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[Date] [Your Company Name]

I About [Your Company Name]

[Your Company Name] is a newly formed integrated telecommunications provider that will be
launching multiple telecommunication services in - and other selected southwestern states
over the next several years. [Your Company Name], is a [Affiliated Company] affiliated company,
that enjoys the financial and business backing of several successful telecommunications
investors. Current investors include
and others.

[Your Company Name]'s business plan details the construction of a completely two-way
interactive 750 MHz Hybrid Fiber Coax (HEC) plant in each of its targeted markets. [Your
Company Name]’s initial market will be in ﬂ The first market is scheduled to begin
operations by the end of The HFC network will be designed to allow the provision of
analog and digital cable television services, local and long distance telephony, and high speed
Internet access through both standalone cable modems and the DOCSIS set-top box.

o eight years. Ultimately, [Your Company Name] will be
nmunications servi ? r

~ompany Name] in 1 ma

. Additionally, ther | S , 3

sitions) in each adGiuunial Mainct. wvernow irom me smailer call centers will rero

Due to this aggressive deployment plan, [Your Company Name] is expected to experience much
greater than average subscriber and system growth. Accordingly, the traditional PBX pricing
formula may not be appropriate. [Your Company Name] intends to give greater weighting to the
solutions vendors that are willing to creatively address this high growth rate scenario through
various financing options in their response to this RFP.
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Il Proposed Solution Requirements

[Your Company Name] is interested in a scaleable ACD PBX solution that allows the integration
of other functions and applications. The proposed solution should allow efficient call handling in a
networked architecture where individual call centers can accept their own customers’ calls, or in
overflow conditions, calls can be answered by the back-up call center. All calls should route
through the ACD. The ability to interface with third-party vendors for CTI functionality may be a
requirement.

The proposed solution must be scaleable in an efficient and cost effective manner. Growth
expectations call for the expansion of [Your Company Name] from an initial single market to
sixteen markets with over h cable and telephony subscribers within ﬁ During the
initial phases of construction it is expected the proposed solution will be operated using a service
bureau environment with the option left open to migrate to a company-owned and supported
billing system at some future date. CTI functionality with a service bureau environment will be an
issue.

The proposed solution should address the immediate needs of [Your Company Name]'s call
center including ACD call routi [Your

~C uunuuyll UIT UuNZAUUI Ul UIE IdlesL customer care technologies. It is expected$ t the

cessful proposal wilLinclude, switchiag ir I‘of accomplishing t
le providing the ec N /in art- a .
» proposed solutionii ' 3 1J - 1eral S:

 mrrme © corepionie OYStem

Basic ACD functionalit

- Sufficient reporting module capabilities to meet management needs for workforce
management

- Ability to network switches and measure team, group, and enterprise call activities

- Current CTI functionality and flexibility to interface with future applications

- IVR functionality including automated activation processes

- Ability to interface with third-party systems

Plans and abilities for addressing IP Telephony
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[Date] [Your Company Name]

[l Minimum Requirements

Your response to this RFP should briefly describe how your proposed solution meets the
following minimum requirements:

The proposed ACD solution must be able to work in a client-server environment and be available
24 hours per day, 7 days a week. It must provide for centralized control of the databases but with
real-time distributed access.

The application solutions should be scaleable and flexible enough to allow operational choices
meeting future needs in terms of:

- growth of the business (volumes and services)

<vuluuuUI Ul UIT DUSIIEDS eVITUTIITIENT (TUNCcCtons)

)sed packages sh sel 1ed de ’A H time required to
rational. 1
online multi-user .3 | ! AL rve data integrity)

vith a batch processing capability for reporting requirements.

Maintainauviny arnu stapnity or any recommended core technologies are important and will be a
key consideration.

The proposed application/system must be fault-tolerant (i.e. it must be designed to ensure
maximum availability).
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IV Configuration Details

Call Centers

Each individual system must be designed for wired-for capacity. Only port cards should need to
be added as the system grows to meet service needs. The system must be equipped with
sufficient CPU power, memory, shelf space, power and all other equipment necessary to
accommodate the wired-for size and traffic through year-end
should take the company through year-end

The actual equipped size

The following table shows company projections for the anticipated numbers of agent, activities,
and non-ACD related needs at the Call Center and Local Office locations:

Requirements

(There will be 1 primary,
backup call center location
that will be considerably larger
than the local office locations)

Jl locations

Initial
Requirement

Pri / Local (ea.

