<('--#G&,%(4#$(/T/U(
&,1"$'*1&#,(="1G"",(',.(G"=('>>-&*'1&#,(',;(1+"(;"9S1#><(4#$(1"-">+#,.(',;(;'1'(
*#,1$#-(#$(Q0"$.@((F,(';;&1&#,<(1+&9(7DE)(9"$L"$(*',(="(*#,1'*1";(=.(',.(-#*'--.(&,91'--";(
'>>-&*'1&#,<('--#G&,%(9&:>-"(V=$&;%"9C(1#(=0&-1(1#(90>>#$1(6W8XWYD(',;(#1+"$(#>"$'1&,%(
9.91":(9>"*&4&*(&,1"%$'1&#,(:"*+',&9:@((

2.3 Auto-Attendant and Integrated Voice Response 

)+"(E"$L&*"(>$#L&;"$C9(9#-01&#,(';;$"99"9(1+"($"Q0&$":",19(&,(1+&9(9"*1&#,(G&1+(1+"(4#--#G&,%Z(
(
2.3.1 Provide automatic speech recognition (ASR) and Text-to-Speech (TTS) 
(

A-'14#$:2B(:""19(1+&9($"Q0&$":",1@(

R"9*$&>1&#,Z(A-'14#$:2B(90>>#$1(='9&*(G#$;($"*#%,&1&#,(4#$(,0:="$9<(."9X,#<("1*@(09&,%(
'(='9&*(/E7(9.91":@((A-'14#$:2B(#44"$9('(:#$"(*#:>$"+",9&L"(V';L',*";C(/E7(4#$(*-&",19(
G+#($"Q0&$"(:#$"(*#:>-"[(%$'::'$9<(#$(4#$(1+#9"(G+#($"Q0&$"(-'$%"$(L#*'=0-'$&"9<(
+&%+"$($"*#%,&1&#,($'1"9<("1*@(()+"(/;L',*";(/E7(&9(',(#>1&#,<(',;(&9(>$&*";(9">'$'1"-.(
4$#:(1+"(='9&*(>"$K9"'1(>$&*&,%@(
(
A-'14#$:2B(#44"$9('())E(#>1&#,(1+'1(*',(="(09";(&,(1+"(4-#G(G+"$"L"$('(,#$:'-(>$#:>1(
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&7("89"*1":;(()+"())<(&7(',(#91&#,=(',:(&7(9$&*":(7"9'$'1"-.(4$#>(1+"(?'7&*(9"$@7"'1(
9$&*&,%;(
(
!)/(',:(!"#$%&'(71'1"('%",*&"7(+'A"(?"",(07&,%(B-'14#$>2C())<(4#$(,"'$-.(C(."'$7;()+"(
':>&,&71$'1&A"(&,1"$4'*"('--#D7("A",(,#,@1"*+,&*'-(07"$7(1#(7&>9-.(",1"$('(D#$:(#$(
9+$'7"(1#(?"(79#E",(&,(1+"(FGH(',:(?"(&>>":&'1"-.(:"9-#.":;()+"(7.71">($"':7(1+#7"(
D#$:7(#$(9+$'7"7(',:(*#,71&10",17(*',(07"(1+"&$(E".9':7(1#($"79#,:;((
(
)+"7"(1##-7(+'A"(?"",(07":(?.(!)/(',:(!"#$%&'(71'1"('%",*&"7(1#(I0&*E-.(:"9-#.(*071#>(
FGHJ7(',:('01#('11",:',17(:0$&,%("A",17(70*+('7(,'10$'-(:&7'71"$7;(

(
2.3.2 Include call back/virtual queuing capability. 
(

B-'14#$>2C(>""17(1+&7($"I0&$">",1;(

K"7*$&91&#,L(B-'14#$>2C(9$#A&:"7('(A&$10'-(+#-:(*'9'?&-&1.(1+'1(9$#A&:"7(*'--?'*EMA&$10'-(
I0"0&,%;(/(*#>9-"1"(:"7*$&91&#,(&7(9$#A&:":('?#A";(<""(2;2;N;(

(
2.3.3 Ability to integrate with Customer Relationship Manager (CRM). 
(

B-'14#$>2C(>""17(1+&7($"I0&$">",1;( (

K"7*$&91&#,L(B-'14#$>2C(9$#A&:"7('(*#>9-"1"(HO<)(/BF(4#$(&,1"%$'1&#,=('-#,%(D&1+(1+"(
'?&-&1.(1#(*#,70>"(D"?@7"$A&*"7;(()+&7('--#D7(4#$(A&$10'--.(0,-&>&1":(#91&#,7(4#$(
&,1"%$'1&#,;((<*$"",(9#97('$"(:#,"(A&'(PHQJ7(D&1+(:'1'@70?71&101&#,(?0&-1@&,=(',:('--#D7(
>#71(RHS(7.71">7(1#(?"(07":('->#71(&>>":&'1"-.(D&1+(>&,&>'-("44#$1;(
(
B-"'7"(7""(7"*1&#,(2;2('?#A"(4#$('(*#>9-"1"(:"7*$&91&#,(#4(B-'14#$>2CJ7(7"'>-"77(RHS(
&,1"%$'1&#,(1##-7;(

(
2.3.4 Ability to integrate to agency applications and database systems. 
(

B-'14#$>2C(>""17(1+&7($"I0&$">",1;(

K"7*$&91&#,L()+"(7'>"(1##-7(1+'1('--#D(4#$(7"'>-"77(',:($'9&:(RHS(&,1"%$'1&#,(
T:"7*$&?":('?#A"U=(&,*-0:&,%('(NVVW(#9",(HO<)(/BF(4#$(&,1"%$'1&#,=('-#,%(D&1+(1+"('?&-&1.(
1#(*#,70>"(D"?@7"$A&*"7=('--#D(4#$(1+"(&,1"%$'1&#,(D&1+('%",*.('99-&*'1&#,7(',:(
:'1'?'7"(7.71">7;((X"(+'A"(*#,:0*1":(&,1"%$'1&#,(D&1+(>',.=(>',.('99-&*'1&#,7=(
:'1'?'7"(7.71">7=(7&1"7=(',:(1##-7;(P7&,%(#0$(/BF(',:(HO<)(7"$A&*"=(&,1"%$'1&#,(D&1+(
'->#71(',.('99-&*'1&#,(#$(:'1'?'7"(&7(9#77&?-";(
(
F,('::&1&#,(1#(1+"(1##-7('A'&-'?-"(1#(7099#$1(70*+(&,1"%$'1&#,=(B-'14#$>2C(+'7('(%$#09(#4(
",%&,""$7("89"$&",*":(D&1+(>','%&,%(1+"7"(1.9"7(#4(&,1"%$'1&#,7(4#$(#0$(*071#>"$7;((
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60$&,%('($"*",1(7"8-#.9",1:(;-'14#$92<(='>(1'>?"7(=&1+(&,1"%$'1&,%(=&1+(#0$(
*0>1#9"$@>(ABC(&7",1&1.(9','%"9",1(>.>1"9(',7(1+"&$(+#9"(%$#=,("-"*1$#,&*(9"7&*'-(
$"*#$7>(>.>1"9D()+"(*0>1#9"$(=',1"7(1#(E"('E-"(1#(*#--"*1(*#,>09"$(&,4#$9'1&#,(&,(1+"(
AFG:(8'>>(&1(1#(1+"&$(7'1'E'>":(',7(1+",(8$">",1('(*0>1#9(-&>1(#4(#81&#,>(',7($#01&,%($0-">(
E'>"7(#,(1+"(8$#4&-"(#4(1+"(*#,>09"$D(A,('77&1&#,:(1+".(=',1"7('(*0>1#9(>*$"",(8#8(
1+'1(7&>8-'."7(&,(1+"(;-'14#$92<(/%",1(6">?1#8(7'1'(*'810$"7(&,(1+"(AFG('>(="--('>(7'1'(
4$#9(1+"&$(7'1'E'>"D(H"(0>"7(E#1+(#0$(GIJ)(/;A(',7(="E(>"$K&*">(1#(L0&*?-.(*$"'1"('(
7""8(&,1"%$'1&#,(=&1+(1=#M='.(7'1'(*#990,&*'1&#,:('>(="--('>(0,&4&"7($"8#$1&,%D(

(
2.3.5 Setup, support, operate, and maintain the IVR systems and related call routing / mapping 

logic.  This includes caller menu selection, all voice messaging scripts and prompts, and 
intelligent call routing to call queues / Agents based on type of characteristics of inbound 
call.  Make changes to the IVR on a regular bases as required or requested by Agency. 

(
;-'14#$92<(9""1>(1+&>($"L0&$"9",1D(

6">*$&81&#,N(;-'14#$92<(>+'--(>"108:(>088#$1:(#8"$'1":(',7(9'&,1'&,(1+"(AFG(>.>1"9>(',7(
$"-'1"7(*'--($#01&,%(',7(9'88&,%(-#%&*D(()+&>(&,*-07">(*'--"$(9",0(>"-"*1&#,>:('--(K#&*"(
9">>'%"(>*$&81>(',7(8$#981>:(',7(*#,4&%0$'1&#,(#4(1+"(/O6(',7(A,1"--&%",1(G#01&,%(
E'>"7(#,(1.8"(#$(*+'$'*1"$&>1&*>(#4(&,E#0,7(*'--D((;-'14#$92<(>+'--('->#(9'?"(*+',%">(1#(
1+"(AFG(>.>1"9(#,('($"%0-'$(E'>&>('>($"L0&$"7(#$('>($"L0">1"7(E.(/%",*.D(
(
A,('77&1&#,:('--(#4(1+&>(40,*1&#,'-&1.(&>("P8#>"7(&,(;-'14#$92<@>($"*",1-.($"7">&%,"7:(
&,10&1&K"(&,1"$4'*"(>#(&4(',('%",*.(=#0-7(-&?"(1#(9'?"(*+',%">(1+"9>"-K">(&,>1"'7(#4(
$"-.&,%(#,(;-'14#$92<:(&1(*',D(A4(%&K",(8"$9&>>&#,(E.(',('79&,&>1$'1#$:(1"*+,&*'-(',7(,#,M
1"*+,&*'-(0>"$>(*',("'>&-.(%#(&,1#(1+"(>.>1"9(',7(9'?"('--(#4(1+"(*+',%">(>8"*&4&"7(+"$":(
&,*-07&,%(*+',%&,%(1$'7&1&#,'--.(*#98-"P(*'--($#01&,%(',7(9'88&,%(-#%&*D((
(
;-'14#$92<(+'>(=#$?"7(=&1+(!)/(',7(,"'$-.("K"$.(>1'1"('%",*.(#K"$(1+"(-'>1(<(."'$>(1#(
8$#K&7"(&7",1&*'-(1.8">(#4(>088#$1D()+'1(>088#$1(+'>(7&>1&,%0&>+"7(0>('(*-#>"(8'$1,"$(1#(
'%",*&">D(H"@$"($"8"'1"7-.(1#-7(1+'1(="@$"(1+"(#,">(1+'1(1+".(*',(*'--(1#('**#98-&>+(
*#98-"P(1'>?>(&,('(4"=(9&,01">(1+'1('%",*&">(+'K"(='&1"7(7'.>(',7(=""?>(1#(%"1D(A,(
'77&1&#,:(="@$"(1+"(8'$1,"$('%",*&">(*',(*'--('1(2/C(1#(9'?"(L0&*?(*+',%">:(&4(1+"(,""7(
'$&>">D(Q/,7(&1(+'>DR((

(
2.3.6 Create and record message scripts for call queuing and for information prompts as 

requested by Customers, including IVR applications that interface with host systems in 
designated sites. 

(
;-'14#$92<(9""1>(1+&>($"L0&$"9",1D(



!"#$%&'()"*+,#-#%.(/01+#$&1.( ( (
( (

RFP No. 98000-HCC-
0000001097(

Hosted Contact Center( 23(#4(56(

 (

7"8*$&91&#,:(;-'14#$<23(8+'--(*$"'1"(',=($"*#$=(<"88'%"(8*$&918(4#$(*'--(>0"0&,%(',=(4#$(
&,4#$<'1&#,(9$#<918('8($">0"81"=(?.(@081#<"$8A(&,*-0=&,%(BCD('99-&*'1&#,8(1+'1(
&,1"$4'*"(E&1+(+#81(8.81"<8(&,(="8&%,'1"=(8&1"8F(
(
/8(="8*$&?"=('?#G"A(;-'14#$<23(+'8(9$#G&="=(1+&8(8"$G&*"(4#$(!)/(',=(,"'$-.("G"$.(81'1"(
'%",*.(4#$(,"'$-.(3(."'$8F(((
(
B,('==&1&#,A('8(="1'&-"=(&,(#0$($"9#,8"(1#())H('?#G"A(&4(!)/(#$(!"#$%&'('%",*&"8($">0&$"(
$'9&=(*+',%"8(1#($"*#$="=(<"88'%"8(1+".(*',($"*#$=(1+"(<"88'%"(1+"<8"-G"8(',=(
09-#'=(&1(=&$"*1-.(&,1#(1+"(!IB(#$(1.9"('(<"88'%"(#$(9+$'8"(1+'1(E&--(?"($"'=(#01(1#(
*#,81&10",18(G&'())HF(D"*#$=&,%8(',=())H(9+$'8"8('$"(="9-#."=(&<<"=&'1"-.(09#,(
8'G&,%A(8#(1+"$"J8(,#(="-'.(E'&1&,%(4#$(*+',%"8(1#(%#(&,1#("44"*1F(

(
2.3.7 Establish and follow Customer approval process for changes to IVR scripts, hold 

messages, music on hold, predicted wait times, queue messages, schedules and after 
hours for emergency messages.  

(
;-'14#$<23(<""18(1+&8($">0&$"<",1F(

7"8*$&91&#,:(;-'14#$<23(08"8('(=&8*&9-&,"=(8*#9&,%A(="8&%,(',=('99$#G'-(9$#*"88A('8(E"--(
'8(=#*0<",1"=(*+',%"(<','%"<",1(9#-&*.F(B4(*081#<"$8(89"*&4.('(E$&11",(*+',%"(
<','%"<",1(9#-&*.A(*+',%"8(1'K"(9-'*"(G&'(*+',%"(<','%"<",1(=#*0<",18(1+'1('$"(
8&%,"=(',=(80?<&11"=(1#(;-'14#$<23F(L7"1'&-8(#4(;-'14#$<23(9$#4"88&#,'-(8"$G&*"8(
<"1+#=#-#%.A((9$#*"=0$"(',=(="9",=",*&"8(('$"(9$#G&="=(&,(8"*1&#,(M(?"-#EFN(*(
(
O#$(1+&8(",%'%"<",1A(;-'14#$<23(E&--(4#--#E(1+"(E$&11",(*+',%"(<','%"<",1(',=(
@081#<"$('99$#G'-(9$#*"88(4#$(*+',%"8(1#(BCD(8*$&918A(+#-=(<"88'%"8A(<08&*(#,(+#-=A(
9$"=&*1"=(E'&1(1&<"8A(>0"0"(<"88'%"8A(8*+"=0-"8(',=('41"$(+#0$8(#$("<"$%",*.(
<"88'%"8F(
(

2.3.8 Provide the ability to make emergency short notice changes to the IVR systems to 
address business problems, service issues, outages, or other items that may impact 
contact volumes. 

(
;-'14#$<23(<""18(1+&8($">0&$"<",1F(

7"8*$&91&#,:(;-'14#$<23(8+'--(9$#G&="(1+"('?&-&1.(1#(<'K"("<"$%",*.(L8+#$1(,#1&*"N(
*+',%"8(1#(1+"(BCD(8.81"<8(1#('==$"88(?08&,"88(9$#?-"<8A(8"$G&*"(&880"8A(#01'%"8A(#$(
#1+"$(&1"<8(1+'1(<'.(&<9'*1(*#,1'*1(G#-0<"8F(
(
/8(,#1"=('?#G"A(1+"(;-'14#$<23(BCD(',=('01#('11",=',1(8.81"<8(",'?-"(08"$8(1#(<'K"(
$'9&=(*+',%"8(1#(1+"(BCD(G&'(09-#'=&,%(,"E(<"88'%"8(#$(1+$#0%+())HF(!)/(',=(!"#$%&'(
81'1"('%",*&"8(+'G"(?"",(08&,%(1+"8"(1##-8(1#(%$"'1("44"*1(4#$(3(."'$8(1#(<'K"(
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"7"$%",*.(89+#$1(,#1&*":(*+',%"9;(<,('==&1&#,>(09"$9(*',("'9&-.(7'?"(*+',%"9(&,(1+"(!@<(
1#('==('%",19(1#(A0"0"9>(B$#C&="(,"D(B$&7'$.(',=($#--#C"$(A0"0"9>(',=(*#7E&,"(
'%",*&"9('9('C'&-'E-"($"9#0$*"9(1#(+',=-"(&990"9>(#01'%"9>(#$(#1+"$("C",19(1+'1(7'.(
&,*$"'9"(*'--(C#-07";(

(
2.3.9 Provide 24x7 automated (IVR) support in certain situations, including retrieval/recall 
(

F-'14#$72G(7""19(1+&9($"A0&$"7",1;(

H"9*$&B1&#,I((F-'14#$72G(B$#C&="9('(*#7B$"+",9&C"(<JK(9#-01&#,(D&1+(',,#0,*"7",1>(
='1'(",1$.>(',=(7",0(1$""(*'B'E&-&1&"9;((<,('==&1&#,>(F-'14#$72G(+'9('(E0&-1(&,('01#L
'11",=',1(40,*1&#,'-&1.(1#(90BB#$1(&,E#0,=(*'--($#01&,%(',=(1$',94"$(E'9"=(#,(,'7"(
=&$"*1#$.(-##?0B;((()+"(<JK(7'.(40$1+"$(E"(&,1"%$'1"=(D&1+(#1+"$(9.91"79(09&,%(='1'(
",1$.(4"'10$"(&,(*#,M0,*1&#,(D&1+(1+"(D"EL9"$C&*"(&,1"%$'1&#,;(

/(*#7B-"1"(="9*$&B1&#,(#4(F-'14#$72GN9(9"-4L9"$C&*"(<JK(9#-01&#,(',=(7"1+#=#-#%.(4#$(
&,1"%$'1&,%(1+&9(9#-01&#,(D&1+(O$=(B'$1.(9.91"79(&9(B$#C&="=('E#C";(

(

2.3.10 Allow each state agency the ability if needed to update their own recorded messages, 
routing messages, etc. without needing to contact their provider. 

(
F-'14#$72G(7""19(1+&9($"A0&$"7",1;(

H"9*$&B1&#,I(P""('E#C";(F-'14#$72G(&9(*#7B-"1"-.(7','%"'E-"(1+$#0%+('(D"E(
B#$1'-;((/,.(B"$9#,(D+#(&9(%$',1"=(1+"('BB$#B$&'1"(K#-"QF"$7&99&#,(*',(-#%&,(C&'(1+"(
D"ELB#$1'->(',=(7'?"(1+"(="9&$"=(*+',%"9(D&1+#01(*#,1'*1&,%(F-'14#$72G;(((H0"(1#(1+"(
9"B'$'1&#,(#4(#$%',&R'1&#,(870-1&L1",',*.:>("'*+(91'1"('%",*.(*',(E"(9"10B(D&1+(-#*'-(
'=7&,&91$'1#$9(D+#(+'C"('**"99(1#('(-&7&1"=(90EL9"1(#4('=7&,&91$'1&C"(4"'10$"9(890*+('9(
*+',%&,%(B$#7B1($"*#$=&,%9>(9*+"=0-"9>("1*;:;(

(
2.3.11 Have redundancy capability to an alternate system during a storm/disaster event.  This 

would include alternative messaging, remote phone capabilities. 
(

F-'14#$72G(7""19(1+&9($"A0&$"7",1;(

H"9*$&B1&#,I(F-'14#$72G(9+'--(90BB#$1($"=0,=',*.(*'B'E&-&1.(1#(',('-1"$,'1"(9.91"7(
=0$&,%('(91#$7Q=&9'91"$("C",1;()+&9(D#0-=(&,*-0="('-1"$,'1&C"(7"99'%&,%>($"7#1"(B+#,"(
*'B'E&-&1.>("1*;(
(
/9(="9*$&E"=('E#C">(F-'14#$72G(KS/T('--#D9(*'--9(1#(&77"=&'1"-.(E"($"L$#01"=(1#(',(
'-1"$,'1"('%",*.>(-#*'1&#,>(A0"0">(1"'7>(#$('%",1(=0$&,%('(91#$7Q=&9'91"$("C",1;()+"9"(
$#01&,%(*+',%"9(*',(E"(B$"*#,4&%0$"=(9#(1+".(9&7B-.($"A0&$"(B#&,1&,%('(B+#,"(,07E"$(
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1#('(7&44"$",1(80"0"(9&1+('(*#0:-"(#4(;011#,(*-&*<=>()+"="(*+',%"=(*',(;"(?'7"(7&$"*1-.(

;.(!)/(#$(!"#$%&'(=1'1"('%",*&"=(1+"?="-@"=(#$(;.(A-'14#$?BC>((

(

D"=='%&,%(*+',%"=(*',(;"(?'7"(@&'(0:-#'7&,%(,"9(?"=='%"=(7&$"*1-.(&,1#(1+"(!EF(#$(;.(

",1"$&,%())G(9#$7=(#$(:+$'="=H(9+&*+('$"(7":-#."7(&??"7&'1"-.(0:#,(+&11&,%(1+"(G'@"(

;011#,>((

(

/--(#4(A-'14#$?BCI=(7'1'(*",1"$=('$"(*#,,"*1"7(0=&,%(J33K(0:1&?"(9";=*'-"7(

&,4$'=1$0*10$"(1+'1(",=0$"=(1+'1(LMM(40,*1&#,'-&1.($"?'&,=('*1&@"(70$&,%(=1#$?=N7&='=1"$(

"@",1=>(G""(';#@"(7"=*$&:1&#,(',7(1#:#-#%.(7#*0?",1=(4#$(?#$"(*#?:-"1"(7"1'&-=>(

(

2.4 Reporting & Analytics  

)+"(G"$@&*"(:$#@&7"$I=(=#-01&#,('77$"=="=(1+"($"80&$"?",1=(&,(1+&=(="*1&#,(9&1+(1+"(4#--#9&,%O(

(

2.4.1 Provide industry standard reporting for system, agents, ACD and IVR, including real-
time, industry standard call metrics and the ability to set SLA’s therin. 

(

A-'14#$?BC(?""1=(1+&=($"80&$"?",1>(

P"=*$&:1&#,O((A-'14#$?BC($":#$1&,%(&,*-07"=($"'-Q1&?"(','-.=&=(',7(+&=1#$&*'-($":#$1&,%>(

R"'-Q1&?"(','-.=&=(0="=(A-'14#$?BCI=(40--.(&,1"%$'1"7(="-4Q="$@&*"(S0=&,"==(F,1"--&%",*"(

'::-&*'1&#,>()+"(=#-01&#,(4"'10$"=(+&%+-.(*0=1#?&T';-"(7'=+;#'$7=(1+'1('--#9(0="$=(1#(

"'=&-.(;0&-7(:',"-=(1+'1(7&=:-'.('(@&"9(#4(;0=&,"==(#:"$'1&#,=($"-"@',1(1#(1+"&$(

:#=&1&#,=>(()+"(S0=&,"==(F,1"--&%",*"('::-&*'1&#,('--#9=(#$%',&T'1&#,=(1#('%%$"%'1"(

*#,1'*1(*",1"$(:-'14#$?(',7(2$7(:'$1.('::-&*'1&#,=(UMRDH(=&1"=H(1&*<"1(1$'*<&,%V(7'1'(1#(

*$"'1"('(0,&4&"7H(+#-&=1&*(@&"9(#4(*0=1#?"$(?','%"?",1>(()+"('::-&*'1&#,('-=#('--#9=(

0="$=(1#(="1(*0=1#?&T';-"(1+$"=+#-7=(',7(GW/=(1#(?#,&1#$('--('*1&@&1&"=(#,(1+"(:-'14#$?>(F4(

'(1+$"=+#-7(&=(;$"'*+"7(1+"(=.=1"?(*',(7&=:-'.(&,4#$?'1&#,(9&1+&,(1+"(7'=+;#'$7(',7(

=",7(0="$=('(,#1&4&*'1&#,("?'&->(

(

/?#,%(1+"(:#9"$40-(4"'10$"=(#4(1+"(S0=&,"==(F,1"--&%",*"('::-&*'1&#,(&=(1+'1(&1I=(1&"7(1#(

1+"($#-"=Q;'="7('**"==(9&1+&,(1+"(=.=1"?>(/--(0="$=(#4(1+"(=.=1"?(+'@"('**"==(1#(1+"(

7'=+;#'$7=(;01(1+".I$"(#,-.(%&@",('**"==(1#(1+"(7'1'(1+".(+'@"(:"$?&==&#,(1#(="">(X#$(

"Y'?:-"H('(=0:"$@&=#$(9&--(#,-.(%"1(7'1'(#,(1+"('%",1=H(80"0"=H(',7(9#$<(:$#70*1=(1+".(

?','%"H(;01('(=&1"(=0:"$@&=#$(9&--(;"(';-"(1#($":#$1(#,('--(#4(1+"('*1&@&1&"=(9&1+&,(1+"&$(

=&1">((

(

/=(9"--H(0="$=(*',(="1(0:(?0-1&:-"(1';;"7(7'=+;#'$7=H(7&=:-'.&,%(1+"(?#=1($"-"@',1(

'%%$"%'1"(#$(%$',0-'$(7'1'H(#$(-&,"(#4(;0=&,"==H(&,('(7&=*$""1(@&"9>(

(
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7$#8&9"9(:"-#;(&<(',(&='%"(#4(7-'14#$=>?@<(*#,1"A10'-(B0<&,"<<(C,1"--&%",*"(<#-01&#,(4#$(
$"'-D1&="(','-.<&<E(
(

(
(
(

2.4.2 Ability to provide base line, canned, ad-hoc, historical and real-time reports supported by 
dashboards with graphs and charts. 

