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[bookmark: _Hlk497905098][bookmark: _GoBack]
[image: ]


City of Seattle

Request for Proposal
RFP No. ITD-4620
[bookmark: _Hlk507157802]TITLE: Unified Communications and Contact Center Replacement 
Closing Date & Time: November 28, 2018, 2:00PM PST


TABLE 1 – SOLICITATION SCHEDULE

	Event
	Date

	RFP Issued 
	10/17/18

	Pre-Proposal Conference
	November 2, 2018, 3:00PM PST
Seattle Municipal Tower, Floor 40, Rm 4050/60
Remote Skype Option (See Section 11.2)

	Deadline for Questions
	November 21, 2018

	Sealed Proposals Due 
	November 28, 2018, 2:00 PM PST

	Interviews/Demonstrations
	January 22 - 29, 2019*

	Best and Final Offer 
	February 11 – 17 2019*

	Optional BAFO Sealed Proposals Due 
	March 1, 2019, 2:00 PM PST

	Anticipated Contract Agreement
	April 5, 2019*


*Estimated dates

The City reserves the right to modify this schedule at the City’s discretion.  Notification of changes in the response due date would be posted on the City website or as otherwise stated herein.
All times and dates are Pacific Time.

PROPOSALS MUST BE RECEIVED ON OR BEFORE THE DUE DATE AND TIME LISTED IN TABLE  1 SOLICITATION SCHEDULE 
MARK THE OUTSIDE OF YOUR MAILING PACKAGE INDICATING RFP#_4620


NOTE:   By responding to this RFP, the Proposer agrees that he/she has read and understands the requirements and all documents within this RFP package.
Your proposal may be considered non-responsive if information is left blank

1. INTRODUCTION
This City of Seattle (herein after referred to as “the City”) seeks to obtain competitive technical and commercial proposals from a manufacturer or a manufacturer’s certified partner(s) for all required hardware and software, professional services, implementation support and ongoing maintenance and software support for a Unified Communications (“UC”) solution including voice mail, a combined IVR, and a contact center in accordance with the requirements and specifications set forth in this RFP.
[bookmark: _Hlk525909865][bookmark: _Hlk525909727]The City is hoping to contract with a single Vendor for a complete solution and encourage Vendors to bid on both UC and IVR/Contact Center, but the City will also accept proposals from vendors for only UC or only IVR/Contact Center, recognizing there may be some economies by using a single Prime Vendor UC and IVR/Contact Center. The forms within this RFP are identified as UC or IVR/Contact Center to simplify the process. In many cases these are the same forms (noted). The vendor should take care to complete the checkbox on the form for all that apply (i.e., UC and IVR/Contact Center).

The proposal pricing is structured in 3 parts:

· UC
· IVR/Contact Center
· Combined UC/IVR/Contact Center

Proposals may be submitted by a team that incorporates more than one vendor and/or that leverages the resources of multiple firms or manufacturers, provided there is a single “prime” contractor responsible for the contract.  The City reserves the right to award all of portions of any proposal to one or multiple vendors.

The City is open to considering solutions that are Hosted, On-Premises or Hybrid and reserves the right to award to the highest ranked solution and application(s) that best meets the City’s needs.  In either case, the proposals must meet the City’s business and financial requirements, which will include a seven-year life cycle cost analysis.

See Exhibit A - “Glossary” for an explanation of the terms and acronyms used throughout this document. 