Year-end

Pri / Local

Year-end

Pri / Local (ea.

Year-end

Pri / Local (ea.

Agels .ogins

Kills

icements

Supervisor CRTs 3/2 3/2 4/2 5/2
System Printers 1/1 1/1 1/1 1/1
Voice response Unit (VRU) 4 6 8 10
Ports

Anticipated Busy Hour Calls 5710 200/ 67 437/ 109 1572/ 214
Average Length of Call 5 5 5 5
(minutes)

Number of non-ACD users 16/0 26 /15 30/15 40/ 15
Attendant consoles 1/0 1/1 1/1 1/1
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Vv Detailed List of Desired Functionality

The desired functionality for an ACD PBX for the call center application is broken down into these
functions/features listed in the Tables below. If you wish to further explain an answer enter the
note number and explain in the notes section at the end of each major section, or add pages, as
appropriate. If more space is needed please add additional pages as required. Information
requested beyond the yes/no answers is in bold print. Please provide the requested
information as attachments and reference the specific question number being addressed.

Description of function/feature Vendorl | Vend2 | Vend3
V.1 Technical Requirements
V.1.1 System Architecture
serall system archltecture descrlptlon manufacturer
iformation, and c itie !
N Y Y
V.1.1. Are port carriers “Univ \Icks PRI -T1
3Q REL.
Y N \
s load balancing required with growth and expansion? If yes describe.
1 i Y
V.1.1.3 Is memory redundancy available? If yes, please describe. OPT 1 OPT
V.1.2 System and traffic capacities
Y N Y
V.1.2.1 s the system configured to provide a grade of service of P.002 for the “Wired-
For” requirements? P.01
V.1.3 System redundancy and Reliability
System should be designed with no duplication, but pricing
should be provided for all levels of redundancy. Describe all
duplication options available with the system.
Y Y Y
V.1.3.1 Does the system provide a minimum availability of 99.9%7? Provide options for OPT 1
increasing to 99.99% and 99.999% and describe how these are achieved.
Y Y Y
V.1.3.2 When the main processor is duplicated, is each one individually capable of OPT 1
handling the total system traffic load without a degradation of service?
Y Y Y
V.1.3.3 When the main processor is duplicated, does it operate in a hot standby mode OPT 1
with all memory and databases resident in both units? Explain how the
memory of the off-line processor is kept up to date with that of the on-line
processor.
Y Y Y
V.1.3.4 When the main processor is duplicated, is the system able to switch from one to OPT 1
the other on a scheduled or emergency basis without adversely affecting switch
operations and established calls?
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VI Additional Information
VI.1 System Architecture

The proposed communications system must be a digital switching system capable of
integrated voice and data communications. It must have stored program control, self-
diagnostics routines, modular design, and optional duplication of critical subsystems. It
must support networking functionality to connect numerous geographically separated call
center sites. It must be registered for compliance with FCC Part 68 Rules for Registration
and must be in compliance with Part 15, Subpart J of the FCC rules relating to
electromagnetic interference (EMI).

Briefly describe your systems architecture including central processor, switching
bus, redundancy, standard blocking ratio, etc.:

VI.1.1 Manufacturer Information

VI.1.1.1 Provide the following information on the proposed switching system:
Manufacturer:

Model:

FCC Registration Number:

Ringer Equivalency Number (REN):
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VI.1.3 Miscellaneous System Architecture Questions

VI.1.3.1 Explain how the system grows and expansion is accomplished, and whether additions are disruptive to on-
going operations.

VI.1.3.2 Describe the main memory. Including type and size.
VI.1.4 System and Traffic Capacities

VI.1.4.1 State the maximum number of trunks and stations that the system will support without requiring main
processor upgrade or change out.

VI. e — ey + i —un CUnIPICUULT ALIU DUSY FUUT Lall ALEMPLS capacity of the proposed sys Define
“Call Completlon and “Call Attempts.”