(
7-'14#$=>?(=""1<(1+&<($"F0&$"=",1G(

H"<*$&I1&#,E(7-'14#$=>?(*',(<0II#$1(:'<"(-&,"J(*',,"9J('9D+#*J(+&<1#$&*'-(',9($"'-D1&="(
$"I#$1<(<0II#$1"9(:.(9'<+:#'$9<(;&1+(%$'I+<(',9(*+'$1<(;&1+(#0$(BC(',9(K"I#$1&,%(
1##-<G(

L&<1#$&*'-($"I#$1&,%(1##-<('$"J('%'&,J(:'<"9(#,($#-"G(M<"$<(+'8"('**"<<(1#($0,($"I#$1<(#,(
9'1'(*#8"$&,%(1+"('$"'<(#4(1+"('%",*.(1+".(+'8"(:"",(%&8",(I"$=&<<&#,(1#('**"<<G(
L&<1#$&*'-($"I#$1&,%(+'<(4#0$(%","$'-('$"'<(#4(40,*1&#,'-&1.E(

• K"I#$1&,%(N'1"%#$&"<D(!","$'-(*'1"%#$&"<(4$#=(;+&*+(9"1'&-"9($"I#$1<(*',(:"(
'**"<<"9J(&,*-09&,%(/%",1<J(O0"0"<J(CPK<J(',9(N'=I'&%,<(

• K"I#$1<(Q&1+&,('(N'1"%#$.D(R#$("A'=I-"J(;&1+&,(O0"0"<J(0<"$<(*',('**"<<(O0"0"(
S44&*&",*.(K"I#$1<J(O0"0"(P#-0="(K"I#$1<J(O0"0"(T"$8&*"(U"8"-(K"I#$1<J("1*(

• N0<1#=(K"I#$1<D(/,.(0<"$(*',('**"<<('(<1',9'$9($"I#$1(#$('($"I#$1(<+'$"9(;&1+(
1+"=J(',9(*0<1#=&V"(&1(1#(*$"'1"('(0,&F0"(8&";(4#$(+&<1#$&*'-(','-.<&<G(M<"$<(*',(
<+'$"(*0<1#=($"I#$1<(;&1+(#1+"$<(;&1+&,(1+"(#$%',&V'1&#,(
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• 7"8#$19(:+'$";(<&1+(=#0>(?9"$9(*',(+'@"(*091#A($"8#$19(9+'$";(<&1+(1+"A(B.(
908"$@&9#$9C(';A&,&91$'1#$9C("D"*01&@"9(',;(#1+"$9(<&1+&,(',(#$%',&E'1&#,(

/(9'A8-"(F0"0"($"8#$1(<&1+(%$'8+9(',;(*+'$19(&9(8$#@&;";(B"-#<G(

(
(

H,(';;&1&#,C(I-'14#$A3J(",%&,""$9($"%0-'$-.(B0&-;($"8#$19(1#(A'1*+(1+#9"($"K0&$";(B.(#0$(
*091#A"$9(1#(%'&,(A#$"("44"*1&@"(@&9&B&-&1.(&,1#(LMM('*1&@&1&"9N(O41",C(<+",('(,"<(
*091#A"$(&9(1$',9&1&#,&,%(1#(I-'14#$A3JC(#0$(",%&,""$9(<&--(A'1*+(1+"(*091#A"$P9(
"D&91&,%($"8#$19(1#(",90$"(1+".(*#,1&,0"(1#(%"1(*#,9&91",1('**"99(1#(1+"(A"1$&*9(1+".(
,"";(<+&-"(1$',9&1&#,&,%(LMM(8-'14#$A9N((

Q"1'&-9(#4(I-'14#$A3JP9(&,;091$.>-"';&,%(R09&,"99(H,1"--&%",*"(1##-9('$"(8$#@&;";('B#@"N((

(

Call Handling by Queue
6/19/14 7:08 PM 6/20/14 7:08 PMto

Abandoned Interaction
Count

Total

06-19 01:00 Connectivity Errors 1 15 12
Emergency 1 15 14
Immediate Transfer 1 16 12
Middle Northeast Sales 3 19 12
Power Sales 1 29 20
Regional Sales 0 17 17
Sales 1 16 14
Test Queue 0 17 17
Total 2 18 15

06-19 01:15 Connectivity Errors 1 17 12
Emergency 1 18 12

1June 20, 2014

Report generated by Platform28 contact center analytics
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2.4.3 Ability to support wallboard displays for dashboard performance metrics such as 
calls/emails/chat/etc. answered, service levels, abandon rates, calls waiting, hold times, 
view all agents status, and banner messages.   

(
6-'13#$789(7""1:(1+&:($";0&$"7",1<(

(
=":*$&>1&#,?((6-'13#$789(*',(:0>>#$1(@'--A#'$B(B&:>-'.:(3#$(B':+A#'$B(>"$3#$7',*"(
7"1$&*:(:0*+(':(*'--:C"7'&-C*+'1C"1*<(',:@"$"BD(:"$E&*"(-"E"-:D('A',B#,($'1":D(*'--:(
@'&1&,%D(+#-B(1&7":D(E&"@('--('%",1:(:1'10:D(',B(A',,"$(7"::'%":(0:&,%(#0$(A0:&,"::(
&,1"--&%",*"(1##-<(

(
2.4.4 Ability for the Agency to define, build and run custom reports supporting business 

requirements. 
(

6-'13#$789(7""1:(1+&:($";0&$"7",1<(

=":*$&>1&#,?(6-'13#$789(:+'--(>$#E&B"(/%",*.(@&1+($";0&$"B(1##-:(',B(B#*07",1'1&#,(1#(
A0&-B(*0:1#7($">#$1:<()+#:"($">#$1:(@&--(1+",(A"('E'&-'A-"(&,(1+"(@"A(>#$1'-(3#$(
&,B&E&B0'-(0:"$:<(F:"$:(*',(1+",(7#B&3.($">#$1:D(:'E"(1+"7(':(B#*G"B($">#$1:D(',B(:+'$"(
1+"7(@&1+(&,B&E&B0'-:D(%$#0>:(#$($#-":<(
(
/:(B":*$&A"B('A#E"D(6-'13#$789(+':(:"E"$'-(@'.:(1+'1(",'A-"(1+"(*#,:1$0*1&#,(#3(*0:1#7(
$">#$1:D("&1+"$(E&'(1+"(!FH(#$(A'*G",B($">#$1&,%(7','%"7",1<(

(
2.4.5 Provide for real-time access by Authorized User to reporting systems 
(

6-'13#$789(7""1:(1+&:($";0&$"7",1<(

=":*$&>1&#,?(6-'13#$789('--#@:(',.#,"(@&1+(1+"('>>$#>$&'1"(I#-"C6"$7&::&#,(1#('**"::(
1+"($">#$1&,%(:.:1"7<((
(
6-"':"(:""(B":*$&>1&#,(#3(1+"(6-'13#$789(IJ/K(',B($"'-L1&7"(B':+A#'$B:('A#E"<(

(
2.4.6 Allow agent to view their individual call metrics (real time, historical and baseline) on 

their desktop. 
(

6-'13#$789(7""1:(1+&:($";0&$"7",1<(

=":*$&>1&#,?((6-'13#$789(/%",1:('$"('--#@"B(1#(E&"@(&,B&E&B0'-(*'--(7"1$&*:(#,(1+"(/%",1(
=":G1#><(()+&:(&,*-0B":(1+"(,07A"$(#3(*'--:(1+".(+'E"(>$#*"::"B(&,(1+"(*0$$",1(-#%&,(
:"::&#,(#$(*0$$",1(B'.D(1+"&$('E"$'%"(+',B-"(1&7"(',B(1'-G(1&7"D(#$(#1+"$(7"1$&*:(':(&1(
>"$1'&,:(1#(1+"('%",1D(1+"&$(;0"0"D(>""$(%$#0>D(:&1"D(#$(#1+"$(-#%&*'-(%$#0>&,%:<(
(
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/,(&7'%"(#4(8#7"(#4(1+"(7"1$&*8('9'&-':-"(4#$(;&8<-'.(;&$"*1-.(#,(1+"(/%",1(="8>1#<(

;0$&,%('(?@A(8*$"",(<#<(&8(:"-#BC(

(

(

2.4.7 Ability to change reporting metric requirements for different skillsets 
(

D-'14#$7EF(7""18(1+&8($"G0&$"7",1H(

="8*$&<1&#,C((D-'14#$7EFI8(JK(',;($"<#$1&,%(8.81"78('$"(40--.(*#,4&%0$':-"L(&,*-0;&,%(:.(

8>&--L('8(8<"*&4&";(&,(1+&8(4"'10$"($"G0&$"7",1H((K,(7#81(*'8"8L(1+$"8+#-;8L(MN/8(',;(#1+"$(

7"1$&*8(4#$($"<#$1&,%('$"(*#,4&%0$";(:.(*-&",1(';7&,&81$'1#$8(1#(80&1(1+"(,"";8(#4(1+"&$(

#$%',&O'1&#,H(((/**"88(1#(1+&8(*#,4&%0$'1&#,(&8(*#,1$#--";(:.(1+"(@J/?(8.81"7L(',;(',.#,"(

B&1+(1+"($&%+1(@#-"PD"$7&88&#,(7'.(8"10<(#$(7'>"(*+',%"8(1#(7"1$&*8(1+$"8+#-;8L(#$(

$"<#$1&,%(<'$'7"1"$8(08";(4#$($"<#$1&,%(#,(7"1$&*8H((K,(';;&1&#,L(D-'14#$7EF(#$(/%",*.(

K)($"8#0$*"8(*',(*+',%"(1+"($"<#$1&,%(7"1$&*8(4#$(;&44"$",1(8>&--8"18(',;(7'>"(1+"7(

'9'&-':-"(4#$(8<"*&4&*(08"$8H(

(

(

2.4.8 Ability to prompt messages on agent desktop displays 
(

D-'14#$7EF(7""18(1+&8($"G0&$"7",1H(

="8*$&<1&#,C((D-'14#$7EFI8(B":(<#$1'-('--#B8(80<"$9&8#$8(',;(7','%"$8(1#(8",;(',(

',,#0,*"7",1(1#('(1"'7L(#$(1#(&,;&9&;0'-('%",18H(()+"8"(7"88'%"8('$"(;&8<-'.";(#,(1+"(

/%",1(="8>1#<H(

(
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2.4.9 Ability to provide an Agent Report that tracks the entire Agent call flow for any single 
call. 

(

6-'14#$789(7""1:(1+&:($";0&$"7",1<(

=":*$&>1&#,?((6-'14#$789@:(*'--(4-#A(1$'*B:('--(:1">:(1'B",(C.(1+"('%",1(D0$&,%('(*'--<(()+&:(

&,4#$7'1&#,(&:(:1#$"D(&,1#('(D'1'C':"(',D(7'.(C"(>0--"D(E&'('($">#$1(4#$(:>"*&4&*(*'--:(#$(

:>"*&4&*('%",1:<(

(

2.4.10 Ability to export raw contact center analytics data for use. 
(

6-'14#$789(7""1:(1+&:($";0&$"7",1<(

=":*$&>1&#,?((6-'14#$789('--#A:($'A("F>#$1(#4('--(D'1'<(/01#7'1"D(D'1'("F>#$1:(*',(C"(

*#,4&%0$"D(1#($0,(#,('(:*+"D0-"(#$(D'1'(*',(C"("F>#$1"D(&,(,"'$($"'-G1&7"(E&'(1+"(

6-'14#$789(HIJ)(/6K(#$(A"C(:"$E&*":<(

(

2.4.11 Provide access to application historical data for 37 months, agent historical data for 13 
months. 

(

6-'14#$789(7""1:(1+&:($";0&$"7",1<(

=":*$&>1&#,?(6-'14#$789(:+'--(:1#$"(D'1'(4#$(/%",*.(4#$(25(7#,1+:L(',D('%",1(+&:1#$&*'-(

D'1'(4#$(M2(7#,1+:<(()+"(:*#>"(#4(D'1'(7""1&,%(N'>>-&*'1&#,(+&:1#$&*'-OL(E:(N'%",1(

+&:1#$&*'-O(:+'--(C"(D"4&,"D(D0$&,%(1+"(&,&1&'-('::"::7",1(>+':"<(

(

2.5 Call Recording & Basic Quality Management  

)+"(J"$E&*"(>$#E&D"$@:(:#-01&#,('DD$"::":(1+"($";0&$"7",1:(&,(1+&:(:"*1&#,(A&1+(1+"(4#--#A&,%?(

(

2.5.1 Call Recording 
(

2.5.1.1 Provide 20% random call recordings and screen capture per agent per day. 
(

6-'14#$789(7""1:(1+&:($";0&$"7",1<(((

=":*$&>1&#,?(6-'14#$789@:(;0'-&1.(7','%"7",1(:#-01&#,(>$#E&D":(:"E"$'-(7"1+#D:(1#(

7""1(1+"($";0&$"7",1(4#$(8PQ($',D#7(*'--($"*#$D&,%<(K1(&:(#0$($"*#77",D'1&#,(1+'1(

!)/(',D(!"#$%&'(:1'1"('%",*&":(0:"(6-'14#$789@:(N>#:1(*'--O($0-"(1#(!""#(8PQ(#4(*'--(
$"*#$D&,%:L(A+&-"($"*#$D&,%(MPPQ(#4(*'--:(&,($"'-G1&7"<(()+&:('--#A:(C"11"$(40,*1&#,'-&1.(

4#$(1+"($";0&$"7",1:(,#1"D(&,(:"*1&#,(8<3<M(:0CG&1"7(ML(:0CG&1"7(M<MP<((K4(0:&,%(1+&:(

7#D"-L(A+",(',('%",1(:&%,'-:('(*'--($"*#$D&,%(1#(C"(RB">1@(1+"(",1&$"(*#,E"$:'1&#,(:+'--(
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7"(8"91(4$#:(1+"(7"%&,,&,%(#4(1+"(*'--;($'1+"$(1+',(#,-.(4$#:(1+"(9#&,1(<+"$"(1+"(
'%",1($"=0">1>(1+"($"*#$?&,%@(

A*$"",(*'910$"(*'9'7&-&1.(<&--(%#(&,1#(!","$'-(B"-"'>"(&,(C2(DEFG@((!"#$%#&#'(#$)"*($
+',$-#$./&&#0$*12$*3$%#4/*%#02$)5$+##)$'1,$%#4/*%#0$0#.&5,+#1)$)*+#&*1#($35%$6!7!"
FEEH(>*$"",(*'910$"(',?(>':9-"?(>*$"",(*'910$"($0-">('$"(>"1(&?",1&*'--.(1#(
I-'14#$:DJK>("L&>1&,%(*'--($"*#$?&,%($0-">(",%&,"@((

2.5.1.2 Provide online storage to hold at the minimum two calendar months of recordings per 
agent. 

(
I-'14#$:DJ(:""1>(1+&>($"=0&$":",1@(((

(

M">*$&91&#,N(I-'14#$:DJ(>+'--(9$#O&?"(>1#$'%"(4#$('1(-"'>1(1<#(*'-",?'$(:#,1+>(#4(*'--(
$"*#$?&,%>(9"$('%",1;('1(1+"($'1"(#4(DEH(#4('--(*'-->($"*"&O"?(7.(1+"('%",1(P>9"*&4&"?(&,(
D@6@F;(>07Q&1":(F@FR@(

I-'14#$:DJ('--#<>(4#$(>1#$'%"(#4($"*#$?&,%>(&,(>"O"$'-(<'.>;(&,*-0?&,%(?"-&O"$&,%(
$"*#$?&,%>(1#(*0>1#:"$>(9#>1Q*'--(#$(&,(7'1*+(4#$:(9"$&#?&*'--.;(#$(7.($"1'&,&,%(
*0>1#:"$K>(*'--($"*#$?&,%>(<&1+&,(1+"(I-'14#$:DJ('$*+&O"@((

(
2.5.1.3 Provide interface to achieve recordings to GTA or Agency provide storage. 
(

I-'14#$:DJ(:""1>(1+&>($"=0&$":",1@((( (

(

M">*$&91&#,N(I-'14#$:DJ(>+'--(9$#O&?"(',(&,1"$4'*"(#$(:"',>(1#(:#O"($"*#$?&,%>(1#(!)/(
#$(/%",*.(9$#O&?"?(>1#$'%"(&::"?&'1"-.('41"$(1+"(",?(#4(1+"(*'--;(#$(?0$&,%('$*+&O&,%(
#01(#4(I-'14#$:DJ(9$#O&?"?(>1#$'%"@((
(
I-'14#$:DJK>(=0'-&1.(:','%":",1(>#-01&#,(9$#O&?">(',(&,1"$4'*"(1#(O&"<('--($"*#$?&,%>(
',?(=0"$.($"*#$?&,%>(7'>"?(#,(:0-1&9-"(*$&1"$&';(&,*-0?&,%(?'1";('%",1;(=0"0";(/ST;(
MSTA;(',?(#1+"$(*$&1"$&'@(/**">>(1#($"*#$?&,%>(&>(-&:&1"?(7.($#-"(',?(9"$:&>>&#,>(
*#,1$#--"?(7.(I-'14#$:DJK>(BU/V@(

(
2.5.1.4 Provide a method for appropriately adjusting monthly online storage needs. 
(

I-'14#$:DJ(:""1>(1+&>($"=0&$":",1@(((

(
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6"7*$&81&#,9(:-'14#$;<=(7+'--('--#>(!)/(#$(/%",*&"7(1#('?@071(;#,1+-.(#,-&,"(71#$'%"(

,""?7A()+&7(>&--(7&;8-.($"B0&$"7(!)/(#$(/%",*&"7(1#(*#,1'*1(:-'14#$;<=(7088#$1(',?(

&,?&*'1"('$*+&C&,%($"B0&$";",17A(

(

:-'14#$;<=(71#$'%"(',?('$*+&C"(78'*"(?.,';&*'--.(7*'-"7(>&1+(1+"(71#$'%"(

$"B0&$";",17(#4(#0$(*071#;"$7A(D071#;"$7('$"(&,C#&*"?(#,-.(4#$(1+"(71#$'%"(*'8'*&1.(

1+".(07"E(7&%,&4&*',1-.($"?0*&,%(#C"$'--(*#717(4#$(F0&-?&,%(',?(;'&,1'&,&,%(-'$%"(

'$*+&C"7A(

(

2.5.1.5 Ability to barge-in a call, coach, conference or take over call and record it. 
(

:-'14#$;<=(;""17(1+&7($"B0&$";",1A(((

6"7*$&81&#,9(G1',?'$?(&,(708"$C&7#$(4"'10$"7(&7(1+"('F&-&1.(1#(;#,&1#$E(*#'*+E(F'$%"H&,E(

1'I"(#C"$('(*'--(',?(&,&1&'1"($"*#$?&,%A()+"7"(4"'10$"7('$"(#,-.('C'&-'F-"(1#(07"$7(1+'1(

+'C"(F"",(8$#C&?"?(8"$;&77&#,(1#(;#,&1#$E(*#'*+(#$(F'$%"A(

(

2.5.1.6 Ability to listen to a call at any point during the call. 
(

:-'14#$;<=(;""17(1+&7($"B0&$";",1A(((

6"7*$&81&#,9(G08"$C&7#$7(+'C"(1+"('F&-&1.(1#(F"%&,(;#,&1#$&,%(*'--7E('7(?"7*$&F"?(&,(

<A5AJAKE('1(',.(8#&,1(&,(1+"(*'--A((

(

2.5.1.7 Ability to record one agent during workday and not impact the 20% recording time. 
(

:-'14#$;<=(;""17(1+&7($"B0&$";",1A(((

6"7*$&81&#,9(:-'14#$;<=(7+'--(8$#C&?"(1+"('F&-&1.(4#$(78#1($"*#$?&,%L$"*#$?&,%(#4(#,"(

'%",1(?0$&,%(>#$I?'.(1#(,#1(&;8'*1(1+"(<MN($"*#$?&,%(1&;"A(

/%",17(',?(708"$C&7#$7(*',(7"-"*1(1#($"*#$?(&,?&C&?0'-(*'--7(#,"('1('(1&;"A()+&7(78#1H

$"*#$?&,%(40,*1&#,'-&1.(?#"7(,#1(&;8'*1(1+"(7';8-"?(O8"$*",1'%"P($"*#$?&,%($0-"7A(

(

2.5.1.8 Ability to listen to recorded calls from any location (web based call recording). 
(

:-'14#$;<=(;""17(1+&7($"B0&$";",1A(((

6"7*$&81&#,9(:-'14#$;<=(8$#C&?"7('**"77(1#($"*#$?&,%(8-'.F'*I(C&'(1+"(>"F(8#$1'-(

O'**"77&F-"(1#(',.#,"(>&1+(',(Q,1"$,"1(*#,,"*1&#,P(1#(',.#,"(>&1+(1+"('88$#8$&'1"(

R#-"L:"$;&77&#,A(
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7$#8&9"9(:"-#;(&<(',(&='%"(#4(1+"(&,1"$4'*"(1#($"1$&"8"(',9(-&<1",(1#(*'--($"*#$9&,%<>(

(

(
2.5.1.9 Ability to email downloaded recordings. 
(

7-'14#$=?3(=""1<(1+&<($"@0&$"=",1A(((

B"<*$&C1&#,>(7-'14#$=?3(<1#$"<($"*#$9&,%<(&,(D72(#$(E/F(4#$='1(',9(:#1+(4#$='1<(*',(
:"("='&-"9('41"$(:"&,%(9#;,-#'9"9A(

7-'14#$=?3(*',('-<#(<"1(0C('01#='1&*($0-"<(1#(9&<1$&:01"(*'--($"*#$9&,%<(8&'(G)7(#$(#1+"$(
9"-&8"$.(="1+#9<(:'<"9(#,(:0<&,"<<($0-"<A(

(

(
2.5.1.10 Ability for agent to initiate recordings their own call  
(

7-'14#$=?3(=""1<(1+&<($"@0&$"=",1A(((

(

B"<*$&C1&#,>(/<(9"<*$&:"9H('%",1<(*',(&,&1&'1"(*'--($"*#$9&,%(8&'(:011#,<(#,(1+"(/%",1(
B"<I1#CA(/%",1<(*',('-<#(&,&1&'1"(*'--($"*#$9&,%(8&'(:011#,<("=:"99"9(&,(',(&,1"%$'1"9(
JKD(#$(8&'(B)DG(&4(1+".L$"(0<&,%('(2$9(C'$1.(9"8&*"A(

(
2.5.1.11 Ability to search recordings by filters 
(
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7-'14#$89:(8""1;(1+&;($"<0&$"8",1=(((

>";*$&?1&#,@(7-'14#$89:(?$#A&B";('**";;(1#(',.#,"(C&1+(1+"(*#$$"*1(D#-"E7"$8&;;&#,(1#(
'**";;(1+"($"*#$B&,%;(A&'(#0$(C"F(?#$1'-=((G1',B'$B(;"'$*+(?'$'8"1"$;('$"(?$#A&B"B(1#(
-#*'1"(*'--($"*#$B&,%;(F.(/HIJ(>HIGJ(<0"0"J('%",1J(1&8"EB'1"J(*'--(B0$'1&#,J("1*=(

7-"';"(;""(1+"(B";*$&?1&#,(',B(;*$"",;+#1('F#A"(1#(;""(+#C(*'--($"*#$B&,%;(*',(F"(
<0"$&"B=(

(
2.5.1.12 Have the ability to administer call center recordings based on an agent. Be able to 

designate 100% recordings or unique amount separate from standard recording 
environment, per agent. 