2. [bookmark: _MON_1599972927]PURPOSE 
The City of Seattle conducted an analysis to determine the best solution to replace the City’s multiple aging Nortel / Avaya Private Branch Exchange (PBXs).  The analysis consisted of several steps including: 
· Gathering business and technical requirements 
· Identifying key design goals
· Defining critical solution requirements and design options 
This analysis included contact center and Interactive Voice Response (IVR) requirements as part of the future solution to replace agents on the Nortel / Avaya Aura Contact Center and the Genesys PureConnect Contact Center (previously known as the Interactive Intelligence CIC system) currently used by Seattle Public Utilities (SPU). 
The analysis identified a variety of contact center capabilities and requirements that the contact center solution must provide; from basic routing and queueing for relatively small contact centers to advanced designs, Interactive Voice Response (IVR), and Customer Relationship Management (CRM) integration for departments with complex requirements.  
The RFP requirements are divided into multiple sections, with business requirements for a UC solution including advanced messaging features located in Section 6.1, and business requirements for the IVR / CC solution located in Section 6.2.  Sections 6.3 (TeleManagement Solution), Section 6.4 (Meeting Rooms), and Section 6.5 (Robotic Process Automation) are desired options the City may consider purchasing post-award.
Any proposal may address either Section 6.1 or Section 6.2 or both.  All UC solution proposals should also address Section 6.3 and Section 6.4.  All IVR / CC proposals should also address Section 6.5.  It is acceptable for a proposal to include two or more different manufacturers.   
The City will provide Skype for Business Unified Communications licensing, software and support if Skype for Business is proposed as part of the UC solution.  However, proposers should note that the City is also accepting solution designs that leverage other UC desktop tools.
The project dates include the expectation that the planning / design / build for a new system would begin Q2 2019 and include the core build with a small joint Unified Communications (UC) and IVR / contact center pilot completed in the first six (6) months of the project.  The implementation will occur over a thirty (30) month period with the last six (6) months of that period dedicated to final wrap-up and to sites or work groups that could not be completed in the primary two (2) year plan.  The total implementation will extend over a period of thirty-six (36) months. The software support and hardware maintenance contract terms shall be for five (5) years beginning at system Acceptance, with a concurrent contract termination date for all covered items.  

[bookmark: _Hlk507141102]See Exhibit B – “City of Seattle 2017 high level org chart” 

	[bookmark: _Hlk508203518]Exhibit B





3. BACKGROUND
This section provides details of the voice and data networks currently installed and is intended to provide an overview of the complexity, size, and scope of this procurement.  
Current PBX Network 
For reference purposes, because the Nortel product line was obtained by Avaya but not fully merged with the Avaya PBX line (called Aura), the two names (Avaya and Nortel) are sometimes used interchangeably.
Also, for reference purposes, because Interactive Intelligence was purchased by Genesys, the Genesys PureConnect product that is the renamed ININ CIC system may be called by its old name. 
The core PBX network spans over twenty (20) primary sites through the Seattle metropolitan area and beyond.  The network is configured with High Availability (HA) and routing is done in combination with Avaya Session Managers and the PBX’s. Two (2) Session Managers are located at two (2) core locations in an active-active configuration.  
The core consists of six (6) networked Nortel CS1000’s (four-1000M’s and two-1000E’s) running on version 7.65x software. Each core supports multiple satellite PBXs and Survivable Media Gateways (SMG) for a total of fourteen (14). 
All sites are supported by a -48vdc power plant.
There are three (3) AudioCodes Mediant 3000 (HA) Session Border Controllers (SBCs).  The SBCs support:
· Skype audio conferencing 
· RightFax
· Interactive Intelligence Contact Center (CIC)
· CenturyLink Primary Rate Interface (PRI) trunks
· Level 3 PRI trunks
· PRI to Session Initiated Protocol (SIP) trunk conversion
· Special call handling (e.g., blocking calls with no caller ID)
Four (4) AudioCodes Mediant 2000 analog gateways supporting approximately 80+ MP-1xx analog gateways are distributed throughout the network including a mix of 4-port, 8-port, and 24-port combinations. These analog gateways support the following:
· Paging trunks
· FAX machines
· Loud ringing bells
· ADA audio / visual devices
· Analog phones
The current AudioCodes SBC and analog gateway hardware will need to be replaced based on the design, so proposals are expected to include replacement hardware, if necessary.   
A number of ancillary servers are located throughout the City network.  These servers host Call Pilot voice mail, contact center, a CXM voice recording solution, and IVRs.  
An estimated 14,750 station ports consist of these quantities:
· Analog – 2,747
· Digital end points – 8,520
· VoIP end points – 3,433 (7 are SIP)
· Contact Center Softphones – 55

See Exhibit C – “PBX Network Diagram”


 
See Exhibit D – “PBX Site Configs” for additional details.  This exhibit also includes rolled up station counts and locations where dial tone is located for analog trunks, Off Premise Extensions (OPXs), T1s and PRI T1s, and LEC engineered 2-way ringdown circuits.  