VL. L Specify the groundi ancill ipment.

VL.

.d short

VI.1.5.3 Specify the heat dissipation of the system in BTUs per hour.

VI.1.5.4 If the requirements for remote nodes/modules are different, please identify those differences.
VI.2 System Features

VI.2.1 Voice Features

VI.2.1.1 Provide a list of the system voice features provided in the proposed system.

VI.2.2 System Diagnostics

VI.2.2.1 Describe methods and procedures used to detect, diagnose, and report potential and actual troubles and
component failures in the system. How is alarm notification provided?

VI.2.2.2 Describe the diagnostic tools provided by the system. Describe how the system routinely self-administers
diagnostic programs. Describe how system problems are automatically logged and reported, and how the
vendor monitors such problems.

VI1.2.2.3 Alarms must be reported to the attendant console, at the switch, any active management terminals, and to
the vendor’'s remote maintenance facility. Describe how this is accomplished.

VI.2.2.4 |s the system able to provide alarm notification to a remote customer location? Please describe all options
available that have not been discussed above.
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VIl Financial Proposal

The financial proposal should identify all expected fees and related costs associated with the
implementation and operation of the proposed solution over a five year horizon.

For purposes of the financial proposal use the following user, locations, and busy call hour
projections provided under section IV, Configuration Detalils.

PBXs

Digital display sets
Digital display sets w/
speakerphone

Digital sets

Analog sets

.don Costs
1g costs
Jp-Front Costs:

Support & Maintenance Charges
Estimated Communications Charges
to network systems
Hardware/Software Maintenance
Other Monthly Charges:

Total Annual Expense
(excluding local trunks)
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	About [Your Company Name]
	Proposed Solution Requirements
	Minimum Requirements
	Configuration Details
	Detailed List of Desired Functionality
	Technical Requirements
	System Architecture
	Are port carriers “Universal” and support any type of port circuit packs?
	Is load balancing required with growth and expansion?  If yes describe.
	Is memory redundancy available?  If yes, please describe.

	System and traffic capacities
	Is the system configured to provide a grade of service of P.002 for the “Wired-For” requirements?

	System redundancy and Reliability
	Does the system provide a minimum availability of 99.9%?  Provide options for increasing to 99.99% and 99.999% and describe how these are achieved.
	When the main processor is duplicated, is each one individually capable of handling the total system traffic load without a degradation of service?
	When the main processor is duplicated, does it operate in a hot standby mode with all memory and databases resident in both units?  Explain how the memory of the off-line processor is kept up to date with that of the on-line processor.
	When the main processor is duplicated, is the system able to switch from one to the other on a scheduled or emergency basis without adversely affecting switch operations and established calls?
	Is the switchover automatic, without human intervention, and without the need to reload memory?

	If a circuit card (other than a port card) fails, are other line and/or trunks impacted?  Please explain.

	System Power
	System Features
	Call Coverage
	Is the call from the call coverage feature to an off-network coverage answering position monitored or blindly transferred? *$1,000 TELE-COMMUTING OPT.

	Integrated Directory
	Does the system include an integrated directory feature that allows internal users with display equipped sets to access the system database, use the touch-tone pad to key in a name, and retrieve an extension number?
	Once the name and number are displayed, can the user place a call to that person by pressing one button?

	ISDN-BRI
	Data Features
	Can simultaneous voice and data transmissions be supported from a single port?  Describe the systems capabilities.
	Can the system support asynchronous data transmission at speeds up to 19.2 kbps and synchronous data transmission speeds up to 64 kbps?
	Will the system interface with Local Area Networks (LANs)?  Please describe.
	Is modem pooling supported with a modem automatically inserted into the connection, if required?  How many modem pools are supported? ________ How may modem per pool? __________
	Does the system support data and network applications that require greater than 64 kbps?
	Are wide-band ITU-T and ANSI standards for H0, H11, H12, and Nx64 supported?  Describe.

	Networking Features
	Call Routing
	Can the system screen up to 28 digits to determine how the call is routed?