(
7-'14#$89:(8""1;(1+&;($"<0&$"8",1=(((

>";*$&?1&#,@(7-'14#$89:(;+'--(?$#A&B"(/%",*.(C&1+(1+"('F&-&1.(1#('B8&,&;1"$(*'--(*",1"$(
$"*#$B&,%;(F';"B(#,('%",1(#$(<0"0"=((()+&;(C&--(&,*-0B"(1+"('F&-&1.(1#(B";&%,'1"(KLLM(
$"*#$B&,%;(#$('(0,&<0"(?"$*",1'%"(?"$('%",1(#$(<0"0"J(;"?'$'1"(4$#8(1+"(;1',B'$B(
$"*#$B&,%(",A&$#,8",1=(

/;(B";*$&F"BJ(7-'14#$89:(*',(;"1(80-1&?-"($"*#$B&,%(-#%&*(F';"B(#,(F0;&,";;($0-";J(;0*+(
';(#A"$;'8?-&,%(#4(1$'&,"";J(+&%+(A'-0"(<0"0";J(#$(#1+"$($"<0&$"8",1;=(7-'14#$89:(*',(
F"(;"1(0?(1#($"*#$B(',(",1&$"(*",1"$('1(KLLMJ(;?"*&4&*(<0"0";('1(9LMJ(',B('??-.('B(+#*(
$"*#$B&,%(1#(;?"*&4&*('%",1;=(/--($"*#$B&,%;(*',(F"(8'B"('A'&-'F-"(&,(1+"(;'8"(&,1"$4'*"(
?#;1N*'--=(

(
2.5.2 Customer Surveys 
(
2.5.2.1 Provide the ability to initiate, collect and track information on customer surveys within 

the system for the support of the contact center service. 
(

7-'14#$89:(8""1;(1+&;($"<0&$"8",1=(((

>";*$&?1&#,@(7-'14#$89:(;+'--(?$#A&B"(/%",*.(C&1+(1+"('F&-&1.(1#(&,&1&'1"J(*#--"*1J(',B(
1$'*O(&,4#$8'1&#,(#,(*0;1#8"$(;0$A".;(C&1+&,(1+"(;.;1"8(4#$(1+"(;0??#$1(#4(1+"(
*#,1'*1(*",1"$(;"$A&*"=(7-'14#$89:('--#C;(*0;1#8"$;(1#(&8?-"8",1(*0;1#8"$(;0$A".;(
',B($"1'&,(B'1'(-#,%&10B&,'--.(4#$(#,%#&,%(;0??#$1(#4(;"$A&*";=(

2.6 Network & Transport 

)+"(G"$A&*"(?$#A&B"$P;(;#-01&#,('BB$";;";(1+"($"<0&$"8",1;(&,(1+&;(;"*1&#,(C&1+(1+"(4#--#C&,%@(
(
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2.6.1 Toll-Free service requirements 
(

2.6.1.1 Provide per-minute inbound and outbound toll-free services 
(

7-'14#$89:(8""1;(1+";"($"<0&$"8",1;=(

>";*$&?1&#,@(/;(,#1"A(&,(;"*1&#,(B=C(D"-#EF(7-'14#$89:(+';(?$#G&A"A(1#--H4$""(;"$G&*";(

?$&*&,%(;"?'$'1"-.(';('(-&,"(&1"8(D';"A(#,('*10'-(0;'%"(',A(*',(D0,A-"(1+#;"(*+'$%";(

&,1#(#,%#&,%(?"$(;"'1(*+'$%";F(D.($"<0";1=(

2.6.1.2 Provide inclusive inbound and outbound toll-free services 
(

7-'14#$89:(8""1;(1+";"($"<0&$"8",1;=(

(

>";*$&?1&#,@(/;(,#1"A(&,(;"*1&#,(B=C(D"-#EF(7-'14#$89:(*',(?$#G&A"(1#--H4$""(;"$G&*";(

?$&*&,%(;"?'$'1"-.(';('(-&,"(&1"8(D';"A(#,('*10'-(0;'%"(',A(D0,A-"A(&,(?"$(;"'1(

*+'$%";=(

  
2.6.2 Trunking Requirements 
(

2.6.2.1 Provide Erlang standard calculations for appropriately sizing inbound trunking 
requirements and provide quarterly assessments to adjust as needed. 

(

7-'14#$89:(8""1;(1+&;($"<0&$"8",1=(

>";*$&?1&#,@(/;(,#1"A(D"-#EF(7-'14#$89:(;0??#$1;(C63F333('*1&G"(A'&-.(0;"$;(',A(,"'$-.(

B33F333F333(&,1"$'*1&#,;(8#,1+-.=(()+"(7-'14#$89:(,"1E#$I(&,*-0A";(8';;&G"-.(;*'-"A(

)>J(',A(K#L7(1$0,I;(1+'1('$"(#G"$H?$#G&;&#,"A(*'?'*&1.($',%&,%(4$#8(9M(1#(C3N(E&1+(

"'*+(#4(&1;($"A0,A',1(1"-*#(?$#G&A"$;=(L,('AA&1&#,F(7-'14#$89:(#,-.(;"-"*1;(1"-*#(

?$#G&A"$;(1+'1(+'G"('(8&,&808(#4(1E#('*1&G"F($"A0,A',1(;E&1*+";F(",;0$&,%(*#,1&,0&1.(

E&1+&,(',A(D"1E"",('--(?$#G&A"$;(&,(7-'14#$89:O;(,"1E#$I=((

)+"(8"1+#A#-#%.(4#$(1+"(A";&%,(#4(7-'14#$89:(,"1E#$I(#4(A'1'(*",1"$;(',A(1"-*#(

1$0,I&,%(",;0$";(1+'1(,#(&,D#0,A(*'--;('$"(D-#*I"A(#$($"*"&G"('(D0;.(;&%,'-F($"%'$A-";;(#4(

;&%,&4&*',1(?"'I;(&,(*'--(G#-08"(1+'1(8'.(#**0$=((

7-'14#$89:($"%0-'$-.(E#$I;(E&1+(*0;1#8"$;F(',A(E&--(E#$I(E&1+(!)/(',A(1+"(/%",*.(

*0;1#8"$;F(';(,""A"AF(1#(?$#G&A"('(*#8?$"+",;&G"(','-.;&;(#4(&,D#0,A(1$0,I;F(A'1'(

*#,,"*1&G&1.F(-#*'-(7P)Q(;"$G&*";F(',A(#1+"$(1"-"*#8(',A(A'1'(;"$G&*";=(()+"(','-.;&;(

0;";(D";1H&,H*-';;(?$'*1&*";(4#$(;&R&,%(*&$*0&1;F(&,*-0A&,%(1+"(0;"(#4(S$-',%(T1$'A&1&#,'-F(#$(

8#A&4&"AU(','-.;&;F(E+"$"('??$#?$&'1"=(()+&;(','-.;&;($";0-1;(&,(;0%%";1"A(*#,4&%0$'1&#,(

',A(;&R&,%(#4(&,D#0,A(',A(#01D#0,A(1$0,I;F(A'1'(*#,,"*1&G&1.F(-#*'-(7P)Q(;"$G&*";(',A(
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#1+"$(1"-"*#7(',8(8'1'(9"$:&*"9;((<0$1+"$7#$"=(>-'14#$7?@(A&--(*#,1&,0'--.(B$#:&8"(
','-.9&9(0B8'1"9=('9('BB$#B$&'1"(1#(",90$"(1+'1(!)/(',8(/%",*.(C091#7"$9(A&--(+':"(
'8"D0'1"(1"-"*#7(1$0,E9=(8'1'(B&B"9(',8(9"$:&*"9(1#(7""1(1+"&$(*'B'*&1.(
$"D0&$"7",19;((()+&9(','-.9&9(0B8'1"(A&--(F"(8#,"('1(-"'91(#,*"(B"$(D0'$1"$=(#$('1(',.(
B#&,1(A+",(1+"$"(&9('(9&%,&4&*',1(*+',%"(&,(*'--(B'11"$,9=(91'44&,%(#$(#1+"$(4'*1#$(1+'1(7'.(
'44"*1(*'B'*&1.;(
(
!)/(',8(/%",*.(C091#7"$9(7'.('**"99(>-'14#$7?@G9("H1",9&:"(IJ(&,1"$4'*"9(1#(+':"(
:&9&F&-&1.(&,1#(1$0,E(01&-&K'1&#,('1(',.(B#&,1(&,(1&7";((L#$"(8"1'&-9('$"(B$#:&8"8(F"-#A(&,(
?;M;N;?;(
(

2.6.2.2 Trunking can be shared between Agencies but should not impact performance of 
individual contact centers. 

(
>-'14#$7?@(7""19(1+&9($"D0&$"7",1;(

O"9*$&B1&#,P(/9(,#1"8(F"-#A=(>-'14#$7?@(90BB#$19(36Q=QQQ('*1&:"(8'&-.(09"$9(',8(,"'$-.(
MQQ=QQQ=QQQ(&,1"$'*1&#,9(7#,1+-.;(()+"(>-'14#$7?@(,"1A#$E(&,*-08"9(7'99&:"-.(9*'-"8(
)OL(',8(R#J>(1$0,E9(1+'1('$"(#:"$SB$#:&9&#,"8(*'B'*&1.($',%&,%(4$#7(?H(1#(3QT(A&1+(
"'*+(#4(&19($"80,8',1(1"-*#(B$#:&8"$9;(J,('88&1&#,=(>-'14#$7?@(#,-.(9"-"*19(1"-*#(
B$#:&8"$9(1+'1(+':"('(7&,&707(#4(1A#('*1&:"=($"80,8',1(9A&1*+"9=(",90$&,%(*#,1&,0&1.(
A&1+&,(',8(F"1A"",('--(B$#:&8"$9(&,(>-'14#$7?@G9(,"1A#$E;((

)+"(7"1+#8#-#%.(4#$(1+"(8"9&%,(#4(>-'14#$7?@(,"1A#$E(#4(8'1'(*",1"$9(',8(1"-*#(
1$0,E&,%(",90$"9(1+'1(,#(&,F#0,8(*'--9('$"(F-#*E"8(#$($"*"&:"('(F09.(9&%,'-=($"%'$8-"99(#4(
9&%,&4&*',1(B"'E9(&,(*'--(:#-07"(1+'1(7'.(#**0$;((

J,('88&1&#,=(>-'14#$7?@(A&--(A#$E(A&1+(!)/(',8(1+"(/%",*.(C091#7"$9=('9(,""8"8=(1#(
B$#:&8"('(*#7B$"+",9&:"(','-.9&9(#4(&,F#0,8(1$0,E9=(8'1'(*#,,"*1&:&1.=(-#*'-(>U)V(
9"$:&*"9=(',8(#1+"$(1"-"*#7(',8(8'1'(9"$:&*"9;((W+"$"('BB$#B$&'1"=(>-'14#$7?@(A&--(
9"$:&*"9(F"1A"",('%",*&"9(1#($"80*"(&,4$'91$0*10$"(*#919(4#$(!)/(#$(/%",*.(C091#7"$=(
A+&-"(",90$&,%(1+'1(1+"(B'$1&"9(9+'$&,%(1+"(9"$:&*"(A&--(,#1("HB"$&",*"(',.(8"%$'8'1&#,(
&,(D0'-&1.(#$(*'B'*&1.;(

)+&9(','-.9&9(0B8'1"(A&--(F"(8#,"('1(-"'91(#,*"(B"$(D0'$1"$=(#$('1(',.(B#&,1(A+",(1+"$"(&9(
'(9&%,&4&*',1(*+',%"(&,(*'--(B'11"$,9=(91'44&,%(#$(#1+"$(4'*1#$(1+'1(7'.('44"*1(*'B'*&1.;(

!)/(',8(/%",*.(C091#7"$9(7'.('**"99(>-'14#$7?@G9("H1",9&:"(IJ(&,1"$4'*"9(1#(+':"(
:&9&F&-&1.(&,1#(1$0,E(01&-&K'1&#,('1(',.(B#&,1(&,(1&7";((L#$"(8"1'&-9('$"(B$#:&8"8(F"-#A(&,(
?;M;NS?;(

(
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2.6.2.3 Service Provider may use either TDM or VoIP for trunking for the most efficient 
performance and price. 

(
7-'14#$839(8""1:(1+&:($";0&$"8",1<(

=":*$&>1&#,?()+"(7-'14#$839(,"1@#$A(&,*-0B":(8'::&C"-.(:*'-"B()=D(',B(E#F7(1$0,A:(1#(
B"-&C"$("44&*&",1(*#880,&*'1&#,:(&,4$':1$0*10$"(4#$(#0$(*-&",1:<((()+"(*'>'*&1.(1+'1("G&:1:(
&,(1+"(7-'14#$839(,"1@#$A(#4(B'1'(*",1"$:(",:0$":(1+'1(,#(&,H#0,B(*'--:('$"(H-#*A"B(#$(
$"*"&C"('(H0:.(:&%,'-I($"%'$B-"::(#4(:&%,&4&*',1(>"'A:(&,(*'--(C#-08"(1+'1(8'.(#**0$<((

)#('**#8>-&:+(1+&:(7-'14#$839(+':(#C"$J>$#C&:&#,"B(*'>'*&1.($',%&,%(4$#8(3G(1#(KLM(
@&1+("'*+(#4(&1:($"B0,B',1(1"-*#(>$#C&B"$:<(7-'14#$839(#,-.(:"-"*1:(1"-*#(>$#C&B"$:(1+'1(
+'C"('(8&,&808(#4(1@#('*1&C"I($"B0,B',1(:@&1*+":I(",:0$&,%(*#,1&,0&1.(@&1+&,(',B(
H"1@"",('--(>$#C&B"$:(&,(7-'14#$839N:(,"1@#$A<((

/:(B":*$&H"B('H#C"I(7-'14#$839(:0>>#$1:(K6LILLL('*1&C"(B'&-.(0:"$:(',B(,"'$-.(
OLLILLLILLL(&,1"$'*1&#,:(8#,1+-.I(",:0$&,%(1+'1(1+"(*'>'*&1.('C'&-'H-"(@&--(>$#C&B"(
"*#,#8&":(#4(:*'-"(1#($"B0*"(>$&*"(',B(:&%,&4&*',1($":&-&",*.(',B(>"$4#$8',*"<(

P0$1+"$8#$"I(&,(1+"(*':"(#4(!)/(',B(/%",*.(Q0:1#8"$:I(7-'14#$839(@&--(0:"(1+&:(
&,4$':1$0*10$"(1#(>$#C&B"(:"$C&*"(&,(8#:1($'1"(*",1"$:(1+$#0%+#01(1+"(R1'1"(#4(!"#$%&'I(
",'H-&,%('(-#*'-(4##1>$&,1(4#$(:+#0-B(/%",*&":($";0":1(-#*'-(>$":",*"(',B(>#1",1&'--.(
:&%,&4&*',1-.($"B0*&,%(1"-"*#8(*#:1:<(

(
(
2.6.3 Data network requirements 
(
='1'(,"1@#$A($";0&$"8",1:(B":*$&H"B(H"-#@('$"(4#$(#>1&#,'-(E#F7(1"$8&,'1&#,(1#(/%",*.(
*#,1'*1(*",1"$:<(
(
2.6.3.1 Service provider can propose end-to-end data connection for call centers and agents 

where applicable or leverage existing State protected networks. 

7-'14#$839(8""1:(1+&:($";0&$"8",1<(

=":*$&>1&#,?(7-'14#$839N:(SQQ(:#-01&#,(*',(H"(B"-&C"$"B('*$#::('(*0:1#8"$N:("G&:1&,%(
8','%"B(,"1@#$AI(H$#'BH',B(',B(#1+"$(*#,,"*1&#,:<(7-'14#$839('-:#(+':("G1",:&C"(
"G>"$&",*"(@#$A&,%(@&1+(*0:1#8"$:(1#(B":&%,(',B(B">-#.(,"@(,"1@#$A:I(@&1+(",BJ1#J
",B(*#,,"*1&C&1.(4#$(*'--(*",1"$:(',B('%",1:<(7-'14#$839(@#$A:(@&1+(,"1@#$A(>$#C&B"$:(
1#(:"1(0>(-#*'-I(8"1$#(@&B"J'$"'(',B(&,1"$,'1&#,'-(*&$*0&1:<(F,('BB&1&#,I(7-'14#$839(+':(
B"">(*#88"$*&'-(',B(1"*+,&*'-("G>"$&",*"(@#$A&,%(@&1+(1"-"*#8(*'$$&"$:(1#(:"1(0>(
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*&$*0&178(9+#,"(,0:;"$78($#01&,%8(1$',7-'1&#,8(,0:;"$(9#$1';&-&1.8(',<(1#--(4$""(
7"$=&*"7>((((

?-'14#$:@A(+'7(B#$C"<(#="$(1+"(-'71(A(."'$7("D1",7&="-.(B&1+(!)/(1#(&,1"%$'1"(',<(07"(
1+"(E1'1"F7(G?HE(<'1'(,"1B#$C>(()+&7("D9"$&",*"(',<("D9"$1&7"(B#0-<(;"(-"="$'%"<(1#(
9$#=&<"(!)/8(',<(',.(/%",*.(I071#:"$8(B&1+('(7&,%-"(9#&,1(#4(*#,1'*1(1#(:','%"(',<(
'<:&,&71"$(",<J1#J",<(<'1'(7"$=&*"7>(((

?-'14#$:@A(B&--(;"(';-"(1#(9$#=&<"('(+&%+"$(-"="-(#4(7099#$1(1#(!)/(',<(/%",*.(
I071#:"$7(;.(;"&,%('(7&,%-"(9#&,1J#4J*#,1'*1(1+'1(B&--(;"(<"-&="$&,%(;#1+(<'1'(',<(
1"-"*#:(7"$=&*"7>(

(
2.6.3.2 Service provider will provide a tool(s) for self-assessed bandwidth requirements and 

voice quality performance. 

?-'14#$:@A(:""17(1+&7($"K0&$":",1>(

L"7*$&91&#,M(?-'14#$:@A(+'7("D1",7&="("D9"$&",*"(B&1+(<'1'(',<(1"-"*#::0,&*'1&#,7(
,"1B#$C78(&,*-0<&,%(1+"($"K0&7&1"(:#,&1#$&,%(',<(#,J%#&,%(
'<:&,&71$'1&#,>((?-'14#$:@AF7(N"1B#$C(G','%":",1(7.71":7(*#,1&,0'--.(:#,&1#$('--(
=#&*"(',<(<'1'(*&$*0&17(4#$(*'9'*&1.8(07'%"8(K0'-&1.8(',<(7"$=&*"('='&-';&-&1.>((O,('<<&1&#,8(
?-'14#$:@AF7(=#&*"(,"1B#$C(:#,&1#$&,%(7.71":7('$"(*'9';-"(#4(9$#=&<&,%(GPE(7*#$"7(
#,('--(*'--78(1#(K0'-&1'1&="-.(:"'70$"(=#&*"(K0'-&1.>((

O,4#$:'1&#,(*#--"*1"<(;.(1+"(N"1B#$C(G','%":",1(E.71":(&7(4"<(&,1#(1+"(:"1$&*7(
7.71":8(',<(&7('='&-';-"(4#$(QO(<'7+;#'$<&,%(',<($"9#$1&,%(90$9#7"7>((?-'14#$:@A(*',8(
'7(9'$1(#4(&,&1&'-(7"1098(*#,4&%0$"(L'7+;#'$<7(1+'1($"4-"*1(,"'$($"'-J1&:"(&,4#$:'1&#,(#,(
1$0,C(01&-&R'1&#,8(<'1'(,"1B#$C(01&-&R'1&#,8(=#&*"(K0'-&1.8("1*>(()+"7"(*',(;"(*071#:&R"<(
9"$(/%",*.(I071#:"$8(&4($"K0&$"<(7#(1+'1(&,<&=&<0'-(/%",*&"7(*',(7""(1+"&$(07'%"(#4(1+"(
7.71":>(

O,('<<&1&#,8(?-'14#$:@A(+'7(<"="-#9"<(&17(#B,(/%",1(L"7C1#9(B&1+(&,1"%$'1"<(EO?(7#41(
9+#,">()+"(7#41(9+#,"(&,*-0<"7(1##-7(1#("='-0'1"(S&11"$8(-'1",*.8(',<("*+#8(',<(1#(
9$#=&<"(1+#7"(1##-7(4#$(*",1$'-&R"<("='-0'1&#,(',<(<&'%,#7&7>(O,('<<&1&#,8(1+"(/%",1(
L"7C1#9(/%",1(E1'1&71&*7(',<(/,'-.1&*7(<&79-'.('--#B7('%",17(1#(-#*'--.(=&"B(1+"(K0'-&1.(
#4(1+"&$(=#&*"(K0'-&1.>(O4('(*#,71&10",1(&,<&*'1"7(1+".F$"(+'=&,%(1$#0;-"(+"'$&,%(',('%",1(
1+"('%",1(*',(&,71',1-.(0,<"$71',<(B+"1+"$(1+"(&770"(&7(:#71(-&C"-.(+'99",&,%(-#*'--.(
#$(#,(1+"(*#,71&10",1F7(",<>((

2.6.3.3 Setting up, supporting, operating and maintaining data circuits and VoIP circuits (if 
applicable) as required. 

?-'14#$:@A(:""17(1+"7"($"K0&$":",17>(
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6"7*$&81&#,9(:-'13#$;<=(+'7(">1",7&?"(">8"$&",*"(@#$A&,%(@&1+(B'1'(,"1@#$A(8$#?&B"$7(
1#(7"1(08(-#*'-C(;"1$#(@&B"D'$"'(',B(&,1"$,'1&#,'-(*&$*0&17E(F,('BB&1&#,C(:-'13#$;<=(+'7(
">1",7&?"(">8"$&",*"(@#$A&,%(@&1+(1"-"*#;(*'$$&"$7(1#(7"1(08(*&$*0&17C(8+#,"(,0;G"$7C(
$#01&,%C(1$',7-'1&#,C(,0;G"$(8#$1'G&-&1.C(',B(1#--(3$""(7"$?&*"7E((H0$1+"$;#$"C(
:-'13#$;<=(+'7(">8"$&",*"(@#$A&,%(@&1+(!)/(1#(&,1"%$'1"(',B(07"(1+"(I1'1"J7(K:LI(
B'1'(,"1@#$AE(()+&7(">8"$&",*"(',B(">8"$1&7"(@#0-B(G"(-"?"$'%"B(1#(8$#?&B"(!)/C(',B(
',.(/%",*.(M071#;"$C(@&1+('(7&,%-"(8#&,1(#3(*#,1'*1(1#(;','%"(',B('B;&,&71"$(",BD1#D
",B(B'1'(7"$?&*"7E(((

:-'13#$;<=(@&--(G"('G-"(1#(8$#?&B"('(+&%+"$(-"?"-(#3(7088#$1(1#(!)/(',B(/%",*.(
M071#;"$7(G.(G"&,%('(7&,%-"(8#&,1D#3D*#,1'*1(1+'1(@&--(G"(B"-&?"$&,%(G#1+(B'1'(',B(
1"-"*#;(7"$?&*"7E(

(
(
2.6.4 VPN / Security for Transport 
(
2.6.4.1 Provide end-to-end network security and monitoring 

:-'13#$;<=(;""17(1+&7($"N0&$";",1E(

6"7*$&81&#,9(:-'13#$;<=J7(,"1@#$A(07"7('(?'$&"1.(#3(7.71";7(',B(8$#*"B0$"7(1#(
;'&,1'&,(,"1@#$A(7"*0$&1.C(&,*-0B&,%(3&$"@'--7(1+'1(7088#$1(F:I(',B(O)KE((F,('BB&1&#,C(
'--(#3(1+"7"(7.71";7(',B(*#,,"*1&#,7('$"(;#,&1#$"B(*#,71',1-.(G.('01#;'1"B(7.71";7C(
'7(@"--('7(G.(1+"(:-'13#$;<=(P"1@#$A(Q8"$'1&#,7(1"';E(

F,(1+"(*'7"(#3(!)/(#$(/%",*.(M071#;"$7C(:-'13#$;<=(@&--(07"("&1+"$(K:LI(#$(8#&,1D1#D
8#&,1(*&$*0&17(R',B(;'.G"(S:P(#?"$(F,1"$,"1(3#$(1"71&,%T(@&1+(F:IUM(S:P(10,,"-7(1#(
",*$.81(?#&*"(',B(B'1'(@&1+&,(1+"7"(8&8"7E((F,('BB&1&#,C(:-'13#$;<=J7(S#F:(
&,3$'71$0*10$"(7088#$17(G#1+()LI(',B(7V):C('--#@&,%(3#$(30--.(",*$.81"B(?#&*"(1$'33&*(
3$#;(1+"('%",1(#$(G07&,"77(07"$J7(B"7A1#8C(1#(#0$(?#&*"(%'1"@'.7E(