 
SONET - Synchronous Optical Network
The City owns and manages a Fujitsu SONET network comprised of three (3) OC-3 rings (Optical Carrier) and one (1) OC-12 (Optical Carrier) ring, built with Unidirectional Path Switched Rings (UPSR) architecture.  The core hardware was updated in the first quarter of 2017.  SONET carries the voice, data network, and radio traffic.  This SONET configuration is built on City owned fiber.  
Seattle City Light also has a dedicated voice network, referred to as PAX, that operates on a separate SONET ring.  City Light manages these PBX’s that are Nortel CS1000s.  
The SONET and Seattle City Light PAX PBXs are out of scope for this project, except as it relates to integration and 911 call processing with the proposed system.

Carriers 
The City is not currently using SIP trunks for access to the Public Switched Telephone Network (PSTN). 
Inward Dial (DID) telephone numbers, local and long-distance services are delivered by two (2) different carriers, Level 3 and CenturyLink.  
Level 3 delivers twenty-one (21) incoming and outbound PRI digital carrier facility (T1s), including one (1) PRI for long distance. T1s are delivered to the City network via the City’s SONET that is located in the Level 3 Central Office co-located room.  
CenturyLink delivers a variety of circuits at multiple sites around the city. PRI circuits are delivered over two (2) separate OC-3s located at Seattle Center and Seattle Municipal Tower.  The circuits are delivered in the following formats: 
· 83 - Analog central office trunks 
· 3 - DSS (digital switched service) 
· 123 - PRI T1s, some non-channelized
· 20 - Basic T1s including two denoted for long distance 
· 27 - Off premise extensions
· 922 - Flat business lines
· 14 - CenturyLink engineered ringdown circuits terminated on phone sets – PVR’s 
PVR’s are designed to terminate leased circuits directly onto a key on a desk telephone.  They allow for the termination of 2-way central office ringdown circuits used to connect with outside county, state and federal agencies, as well as a number of other private organizations.
The count of PRI trunks provided in the RFP are for carrier services only and does not identify the number of internal SIP connections used for routing between PBX’s.  
The City utilizes dedicated carrier PRI circuits with Skype for Business conferencing.  Changes to these circuits are out of scope for the UC system design and are not included in the count of 123 PRI T1’s.    
See Exhibit D – “PBX Site Configs” above (tab labeled Dial Tone) 

Voice Network Routing
The carriers enter the City network at different core locations.  Numbers are routed to the appropriate destination over SONET either on the dedicated PRI tie-trunks using Nortel’s coordinated dialing plan or via the data network by the Avaya Session Managers using SIP for internal, on network call routing.  This includes calls for Skype conferencing, Seattle Public Utilities (SPU) contact center, and RightFax servers.
T1 PRI and Virtual SIP trunks are used to route on-net calls between sites.
Calls to and from phones that process credit card data route to dedicated PRI tie-trunks that connect to Time Division Multiplexing (TDM) and analog station ports for Payment Card Industry (PCI) compliance. 
206-706-xxxx numbers are routed to City Light’s PAX PBX network over one dedicated PRI circuit and are not part of the Nortel dial plan. Calls to the PAX system are placed by dialing a trunk steering code plus the extension number from all PBXs.

Dial Plan 
The City’s dialing plan incorporates numbers using eight (8) different prefixes in the 206 area codes. DID numbers are not grouped in clean ranges within the North American Numbering Plan Office Codes (NXX) by carrier.  DID numbers are provided from two (2) different carriers for diversity.
The City has approximately 16,171 DIDs and 15 toll free numbers.



Voice Mail 
Three (3) Nortel CallPilot voice mail systems provide standard voice mailboxes, call center messaging, menus, announcements, and remote notification 
· One server is primarily used for employee voice mail and contingency applications.  
· The second is primarily used for applications. 
· A third server is used strictly for onetime events.
[bookmark: _Hlk519084545]Menus generally done in Spanish and English are currently in use although there are CallPilot menu applications currently configured with up to a dozen languages.  
The capability to manually failover some voicemail applications between voicemail systems is limited today and requires a Telecommunications technician and an analyst to complete the process. 