	ISDN-PRI
	Is special hardware required to support this option?  Please list the required hardware (and software, if applicable) and describe the functions, features, and services supported by the option.


	System Management Features
	Switch Administration
	Does the system require an external database for the purpose of administration?  If required, please explain how that database is kept synchronized with the system.                                         *$2,500
	Can the system administration terminal also be used to administer the voice messaging system?

	Call Accounting System
	Does the vendor offer a call accounting system to collect the CDRs that is Personal Computer (PC) based and operates in a Windows environment?  If so, please provide pricing as an option and samples of reports available.
	Can the call accounting system connect directly to the system?
	Can the call accounting system also poll storage devices and process CDRs from multiple systems?  What is the maximum number of CDRs the call accounting system can store and process? _________
	Does the call accounting system provide inventory, directory, trouble ticketing, and work order management modules?
	Does the optional call accounting system offer a toll fraud detection and alerting module?  Please describe administration of toll fraud detection parameters, actual method of detection of possible toll fraud, alerting mechanisms and options.


	Security Features
	System Management Security
	Does the system support the setting of an attempts threshold?

	Security Violation Notification
	Does the system provide notification to a designated display-equipped station of possible abuse attempts on either the System Management or Remote Access ports?

	Reports
	Does the system provide reports to identify potential “hacker” attempts?  Describe the available reports.

	Physical Security
	Is it possible to provide additional physical security by adding a digital encryption “Lock and Key” device to the dial-up system management ports?  Describe devices available from the vendor and include costs in Optional Pricing.



	Attendant Console and Features
	Can the console provide the ability to determine the status of an extension number (busy/not busy) and to call an extension without having to key in the number?     *RemoVE console from bid
	Does the console provide the following information:
	If multiple consoles are used, are calls distributed on most-idle-attendant basis?
	When all consoles are busy, are calls queued to an attendant queue and service on a First-In-First-Out (FIFO) basis?
	Does the console indicate the state of the attendant queue?
	Does the system provide for priority queuing to the attendant queue?
	Can the attendant restrict calls to or from individual extensions or groups of extensions?
	Can the attendant deactivate call forwarding all calls for individual extensions?

	Station Equipment and Features
	Digital Stations
	Will all digital sets be capable of:



	Call Center Features
	Call Center System Features (1)
	Can an agent handle more than one ACD call at a time?
	Can split/skill be changed by both agents and supervisors, and are there controls for this function?

	Does the system provide audio difficulty tracing capabilities?  Explain these capabilities.

	Call Routing Features (1)
	
	After a VRU application releases a call, can the VRU forward information to the ACD such as caller ID and routing preferences?

	Can the system distribute calls equitably to agents who have more than one skill set assigned?  Describe how the calls are distributed and balanced among agents.
	Can agent time be defined and allocated on a percentage basis and be incorporated into the system’s call routing algorithms?
	Can the goals and requirements of a business plan be incorporated into the system’s call routing algorithms?
	Can certain agents be defined as “reserve” agents for certain skill sets?
	Can the system automatically activate them for the reserve skill as needed without supervisor intervention?


	Multi-Site Call Center Features
	
	Can calls that have overflowed to a secondary location be answered by either location whichever becomes available first?

	Can the system perform an intelligent query of a distant system to check status before redirecting a call to another ACD?
	Can the system provide the ability to overflow calls from one center to the next on a call by call basis by considering expected/average/longest wait time and calls in queue for a specific ACD skill set at both the originating and terminating centers?  P
	Are system reports available for all calls that are passed between centers?
	Can the system pass call statistics along with the call for accurate wait time calculations required for real-time monitoring, historic, and cradle to grave reporting?  Describe capabilities.

	Can calls be allocated between sites based upon caller location (ANI), agent skills, agent availability, queue times, and other criteria?  Describe capabilities.

	Announcements
	Does the system support multiple recorded announcements?
	Does an incoming call lose its place in queue when the call is routed to voice applications, audio text announcements, VRU applications, or caller-directed call routing options?
	During slow periods, can the system automatically offer agents the option of returning calls to customers who called earlier and left messages?