:-'13#$;<=J7(07"(#3(",*$.81&#,C(10,,"-7(',B(8#&,1D1#D8#&,1(*&$*0&17(8$#?&B"('(
*#;8$"+",7&?"(",BD1#D",B(7"*0$&1.(7#-01&#,E((M#08-"B(@&1+(:-'13#$;<=J7(P"1@#$A(
K#,&1#$&,%(7.71";7C(&1(#33"$7('(7&%,&3&*',1(-'."$(#3(7"*0$&1.(',B(;#,&1#$&,%(3#$('--(B'1'(
',B(?#&*"(,"1@#$A7(8$#?&B"B(G.(:-'13#$;<=(3#$(07"(G.(!)/(#$(/%",*.(M071#;"$7E(

:-"'7"('-7#(7""(7"*1&#,(WE<(G"-#@(3#$(78"*&3&*(B"1'&-7($"%'$B&,%(:-'13#$;<=J7(0,&N0"(
'G&-&1.(1#(B"-&?"$(1+"(;#71(7"*0$"(",BD1#D",B(7"*0$&1.C(",*$.81&#,(',B(;#,&1#$&,%E(

(
2.6.4.2 Provide Virtual Private Network VPN access 

:-'13#$;<=(;""17(1+&7($"N0&$";",1E(
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6"7*$&81&#,9((:-'14#$;<=(07"7(&,>071$.(71',>'$>(?:@AB(C:D(10,,"-7(1#(7"*0$"(>'1'(

E"1F"",(!)/(#$(/%",*.(B071#;"$7G(-#*'1&#,7(',>(:-'14#$;<=G7(>'1'(*",1"$7H(((?,(

'>>&1&#,I(J:K@(C:DG7('$"('L'&-'E-"(&,(;#71(*'7"7I(4#$(',("M1$'(-'."$(#4(8$#1"*1&#,(N1+&7(

'44"*17(J:K@(*#71(',>(E',>F&>1+OH((?,('>>&1&#,I(&4(*"$1'&,(/%",*.(B071#;"$7($"P0&$"(

"M1$'(8$#1"*1I("L",(F&1+&,(1+"&$(K/DI(:-'14#$;<=(*',(F#$Q(F&1+(!)/(1#(>"8-#.(C:DR1#R

6"7Q1#8(7#-01&#,7(1+'1(F&--('--#F(&,>&L&>0'-(07"$(C:D(*#,,"*1&#,7I(1+"$"E.(",*$.81&,%(

>'1'(',>(L#&*"(4$#;(1+"(07"$G7(*#;801"$I('--(1+"(F'.(1#(1+"(:-'14#$;<=(>'1'*",1"$H(

:-"'7"('-7#(7""(7"*1&#,(SH<(E"-#F(4#$(78"*&4&*(>"1'&-7($"%'$>&,%(:-'14#$;<=G7(0,&P0"(

'E&-&1.(1#(>"-&L"$(1+"(;#71(7"*0$"(",>R1#R",>(7"*0$&1.I(",*$.81&#,(',>(;#,&1#$&,%H(

(

(

(
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3.0 Enhanced Contact Center Services 

3.1 Enhanced Quality Management 
 
  

)+"(7"$8&*"(9$#8&:"$;<(<#-01&#,('::$"<<"<(1+"($"=0&$">",1<(&,(1+&<(<"*1&#,(?&1+(1+"(4#--#?&,%@(

(

3.1.1 Role based score cards with key performance indicators 
(

A-'14#$>BC(>""1<(1+&<($"=0&$">",1D(

E"<*$&91&#,@(A-'14#$>BC;<(<*#$"*'$:&,%(<.<1">('--#?<(1+"(/%",*.(1#(*$"'1"('(8&$10'--.(

0,-&>&1":(,0>F"$(#4(G"8'-0'1&#,(4#$><HD((I'*+(4#$>(*#,<&<1<(#4(,0>F"$(#4(

G*$&1"$&'HD((I'*+(*$&1"$&'(>'.(+'8"('(<*#$"($',%"J(>'$KL:#?,J(#$(>'$KL09('<<#*&'1":(?&1+(

>""1&,%(1+"(*$&1"$&'J(#$(&1(>'.(F"(F'<":(#,('(<9"*&4&*(<*#$"(?&1+&,(1+'1(*$&1"$&'(M&D"D(

N&<1",&,%(<K&--<(@(OL6PD(()+&<(4-"Q&F-"(4$'>"?#$K('--#?<("Q1$">"-.(:"1'&-":(',:('**0$'1"(

"8'-0'1&#,<(1#(F"(*$"'1":D(

/1(1+"(F"%&,,&,%(#4('(<*#$&,%R"8'-0'1&#,J(1+"(9"$<#,(9"$4#$>&,%(1+"(<*#$&,%(#$(

"8'-0'1&#,(MG"8'-0'1#$HP(&<('--#?":(1#(<"-"*1(',("8'-0'1&#,(4#$>D(()+"(-&<1(#4('8'&-'F-"(

4#$><(?&--(F"($"<1$&*1":(F'<":(#,(1+"(=0"0"(1+"(*'--(&<(#,J(1+"(1"'>(1+"('%",1(&<(#,J(

"1*D((S,*"('(4#$>(&<(<"-"*1":J(1+"("8'-0'1#$(<&>9-.(%#"<(1+$#0%+(1+"("8'-0'1&#,(4#$>(',:(

<*#$"<(1+"(9'$1&*0-'$('%",1('%'&,<1(1+"(<9"*&4&*(*'--D((()+"(*'--($"*#$:&,%(&<('8'&-'F-"('<(

?"--J(',:(40--(G9-'."$H(*#,1$#-<('$"(%&8",(<#(1+'1($"*#$:&,%<(*',(F"(

9'0<":R<1#99":R<1'$1":D(((T0$1+"$>#$"J(A-'14#$>BC(0<"<(<9"'K"$(<"9'$'1&#,(<1#$":('<(

<1"$"#(*+',,"-<J('--#?&,%(1+"("8'-0'1#$(1#(-&<1",(1#(1+"(*'--"$J('%",1J(#$(F#1+('<(:"<&$":D(

S,*"("8'-0'1&#,<('$"(*#>9-"1":J(1+"(A-'14#$>BC(UV(',:(W"9#$1&,%(<.<1"><(*',(F"(0<":(

1#(9$#8&:"('%%$"%'1"(:'1'('F#01("8'-0'1&#,<J(',:(1#(0,:"$<1',:(XAV;<('<(*#>9'$":(1#(

<9"*&4&*(=0"0"<J('%",1<(#$(1"'><D(()+"($"9#$1&,%(*',(F"(*0<1#>&Y":(4#$('->#<1(',.(

&>'%&,'F-"(1.9"(#4(','-.<&<(#4(1+"<"(XAV;<D(

/,(&>'%"(#4(#,"(#4(A-'14#$>BC;<(<*#$"*'$:<(&<(F"-#?D(7*#$"*'$:<(*',("'<&-.(F"(

*0<1#>&Y":('<(,"":":D(
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3.1.2 Integrated Learning Tools 
(

6-'14#$789(7""1:(1+&:($";0&$"7",1<(

=":*$&>1&#,?(6-'14#$789@:(#>",('$*+&1"*10$"(+':(1+"('A&-&1.(1#(&,1"%$'1"(B&1+(1+&$CD>'$1.(
/%",1()$'&,&,%(',C(E#'*+&,%(1##-:<(()+":"(1##-:(*',(A"(0:"C(1#(4&--(#44D>+#,"(1&7"(B&1+(
'*1&F&1&":(1+'1(&7>$#F"('%",1(>"$4#$7',*"(',C(>$#C0*1&F&1.<(()+&:(4'*&-&1.(:+'--(A"(0:"C(1#(
:'1&:4.(',.($";0&$"7",1:(1+'1(!)/(7'.(+'F"(B&1+($":>"*1(1#(&,1"%$'1"C(-"'$,&,%(
1##-:<(((6-'14#$789(B&--(B#$G(B&1+(',C($"*#77",C(!)/(',CH#$(&,C&F&C0'-(*#,1'*1(*",1"$:(
7','%"$:(1#(&C",1&4.(1+"(A":1("'*+(:&10'1&#,<(

(
(
3.1.3 Coaching Management Tools 
(

6-'14#$789(7""1:(1+&:($";0&$"7",1<(
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7"8*$&91&#,:(;-'14#$<=3(&<9-"<",18(8">"$'-(<#?"-8(4#$(*#'*+&,%(<','%"<",1(1##-8@(
A&>"(*#'*+&,%B(8&?"CD.C8&?"('%",1(1#('%",1(*#'*+&,%B(9#81C*'--(*#'*+&,%(',?(1"'<(8*#$&,%(
',?(">'-0'1&#,('$"('--(9'$1(#4(;-'14#$<=3E8(F0'-&1.(<','%"<",1(1##-8@(

G,('??&1&#,B(;-'14#$<=3(*',(&,1"%$'1"(H&1+(I$?(9'$1.(1$'&,&,%(',?(*#'*+&,%('99-&*'1&#,8B(
&,*-0?&,%('01#<'1"?(1##-8(1+'1(908+(*#'*+&,%(1#('%",18(1+$#0%+(&,1"%$'1&#,(D"1H"",(
1+"(1$'&,&,%('99-&*'1&#,B(JKL(',?(;-'14#$<=3@()+"(1##-8('$"($"%0-'$-.(08"?(1#(&<9$#>"(
#,D#'$?&,%($'<9(09(1&<"8B(*#'*+(1#(&<9$#>"?(-"'$,&,%(*0$>"8B(#$(*#'*+(+&%+(
9"$4#$<&,%('%",18(1#(?">"-#9(809"$>&8#$(8M&--8@(

3.1.4 Enhanced correlation of reporting, optimization and forecasting of key performance 
indicators. 

(
;-'14#$<=3(<""18(1+&8($"F0&$"<",1@(

7"8*$&91&#,:((;-'14#$<=3E8($"9#$1&,%(8.81"<(9$#>&?"8(*#$$"-'1"?($"9#$18(#4(N;GB('%",1(
9"$4#$<',*"B(',?(#1+"$(81',?'$?(?'1'@((;-'14#$<=3(40$1+"$(&,1"%$'1"8(H&1+(I$?(9'$1.(
JKO(8.81"<8(1#(08"(1+&8(?'1'(1#(9$#>&?"(#91&<&P"?(8*+"?0-&,%(',?(4#$"*'81&,%(#4(N;GE8(
D'8"?(#,('%",1(8*+"?0-&,%B(9'81(>#-0<"B("1*@((

7"8*$&D"?(D"-#HB(;-'14#$<=3E8(?"-&>"$8(I(1.9"8(#4(JKL(9$#?0*18B('--(#4(H+&*+('$"(
&,1"%$'1"?(H&1+(;-'14#$<=3E8(?'1'(8#0$*"8(',?(*',(D"(08"?(4#$($"9#$1&,%B(#91&<&P'1&#,B(
',?(4#$"*'81&,%(#4(N;G8@(Q,+',*"?(J#$M4#$*"(L','%"<",1((

)+"(R"$>&*"(9$#>&?"$E8(8#-01&#,('??$"88"8(1+"($"F0&$"<",18(&,(1+&8(8"*1&#,(H&1+(1+"(4#--#H&,%:(
(
3.1.5 Provider should describe the workforce management capabilities with their offering 
(

;-'14#$<=3(<""18(1+&8($"F0&$"<",1@(

7"8*$&91&#,:()+"(;-'14#$<=3(?"-&>"$8(I(1.9"8(#4(H#$M4#$*"(<','%"<",1(8#-01&#,8B(
?"9",?&,%(#,($"F0&$"<",18(#4("'*+(&<9-"<",1'1&#,@((

S'8&*(JKL(-">"$'%"8(1+"(H&?"-.(08"?(Q$-',%(<"1+#?(#4(4#$"*'81&,%(',?(&,*-0?"8(
*#<9-"1"(8+&41(<','%"<",1B(4#$"*'81&,%B(8+&41('?+"$",*"B(8+&41(8H'99&,%B(81',?'$?(
$"9#$1&,%(',?('?(+#*($"9#$1&,%(4"'10$"8(08&,%(81',?'$?(Q$-',%(','-.8&8@((

)+"(Q,+',*"?(/,'-.8&8(>"$8&#,(#4(;-'14#$<=3E8(H#$M4#$*"(<','%"<",1(8#-01&#,(
9$#>&?"8(8&%,&4&*',1-.(<#$"(%$',0-'$(','-.8&8(1+',(Q$-',%@()+"(Q,+',*"?(/,'-.8&8(>"$8&#,(
08"8(CD.C8"*#,?(','-.8&8(#4(F0"0"(1&<"8('*$#88(&,*$"<",1'-(+#0$(9'$18B(8#<"1+&,%(1+'1(
'--(Q$-',%(1##-8(<&88@()+&8('--#H8(*'--8(1+'1(#>"$-'9(81',?'$?(T6C(#$(IUC<&,01"($"9#$1&,%(
9"$&#?8B(9-08(?$#99"?(*'--8B(1#(D"(&,*-0?"?(&,(1+"(','-.8&8B('(<'V#$(*'08"(#4(*'--(D'*M09(
',?(<&88"?(RA/('?+"$",*"@()+&8(&8(9'$1&*0-'$-.(1$0"(H+",(1+"(WL#,?'.E(#$(W9#81C+#-&?'.E(
*'--(89&M"8('$"(,#1('**#0,1"?(4#$(&,(4#$"*'81&,%@(((
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7-'14#$89:('-;#(#44"$;(',(<=>?(#$(4#$"*';1&,%@#,-.?(;#-01&#,A()+&;('--#B;(*0;1#8"$;(1#(
C""D(1+"&$("E&;1&,%(FGHA(=IJ(K'1'(4$#8(7-'14#$89:(&;(4"K(&,1#(1+"(<=>(1##-(4#$(','-.;&;(
',K(*$"'1&#,(#4('(4#$"*';1A()+";"(8#$"('**0$'1"(4#$"*';1;('$"(1+",(",1"$"K(&,1#(1+"(
*0;1#8"$L;("E&;1&,%(FGH(1##-A(

M#1+(N,+',*"K(',K(<=>($";0-1(&,(;&%,&4&*',1-.(%$"'1(<O/('K+"$",*"?($"K0*"K('%",1(
;1$";;?($"K0*"K(1"-*#(*#;1;?(',K?(4$"P0",1-.?($"K0*"K(+"'K*#0,1A(

(
3.1.6 Ability to analyze customer interactions 
(

7-'14#$89:(8""1;(1+&;($"P0&$"8",1A(

I";*$&D1&#,Q(7-'14#$89:L;(N,+',*"K(FGH(',K(<=>(4#$"*';1&,%(1##-;('$"?(R.(K"4&,&1&#,?(
1##-;(4#$(1+"(','-.;&;(#4(*0;1#8"$(&,1"$'*1&#,;A(7-'14#$89:L;(M0;&,";;(S,1"--&%",*"(
'DD-&*'1&#,;(&,*-0K"(1+"('R&-&1.(1#(T&"B(',K(','-.U"(*#,1"E10'--.($"-"T',1(*0;1#8"$(
&,1"$'*1&#,;A(V<""(*#8D-"1"(','-.;&;(4"'10$";('R#T"AW((

7-'14#$89:(B&--('-;#($"-"';"(',(",+',*"K(T"$;&#,(#4(1+"(M0;&,";;(S,1"--&%",*"('DD-&*'1&#,(
&,(XY?(9Z[2?(1+'1(&,*-0K";(1+"('R&-&1.(1#(*#,K0*1(*#8D-"1"(;1'1&;1&*'-(',K(*#8D'$'1&T"(
','-.;&;(B&1+&,(1+"('DD-&*'1&#,(',K(*#8D'$"(1+#;"(&,1"$'*1&#,($";0-1;(1#(D$"T&#0;(K'1"(
D"$&#K;?(-&,";(#4(R0;&,";;?(#$('%",1;A(

(
3.1.7 Leverage call data to adjust scheduling 
(

7-'14#$89:(8""1;(1+&;($"P0&$"8",1A(

I";*$&D1&#,Q(/;(,#1"K(&,(YA9A[('R#T"?('--(1+$""(#4(7-'14#$89:L;(FGH(;#-01&#,;(&,*-0K"(
1+"('R&-&1.(1#(0;"(D$"T&#0;(*'--(K'1'(1#(*$"'1"(4#$"*';1;(',K('K\0;1(;*+"K0-&,%A(

)+"(N,+',*"K(T"$;&#,(#4(7-'14#$89:L;(FGH(;#-01&#,;('-;#(&,*-0K"(1+"('R&-&1.(1#(
'01#8'1&*'--.($"4#$"*';1(&,1$'K'.?(,&%+1-.(#$(B""C-.A(S4("E1$'#$K&,'$.("T",1;(K$&T"(*'--&,%(
'*1&T&1.(1#(-"T"-;(1+'1(B"$"(,#1(',1&*&D'1"K(4$#8(+&;1#$&*'-(T'$&'1&#,;?(1+"(;.;1"8(*',(R"(
;"1(1#($"4#$"*';1(1#('**#88#K'1"(1+"(,"B(;"*#,K@R.@;"*#,K(K"1'&-;(#4(1+"(;D&C"A((

3.1.8 Identify customer and employee behavior 
(

7-'14#$89:(8""1;(1+&;($"P0&$"8",1A(

I";*$&D1&#,Q(7-'14#$89:L;(FGH(;#-01&#,?($"D#$1&,%(;.;1"8(',K(R0;&,";;(&,1"--&%",*"(
'DD-&*'1&#,(D$#T&K"(1+"(*'D'R&-&1&";(1#(&K",1&4.(&,K&T&K0'-(*0;1#8"$?(*0;1#8"$;(&,(
'%%$"%'1"?(&,K&T&K0'-('%",1?(',K('%",1(%$#0D(R"+'T&#$A(
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)+"(678(9#-01&#,('-9#(&,*-0:"9(9";"$'-(*091#<"$(',:("<=-#.""(>"+';&#$(','-.9&9(
4"'10$"9?(&,*-0:&,%(1+"(7#$"*'91(;9@(A*+":0-"(;9@(/*10'-(B"=#$1?(C+&*+(1'D"9(&,1#('**#0,1(
EF(*091#<"$(',:(>"+';&#$(1.="9@(A*+":0-&,%(=-',,"$9(09"(1+&9($"=#$1(1#(*#,:0*1('(%'=(
','-.9&9(>"1C"",(',.(*#<>&,'1&#,9(#4(1&<"(9"$&"9?($":&'-("44"*19?(',:(#1+"$(*$&1"$&'@(G,(
'::&1&#,?(/:+"$",*"(B"=#$19(",'>-"9(=-',,"$9(1#(-##D('1(1+"("44"*19(#4("<=-#.""(
>"+';&#$?(&,*-0:&,%(1+&,%9('9(:"1'&-":('9('(*'--(1+'1($0,9(9";"$'-(<&,01"9(-#,%?(=09+&,%(',(
"<=-#.""(1#(91'$1(1+"&$(>$"'D(-'1"@()+"(9.91"<(1'D"9(&,1#('**#0,1(1+"9"(1.="9(#4(
':+"$",*"(&990"9(',:(=-',9(4#$(1+"<(&,(4#$"*'91&,%@(

3.1.9 Ability to perform short term and long term forecasting 
(

H-'14#$<FI(<""19(1+&9($"J0&$"<",1@(

K"9*$&=1&#,L(H-'14#$<FIM9(678(9#-01&#,(&,*-0:"9(1+"('>&-&1.(1#(="$4#$<(9+#$1(1"$<(',:(
-#,%(1"$<(4#$"*'91&,%@(

H-'14#$<FIM9(678(9#-01&#,(&,*-0:"9(1+"('>&-&1.(1#(="$4#$<(9+#$1(1"$<(',:(-#,%(1"$<(
4#$"*'91&,%@(()+"$"(&9(,#(0=="$(-&<&1(1#(1+"(,0<>"$(#4(C""D9?(<#,1+9(#$(."'$9(&,(
':;',*"(1+'1(4#$"*'919(*',(>"(=$"='$":@((7#$"*'91&,%(='$'<"1"$9('--#C(4#$($#--&,%(
C""D9?($#--&,%(<#,1+9?($#--&,%(."'$9?(<#,1+-.(>&--&,%(*.*-"9(',:(*#<>&,'1&#,9(#4('--(#4(1+"(
'>#;"@((/01#<'1&*(N9"'9#,'-&O'1&#,M(',:('01#<'1&*(+#-&:'.("44"*19(*',(>"(&,*-0:":(&,(',.(
4#$"*'91(4#$(',.(:'1"($',%"@(

3.1.10 Provide for skills improvement and coaching 
(

H-'14#$<FI(<""19(1+&9($"J0&$"<",1@(

K"9*$&=1&#,L(/9(,#1":?(H-'14#$<FIM9(J0'-&1.(<','%"<",1(9#-01&#,9(&,*-0:"(*#<=-"1"(
9*#$"*'$:&,%(',:(*#'*+&,%(4"'10$"9@(H-'14#$<FIM9(678(9#-01&#,(";'-0'1"9(:"<',:(#,('(
9"*#,:P>.P9"*#,:(>'9&9(4#$('%",19?(>.(9D&--(',:(1+"(9.91"<(09"9(1+&9(&,4#$<'1&#,(1#(
&:",1&4.(9*+":0-&,%(#==#$10,&1&"9(4#$(#44P=+#,"('*1&;&1&"9?(&,*-0:&,%(1$'&,&,%?(*#'*+&,%(
',:("P-"'$,&,%@(/::&1&#,'-(:"1'&-9('$"(=$#;&:":('>#;"@((

(
3.1.11 Provide data to forecast schedules for shift assignments 
(

H-'14#$<FI(<""19(1+&9($"J0&$"<",1@(

K"9*$&=1&#,L(/9(,#1":(&,(:"1'&-('>#;"?(:'1'($"%'$:&,%(&,1"$'*1&#,(;#-0<"9(&9(09":(
&,1"$,'--.(>.(H-'14#$<FIM9(678(9.91"<(',:(*',(>"("Q=#$1":(1#(R$:(='$1.(678(9#-01&#,9@(
/--(1+$""(;"$9&#,9(#4(H-'14#$<FIM9(678(1##-(1'D"(09"(SKB(:'1'(1#(4#$"*'91(9*+":0-"9(4#$(
9+&41('99&%,<",19@(H-'14#$<FIM9(T,+',*":(678(9#-01&#,(*',(1'D"($"'-P1&<"(:'1'(',:(
$"4#$"*'91(9*+":0-"9(#,(1+"(4-.(>'9":(#,(0,"Q="*1":(#$(:$'<'1&*(*+',%"9(&,(*'--(;#-0<"@( 
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3.2 Customer Relationship Management (CRM) 

)+"(6"$7&*"(8$#7&9"$:;(;#-01&#,('99$";;";(1+"($"<0&$"=",1;(&,(1+&;(;"*1&#,(>&1+(1+"(4#--#>&,%?: 
 

3.2.1 Provider should list integrated and separate CRM options as well as ability to leverage 
existing CRM sources. 

(
@-'14#$=AB(=""1;(1+&;($"<0&$"=",1C(

D";*$&81&#,?()+"('E&-&1.(1#(8$#7&9"($#E0;1F(4-"G&E-"F(',9(+&%+-.(;"*0$"(&,1"%$'1&#,;(
E"1>"",(1+"(*#,1'*1(*",1"$(;#-01&#,(',9(HIJ('88-&*'1&#,;(&;('(;1$",%1+(',9(
9&44"$",1&'1#$(4#$(@-'14#$=ABC(/;(9";*$&E"9(E"-#>F(@-'14#$=AB(+';(1>#(="1+#9;(4#$(
=','%&,%(HIJ(&,1"%$'1&#,;C(K,*"(&,1"%$'1&#,;('$"(&,(8-'*"F(@-'14#$=AB(",'E-";(
*0;1#="$;(1#(0;"(&1;(L0;&,";;(M,1"--&%",*"('88-&*'1&#,(1#('%%$"%'1"(*#,1'*1(*",1"$(
8-'14#$=(',9(HIJ(9'1'(1#(%"1('(8#>"$40-(7&">(#4('*1&7&1&";(&,(1+"(H",1"$F(8$";",1&,%(
#,-.(1+"(=#;1($"-"7',1(9'1'(>&1+&,(0;"$N;8"*&4&*(9';+E#'$9;C()#%"1+"$F(&,1"%$'1"9(HIJ(
',9(L0;&,";;(M,1"--&%",*"('--#>;(=','%"$;(1#(7&">(1+"("44"*1&7",";;(#4(&,*&9",1(
$";8#,;"F(1.8";(#4(8"$;#,'-&O"9(",%'%"=",1F(',9(#1+"$(*'1"%#$&";(4#$(&,;&%+1(&,1#(1+"(
#$%',&O'1&#,(',9(&1;(*0;1#="$;C(

@-'14#$=AB(;088#$1;(;&=8-"(&,1"%$'1&#,;(0;&,%(#0$(*#,4&%0$'E-"(;*$"",N8#8(="*+',&;=F(
>+&*+('--#>;(',.(*'--N-"7"-(="1'(9'1'(1#(E"(80;+"9(1#(1+"(HIJ(90$&,%(1+"(;*$"",(
8#8C(()+&;(="*+',&;=(&;(;044&*&",1(4#$(=',.(#$%',&O'1&#,;(1#(8$#7&9"(',(&,1"%$'1"9(HIJ(
7&">(4#$('%",1;C(

@-'14#$=AB('-;#(8$#7&9";('(3PPQ(#8",(IR6)(/@MF(',9(0;";(8$#%$'=='E-"(>"EN;"$7&*";(
1#('--#>(E&N9&$"*1&#,'-(&,1"$'*1&#,(#4(@-'14#$=AB(',9(1+"(HIJC(((@-'14#$=AB:;(0,&<0"(/@M(
'--#>;(1+"(HIJ(8$#%$'=="$(#$('9=&,&;1$'1#$(1#('**";;(',9(*#,1$#-('--(';8"*1;(#4(
@-'14#$=AB:;(#8"$'1&#,(S&,($"'-N1&="T(7&'(1+"(IR6)(/@MC(()+&;(&,*-09";(1+"(*$"'1&#,F(
=#9&4&*'1&#,F(',9(9"-"1&#,(#4(0;"$;F(<0"0";F(-#*'1&#,;F(*0;1#="$;F(1"'=;F($#-";F(
"1*C((@-'14#$=AB('-;#(;088#$1;(E#1+($"'-N1&="(',9(E'1*+"9(9'1'(80;+(1#(1+"(HIJC(

)+"(@-'14#$=AB(/%",1(D";U1#8(+';('(E0&-1N&,(IR6)(>"E(;"$7"$F('--#>&,%(4#$(/V/W(
&,1"$'*1&#,(E"1>"",(',.(>"E('88-&*'1&#,(',9(1+"(9";U1#8F(4#$(1"-"8+#,.(',9(9'1'(
*#,1$#-(#$(<0"$.C((M,('99&1&#,F(1+&;(IR6)(;"$7"$(*',(E"(*#,1'*1"9(E.(',.(-#*'--.(&,;1'--"9(
'88-&*'1&#,F('--#>&,%(;&=8-"(XE$&9%";:(1#(E0&-1(1#(;088#$1(HKJYKZR(',9(#1+"$(#8"$'1&,%(
;.;1"=(;8"*&4&*(&,1"%$'1&#,(="*+',&;=C(

@-'14#$=AB(+';(&,1"%$'1"9(>&1+('(>&9"(,0=E"$(#4(*#=="$*&'-(',9(&,1"$,'--.(9"7"-#8"9(
'88-&*'1&#,;C(D"1'&-;(#4(&,1"%$'1&#,(E"1>"",(@-'14#$=AB(',9(!)/(HIJ(8-'14#$=;(>&--(E"(
*#,90*1"9(90$&,%(40$1+"$(;*#8&,%C(
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(
3.2.2 Provider should have the capability to migrate existing CRM data into a replacement 

option. 
(

6-'14#$738(7""19(1+&9($":0&$"7",1;(

<"9*$&=1&#,>(6-'14#$738(?&--(?#$@(?&1+(!)/(1#(&,1"%$'1"(?&1+(ABCD9(',E(=$#F&E"(',.(
'99&91',*"($":0&$"E(?&1+($"9="*1(1#(E'1'(1$',94"$(4$#7(#-E(1#(,"?(ABCD9;(((

6-'14#$738($"%0-'$-.(?#$@9(?&1+(*091#7"$9(1#(=$#F&E"(",%&,""$&,%($"9#0$*"9(1#(+"-=(
?&1+(1##-('99"997",1G(7&%$'1&#,(=-',,&,%(',E(&,1"%$'1&#,;(6-'14#$738D9(&,1"%$'1&#,(
*'='H&-&1&"9('$"(#01-&,"E('H#F"(',E(&,1"%$'1&#,(7"1+#E#-#%.(&9(#01-&,"E(H"-#?(&,(9"*1&#,(
I;(6'$1(#4(1+"(",%'%"7",1(&,*-0E"9(E"F"-#=7",1('(=+'9"E(=-',(1#("J=#$1(E'1'(4$#7(1+"(
=$#E0*1&#,(ABC(1#(1+"(,"?-.(9"-"*1"E(1##-G(7','%"(1"91&,%(',E(&1"$'1&F"(E"=-#.7",1(
&,1#(=$#E0*1&#,G(?&1+($#--H'*@K4'--H'*@(=-',,&,%;((

)+"("J1",1(',E(9*#="(#4(?#$@($":0&$"E(1#(7&%$'1"(!)/(',E(!"#$%&'(91'1"('%",*&"9(1#('(
$"=-'*"7",1(ABC(9#-01&#,(?&--(H"(E"1"$7&,"E(=#91(1+"(&,&1&'-('99"997",1;(

(
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4.0 Transition Requirements 

(

4.1 Setup & Transition  

)+"(6"$7&*"(8$#7&9"$:;(;#-01&#,('99$";;";(1+"($"<0&$"=",1;(&,(1+&;(;"*1&#,(>&1+(1+"(4#--#>&,%?: 
(

4.1.1 Service Provider will provide appropriate technical resources to guide, design, configure 
and implement all contact center functionality including call scripting and call flows, etc. 

(

@-'14#$=AB(=""1;(1+&;($"<0&$"=",1C(

D";*$&81&#,?(@-'14#$=AB(;+'--(8$#7&9"('88$#8$&'1"(1"*+,&*'-($";#0$*";(1#(%0&9"E(9";&%,E(

*#,4&%0$"(',9(&=8-"=",1('--(*#,1'*1(*",1"$(40,*1&#,'-&1.(&,*-09&,%(*'--(;*$&81&,%(',9(*'--(

4-#>;E("1*C(

@-'14#$=AB(4#--#>;('(8$#7",(8$#*";;(&,('--(9"8-#.=",1;E(&,*-09&,%(1+"(4#--#>&,%(;1"8;?(

!"#$%&'%()*+"#,&-$.*/00$-#12*#(3*4-#"*

)+"(@-'14#$=AB('88$#'*+(1#(;.;1"=(9"8-#.=",1(&;(1#(F0&-9(=','%"'F-"('=#0,1;(#4(

*#=8-"G&1.(&,(>"--H9"4&,"9(8+';";C(()+"(4-"G&F-"(,'10$"(#4(1+"(@-'14#$=AB:;(I#;1"9(

J#,1'*1(J",1"$(;#-01&#,(*$"'1";(1+"(4#0,9'1&#,(4#$(%$"'1"$(40,*1&#,'-&1.E(&,1"%$'1&#,E(

',9("44&*&",*.E(='K&,%(1+"(8+';"9('88$#'*+(4"';&F-"(',9(9";&$'F-"C(((

L"(F"-&"7"(&1(&;(F";1(1#(F0&-9(&,(&,*$"=",1;(1+'1(*',(F"(*+',%"9(>&1+#01($"<0&$&,%('(

*#=8-"1"(;.;1"=(#7"$+'0-C((M1(&;(&=8#$1',1(1#(,#1"E(+#>"7"$E(1+'1(>+&-"(@-'14#$=AB(

$"*#==",9;(8+';"9(&=8-"=",1'1&#,;E(#0$('88$#'*+(&;(1#(";1'F-&;+(',(#FN"*1&7";(

$#'9='8(1+'1(*#7"$;(F0;&,";;E(40,*1&#,'-(',9(1"*+,&*'-($"<0&$"=",1;(';("'$-.(&,(8$#*";;(

';(4"';&F-"C(()+&;(0,9"$;1',9&,%(#4(#0$(*-&",1:;(=0-1&8-"E(',9(;#="1&=";(*#=8"1&,%E(

#FN"*1&7";(8'7";(1+"(>'.(4#$('(;0**";;40-(9"8-#.=",1(',9(1$',;&1&#,(1#(1+"(@-'14#$=AB(

I#;1"9(J#,1'*1(J",1"$C(

• O0$(';;&;1',*"(&;(9";&%,"9(1#(&,*$"';"(1+"("44"*1&7",";;(',9(;0**";;(1+'1(#0$(*-&",1;(

+'7"(&,("=8-#.&,%(1+"(,">(8$#*";;";(',9(1"*+,#-#%&";(1+'1(@-'14#$=AB(#44"$;E(',9(

*',(F"(;0=='$&P"9(&,('(4">(F$#'9(*'1"%#$&";?(

• M,1$#90*&,%('(8$#7",(="1+#9#-#%.(4#$(1+"(",%'%"=",1(

• Q;1'F-&;+&,%(8$#*";;";(1+'1(9"-&7"$(*#,;&;1",1(',9(1$0;1>#$1+.(&,1"$'*1&#,;(1#(0;"$;(

• I"-8&,%(1#(9"7"-#8('(;K&--"9(1"'=(1+$#0%+(+',9;H#,(1$'&,&,%(>&1+(#0$('9=&,&;1$'1&7"(

>"F(8#$1'-E(RME($"8#$1&,%(',9(/%",1(D";K1#8(
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• 6"-7&,%(1+"(1"'8(9"("44"*1&:"(9.(1$'&,&,%(1+"8(#,(9";1(7$'*1&*";(4$#8(',(&,<0;1$.(
7"$;7"*1&:"(',<(=&1+($";7"*1(1#(1+"(>-'14#$8?@(6#;1"<(A#,1'*1(A",1"$(

• >$#:&<&,%("B7"$1&;"(1#(+"-7(":'-0'1"('-1"$,'1&:";(#$($":&"=(';;0871&#,;(
• >$#:&<&,%('(;&,%-"(7#&,1(#4(*#,1'*1(',<(7$#C"*1(8','%"8",1(1#("B"*01"(#,('(*-"'$-.(

<"4&,"<(7-',D(1&"<(1#(;7"*&4&*(;0**";;(*$&1"$&'(<0$&,%(1+"(1$',;&1&#,(1#(1+"(>-'14#$8?@(
6#;1"<(A#,1'*1(A",1"$(

• >$#:&<"(#,%#&,%(%0&<',*"D('0<&1;(',<($"*#88",<'1&#,;(%"'$"<(1#='$<;(&,*$"';&,%(
1+"(*0;1#8"$(;'1&;4'*1&#,($'1"(9.(&87$#:&,%(1+"(7"$4#$8',*"(',<("44&*&",*.(#4(1+"(
*#,1'*1(*",1"$D(=+&-"($"<0*&,%(*#;1;(',<(:'$&'9&-&1.E(

!"#$%#&'(")*+,-./%#0*('#12+$30#4(56#5'$43"#430(04,43"7#"*#,44"#*+#"*#485441#(''#*)#"64#
$143"$)$41#*9:45"$;4%7#<6$'4#=+*;$1$30#(#%,**"6#(31#4(%>#"+(3%$"$*3#5'$43"/%#%"())#?#)+*,#
(043"%#"*#,(3(04,43"#?#$3#(#"$,4'>#,(334+@#

!"#$%&'()*+*,-.(-/0-")&*1)#2%&%0%34*

>-'14#$8?@(4#--#=;('(,#$8'-&F"<(7$#C"*1(8','%"8",1(8"1+#<#-#%.(1#(';;0$"(7$#C"*1(
$"7"'1'9&-&1.(',<(*#,;&;1",*.E(()+&;(7$#*";;(<"4&,";('(;"1(#4('*1&#,;(',<(8&-";1#,";D("'*+(
=&1+('($";7#,;&9-"(7'$1.D(=+&*+(80;1(9"("B"*01"<(4#$(;0**";;40-(*#87-"1&#,(#4(1+"(
",%'%"8",1E(

(

(
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!"#$%&'(&)%%*$&+,#-.$/$&
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="7&%,D((
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4.1.2 Program network-based routing. 
(
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4.1.3 Configure call prompters. 
(
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4.1.4 Configure transfer connect and advanced features. 
(
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>";*$&?1&#,@(7-'14#$89:(;+'--(*#,4&%0$"(1$',;4"$(*#,,"*1(',A(;?"*&4&"A('AI',*"A(

4"'10$";($"-'1"A(1#(1$',;4"$(40,*1&#,'-&1.=(
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7",1('-#,%(G&1+(1+"(1$',74"$($"B0"71=('--#G&,%(1+"(1$',74"$($"*&A&",1(1#(+'C"(?#$"(

*#,*&7"(',8(07"40-(8'1'('9#01(1+"(&,*#?&,%(1$',74"$($"B0"71;(
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4.1.5 Setting up, supporting, operating and maintain IVR, Auto Attendant, after-hours 
processing, call recording and other associated systems required to process calls and 
allow end-users to control after initial set-up. 

(
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4.1.6 Develop and implement plan to transition in-scope access numbers including toll and toll 
free numbers and any other specified numbers from the current Agency Customers’ 
current Service Provider. 
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P"9*$&71&#,Q(F-'14#$8@G(+'9("B1",9&="("B7"$&",*"(?#$R&,%(?&1+(1"-"*#8(*'$$&"$9(1#(9"1(
07(*&$*0&19E(7+#,"(,08<"$9E($#01&,%E(1$',9-'1&#,E(,08<"$(7#$1'<&-&1.E(',;(1#--(4$""(
9"$=&*"9C(()+&9("B7"$&",*"(',;("B7"$1&9"(?#0-;(<"(-"="$'%";(1#(7$#=&;"(!)/E(',;(',.(
/%",*.E(?&1+('(9&,%-"(7#&,1(#4(*#,1'*1(1#(8','%"(',;(';8&,&91"$(1+"9"(9"$=&*"9C(()+&9(
9"$=&*"(&9(#44"$";(<.(F-'14#$8@G(1#(#0$(*-&",19('9('(8"',9(#4($";0*&,%(1+"(1.7&*'-(S4&,%"$(
7#&,1&,%T(1+'1(+'77",9(?+",(&990"9('$"(&;",1&4&";C((J1('-9#('--#?9(F-'14#$8@G(1#('$*+&1"*1(
',;(9"107(,"1?#$R(-"="-(9"$=&*"9(',;(*&$*0&19(1+'1(7$#=&;"(1+"(+&%+"91(-"="-9(#4(
$";0,;',*.(4#$(#0$(*-&",19C(

F-'14#$8@G(?&--(?#$R(?&1+(!)/(',;(',.(*-&",1(/%",*.(O091#8"$9(1#(;"="-#7(',;(
&87-"8",1('(7-',(1#(1$',9&1&#,(&,I9*#7"('**"99(,08<"$9E(&,*-0;&,%(1#--(',;(1#--(4$""(
,08<"$9E('9(?"--('9(',.(#1+"$(97"*&4&";(,08<"$9(4$#8(1+"(*0$$",1(/%",*.(O091#8"$9T(
*0$$",1(U"$=&*"(F$#=&;"$E('9(&;",1&4&";(;0$&,%(1+"(,"";9('99"998",1(7+'9"C(((F-'14#$8@G(
?&--('-9#(8','%"(',;("B"*01"(9'&;(7-',(1#(7$#=&;"(#="$9&%+1(',;(1+"(S9&,%-"(7#&,1I#4I
*#,1'*1T(1#(!)/C(

F-"'9"('-9#(9""(H0"91&#,(ACDCD('<#="(',;(LVF(/11'*+8",1(@IW(4#$(40$1+"$(;"1'&-9(#,(1+&9(
7$#*"99C(

4.1.7 Setting up, supporting, operating and maintaining data circuits and VoIP circuits (if 
applicable) as required processing contact center services and supporting features or 
products. 

(
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7-'14#$89:(8""1;(1+&;($"<0&$"8",1=(

>";*$&?1&#,@(7-'14#$89:(+';("A1",;&B"("A?"$&",*"(C#$D&,%(C&1+(E'1'(,"1C#$D(?$#B&E"$;(
1#(;"1(0?(-#*'-F(8"1$#(C&E"G'$"'(',E(&,1"$,'1&#,'-(*&$*0&1;=(()+&;("A?"$&",*"(',E(
"A?"$1&;"(C#0-E(H"(-"B"$'%"E(1#(?$#B&E"(!)/F(',E(',.(/%",*.F(C&1+('(;&,%-"(?#&,1(#4(
*#,1'*1(1#(8','%"(',E('E8&,&;1"$(1+";"(;"$B&*";=(()+&;(;"$B&*"(&;(#44"$"E(H.(7-'14#$89:(
1#(#0$(*-&",1;(';('(8"',;(#4($"E0*&,%(1+"(1.?&*'-(I4&,%"$(?#&,1&,%J(1+'1(+'??",;(C+",(
&;;0";('$"(&E",1&4&"E=((K1('-;#('--#C;(7-'14#$89:(1#('$*+&1"*1(',E(;"10?(;"$B&*";(',E(
*&$*0&1;(1+'1(?$#B&E"(1+"(+&%+";1(-"B"-;(#4($"E0,E',*.(4#$(#0$(*-&",1;=(

7-'14#$89:(C&--(C#$D(C&1+(!)/(',E(',.(/%",*.(L0;1#8"$;(1#(E"B"-#?F(&8?-"8",1(',E(
"A"*01"('(?-',(1#(;"10?(',E(;0??#$1(E'1'(*&$*0&1;(',E(M#K7(*&$*0&1;(N&4('??-&*'H-"O(';(
$"<0&$"E(4#$(*#,1'*1(*",1"$(;"$B&*";(',E(;0??#$1&,%(4"'10$";(#$(?$#E0*1;F(';(&E",1&4&"E(
E0$&,%(1+"(,""E;(';;";;8",1(?+';"=(

7-"';"('-;#(;""(<0";1&#,(3=P=P('H#B"(',E(QR7(/11'*+8",1(9GS(4#$(40$1+"$(E"1'&-;(#,(1+&;(
?$#*";;=(

(
4.1.8 Develop, implement and maintain call routing procedures, which define how calls will be 

received and allocated across multiple centers (if relevant) and within centers how calls 
will be distributed to queues.  Develop, implement and maintain process for Agency 
approval/notification of changes to these procedures. 

(
7-'14#$89:(8""1;(1+&;($"<0&$"8",1=(

>";*$&?1&#,@(7-'14#$89:(;+'--(E"B"-#?F(&8?-"8",1F(',E(8'&,1'&,(*'--($#01&,%(?$#*"E0$";F(
C+&*+(E"4&,"(+#C(*'--;(C&--(H"($"*"&B"E(',E('--#*'1"E('*$#;;(80-1&?-"(*",1"$;(N&4(
$"-"B',1O(',E(C&1+&,(*",1"$;(+#C(*'--;(C&--(H"(E&;1$&H01"E(1#(<0"0";=((>"B"-#?F(
&8?-"8",1F(',E(8'&,1'&,(?$#*";;(4#$(/%",*.('??$#B'-(T(,#1&4&*'1&#,(#4(*+',%";(1#(1+";"(
?$#*"E0$";F(';(&E",1&4&"E(E0$&,%(1+"(,""E;(';;";;8",1(?+';"=(

/;(E";*$&H"E(&,(3=P=PF(7-'14#$89:(+';('(E&;*&?-&,"E(?$#*";;(1#(E#*08",1($"<0&$"8",1;(
$"%'$E&,%(*'--($#01&,%($0-";F(';(&;(;1',E'$E(C&1+('--(7-'14#$89:(E"?-#.8",1;=(7-'14#$89:(
;+'--(?$#%$'8('--(,"*";;'$.(*#,4&%0$'1&#,F(1";1(&,('(;',EH#A(",B&$#,8",1F(*#,4&$8(
$"<0&$"8",1;('$"(40,*1&#,&,%(';("A?"*1"EF(',E(1+",(E"?-#.($"<0&$"8",1;(&,1#(
?$#E0*1&#,=(

(
4.1.9 Design, build, implement and maintain call routing tables based on criteria defined by 

Agency, which route calls to Agents based on Agent skill sets and availability. 
(
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6-'14#$789(7""1:(1+&:($";0&$"7",1<(

=":*$&>1&#,?(6-'14#$789(:+'--(@":&%,A(B0&-@A(&7>-"7",1A(',@(7'&,1'&,(*'--($#01&,%(1'B-":(
B':"@(#,(*$&1"$&'(@"4&,"@(B.(/%",*.A(C+&*+($#01"(*'--:(1#(/%",1:(B':"@(#,(/%",1(:D&--(
:"1:(',@('E'&-'B&-&1.A(':(&@",1&4&"@(@0$&,%(1+"(,""@:('::"::7",1(>+':"<((

/:(@":*$&B"@(&,(F<G<GA(6-'14#$789(+':('(@&:*&>-&,"@(>$#*"::(1#(@#*07",1A(&7>-"7",1(',@(
7'&,1'&,(*'--($#01&,%(1'B-":<(/--(#4(1+&:(@#*07",1'1&#,(&:(:+'$"@(C&1+(1+"(H0:1#7"$<(
6-'14#$789(:+'--(>$#%$'7('--(,"*"::'$.(*#,4&%0$'1&#,A(1":1(&,('(:',@B#I(",E&$#,7",1A(
*#,4&$7($";0&$"7",1:('$"(40,*1&#,&,%(':("I>"*1"@A(',@(1+",(@">-#.($";0&$"7",1:(&,1#(
>$#@0*1&#,<(

(
4.1.10 Develop and maintain routing tables, which map inbound numbers to centers within 

centers to appropriate queues. 
(

6-'14#$789(7""1:(1+&:($";0&$"7",1<(

=":*$&>1&#,?(6-'14#$789(:+'--(@"E"-#>(',@(7'&,1'&,($#01&,%(1'B-":A(C+&*+(7'>(&,B#0,@(
,07B"$:(1#(*",1"$:(',@(C&1+&,(*",1"$:(1#('>>$#>$&'1"(;0"0":A(':(&@",1&4&"@(@0$&,%(1+"(
,""@:('::"::7",1(>+':"<((

/:(@":*$&B"@(&,(F<G<GA(6-'14#$789(+':('(@&:*&>-&,"@(>$#*"::(1#(@#*07",1($";0&$"7",1:(
$"%'$@&,%(*'--($#01&,%(1'B-":(',@(1+"&$(7'>>&,%(C&1+('::#*&'1"@(;0"0":<(JK,('@@&1&#,A(
6-'14#$789(*',(>$#E&@"("7"$%",*.($#01&,%(>-',:(C+&*+(*',(B"(>01(&,1#("44"*1(:+#0-@(',(
"E",1(#**0$<L(6-'14#$789(:+'--(>$#%$'7('--(,"*"::'$.(*#,4&%0$'1&#,A(1":1(&,('(:',@B#I(
",E&$#,7",1A(*#,4&$7($";0&$"7",1:('$"(40,*1&#,&,%(':("I>"*1"@A(',@(1+",(@">-#.(
$";0&$"7",1:(&,1#(>$#@0*1&#,<(

(
4.1.11 Provide a certified project manager to work with agencies during implementation phase 

to plan, document, execute and communicate tasks for the entire implementation process. 
(

6-'14#$789(7""1:(1+&:($";0&$"7",1<(

F<G<G('B#E"(@":*$&B":(6-'14#$789M:(7"1+#@#-#%.(4#$(1+"('::&%,7",1(#4('(>$#N"*1(
7','%"$A(1+"&$($#-"A(',@(1+"(>$#*"::(B.(C+&*+(1+"(>$#N"*1(7','%"$(@#*07",1:(',@(
*##$@&,'1":(1&7"-.(',@(:0**"::40-(&7>-"7",1'1&#,(#4(1+"(OHH<(

(
4.1.12 Provide build, user application testing, test and production lifecycle management. 
(
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=":*$&>1&#,?(6-'13#$789(:+'--(>$#@&A"('(*"$1&3&"A(>$#B"*1(7','%"$(1#(C#$D(C&1+('%",*&":(
A0$&,%(&7>-"7",1'1&#,(>+':"(1#(>-',E(A#*07",1E("F"*01"(',A(*#770,&*'1"(1':D:(3#$(
1+"(",1&$"(&7>-"7",1'1&#,(>$#*"::<((

G<H<H('I#@"(A":*$&I":(1+&:(>$#*"::(&,(A"1'&-E(&,*-0A&,%(:',AI#FE(J/)E(',A(#,%#&,%(
10,&,%K-&3"*.*-"(7','%"7",1<(

(
4.1.13 Develop and implement procedures for re-routing calls in the event of center outages, 

emergencies, unexpected call volume spikes or overflows or other unforeseen 
circumstances during transition.  Plan and changes are subject to approval by Agency. 