	Service Observing
	Does the system have the capability to record a monitored call?
	Is special equipment, such as a particular type of agent telephone or adjunct, required for this purpose?        *CANNOT OBSERVE AND RECORD
	Can agent conversations be recorded, on either a scheduled or on-demand basis, for quality assurance, training, and review? *AGENT ASSIST OPT.
	Can an entire customer experience be recorded from the time callers enter the system until they are disconnected including audio events such as announcements, music, IVR interactions, etc.?
	Does the agent recording application provide a Graphical User Interface (GUI) for application activation and subsequent administration?
	Can agents initiate immediate recording of a call in progress via their voice terminal or PC?
	Can recordings be archived on media separate from the voice processing system?
	Can recordings be listened to remotely via a telephone?

	Can the system allow monitoring by agent login rather than position or extension number?  *SUPV. SEES FROM TERMINAL
	Can silent monitoring be directed at a particular application or call type and automatically follow the call as it is transferred to different agents, announcements, prompts, etc.?
	Can this type of monitoring session follow the call to a distant center?

	Does the system allow monitoring of calls from a remote site?
	Are security measures provided for remote monitoring?  Describe these security measures.



	Management Information System
	Call Center System Reports
	Can a single call record be created to track a call when the caller is transferred several times?  Explain how transferred calls are tracked and reported by the MIS.

	Additional MIS Features
	
	Can user view and change the way data is calculated?  *REPORT DESIGNER - $7K
	Does the system have the ability to do forecasting?  Please describe capabilities and list reports available.


	Management Features
	Can the system interface to a wallboard system?  Please explain.  *RECOMMEND SIMONS BOARD
	Is redundancy provided for CMS reports?
	Does the system support “cradle to grave” reporting which would reveal exactly what happened to a caller from the time they entered the system until the time they hung up, and everything in between?
	Does the system support customized queries of the ACD statistics database via an industry-standard Web browser to meet specific needs of different groups of users with Intranet access?
	Can the system provide detailed calling records based on ANI, call origination information (such as calls from payphones, prisons, cellular phones, etc.), abandoned calls and malicious calls?                                                  *Y- ANI

	Key Features
	Can reports be customized?               *OPTIONAL REPORT DESIGNER - $7K
	Can the data be stored in files or exported to other applications?  Provide a list of formats supported.
	Is there a help function?  Describe.
	Is on-line training available for future employees?
	Can PCs access data over the LAN?


	Agent Positions
	Voice Terminals
	Can the agent view the current split/skill performance, application performance, and individual performance status on the voice terminal display?
	Can the agent receive continual real-time displays including such information as a comparison of individual performance to group averages or objectives?

	Does the agent have the option of controlling the voice terminal from a PC located at the workstation?


	Remote Agents
	System Features
	Will the system support remote agents who are not physically located at the call center?  Describe the system’s capabilities and connection requirements to support remote agents.  How many agents can be supported? ________
	Can the call management information system track remote agent activity?  Explain any differences in the reporting available for remote agents versus on-premises agents.
	Does the connection support access to applications on a central computer for the remote agents?  Describe how accomplished and any limitations.
	Can agents be connected through standard dial-up facilities (POTS)?  If dedicated facilities are required, describe that requirement.

	Remote Agent Features
	Can remote agents be members of splits that also contain local agents?  Explain the flexibility of this option and any limitations.
	Do remote agents have access to the same ACD features as on-premises agents?  Explain any limitations.


	MultiMedia Call Center Capabilities
	MultiMedia Call Center Capabilities
	Does the system support H.320 compatible endpoints?
	Does the system support T.120 compatible endpoints?
	Is there a GUI interface for agents engaged in multimedia call center activities?
	Does the system support universal agents alternating between multimedia and audio-only calls?
	Does the system support advanced routing capabilities?  Please explain capabilities.
	Does the system track multimedia calls in the same database as audio-only calls?
	Does the system provide the ability to transmit infomercials to callers in queue?
	Does vendor have partners who develop infomercials?  Please provide a list.
	Does the system support these audio standards: G.711 A-law and (-law, G.728, and G.722?  What other standards will the system support? _____________
	Will the system present video images?  At what frame rate? _______________
	Does the system support Computer Telephony Integration (CTI)?  Explain.
	Does the system support voice, fax, text, and binary message components in a multimedia type message?
	Is service observing provided for multimedia applications?  Please describe.
	Can agents transfer multimedia type calls?  Explain how this is accomplished.
	Can agents conference multimedia calls with audio-only calls?
	Will the system provide video end points access to switch features such as conferencing (for up to five parties), call forwarding, voice mail, and single number access to voice and video callers?