(
6-'13#$789(7""1:(1+&:($";0&$"7",1<(

=":*$&>1&#,?(6-'13#$789(:+'--(A"@"-#>(',A(&7>-"7",1(>$#*"A0$":(3#$($"L$#01&,%(*'--:(&,(
1+"("@",1(#3(*",1"$(#01'%":E("7"$%",*&":E(0,"F>"*1"A(*'--(@#-07"(:>&D":(#$(#@"$3-#C:E(
#$(#1+"$(0,3#$":"",(*&$*07:1',*":(A0$&,%(1$',:&1&#,<((6-',:(',A(*+',%":('$"(:0IB"*1(1#(
'>>$#@'-(I.(/%",*.E(':(&A",1&3&"A(A0$&,%(1+"(,""A:('::"::7",1(>+':"<((

M"*1&#,(8<8('I#@"(>$#@&A":(A"1'&-:(#,($#01&,%($0-":<()+'1(:"*1&#,(>$#@&A":(A"1'&-:(#,(
#>1&#,:(3#$(+#C(6-'13#$789(*',('AA$"::('(,'10$'-(A&:':1"$E(0,3#$":"",("@",1E(#$(#1+"$(
:&10'1&#,:(1+'1(7'.(*'0:"('(:&%,&3&*',1(:>&D"(&,(*'--(@#-07"<(6-'13#$789(>$#@&A"A(A"1'&-:(
#,(1+&:(:*",'$&#(&,(#0$(#,L:&1"(>$":",1'1&#,(#3("7"$%",*.($#01&,%($0-":E(',A('AA&1&#,'-(
:*",'$&#:(*',(I"(A#*07",1"A(',A(&7>-"7",1"A(A0$&,%(1+"(>$#*"::(#01-&,"A(&,(G<H<H(
'I#@"<(

(
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5.0 Training and Support 

(

5.1 Training  

The Service provider’s solution addresses the requirements in this section with the following: 
(

5.1.1 E-Learning, browser based, including training materials and/or videos. 
(

6-'14#$789(7""1:(1+&:($";0&$"7",1<(

=":*$&>1&#,?(6-'14#$789(>$#@&A":(#,B:&1"(',A(C"DBD':"A(1$'&,&,%(4#$(*#,1'*1(*",1"$(

0:"$:(D':"A(#,(0:"$E:(:>"*&4&*($#-"(C&1+&,(1+"(#$%',&F'1&#,(G'%",1H(:0>"$@&:#$H(

'A7&,&:1$'1#$H(A"@"-#>"$H("I"*01&@"J(':('(:1',A'$A(>'$1(#4("@"$.(*0:1#7"$(",%'%"7",1<(

)+"(-#*'1&#,(',A(:*#>"(#4(1$'&,&,%(&:(#41",(7#A&4&"A(D':"A(#,(#0$(*0:1#7"$E:(:>"*&4&*(

,""A:<(

K"@"$'-(C""L:(>$&#$(1#(>$#A0*1&#,(A">-#.7",1(#4('(,"C(*0:1#7"$H(6-'14#$789(1$'&,"$:(

:*+"A0-"(1+"&$(1$'&,&,%(>$#%$'7:(',A(>$#@&A"('**"::(1#(#,-&,"(1$'&,&,%(',A(+"->(

7'1"$&'-:<(M0:1#7"$:('$"(",*#0$'%"A(1#($"@&"C(1+&:(7'1"$&'-('+"'A(#4(1+"(:*+"A0-"A(

1$'&,&,%(A'1"G:J<(N':"A(#,($#-"H(1$'&,&,%(1'L":(':(-&11-"(':(8(+#0$:(#$(':(70*+(':(O(A'.:<((

6-'14#$789('-:#(>$#@&A":(C""L-.(C"DBD':"A(1$'&,&,%H(0>#,($";0":1H(':(C"--(':(;0'$1"$-.(

1$'&,&,%(#,($"*",1-.($"-"':"A(4"'10$":(',A(0>A'1":<(

/:(>'$1(#4(6-'14#$789E:(&7>-"7",1'1&#,(6$#*"::(!0&A"H(",%&,""$:(',AP#$(*#,1'*1(*",1"$(

#>"$'1&#,:(:>"*&'-&:1:(%#(#,B:&1"('1(1+"(*0:1#7"$(-#*'1&#,(OQ(A'.:('41"$(*0:1#7"$(+':(

D"",(>01(&,1#(>$#A0*1&#,H(',A("@"$.(;0'$1"$(1+"$"'41"$H(4#$(',(#>1&7&F'1&#,(','-.:&:<(

6-'14#$789(:1'44(C&--(:>",A("&1+"$('(+'-4BA'.(#$(",1&$"(A'.(C'1*+&,%(1+"('*1&@&1&":(#4(

'%",1:H(:0>"$@&:#$:H('A7&,&:1$'1#$:H(',A(1+",(>$#@&A"('(C$&11",($">#$1(C&1+(:0%%":1&#,:(

4#$("44&*&",*&":(#$(D":1(>$'*1&*":<(

R+",(6-'14#$789(C':('C'$A"A(&1:(&,&1&'-(*#,1$'*1(C&1+(!)/(GC+'1(,#C(*#@"$:(,"'$-.(

3QHQQQ(A'&-.(0:"$:(',A(,"'$-.('--(K1'1"('%",*&":JH(6-'14#$789(*#,A0*1"A('>>$#I&7'1"-.(

SQQ(#,B:&1"(1$'&,&,%(:"::&#,:H(C"DBD':"A(1$'&,&,%H(',A('0A&#(*#,4"$",*":<(T,('AA&1&#,H(':(

:1'44(+':(*+',%"AH(6-'14#$789(*#,1&,0":(1#(>$#@&A"(1$'&,&,%<(R+&-"(1+'1(1$'&,&,%(

7"1+#A#-#%.(',A(1+"(7"A&'(1.>":(0:"A(+'@"("I>',A"A(:&%,&4&*',1-.(&,(1+"(-':1(9(."'$:H(

C"('$"(:1$#,%-.(>#:&1&#,"A(1#(*#,1&,0"(#0$(C#$L(C&1+(1+"(/%",*&":(C"('-$"'A.(L,#C(1#(

1$'&,(',A(:0>>#$1(:1'44<((

(

5.1.2 Reference guides for ongoing support. 
(

6-'14#$789(7""1:(1+&:($";0&$"7",1<(
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7"8*$&91&#,:(;-'14#$<=3(1$'&,&,%(%0&>"8(*',(?"(9$#@&>">(&,("-"*1$#,&*(4#$<(',>('$"('-8#(

'@'&-'?-"(#,(;-'14#$<=3A*#<B#,A(C,('>>&1&#,D(1+"(EFF(8#-01&#,(&,*-0>"8(+"-9(',>(1##-(

1&98(#,("@"$.(9'%"D(4#$(G0&*H(-##H09(#4(&1"<8(&,(*#,1"I1A(J&,'--.D(4#$(/%",*&"8(,"">&,%(1#(

4'<&-&'$&K"(1+"<8"-@"8(L&1+(1+"(;-'14#$<=3(EFFD(L"(9$#@&>"('(M0&*H(N1'$1(!0&>"D(1+'1(

8+#L8(1+"(9$&<'$&-.($#-"8(',>(40,*1&#,8(L&1+&,(1+"(8.81"<A((

(

(

5.1.3 Provide onsite training for initial implementation. 
(

;-'14#$<=3(<""18(1+&8($"G0&$"<",1A(

7"8*$&91&#,:(;-'14#$<=3(*#,>0*18(#,O8&1"(1$'&,&,%('8('(81',>'$>(9'$1(#4("'*+(

&<9-"<",1'1&#,A(;-"'8"(8""('?#@"(4#$('>>&1&#,'-(>"1'&-8A(

(

/8(,#1">('?#@"D(;-'14#$<=3(9$#@&>">(+'8(9$#@&>">(,"'$-.(PQQ('%",*.O89"*&4&*D($"%&#,'-D(

',>('>(+#*(1$'&,&,%(4#$(8"@"$'-(1+#08',>(!"#$%&'(81'1"("<9-#.""8(1+$#0%+(&18(

",%'%"<",1(L&1+((/)R)A((S"('$"(@"$.(4'<&-&'$(L&1+(1+"('%",*&"8(',>(*0-10$"(L&1+&,(1+"(

N1'1"(4#$(1+"('>#91&#,(#4(*#,81&10",1(*#,1'*1(<','%"<",1(1##-8A(N&<&-'$(1$'&,&,%(*',(?"(

$"G0"81">(1+$#0%+(1+&8(",%'%"<",1A(

(

5.1.4 Provide training for supporting integration, Agent & Supervisors and End-Users for the 
use of the contact center services systems. 

(

;-'14#$<=3(<""18(1+&8($"G0&$"<",1A(

7"8*$&91&#,:(/8(,#1">('?#@"D('8(&8(81',>'$>(&,(1+"(;-'14#$<=3(&<9-"<",1'1&#,(9$#*"88D(

L"(*#,>0*1($#-"O89"*&4&*(1$'&,&,%(L&1+('99$#9$&'1"(>#*0<",1'1&#,A(/>>&1&#,'-(

*081#<&K">(1$'&,&,%(&8($"%0-'$-.(9$#@&>">A(

(

(

5.2 Technical Support  

)+"(N"$@&*"(9$#@&>"$T8(8#-01&#,('>>$"88"8(1+"($"G0&$"<",18(&,(1+&8(8"*1&#,(L&1+(1+"(4#--#L&,%:(

(

5.2.1 Service Provider provides a service desk including 24x7x365 coverage accessible 
through voice, email, web, chat. 

(

;-'14#$<=3(<""18(1+&8($"G0&$"<",1A(

7"8*$&91&#,:(;-'14#$<=3(9$#@&>"8(*#<9-"1"(5I=UIV26(8"$@&*"(>"8H(8099#$1(4#$(*#,1'*1(

*",1"$(8"$@&*"8A()+"(N#-01&#,(F",1"$(&8('**"88&?-"(@&'(@#&*"D(L"?(',>("<'&-A(WF+'1(

8099#$1(L&--(?"('@'&-'?-"(&,(MV(#4(1+&8(."'$AX(
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7#89-"1"(:"1'&-;(#4()+"(<#-01&#,(7",1"$=(#,-&,"(;099#$1=(',:(#,-&,"(1&*>"1&,%('$"(
#01-&,":(&,(?-'14#$8@AB;($";9#,;";(&,(/11'*+8",1;(C/(',:(CDE((
(
)+"(9$#*";;(4#$(&,*&:",1(,#1&4&*'1&#,=(&:",1&4&*'1&#,(#4(1+"(;"F"$&1.(#4(1+"(&;;0"(',:(
<#-01&#,(7",1"$(;099#$1(&;(';(4#--#G;H(
(
)+"(?-'14#$8@A(<#-01&#,(7",1"$(&;('F'&-'I-"(@JK5KC26(G&1+(-&F"(',;G"$(;099#$1(4#$('--(
0$%",1(',:(+&%+(9$&#$&1.(&,*&:",1;E((L#G"$(9$&#$&1.(1&*>"1;('$"(+',:-":(:0$&,%(,#$8'-(
I0;&,";;(+#0$;(MA('8(',:(A(98(N<)(O#,:'.(1+$#0%+(P$&:'.QE(()+"(?-'14#$8@A(<#-01&#,(
7",1"$(&;(1+"(4&$;1(-"F"-(#4(&,*&:",1(";*'-'1&#,E(
(
R0$&,%(1+"(1",0$"(#4(#0$(*#,1$'*1(G&1+(!)/=(9$#F&:&,%(*#880,&*'1&#,;(;#-01&#,;(4#$(
,"'$-.(5S=SSS(;1'1"("89-#."";(:'&-.(',:(,"'$-.('--(!"#$%&'(;1'1"('%",*&";=(?-'14#$8@A(
+';(:&;1&,%0&;+":(&1;"-4(G&1+("K*"91&#,'-(*0;1#8"$(;099#$1E(T"(+"'$(1+&;($"%0-'$-.(4$#8(
'%",*&";(',:(1+&;(;",1&8",1(&;("*+#":(8#$"(I$#':-.(4$#8(#0$(*0;1#8"$;(#01;&:"(#4(#0$(
G#$>(4#$(1+"(<1'1"(#4(!"#$%&'E(U1B;('(%$"'1(;#0$*"(#4(9$&:"('1(?-'14#$8@A(&,(I"&,%(1+"(I";1(
*#880,&*'1&#,;(9$#F&:"$(#0$(*0;1#8"$;(+'F"(G#$>":(G&1+E(?"$&#:E(<099#$1(&;;0";(1+'1(
#41",($"V0&$"(:'.;(#$(G"">;(4#$(*#89"1&1#$;(1#(;'1&;4.('$"($"%0-'$-.(:#,"(&,(1+"(8&::-"(
#4(1+"(,&%+1(#$(#F"$(1+"(G"">",:(I.(#0$(;099#$1(;1'44E(T+&-"(G"(>,#G(G"(+'F"(1+"($&%+1(
W77(1"*+,#-#%.(;#-01&#,(1#(;099#$1(!)/(',:(!"#$%&'(;1'1"('%",*&";=(&1B;(#0$(
0,:"$;1',:&,%(#4(1+"(*0-10$"=(4&1(',:($"V0&$"8",1;(1+'1(8'>";(0;(1+"(;1$#,%";1(*+#&*"E(

(
(
5.2.2 Receive notification of events, system issues, status and updates or can be provided as a 

web portal. 
(

?-'14#$8@A(8""1;(1+&;($"V0&$"8",1E(

R";*$&91&#,H(/;(,#1":=(?-'14#$8@A(9$#F&:";(#,-&,"(1&*>"1&,%(1#($"9#$1(',:(1$'*>('--(
;099#$1(&;;0";E(X;"$;(*',($"*"&F"(,#1&4&*'1&#,;(I.("8'&-(#4(1+"(;1'10;(#4(;099#$1(&;;0";E(

(
(
5.2.3 Hosted Contact Center supported by staff that is physically located within the United 

States. 
(

?-'14#$8@A(8""1;(1+&;($"V0&$"8",1E(

( R";*$&91&#,H(?-'14#$8@A(;099#$1(;1'44(&;(-#*'1":(G&1+&,(1+"(X,&1":(<1'1";E(
(
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6.0 General Requirements 

6.1 Pricing Model 

)+"(6"$7&*"(8$#7&9"$:;(;#-01&#,('99$";;";(1+"($"<0&$"=",1;(&,(1+&;(;"*1&#,(>&1+(1+"(4#--#>&,%? 
 
6.1.1 Ability to provide a Per Seat subscription model, including quick scalability pricing. 
(

@-'14#$=AB(=""1;(1+&;($"<0&$"=",1C(

D";*$&81&#,?(@-'14#$=AB(0;";('(;0E;*$&81&#,FE';"9G(8"$(;"'1(8$&*&,%(=#9"-(4#$('--(#4(&1;(
'%$""=",1;C(

)+"$"(&;(,#('99&1&#,'-(*#;1(1#(!)/(#$(!"#$%&'(;1'1"('%",*&";(&4($'8&9(;*'-'E&-&1.(&;(
$"<0&$"9C((

(
6.1.2 Ability to provide tier volume discounts to individual agencies based on projected 

enterprise volumes. 
(

D";*$&81&#,?(@-'14#$=AB(+';(#81"9(1#("H1",9(&1;(9""8";1(9&;*#0,1;(4#$(0;"('1('--(7#-0="(
1&"$;G($"%'$9-";;(#4(;&I"(#4(*#,1'*1(*",1"$(#$(7#-0="(0;'%"C()+&;(8$&*"(&;(*#=8"1&1&7"(4#$(
;='--"$(!)/(',9(!"#$%&'('%",*.(*#,1'*1(*",1"$;(',9("H1$"="-.(*#=8"1&1&7"(4#$(-'$%"$(
*",1"$;C(

(
6.1.3 Basic Seat pricing should include all features and functions (seat, email, chat, fax, etc.) 

with the exception of enhanced workforce management, Customer Relationship 
Management and Customer Surveys. 

(
@-'14#$=AB(=""1;(1+&;($"<0&$"=",1C(

D";*$&81&#,?(@-'14#$=AB(;"'1(8$&*&,%(&,*-09";('--(4"'10$";(',9(40,*1&#,;(J;"'1G("='&-G(
*+'1G(4'HG("1*CKG(>&1+(;"8'$'1"(-&,"(&1"=;(4#$(",+',*"9(<0'-&1.(=','%"=",1(',9(
*0;1#="$(;0$7".;C(

@-"';"(;""($'1"(*'$9;(4#$(9"1'&-;C(

(
6.1.4 Provide inclusive toll-free services and per-minute toll-free services for competitive 

pricing. 
(
( @-'14#$=AB(=""1;(1+&;($"<0&$"=",1C(
(

D";*$&81&#,?(@-'14#$=AB(*',(8$#7&9"(8"$(;"'1(8$&*&,%(&,*-0;&7"(#4(1#--F4$""(;"$7&*";(';(>"--(
';(8"$(;"'1(8$&*&,%(',9(1#--F4$""(;"$7&*";(8$";",1"9(;"8'$'1"-.C(
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(
/%",*&"6(6+#0-7(68"*&4.(&,(1+"&$(9:;(1+'1(1+".(<#0-7(-&="(>-'14#$?@A(1#(8$"6",1(1+&6(
8$&*&,%(#81&#,(&,(&16($"68#,6"B(

(
(
6.1.5 Provide a rate-card for optional professional services. 
(
( >-'14#$?@A(?""16(1+&6($"C0&$"?",1B(
(

D"6*$&81&#,E(>-'14#$?@A(8$#F&7"6(8$#4"66&#,'-(6"$F&*"6('1('(7'&-.G(<""=-.(',7(?#,1+-.(
$'1"B((
(
>-'14#$?@A(+'6(8$#F&7"7('(6"8'$'1"($'1"(*'$7(4#$(#81&#,'-(8$#4"66&#,'-(6"$F&*"6B(

(
6.1.6 Per-seat pricing should include all installs, moves, adds or changes (IMAC). 
(
( >-'14#$?@A(?""16(1+&6($"C0&$"?",1B(
(

D"6*$&81&#,E(>-'14#$?@A(8$&*&,%(&6(&,*-06&F"(#4(&,61'--'1&#,G('776G(?#F"6(',7(*+',%"6B(
H,61'--'1&#,(7#"6(,#1(&,*-07"(8$#4"66&#,'-(6"$F&*"6(&,*-07&,%(I01(,#1(-&?&1"7(1#(,"1<#$=(
*#,4&%0$'1&#,G(&,1"%$'1&#,G(',7(7"6=1#8(*#,4&%0$'1&#,B(

(
6.1.7 No minimum requirement for the number of seats contact centers required to purchase. 
(
( >-'14#$?@A(?""16(1+&6($"C0&$"?",1B(
(

D"6*$&81&#,E(>-'14#$?@A(8$&*&,%(&,*-07"6(,#(?&,&?0?(,0?I"$(#4(6"'16($"C0&$"7(1#(
80$*+'6"B(

(
6.1.8 Ability for Agencies to add seasonal seats at any time without implementation or 

disconnect fees. 
(

>-'14#$?@A(?""16(1+&6($"C0&$"?",1B(
(
/6(,#1"7G(>-'14#$?@A('--#<6(/%",*&"6(1#('77(#$(*#,1$'*1(1+"(,0?I"$(#4(6"'16(&,(06"('1(
',.(1&?"(<&1+#01(',.(&?8-"?",1'1&#,(#$(7&6*#,,"*1(4""6B(

(
(
6.1.9 There should be no implementation fee or other fees besides the monthly reoccurring seat 

charges imposed for upgrading and downgrading solution capabilities. 
(
( >-'14#$?@A(?""16(1+&6($"C0&$"?",1B(
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(
( 6"7*$&81&#,9(:-'14#$;3<(=&--('--#=('%",*&"7(1#(7"'7#,'--.(7*'-"(1#(;""1(>";',>(=&1+#01(
( &;8-";",1'1&#,(#$(>&7*#,,"*1(4""7?(

:-'14#$;3<(>#"7,@1(*+'$%"(',.('>>&1&#,'-(4""7(1#(7*'-"(08(#$(>#=,(*'8'*&1.(=&1+&,(1+"(
7.71";(#$(1+"(,0;A"$(#4(7"'17?(

(
6.1.10 Ability to provide pricing that can include upfront transition costs within the per-seat 

price (amortized over the life of the contract) as well as priced separately. 
(
( :-'14#$;3<(;""17(1+&7($"B0&$";",1?(
(

6"7*$&81&#,9((:-'14#$;3<(*',(8$#C&>"(A#1+(8$&*&,%(1+'1($"4-"*17(1$',7&1&#,(*#717(D&4(',.E(
';#$1&F">(#C"$(1+"(*#0$7"(#4(1+"('%$"";",1(',>(&,*-0>">(&,(8"$(7"'1(8$&*&,%G('7(="--('7(
1$',7&1&#,(*#717(7"8'$'1"-.(A$#H",(#01?(
(
/%",*&"7(7+#0->(78"*&4.(&,(1+"&$(IJK(=+&*+(;"1+#>(1+".(=#0->(-&H"(:-'14#$;3<(1#(B0#1"(
4#$(7"$C&*"7?(
(

6.1.11 Provide a-la carte pricing for other than basic seat, such as Enhanced Quality 
Management, Enhanced Workforce Management, Customer Relationship Management 
and Customer Surveys, etc. 

(
( :-'14#$;3<(;""17(1+&7($"B0&$";",1?(
(

6"7*$&81&#,9(/7(&7(71',>'$>(&,(:-'14#$;3<(8$&*&,%(8$#8#7'-7G(="(8$"7",1(8"$(7"'1(8$&*&,%(
',>('(-'(*'$1"(8$&*&,%('>>&1&#,'-(4"'10$"7G(&,*-0>&,%(",+',*">(B0'-&1.(;','%";",1G(
",+',*">(=#$H4#$*"(;','%";",1G(',>(*071#;"$(70$C".7? 

6.2 Security Requirements  

)+"(L"$C&*"(8$#C&>"$@7(7#-01&#,('>>$"77"7(1+"($"B0&$";",17(&,(1+&7(7"*1&#,(=&1+(1+"(4#--#=&,%9: 
 

6.2.1 Provider must comply with the State and Agencies data integrity and privacy policies for 
the delivery of the contact center services. 

(
:-'14#$;3<(;""17(1+&7($"B0&$";",1?(
(
6"7*$&81&#,9(:-'14#$;3<(=&--(*#;8-.(=&1+('--(L1'1"(',>(/%",*.M78"*&4&*(>'1'(&,1"%$&1.(',>(
8$&C'*.(8#-&*&"7(4#$(1+"(>"-&C"$.(#4(*#,1'*1(*",1"$(7"$C&*"7?(
(
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6-'14#$789(0:":(",*$.;1&#,(',<(1#=",&>'1&#,(&,(?'.:(1+'1(+'@"('--#?"<(1+"(*#7;',.(1#(
A"('(-"'<"$(&,(<"-&@"$&,%(<'1'(:"*0$&1.(',<(<'1'(&,1"%$&1.B()+"(?'.(?"(<"-&@"$(:"*0$&1.(
4"'10$":(&:(:0A:1',1&'--.(<&44"$",1(1+',(#1+"$(*#7;',&":(#,(1+"(7'$="1B(
(
C'1'(D,1"%$&1.(E(6-'14#$789(0:":('(+#$&>#,1'--.(:*'-&,%F(%"#%$';+&*'--.(<&:1$&A01"<(
<'1'A':"(1+'1(",:0$":(1+"(&,1"%$&1.(#4('--(<'1'($":&<&,%(?&1+&,(1+"(:.:1"7B()+"(<'1'A':"(
&1:"-4(&:(:+'$<"<('*$#::('--(&,4$':1$0*10$"(?&1+&,("'*+(<'1'(*",1"$F(",:0$&,%($";-&*'1&#,(',<(
<$'7'1&*'--.(&7;$#@&,%(;"$4#$7',*"(#@"$(1$'<&1&#,'-(<'1'(",@&$#,7",1:B((/:(1+"('7#0,1(
#4(<'1'($":&<&,%(?&1+&,(1+"(6-'14#$789("*#:.:1"7(&,*$"':":F(1+"(:.:1"7('01#7'1&*'--.(
:*'-":(#01(1+"(<'1'A':"('*$#::('<<&1&#,'-(:"$@&*"(*';'*&1.F(':(,""<"<B(
(
C'1'(G,*$.;1&#,(?&1+&,(1+"(C'1'A':"(E()+"(<'1'A':"(6-'14#$789(0:":(1+"(+&%+":1(-"@"-:(#4(
<'1'A':"(",*$.;1&#,F(&,*-0<&,%(*#7;-"1"(<'1'A':"E-"@"-(',<(4&"-<E-"@"-(",*$.;1&#,B((
(
C'1'(H";'$'1&#,(E(6-'14#$789('-:#(0:":('(0,&I0"(7"1+#<(#4(1#=",&>'1&#,(1+'1('--#?:(4#$(
*#7;-"1"(<'1'(:";'$'1&#,(',<(",:0$":(1+'1(,#(6DDF(6JDF(#$(#1+"$(:",:&1&@"(<'1'(&:("@"$(
?$&11",(1#(',.(6-'14#$789(&,4$':1$0*10$"B((C&:;-'."<(&,(1+"(*'--(4-#?(A"-#?F(<'1'(
:";'$'1&#,(0:":('(?"A(:"$@&*"(*#,,"*1&#,(1#(1+"(*0:1#7"$K:(<'1'($";#:&1#$.(LMNOF(GN6F(
1&*="1&,%(:.:1"7F("1*BPB(M#,:1&10",1(&,4#$7'1&#,(&:(*';10$"<(&,(1+"(DQN(',<(=";1(&,E
7"7#$.(?+&-"(&1K:(;'::"<(1#(1+"(*0:1#7"$K:(<'1'(:#0$*"B()+"(<'1'(:#0$*"(;'::":(A'*=('(
0,&I0"(1#=",(',<(*#,:1&10",1(&,4#$7'1&#,(?&1+#01(:",:&1&@"(<'1'F(?+&*+(&:(1+",(0:"<(1#(
$#01"(1+"(*'--R&,1"$'*1&#,(';;$#;$&'1"-.B(6-'14#$789(1+",(;#;:(1+"(*0:1#7"$K:(MNO(
:.:1"7(1+'1(<&:;-'.:(:",:&1&@"(<'1'B()+"(1#=",(&:(0:"<(1#(:",<(<'1'(A'*=(1#(1+"(
*0:1#7"$K:(<'1'(:#0$*"(4#$('%%$"%'1"<($";#$1&,%(#$(0:"<(?&1+&,(6-'14#$789K:(SD(',<(
$";#$1&,%(1##-:B(
(
)+&:(7"1+#<#-#%.(+':('--#?"<(6-'14#$789(1#(;$#@&<"(JMM(:"$@&*":(&,(+&%+-.($"%0-'1"<(
",@&$#,7",1:(A.(&,1$#<0*&,%('(7"1+#<(#4(&,1"$'*1&#,(7','%"7",1(1+'1(="";:(+',<:(
*#7;-"1"-.(#44(#4(:",:&1&@"(<'1'B()+&:(&:('(<&44"$",1&'1#$(',<(",:0$":('(70*+("':&"$(
;$#*"::(#4(&,*#$;#$'1&,%(,"?(:.:1"7:(&,1#(*0:1#7"$:(4#$(?+#7(:"*0$&1.(&:('(;$&#$&1.B(
(
C'1'(G,*$.;1&#,(S"1?"",(6-'14#$789(',<(/%",1:(T(6-'14#$789(7','%":(",*$.;1&#,(#4(
A#1+(@#&*"(',<(<'1'('*$#::(1+"(,"1?#$=(4$#7(1+"(JMM(1#(/%",1:(&,(:"@"$'-(?'.:B((
(
/:(<"1'&-"<(&,(1+"(1#;#-#%.(;$":",1"<(&,(1+"(I0":1&#,(A"-#?F(6-'14#$789(*',(;$#@&<"(
:"$@&*":(1#('%",1:('1(#44&*":(0:&,%(1+"(*0$$",1(7','%"<(O6UH(*#,,"*1&#,F(0:&,%(1+"(
,'1&@"(",*$.;1&#,(#4(1+'1(,"1?#$=(*#,,"*1&#,B(D4(/%",*&":(*+##:"(4#$(6-'14#$789(1#(
;$#@&:&#,(,"?(O6UH(*#,,"*1&#,:F(6-'14#$789(*',(<"-&@"$(&<",1&*'-(",*$.;1&#,B(D4(/%",*&":(
$"I0&$"(*#,,"*1&,%(@&'('($"%0-'$(A$#'<A',<(*#,,"*1&#,F(6-'14#$789(?&--(",*$.;1('--(1$'44&*(
0:&,%(D6RHGMB((V&,'--.F(?+",(*#,,"*1&,%(<&$"*1-.(1+"(/%",1(C":=1#;(4#$($"7#1"R+#7"E
A':"<('%",1:(0:&,%(A$#'<A',<(*#,,"*1&#,:F(6-'14#$789(",*$.;1:(!"#$(@#&*"(%&'(<'1'(
0:&,%()UHRHN)6B()+&:(&:(;#::&A-"(A"*'0:"(6-'14#$789(<"@"-#;"<(&1:(#?,(/%",1(C":=1#;(
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6&1+(&,1"%$'1"7(8#41(9+#,"(4#$(%$"'1"$(8"*0$&1.(',7(8&%,&4&*',1-.(:#$"(%$',0-'$(

'7:&,&81$'1&#,(',7(-#%%&,%;(

(

<#1"=(>'$&'1&#,8(#4('--(#4(1+"8"(8"*0$&1.(',7(",*$.91&#,(:"1+#78('$"('>'&-'?-"=(?'8"7(#,(

*081#:"$($"@0&$":",18;(

(

A$#>&7"7(?"-#6(&8('($"9$"8",1'1&#,(#4(1+"(6'.(1+'1(A-'14#$:BC(*',(08"(",*$.91&#,(#$(

1#D",&E'1&#,(1#(",80$"(1#(7"-&>"$(1+"(+&%+"81(-">"-(#4(7'1'(&,1"%$&1.F(

(
(

(

6.2.2 Provide encryption for VoIP calls that meet or exceed IRS Publication 1075 
requirements, if required by Agency. 
 

( A-'14#$:BC(:""18(1+&8($"@0&$":",1;(

G"8*$&91&#,F(A-'14#$:BCH8(>#&*"(",*$.91&#,(*'9'?&-&1&"8(:""1(#$("I*""7(JKL(A0?-&*'1&#,(

MN25('8(1+".(9"$1'&,(1#(O#JA(*'--8;((

(

A-"'8"(8""(P;B;M=(&::"7&'1"-.('?#>"(4#$(40$1+"$(7"1'&-8($"%'$7&,%(O#JA(",*$.91&#,;(

(

A$#>&7"7(?"-#6(&8('(1#9#-#%.(#4(1+"(6'.(1+'1(A-'14#$:BC(*',(",*$.91(>#&*"(',7(7'1'(

7&$"*1-.(1#(1+"(/%",1(G"8D1#9(>&'(:0-1&9-"(D&,78(#4(,"16#$D(*#,,"*1&>&1.F(
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1.0 General Description 
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2.0 Additional Technical Scope 

2.1 Fully Integrated Solution 

The Service Provider’s responsibilities include and Service Provider shall do the following: 
 
Describe how your solution is fully integrated, coupled or separated to deliver ACD routing, IVR 
and QM key components.  
(

6-'13#$789(0:":(&1;:(#<,(1"-"*#770,&*'1&#,:(=-'13#$7>(<$&11",(3$#7(1+"(%$#0,?(0=(1#(@"(
'(*#7=-"1"(A#770,&*'1&#,:(B"$C&*"(A$"'1&#,(D,C&$#,7",1E(()+&:(:.:1"7(+':(@"",(
?"=-#."?(',?(&,(#="$'1&#,('1()&"$(4(*'$$&"$:(',?(:"$C&*"(=$#C&?"$:(:&,*"(8FF4E(()+"(:.:1"7(
=$#C&?":(',(0,?"$-.&,%(;=-'13#$7;(<&1+&,(<+&*+(70-1&=-"(:"$C&*":('$"('C'&-'@-"E(G#$(
&,:1',*">(1+"(:.:1"7(+':(@"",(?"=-#."?(3#$(:"$C&*":($',%&,%(3#$(A#,1'*1(A",1"$>(H"1<#$I(
A'--(J#01&,%>(KLJ>(M="$'1#$(B"$C&*":>(N,&3&"?(O"::'%&,%>(A/PD/>(A$"?&1QR"@&1(A'$?(A'--&,%>(
S+#-":'-"(',?(P#,%(R&:1',*"(L#&*">(',?(7#$"E(
(
)+"(*#$"(=-'13#$7(=$#C&?":('--(30,*1&#,:(3$#7(?'1'@':"(:"$C&*":>(1#(1"T1U1#U:=""*+(
*#,C"$:&#,E(((R&33"$",1(*'--(3-#<:(*',(@"(<$&11",(1#(1'I"('?C',1'%"(#3(='$1(#$('--(#3(1+"(
=-'13#$7;:(*'='@&-&1&":E(
(
/--(&,*#7&,%(*'--:(1#(1+"(:.:1"7>(<+"1+"$(C#&*">("7'&-(#$(#1+"$>('$"(*#,1$#--"?(*",1$'--.(
@.(#0$(VK,1"$'*1&#,(J#01&,%(D,%&,"V>(<+&*+(?"1"$7&,":(<+"$"(',?(+#<(1+"(&,1"$'*1&#,(
70:1(@"(+',?-"?E((G#$(&,:1',*">(&3(&1($"W0&$":(KLJ(:"$C&*":>('(7"?&'(:"$C"$(&:('11'*+"?(',?(
&1("T"*01":('*1&#,:(1+'1('$"(?"1"$7&,"?(@.(1+"($#01&,%(",%&,"E((S+",(1+"(KLJ(&,1"$'*1&#,(
&:(*#7=-"1"?>(1+"(*'--(&:(1+",(+',?"?(#33(1#(1+"('==$#=$&'1"(*#7=#,",1>(:1&--(0,?"$(1+"(
*#,1$#-(#3(1+"($#01&,%(",%&,"E((S"(?#(,#1(+'C"("T1"$,'-(KLJ(:.:1"7:(<+&*+('$"(+'&$U
=&,,&,%(1+"(*'-->(:#(*'='*&1.(&:(,#1('(*#,*"$,(3#$(6-'13#$789E(
(
)+"(V/ARV(30,*1&#,'-&1.(&:(:&7=-"(#,"(*#7=#,",1(#3(1+"($#01&,%(",%&,">(',?(0:&,%(C#&*"(
=$#7=1:(?0$&,%('(*#,1'*1(*",1"$(&,1"$'*1&#,(?#":(,#1($"W0&$"(1+'1(1+"(*'--(@"($#01"?(#01(
#3(1+"(/AR(&,1#(',(KLJ>("1*E(
(
J"*#$?&,%(',?(B*#$"*'$?&,%('$"('-:#(&,1"%$'1"?(3"'10$":(#3(#0$(:.:1"7E(()+"($"*#$?&,%:(
'$"(*'=10$"?(@.(1+"(7"?&'(:"$C"$:(':(C#&*"(='::":(1+$#0%+(1+"7E(()+":"($"*#$?&,%:('$"(
1+",(0=-#'?"?(&,1#('(*",1$'-(:"C"$(3#$("':&"$('**"::>(',?(1'%%"?(&,(#0$(?'1'@':":E(()+",>(
0:&,%(#0$(<"@(@':"?('?7&,(&,1"$3'*":>(',.#,"(<+#(+':('**"::(*',(-&:1",(1#(',?(="$3#$7(
:*#$"U*'$?&,%E((B&7&-'$-.>(-&C"U7#,&1#$&,%(&:('**#7=-&:+"?(0,?"$(1+"(*#,1$#-(#3(#0$($#01&,%(
",%&,">(',?("T"*01"?('1(1+"(C#&*"U%'1"<'.(-"C"-E(
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6-'13#$789(+':(;0&-1(&,($"<#$1&,%(',=(=':+;#'$=&,%(3"'10$":>(()+":"('%'&,?('$"(,#1(
"@1"$,'-(:.:1"7:(;01(&,1"%$'-(<'$1:(#3(#0$(<-'13#$7>((

2.2 Telephony Delivery Design & Capacity 

The Service Provider’s responsibilities include and Service Provider shall do the following: 
 
2.2.1 Describe how your proposed solution will manage and deliver capacity for telecom 

trunking services as in TDM, SIP, Data, Toll Free for the anticipated volume in support 
of the contact centers.  

(

6-'13#$789(:0<<#$1:(4AB?BBB('*1&C"(='&-.(0:"$:(',=(,"'$-.(2BB?BBB?BBB(&,1"$'*1&#,:(
7#,1+-.>(()+"(6-'13#$789(,"1D#$E(&,*-0=":(7'::&C"-.(:*'-"=()FG(',=(H#I6(1$0,E:(1+'1(
+'C"(#C"$J<$#C&:&#,"=(*'<'*&1.($',%&,%(3$#7(8@(1#(4BK('*$#::("'*+(#3(1+"($"=0,=',1(
1"-*#(<$#C&="$:>(I,('==&1&#,?(6-'13#$789(#,-.(:"-"*1:(1"-*#(<$#C&="$:(1+'1(+'C"('(
7&,&707(#3(1D#('*1&C"?($"=0,=',1(:D&1*+":?(",:0$&,%(*#,1&,0&1.(D&1+&,(',=(;"1D"",('--(
<$#C&="$:(&,(6-'13#$789L:(,"1D#$E>((

)+"(7"1+#=#-#%.(3#$(1+"(=":&%,(#3(6-'13#$789(,"1D#$E(#3(='1'(*",1"$:(',=(1"-*#(
1$0,E&,%(",:0$":(1+'1(,#(&,;#0,=(*'--:('$"(;-#*E"=(#$($"*"&C"('(;0:.(:&%,'-?($"%'$=-"::(#3(
:&%,&3&*',1(<"'E:(&,(*'--(C#-07"(1+'1(7'.(#**0$>((

M+",(<$#C&:&#,&,%()FG(*&$*0&1:?(6-'13#$789(",:0$":(1+'1(1+"(1$0,E:('$"(,#1(01&-&N"=(
%$"'1"$(1+',(OBP(#$('C'&-';-"($":#0$*":(=0$&,%(1+"(7'@&707(;0:.(+#0$:>((6-'13#$789(
<$#C&:&#,:(*$#::J*#,,"*1:(3#$(*'$$&"$('**"::(1+'1(<$#C&="(:*'-&,%(D&1+#01(+'C&,%(1#(#$="$(
'==&1&#,'-(*#,,"*1&#,:(3$#7(1+"(*'$$&"$:?(1+'1(D'.(1$0,E&,%(*',(;"("@<',="=(;.(10$,&,%(
0<('==&1&#,'-(:<',:(D&1+#01(1+"(,""=(3#$('==&1&#,'-("Q0&<7",1(#$(,"D('%$""7",1:(D&1+(
*'$$&"$:>(

M+",(#$="$&,%(RI6(:"$C&*":(3$#7(*'$$&"$:?(6-'13#$789(#,-.(0:":(*'$$&"$:(1+'1(=#(,#1(-&7&1(
1+"(,07;"$(#3(*#,*0$$",1(C#&*"(*+',,"-:>((S#D"C"$?(&3($"Q0":1"=?(6-'13#$789(*',(
#<1&#,'--.(*+##:"(1#(-&7&1(1+"(,07;"$(#$(*+',,"-:(0:"=(;.(',.(#,"(#3(&1:(*0:1#7"$:?(&3(
$"Q0&$"=>(()+":"(RI6(1$0,E:('$"(01&-&N"=(3#$(;#1+(-#*'-(',=()#--(T$""(#$&%&,'1&#,(',=(
1"$7&,'1&#,>(()+"(#,-.(-&7&1'1&#,(#,(RI6(1$0,E&,%(&:(1+"(:&N"(#3(1+"(='1'(,"1D#$E>(

6-'13#$789(:&N":(&1(='1'(,"1D#$E(*#,,"*1&#,:(:#(1+'1(#,-.(8BP(#3(1+"('C'&-';-"(
;',=D&=1+(&:(01&-&N"=(=0$&,%(1+"(UAP(;0:&":1(+#0$>(

/:(6-'13#$789(1"-"*#7(",%&,""$:('=+"$"(1#(1+"(:1',='$=:(3#$(1$0,E&,%(',=(,"1D#$E(
=":&%,(&=",1&3&"=(';#C"?(D&1+()FG?(RI6?(',=(='1'(,"1D#$E:(<$#C&:&#,"=(1#('-D'.:(;"(
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0,6"$01&-&7"68(9-'13#$:;<(*#,=&=1",1-.(+',6-"=(=&%,&3&*',1(0,3#$"="",(1$'33&*(=>&?"=(
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*#,3&%0$'1&#,(',6(=&7&,%(#3(&,D#0,6(',6(#01D#0,6(1$0,?=8(6'1'(*#,,"*1&C&1.8(-#*'-(9E)F(

="$C&*"=(',6(#1+"$(1"-"*#:(',6(6'1'(="$C&*"=A((K0$1+"$:#$"8(9-'13#$:;<(@&--(*#,1&,0'--.(

>$#C&6"(','-.=&=(0>6'1"=8('=('>>$#>$&'1"(1#(",=0$"(1+'1(!)/(',6(/%",*.(L0=1#:"$=(@&--(

+'C"('6"M0'1"(1"-"*#:(1$0,?=8(6'1'(>&>"=(',6(="$C&*"=(1#(:""1(1+"&$(*'>'*&1.(

$"M0&$":",1=A((()+&=(','-.=&=(0>6'1"(@&--(D"(6#,"('1(-"'=1(#,*"(>"$(M0'$1"$8(#$('1(',.(

>#&,1(@+",(1+"$"(&=('(=&%,&3&*',1(*+',%"(&,(*'--(>'11"$,=8(=1'33&,%(#$(#1+"$(3'*1#$(1+'1(:'.(

'33"*1(*'>'*&1.A(

(

9-'13#$:;<(+'=("N1",=&C"("N>"$&",*"(@&1+(6'1'(',6(1"-"*#::0,&*'1&#,=(,"1@#$?=8(
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P','%":",1(=.=1":=(*#,1&,0'--.(:#,&1#$('--(C#&*"(',6(6'1'(*&$*0&1=(3#$(*'>'*&1.8(0='%"8(

M0'-&1.8(',6(="$C&*"('C'&-'D&-&1.A((B,('66&1&#,8(9-'13#$:;<O=(C#&*"(,"1@#$?(:#,&1#$&,%(

=.=1":=('$"(*'>'D-"(#3(>$#C&6&,%(PQE(=*#$"=(#,('--(*'--=8(1#(M0'-&1'1&C"-.(:"'=0$"(C#&*"(

M0'-&1.A((

B,3#$:'1&#,(*#--"*1"6(D.(1+"(F"1@#$?(P','%":",1(E.=1":(&=(3"6(&,1#(1+"(:"1$&*=(

=.=1":8(',6(&=('C'&-'D-"(3#$(RB(6'=+D#'$6&,%(',6($">#$1&,%(>0$>#="=A((9-'13#$:;<(*',8('=(

>'$1(#3(&,&1&'-(="10>8(*#,3&%0$"(S'=+D#'$6=(1+'1($"3-"*1(,"'$($"'-G1&:"(&,3#$:'1&#,(#,(

1$0,?(01&-&7'1&#,8(6'1'(,"1@#$?(01&-&7'1&#,8(C#&*"(M0'-&1.8("1*A(()+"="(*',(D"(*0=1#:&7"6(

>"$(/%",*.(L0=1#:"$8(&3($"M0&$"6(=#(1+'1(&,6&C&60'-(/%",*&"=(*',(=""(1+"&$(0='%"(#3(1+"(

=.=1":A(

B,('66&1&#,8(9-'13#$:;<(+'=(6"C"-#>"6(&1=(#@,(/%",1(S"=?1#>(@&1+(&,1"%$'1"6(EB9(=#31(

>+#,"A()+"(=#31(>+#,"(&,*-06"=(1##-=(1#("C'-0'1"(T&11"$8(-'1",*.8(',6("*+#8(',6(1#(

>$#C&6"(1+#="(1##-=(3#$(*",1$'-&7"6("C'-0'1&#,(',6(6&'%,#=&=A(B,('66&1&#,8(1+"(/%",1(

S"=?1#>(/%",1(E1'1&=1&*=(',6(/,'-.1&*=(6&=>-'.('--#@=('%",1=(1#(-#*'--.(C&"@(1+"(M0'-&1.(#3(

1+"&$(C#&*"(M0'-&1.A(B3('(*#,=1&10",1(&,6&*'1"=(1+".O$"(+'C&,%(1$#0D-"(+"'$&,%(',('%",1(1+"(

'%",1(*',(&,=1',1-.(0,6"$=1',6(@+"1+"$(1+"(&==0"(&=(:#=1(-&?"-.(+'>>",&,%(-#*'--.(#$(#,(

1+"(*#,=1&10",1O=(",6A((
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2.3 Security for Protected Voice/Data for compliance 

The Service Provider’s responsibilities include and Service Provider shall do the following: 
2.3.1 Describe how your service protects the at-risk data when traversing the voice network to 

the remote, at home agents 
(

6-'13#$782(09"9(",*$.:1&#,(',;(1#<",&='1&#,(&,(>'.9(1+'1(+'?"('--#>";(1+"(*#7:',.(1#(
@"('(-"';"$(&,(;"-&?"$&,%(;'1'(9"*0$&1.(',;(;'1'(&,1"%$&1.A()+"(>'.(>"(;"-&?"$(9"*0$&1.(
3"'10$"9(&9(90@91',1&'--.(;&33"$",1(1+',(#1+"$(*#7:',&"9(#,(1+"(7'$<"1A(
(
B'1'(C,1"%$&1.(D(6-'13#$782(09"9('(+#$&=#,1'--.(9*'-&,%E(%"#%$':+&*'--.(;&91$&@01";(
;'1'@'9"(1+'1(",90$"9(1+"(&,1"%$&1.(#3('--(;'1'($"9&;&,%(>&1+&,(1+"(9.91"7A()+"(;'1'@'9"(
&19"-3(&9(9+'$;";('*$#99('--(&,3$'91$0*10$"(>&1+&,("'*+(;'1'(*",1"$E(",90$&,%($":-&*'1&#,(',;(
;$'7'1&*'--.(&7:$#?&,%(:"$3#$7',*"(#?"$(1$';&1&#,'-(;'1'(",?&$#,7",19A((/9(1+"('7#0,1(
#3(;'1'($"9&;&,%(>&1+&,(1+"(6-'13#$782("*#9.91"7(&,*$"'9"9E(1+"(9.91"7('01#7'1&*'--.(
9*'-"9(#01(1+"(;'1'@'9"('*$#99(';;&1&#,'-(9"$?&*"(*':'*&1.E('9(,"";";A(
(
B'1'(F,*$.:1&#,(>&1+&,(1+"(B'1'@'9"(D()+"(;'1'@'9"(6-'13#$782(09"9(1+"(+&%+"91(-"?"-9(#3(
;'1'@'9"(",*$.:1&#,E(&,*-0;&,%(*#7:-"1"(;'1'@'9"D-"?"-(',;(>&$"(-"?"-(",*$.:1&#,(#3(
;'1'A((
(
B'1'(G":'$'1&#,(D(6-'13#$782('-9#(09"9('(0,&H0"(7"1+#;(#3(1#<",&='1&#,(1+'1('--#>9(3#$(
*#7:-"1"(;'1'(9":'$'1&#,(',;(",90$"9(1+'1(,#(6CCE(6ICE(#$(#1+"$(9",9&1&?"(;'1'(&9("?"$(
>$&11",(1#(',.(6-'13#$782(&,3$'91$0*10$"A((B&9:-'.";(&,(1+"(*'--(3-#>(@"-#>E(;'1'(
9":'$'1&#,(09"9('(>"@(9"$?&*"(*#,,"*1&#,(1#(1+"(*091#7"$J9(;'1'($":#9&1#$.(KLMNE(FM6E(
1&*<"1&,%(9.91"7E("1*AOA(L#,91&10",1(&,3#$7'1&#,(&9(*':10$";(&,(1+"(CPM(',;(<":1(&,D
7"7#$.(>+&-"(&1J9(:'99";(1#(1+"(*091#7"$J9(;'1'(9#0$*"A()+"(;'1'(9#0$*"(:'99"9(@'*<('(
0,&H0"(1#<",(',;(*#,91&10",1(&,3#$7'1&#,(>&1+#01(9",9&1&?"(;'1'E(>+&*+(&9(1+",(09";(1#(
$#01"(1+"(*'--Q&,1"$'*1&#,('::$#:$&'1"-.A(6-'13#$782(1+",(:#:9(1+"(*091#7"$J9(LMN(
9.91"7(1+'1(;&9:-'.9(9",9&1&?"(;'1'A()+"(1#<",(&9(09";(1#(9",;(;'1'(@'*<(1#(1+"(
*091#7"$J9(;'1'(9#0$*"(3#$('%%$"%'1";($":#$1&,%(#$(09";(>&1+&,(6-'13#$782J9(RC(',;(
$":#$1&,%(1##-9A(
(
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*#7:-"1"-.(#33(#3(9",9&1&?"(;'1'A()+&9(&9('(;&33"$",1&'1#$(',;(",90$"9('(70*+("'9&"$(
:$#*"99(#3(&,*#$:#$'1&,%(,">(9.91"79(&,1#(*091#7"$9(3#$(>+#7(9"*0$&1.(&9('(:$&#$&1.A(
(
6$#?&;";(@"-#>(&9('($":$"9",1'1&#,(#3(1+"(>'.(1+'1(6-'13#$782(*',(09"(",*$.:1&#,(#$(
1#<",&='1&#,(1#(",90$"(1#(;"-&?"$(1+"(+&%+"91(-"?"-(#3(;'1'(&,1"%$&1.S(
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2.4 Segmentation of Agency Contact Centers within Multi-Tenant Solution 

The Service Provider’s responsibilities include and Service Provider shall do the following: 
2.4.1 Describe how your proposed solution will ensure State contact centers will not impose 

performance of other agencies during unexpected surge events. 
(
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2.5 Proposed Failover Design and Supporting Service Level Agreement 

The Service Provider’s responsibilities include and Service Provider shall do the following: 
2.5.1 Please describe in detail your failover design in support of your proposed uptime SLAs. 