	*BOTH SYSTEMS REQUIRE ADDITIONAL SOFTWARE
	Additional Information
	System Architecture
	Manufacturer Information
	Provide the following information on the proposed switching system:

	Circuit Packs
	Miscellaneous System Architecture Questions
	Explain how the system grows and expansion is accomplished, and whether additions are disruptive to on-going operations.
	Describe the main memory. Including type and size.

	System and Traffic Capacities
	State the maximum number of trunks and stations that the system will support without requiring main processor upgrade or change out.
	State the Busy Hour Call Completion and Busy Hour Call Attempts capacity of the proposed system.  Define “Call Completion” and “Call Attempts.”

	Equipment Room and Environmental Requirements
	Specify the grounding requirements of the system and other ancillary equipment.
	Specify the recommended temperature and humidity ranges for system operation, both long term and short term.
	Specify the heat dissipation of the system in BTUs per hour.
	If the requirements for remote nodes/modules are different, please identify those differences.


	System Features
	Voice Features
	Provide a list of the system voice features provided in the proposed system.

	System Diagnostics
	Describe methods and procedures used to detect, diagnose, and report potential and actual troubles and component failures in the system.  How is alarm notification provided?
	Describe the diagnostic tools provided by the system.  Describe how the system routinely self-administers diagnostic programs.  Describe how system problems are automatically logged and reported, and how the vendor monitors such problems.
	Alarms must be reported to the attendant console, at the switch, any active management terminals, and to the vendor’s remote maintenance facility.  Describe how this is accomplished.
	Is the system able to provide alarm notification to a remote customer location?  Please describe all options available that have not been discussed above.


	Additional Information
	Evolution and maintenance
	Who are your major customers using the proposed system? (Please include a contact person at least five customers)
	How many and what types of in-house system administration personnel are required to support the proposed system on an on-going basis?  Technicians, operators, table support, etc.?
	What are vendor’s provisions for interface to specific out-board customer applications?
	Describe the migration of the proposed product for the next ten (10) years.
	[Your Company Name] may have requirements in the future for outbound calling campaigns.  Please describe the systems capabilities to support these campaigns.  Does the vendor’s system or a third-party system provide this functionality?
	Is the system Year 2000 compliant?  And are there certifications and/or guarantees related to this compliance?
	Is the proposed system currently capable of IP Telephony applications?  If so, describe.  If not, what are the manufacturers plans to address IP Telephony?

	Vendor Qualifications
	Vendor should provide a brief description of the company, including its experience in providing communications systems.
	Vendor should provide sufficient documentation to demonstrate financial stability.
	Describe various service options available.
	Does vendor have a service center within 50 miles of all “tier 2” and “tier 3” cities in Texas?
	Does the vendor have a technical support center with remote maintenance?  Describe the types of maintenance provided by the service center.
	What are vendor’s provisions for emergency service and system restoration?

	Licensing and pricing information
	Are application documentation materials included in the system pricing? How are additional documentation or support materials priced?
	Identify the training resources available to support both implementation and on-going operations? Describe the training process and timeline for installation.
	Provide estimated costs for training during implementation and start-up.  Are systems training slots provided in the proposed pricing?
	Describe any expected third party licenses and maintenance charges that will be required with the proposed solution that are not included in your financial proposal.
	Estimate training time requirement, by employee type.  Is subsequent training available for future hires? Describe and estimate cost, by employee type.
	Please discuss optional financing arrangements.
	The proposal should include the following user support, at a minimum:
	Follow-up after acceptance and during implementation,
	Eight (8) hours of support thirty (30) days after implementation,
	Eight (8) hours of support ninety (90) days after implementation, and
	Eight (8) hours of support 180 days after implementation.

	Cost Liability


	Financial Proposal