(How many 9s in support of the solution as a whole and/or for specific components) 
(

6-'13#$789H<(*-#0:(<"$;&*"<('$"(#33"$":(#,('(<.<1"7(1+'1(+'<(@"",(B0$B#<"(@0&-1(1#(

#B"$'1"(&,('(H*'$$&"$(%$':"H5(2IIJ(';'&-'@&-&1.(7#:"5(F+&-"(B$#*"<<&,%(1+"(7#<1(

:"7',:&,%(F#$A-#':<C((6-'13#$789(+'<(30$1+"$(",+',*":(1+"(<.<1"7(1#(B$#;&:"(

EK#,1&,0#0<(/;'&-'@&-&1.E(L/-F'.<(G,M(<"$;&*"C(()+&<(&<('(*$0*&'-(:&33"$",1&'1#$5(',:(

&7B#$1',1(3#$(*-&",1<(F+#(E'-F'.<E(,"":(1+"(<"$;&*"(1#(@"(0B5(";",(&,(1+"(*'<"(#3(

:&<'<1"$<5($'1+"$(1+',(F'&1&,%(+#0$<(#$(:'.<(1#(@"(7#;":(1#(@'*A0B(<&1"<C(

(

6-'13#$789(0<"<('(+#$&>#,1'--.(<*'-'@-"('$*+&1"*10$"(<B$"':('*$#<<('--(*#7B#,",1<(#3(1+"(

<.<1"75(F&1+(70-1&B-"(%"#%$'B+&*'--.(:&;"$<"(:'1'(*",1"$<(1#(",<0$"(1+'1(<"$;&*"<(

'$"('-F'.<(';'&-'@-"C((N&1+&,("'*+(:'1'(*",1"$(1+"$"('$"(70-1&B-"(-'."$<(#3($":0,:',*.(

1#(B$";",1(-#<<(#3(<"$;&*"(:0"(1#(<"$;"$(#$(<#31F'$"(3'&-0$"<C(()+"(+#$&>#,1'--.(<*'-'@-"(

'$*+&1"*10$"(7"',<(1+'1(<"$;&*"(,#:"<(*',(@"('::":(#$($"7#;":(F+&-"(1+"(<.<1"7(&<(<1&--(

$0,,&,%5(",<0$&,%(1+'1(6-'13#$789(*',(<*'-"(0B5('<(,"":":5(1#("'<&-.(7""1(&,*$"'<":(

*-&",1(:"7',:<C(L)+&<('$*+&1"*10$"('-<#(7"',<(1+'1(,#1(#,-.(:#"<(6-'13#$789(B$#;&:"(',(

0,<*+":0-":(:#F,1&7"(-&7&1(%0'$',1""5(F"('-<#('--#F(#0$(*0<1#7"$<(1#(';#&:(<*+":0-":(

:#F,1#F,5(<#7"1+&,%(1+'1(&<(#31",(1+"(<#0$*"(#3($"%0-'$5(#31",(:'&-.5(#01'%"<CM(

(

6-'13#$789(7'&,1'&,<(70-1&B-"($":0,:',1(6O)P5(Q#R6(',:(:'1'(,"1F#$A(*#,,"*1&#,<(1#(

B$#;&:"($":0,:',*.('1(1+"(;#&*"5(:'1'(',:(R,1"$,"1(*#,,"*1&;&1.(-'."$<C((K-&",1(

*#,,"*1&;&1.(*',('-<#(@"(*#,3&%0$":(F&1+($":0,:',1(-'."$<(1#(",<0$"(1+'1(:":&*'1":(

*#,,"*1&#,<5(<0*+('<(B#&,1=1#=B#&,1(*&$*0&1<5(#$(S6TO(*&$*0&1<5('$"($"<&-&",1('<(F"--C(

(

6-'13#$789(&<('$*+&1"*1":(&,('(7',,"$(1+'15(<+#0-:(',(";",1(#**0$(1+'1(:&<'@-"<(',(",1&$"(

:'1'(*",1"$5(1+"(/%",1(U"<A1#B<(',:(V0<&,"<<(<#31=B+#,"<(*#,,"*1":(1#(<"$;"$<('1(1+"(

3'&-":(:'1'(*",1"$(F&--($"=$"%&<1"$(1#(<"$;"$<('1(#1+"$(:'1'(*",1"$<5(',:(<"$;&*"<(F&--(@"(

&77":&'1"-.(';'&-'@-"('%'&,C((R,*#7&,%(6O)PWQ#R6(*#,,"*1&#,<($0,(&,('(:&<1$&@01":(

7#:"('*$#<<(70-1&B-"(:'1'(*",1"$<(1#(",<0$"(1+'1(3'&-0$"(#3('(:'1'(*",1"$(F&--(,#1(

B$";",1(&,*#7&,%(*'--<(3$#7(@"&,%(B$#*"<<":C(



!"#$%&'()"*+,#-#%.(/01+#$&1.( ( (
( (

RFP No. 98000-HCC-
0000001097(

Hosted Contact Center( 23(#4(25(

 (

(
6-'14#$738($"%0-'$-.(9$#:&;"<(,"1=#$>(;"<&%,(',;(1"<1&,%($"<#0$*"<(1#(",<0$"(1+'1(
*0<1#7"$(9$"7&<"<('$"(#91&7&?";(4#$($";0,;',*.@(
(
)+"('$*+&1"*10$"(A"+&,;(6-'14#$738(",<0$"<($"<&-&",*.(1+$#0%+#01(#0$(",1&$"(,"1=#$>@(
/<(,#1";B(1+&<('$*+&1"*10$"(&<(<&%,&4&*',1-.(;&44"$",1(1+',(#1+"$(+#<1";(*#,1'*1(*",1"$(
9$#:&;"$<(',;(+'<(;&<1&,%0&<+";(6-'14#$738@((C#<1(*-#0;DA'<";(*#,1'*1(*",1"$(<#-01&#,<(
="$"(;":"-#9";(&,(#,"(#4(1=#(='.<E(2F(G<&,%(#9",(<#0$*"(/<1"$&<>(1"*+,#-#%.(=+&*+(+'<(
<":"$"(-&7&1'1&#,<(A"*'0<"(1+".($"-.(#,('*1&:"H<1',;A.(<.<1"7<B(*$"'1&,%(<&%,&4&*',1(
#99#$10,&1&"<(4#$(#01'%"<(#$B(3F(G<&,%(1$';&1&#,'-(9$"7&<"DA'<";("I0&97",1(1+'1(1+"(
9$#:&;"$(+#<1<(4$#7('(;'1'(*",1"$(=+&*+(#41",($"I0&$"(9-',,";(;#=,1&7"(4#$(09;'1"<B(
+':"(1+"(<'7"(:0-,"$'A&-&1&"<(1#(#01'%"<(;0"(1#(4'&-0$"(#4(&,;&:&;0'-(9&"*"<('<(1$';&1&#,'-(
9$"7&<"DA'<";(<.<1"7<B(',;(=+&*+(;#(,#1($"-.(#,(;'1'A'<"<(1+'1(<.,*(A"1="",(
-#*'1&#,<B(1+"$"A.(4#$*&,%(*0<1#7"$<(1#("J9"$&",*"(<&%,&4&*',1(;#=,1&7"(<+#0-;('(
;&<'<1"$(#**0$(=+&-"(;'1'(&<(7#:";(A"1="",(*",1"$<@(

(
6$#:&;";(A"-#=(&<('(;&'%$'7(#4(6-'14#$738($"<&-&",*.(=&1+&,(#,"(#4(&1<(;'1'(*",1"$<E(
(

(
(
(
6$#:&;";(A"-#=(&<('(;&'%$'7(#4(6-'14#$738($"<&-&",*.(A"1="",(;'1'(*",1"$<E(
(



!"#$%&'()"*+,#-#%.(/01+#$&1.( ( (
( (

RFP No. 98000-HCC-
0000001097(

Hosted Contact Center( 23(#4(23(

 (

(
(



Platform28 Service Provider Response_HCC RFP Attachment 4-A Pricing.xlsx

1 - Service Charges

Ref ID Service Charge Unit of Measure Recurring Period Charge
1 HCC Agent Seat single named agent monthly $50.00

2 HCC Agent Seat with bundled one time profesional services 
(alternative - If proffesional services are required) single named agent monthly TBD

(Based on scope of work)
3 HCC Quality Management Seat single named agent monthly Included with HCC Agent Seat
4 HCC Work Force Management - Basic (optional) single named agent monthly $10.00
5 HCC Work Force Management - Enhanced (optional) single named agent monthly $20.00
6 HCC Work Force Management - SCO (optional) single named agent monthly $10.00
7 HCC Toll Free Services per minute monthly $0.015

8
HCC Toll Free Service Bucket of 10,000 minutes 
(optional - customer may purchase advance minuted at a 
discount)

per 10,000 minutes monthly $140.00

9 Toll Free DID per number monthly $0.00
10 HCC Local DID Services per minute monthly $0.005
11 Local DID (alternative to HCC Toll free services) per number monthly $0.00
12 HPBX Seat (One DID) (optional) each monthly $15.00
13 E911 (only required for Local DID 's displayed in caller ID each monthly $1.00
14 Other phones may be available upon request per minute monthly $0.010
15 HCC Fax DID each monthly $0.00

16 Network Connectivity per circuit monthly If requested and TBD (based on 
requirments for location)

17 Platform28 Softphone Client per unit monthly $0.00
18 Platform28 Agent Desktop Client per unit monthly $0.00
19 VoIP Adapater (IAD) Grandstream HT502 (optional) per unit monthly $1.02

20 Polycom Soundpoint IP 321 PoE Desk Phone (optional)
(Option to purchase under Equipment Charges)

per unit monthly $2.54

21 Polycom Soundpoint IP 331 PoE Desk Phone (optional)
(Option to purchase under Equipment Charges)

per unit monthly $3.69

22 Polycom Soundpoint IP 335 PoE Desk Phone (optional)
(Option to purchase under Equipment Charges)

per unit monthly $4.30

23 Polycom Soundpoint IP 450 PoE Desk Phone (optional)
(Option to purchase under Equipment Charges)

per unit monthly $5.89

24 Polycom Soundpoint IP 550 PoE Desk Phone (optional)
(Option to purchase under Equipment Charges)

per unit monthly $6.20

25 Polycom Soundpoint IP 650 PoE Desk Phone (optiona
(Option to purchase under Equipment Charges)

per unit monthly $7.75

26 Polycom Soundpoint IP Expansion Module (optional) 
(Option to purchase under Equipment Charges)

per unit monthly $5.43

27 Polycom Soundstation IP 5000 Conference Phone (optional)
(Option to purchase under Equipment Charges)

per unit monthly $10.85

28 Polycom Soundstation IP 6000 Conference Phone (optional)
(Option to purchase under Equipment Charges)

per unit monthly $13.95

29 Polycom Soundstation IP 7000 Conference Phone (optional)
(Option to purchase under Equipment Charges)

per unit monthly $17.05

30 Polycom PV2460 120V Generic Power Supply (optional)
(Option to purchase under Equipment Charges)

per unit monthly $0.43

Other phones may be avaialble upon request

Service Charges
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2 - One Time Charges

Ref ID Service Charge Unit of Measure Recurring 
Period Charge

1 HCC Implementation per seat per seat one-time $0.00
2 HCC Implementation per Contact Center per HCC one-time $0.00
3 Shipping and handling per shipment one-time Cost (no markup)

Other phones may be available upon request

One-Time Charges
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3 - Rate Card Charges

Ref ID Rate Card Charge  Charge
per hour 

 Charge
per week 

 Charge
per month 

1 Contact Center Consultant $150.00 $5,700.00 $22,800.00
2 Professional Trainer $50.00 $1,900.00 $7,600.00
3 Project Manager $50.00 $1,900.00 $7,600.00
4 Work Force Management Consultant $100.00 $3,800.00 $15,200.00
5 Professional Services - Networking $150.00 $5,700.00 $22,800.00
6 Professional Services - Software Integration $170.00 $6,460.00 $25,840.00

Other phones may be available upon request

Rate Card Charges
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4 - Equipment Charges

Ref ID Service Charge Unit of Measure Price Maintenance Maintenance 
Period

1 VoIP Adapater (IAD) Grandstream HT502 (optional) each $33.00 $0.00 N/A

2 Polycom Soundpoint IP 321 PoE Desk Phone (optional)
(option to lease under service charges)

each $82.00 $0.00 N/A

3 Polycom Soundpoint IP 331 PoE Desk Phone (optional)
(option to lease under service charges)

each $119.00 $0.00 N/A

4 Polycom Soundpoint IP 335 PoE Desk Phone (optional)
(option to lease under service charges)

each $122.00 $0.00 N/A

5 Polycom Soundpoint IP 450 PoE Desk Phone (optional)
(option to lease under service charges)

each $190.00 $0.00 N/A

6 Polycom Soundpoint IP 550 PoE Desk Phone (optional)
(option to lease under service charges)

each $200.00 $0.00 N/A

7 Polycom Soundpoint IP 650 PoE Desk Phone (optional)
(option to lease under service charges)

each $250.00 $0.00 N/A

8 Polycom Soundpoint IP Expansion Module (optional)
(option to lease under service charges)

each $175.00 $0.00 N/A

9 Polycom Soundstation IP 5000 Conference Phone (optional)
(option to lease under service charges)

each $350.00 $0.00 N/A

10 Polycom Soundstation IP 6000 Conference Phone (optional)
(option to lease under service charges)

each $450.00 $0.00 N/A

11 Polycom Soundstation IP 7000 Conference Phone (optional)
(option to lease under service charges)

each $550.00 $0.00 N/A

12
Polycom PV2460 120V Generic Power Supply (optional)
If required for the Polycom Phones
(option to lease under service charges)

each $14.00 $0.00 N/A

Other phones may be available upon request

Equipment Charges
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5 - Assumptions

Ref ID

Price 
Impact 
(Y/N) Description

1 Y Network and hardware configurations complies with Platform28 requirements.  Initial configuration, moves, adds and changed 
are included in HCC per seat price.  Integration with thrid party software requires professional services and will be build seperatly.  
See Rate Card for proffesional services cost.

2 Y Any professional services required could be included in the first 12 months of the per seat price.  Amount TBD per RFQ.
3 N Included in per seat price
4 T n/a
5 N n/a
6 N n/a
7 Y Domestic Only.  Intenational calling will billed at a per country rate.  Rates avaialble upon request.
8 N Domestic Only. 
9 N Toll Free DID

10 N HC Local DID Services
11 N n/a
12 N n/a
13 N n/a
14 Other phones may be available upon requestn/a
15 Y HPBX can be used with our free soft phone. If a desk phone is required it can be purchased or leased on a monthly basis.
16 Y If customer needs additional network connectivity to a contact center Platform28 help with sizing and procuring the circuit.  

19-29 Y Lost or Damaged Leased Phones
The customer is responsible for leased telephones that are lost or damaged. Platform28 will replace lost or damaged telephones 
and assess a replacement fee equal the value of the lost or damaged telephone.  

Telephone Moves
Moving a desk telephone requires a Service Order to be placed.  This is required for VoIP telephones in order to comply with 
e911 regulations ensuring emergency responders will arrive at the correct location when someone calls 911 from a particular 
telephone.  There is no fee associated with moving a VoIP telephone, however there will be a $100 fee assessed if you move a 
VoIP telephone without placing a service order.

Service Provider Pricing Assumptions
Service Provider will provide all assumptions used in pricing the Services, notating those assumptions which impact price. 
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Service charges are those that the GTA Customer can expect to incur on a recurring basis (usually monthly) as part of receiving the services 
from the Service Provider (e.g. agent seat). 

ID Name of Charge Description of Entitlement 
1 HCC Agent Seat Agent Call Delivery, Routing and Management, as detailed in HCC RFP response 

attachment 2C. 
2 HCC Agent Seat with professional 

service 
Agent Call Delivery, Routing and Management with professional services, as detailed 
in HCC RFP response attachment 2C. 

3 HCC Quality Management Seat Included with HCC Agent seat.  Agent Quality Monitoring, recording and reporting, as 
detailed in HCC RFP response attachment 2C. 

4 HCC Work Force Management - 
Basic (optional) 

Workload Tracking, Scheduling, Forecasting and Adherence, as detailed in HCC RFP 
response attachment 2C. 

5 HCC Work Force Management - 
Enhanced (optional and alternative 
Basic and SCO WFM) 

Workload Tracking, Scheduling, Forecasting and Adherence, as detailed in HCC RFP 
response attachment 2C. 

6 HCC Work Force Management - 
SCO (optional and alternative to 
Basic and Enhanced WFM) 

Workload Tracking, Scheduling, Forecasting and Adherence, as detailed in HCC RFP 
response attachment 2C. 

7 HCC Toll Free Services  Cost per minute of usage for toll free service. 
8 HCC Toll Free Service Block of 

10,000 minutes  
(optional - customer may purchase 
blocks of 10,000 minutes at a 
discount) 

Cost per block of 10,000 minutes for toll free service.  Must be used within one billing 
period.  Excess minutes are billed at the HCC Toll Free Service per minute rate. 

9 Toll Free DID Toll free number.  
10 HCC Local DID Services Local DID pointed to the HCC  Cost per minute 
11 Local DID (alternative to HCC Toll 

free services) 
Cost per minute of usage for local DID service. 

12 Hosted PBX Seat (One DID) 
(optional) 

One hosted VoIP PBX seat, free soft phone included. 

13 E911 (only required for Local 
DID's displayed in caller ID) 

 

14 Dometic Long Distance Cost per minute for domestic long distance 
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15 HCC EFax DID Cost for an EFax DID 
16 Network Connectivity If requested and TBD (based on requirements for location) 
17 Platform28 Softphone Client  Included VoIP Soft phone , as detailed in HCC RFP response attachment 2C. 
18 Platform28 Agent Desktop Client Include Agent desktop , as detailed in HCC RFP response attachment 2C. 
19 VoIP Adapater (IAD) Grandstream 

HT502 (optional) 
Lease Option for optional equipment available to purchase, listed in 4-A Pricing, Tab 4 

 Equipment Charges 
20 Polycom Soundpoint IP 321 PoE 

Desk Phone (optional) 
Lease Option for optional equipment available to purchase, listed in 4-A Pricing, Tab 4 

 Equipment Charges 
21 Polycom Soundpoint IP 331 PoE 

Desk Phone (optional) 
Lease Option for optional equipment available to purchase, listed in 4-A Pricing, Tab 4 

 Equipment Charges 
22 Polycom Soundpoint IP 335 PoE 

Desk Phone (optional) 
Lease Option for optional equipment available to purchase, listed in 4-A Pricing, Tab 4 

 Equipment Charges 
23 Polycom Soundpoint IP 450 PoE 

Desk Phone (optional) 
Lease Option for optional equipment available to purchase, listed in 4-A Pricing, Tab 4 

 Equipment Charges 
24 Polycom Soundpoint IP 550 PoE 

Desk Phone (optional) 
Lease Option for optional equipment available to purchase, listed in 4-A Pricing, Tab 4 

 Equipment Charges 
25 Polycom Soundpoint IP 650 PoE 

Desk Phone (optional)(Option to  
Lease Option for optional equipment available to purchase, listed in 4-A Pricing, Tab 4 

 Equipment Charges 
26 Polycom Soundpoint IP Expansion 

Module (optional)  
Lease Option for optional equipment available to purchase, listed in 4-A Pricing, Tab 4 

 Equipment Charges 
27 Polycom Soundstation IP 5000 

Conference Phone (optional) 
Lease Option for optional equipment available to purchase, listed in 4-A Pricing, Tab 4 

 Equipment Charges 
28 Polycom Soundstation IP 6000 

Conference Phone (optional) 
Lease Option for optional equipment available to purchase, listed in 4-A Pricing, Tab 4 

 Equipment Charges 
29 Polycom Soundstation IP 7000 

Conference Phone (optional) 
Lease Option for optional equipment available to purchase, listed in 4-A Pricing, Tab 4 

 Equipment Charges 
30 Polycom PV2460 120V Generic 

Power Supply (optional) 
Lease Option for optional equipment available to purchase, listed in 4-A Pricing, Tab 4 

 Equipment Charges 
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2.0 -  

One-time charges are those that the GTA Customer can expect to incur only once, maybe as part of implementing the Services or as part of 
a change in Services (e.g. implementation charge).  The table below should list all the one-time charges that GTA Customers may incur and 
describe the outcome they may expect as a result of each of those charges. 

ID Name of One-Time Charge Description of  Outcome 
1 HCC Implementation per seat Define the agent s role and success criteria, configure the agent, validate, deploy, and 

tune. 
2 HCC Implementation per Contact 

Center 
Define the business goals and success criteria, configure the solution, train staff on 
configuration and operation, validate that the solution meets requirements, deploy and 
tune. 

3 Shipping and Handling If ever required pass through only. 
4   
5   
6   
7   
8   
9   
10   
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3.0  

Rate Card charges are costs for professional services.  GTA expects that in most cases no professional services will be required for the use 
of the Services, and as such the use of these professional services should be seen as entirely optional.  The professional services detailed 
below must be associated with the delivery of the Services; general professional services (e.g. project management) may not supplied under 
any agreement that may be awarded as an outcome of this RFP. 

ID Professional Service Description of Professional Service 
1 Contact Center Consultant Establish processes that meet business objectives while optimizing use of available people 

and technology.  Access and aid in planning multi-channel strategy, multisite strategy, 
metrics strategy, business continuity planning, and financial analyses. 

2 Prof essional Trainer Develop and deliver training in contact center technology. 
3 Project Manager Provide project management and/or subject matter expertise to implement new centers, 

changes to existing ones, and transitions to new service models.  
4   
5   
6   
7   
8   
9   
10   
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4.0  

GTA assumes and desires a solution where all equipment, software, licenses and materials are included in the Services.  However, if there is 
optional equipment that the Service Provider would like to highlight for GTA Customer potential use, that equipment should be identified 
here. 

ID Name of Equipment Charge Description 
1 Polycom Soundpoint IP 321 PoE Desk Phone  

(option to lease under service charges) 
Up to 2 lines, full-duplex speakerphone 

2 Polycom Soundpoint IP 331 PoE Desk Phone  
(option to lease under service charges) 

Up to 2 lines, full-duplex speakerphone, 2 10/100 Mbps switched 
Ethernet ports 

3 Polycom Soundpoint IP 335 PoE Desk Phone  
(option to lease under service charges) 

Up to 2 lines, full-duplex speakerphone, 2 10/100 Mbps switched 
Ethernet ports, HD Voice 

4 Polycom Soundpoint IP 450 PoE Desk Phone  
(option to lease under service charges) 

Up to 3 lines, full-duplex speakerphone, 2 10/100 Mbps switched 
Ethernet ports, HD Voice 

5 Polycom Soundpoint IP 550 PoE Desk Phone  
(option to lease under service charges) 

Up to 4 lines, full-duplex speakerphone, 2 10/100 Mbps switched 
Ethernet ports, HD Voice 

6 Polycom Soundpoint IP 650 PoE Desk Phone  
(option to lease under service charges) 

Up to 6 lines, full-duplex speakerphone, 2 10/100 Mbps switched 
Ethernet ports, HD Voice 

7 
Polycom Soundpoint IP Expansion Module  
(option to lease under service charges) 

Compatible with the Polycom IP 650. For telephone attendants
receptionists, administrative assistants, secretaries, and other 

telephone calls on a daily basis 
8 Polycom Soundstation IP 5000 Conference 

Phone  
(option to lease under service charges) 

Advanced IP conference phone for small conference rooms, 
microphone picks up voice up to seven feet away 

9 Polycom Soundstation IP 6000 Conference 
Phone  
(option to lease under service charges) 

Advanced IP conference phone for small to mid size conference 
rooms, microphone picks up voice up to twelve feet away 

10 
Polycom Soundstation IP 7000 Conference 
Phone  
(option to lease under service charges) 

Advanced IP conference phone for small to mid size conference 
rooms, 20 ft. microphone pickup, and even more with optional 
expansion microphones or multi-unit connectivity, reaching all 
corners of the room. 

 Polycom PV2460 120V Generic Power 
Supply  
(option to lease under service charges) 

Required to power Polycom Phones if POE is not available 

 