IVR (Interactive Voice Response)
Three (3) Nortel MPS500 IVR systems are comprised of:
· A primary production system that has (120) analog Automatic Call Distribution (ACD) ports.  
· A hot standby is a secondary production system with (96) analog ACD ports.  The hot standby system is used for over flow and also when maintenance is done so that one IVR is always active.  
· The third system with (24) analog ACD ports is dedicated for development and testing.  
All IVR ports are configured as networked ACD on the Nortel to automatically and/or manually route IVR phone traffic between sites based on defined use cases (for example, PBX failure, overflow for additional port capacity, etc.)     
Speech recognition is not currently in use for any IVR applications. 
There are currently six (6) public facing applications in addition to six (6) administrative applications.  The administrative applications are for internal use to manage the public facing applications (manage broadcast message, business/holiday hours changes, etc.).  Each public facing application has dedicated ports to guarantee a defined level of service.  The remaining ports are pooled as shared resources.  The IVR port capacity is designed to handle volumes based on traffic forecasting to maximize port efficiency and minimize per port licensing costs. Historically, the existing number of IVR ports are sufficient to handle all inbound traffic. 
The MPS500 IVRs are not utilized for outbound calling campaigns or automated outbound dialing applications although they have the capability.
Menus are generally done in one language and occasionally two.  Spanish and English are currently in use although additional languages could be added in the future.  
A summary of key existing IVR / contact center applications are as follows:
DNIS Driver - The Dialed Number Identification Service (DNIS) Driver answers the phone, collects Automatic Number Identification (ANI) and DNIS information.  If DNIS is not recognized by the application, or the application failed to receive DNIS information, it plays the menu list of all City department IVR applications and directs the caller to the requested application. 
SPU/SCL - ONE STOP -   This application provides utilities (SCL and SPU) self-service options such as report an outage, get outage status, update account information, obtain yard waste services, open/close utilities accounts, and transfer the caller to an external vendor’s IVR payment system.  The City plans to maintain the external vendor relationship rather than bring it in-house.
SPU/SCL – One Stop Console - This application allows contact center management staff to manage (listen, record, delete, activate & deactivate) different sets of broadcast / Caller Messaging Recording (CMR) messages for general utilities information, Seattle City Light outages, Solid Waste, payment locations, etc. Access is created through role-based permissions and a password is used for authentication.  It also serves as call center IVR administration application to control the ‘front-end’ application transferring routine and other self-service feature modules.
COURT - General Information & Payment – This application provides Municipal Court's ticket or case information, collection agency information and court hearings, locations, and transfers callers to an external vendor’s IVR payment system.
COURT - POT Application - The application allows Municipal Court Probation division to track and monitor a large group of “low risk” offenders via question and answer menu prompts
SDCI – Construction Inspection Request & Scheduling - The application allows callers to schedule inspections, get inspection status and leave messages.  Inspectors can check messages and update inspection results using a permit number.
FAS – IVR application developed for Revenue & Consumer Affairs - Business License & Taxes, allows any business ‘without business activities” to report that no tax is due, or to file tax return for the business that has annual taxable gross revenue less than the defined threshold.  
*** All IVR applications listed above require integrations with IT business systems using a variety of integrations including access to SQL server, Oracle, Informix, and SOAP based / RESTFUL Web Services.  Features includes text to speech, screen pop, Call Message Recording (CMR), and multiple language options. 

Computer Telephony Integration (CTI) / Screen Pop
A CTI system (Enghouse Interactive) is used as the primary system for managing/storing incoming call data.  DNIS is used for application routing, and ANI for account lookups.  The PBX/ACDs are configured to send ANI/DNIS over Meridian Link (MLink) and passed to the CTI.  
The CTI system is also used as an interface for the CXM call recording servers 
The Utility IVR application uses screen pop features.  The One Stop IVR application captures caller data and posts to Seattle Public Utilities Interactive Intelligence CIC database via stored procedures.  The screen pop integration between CIC and the Utility Customer Billing system is a custom developed URL post.  

Mass Communication 
The City has two (2) systems for emergency and non-emergency outbound calling.
Alert Seattle is a hosted solution from RAVE and is used as a public opt-in service to receive emergency notifications.  The system is also used by some City of Seattle departments as an emergency notification tool and other group notification purposes.  
The second system, Motorola NXT (CNS), is an on-premises system used for non-emergency messaging.  CNS is used to send credit reminders, court dates reminders, and information about utility discount programs.  This system is also used for outbound calling campaigns and automated outbound dialing applications for multiple departments, Seattle City Light (SCL), Seattle Public Utilities (SPU), Human Services Department (HSD), and Municipal Courts.  The system is configured to use two dedicated T1s, and two T1s directly connected to telephone service providers, Level 3 and Century Link.
Replacing or enhancing the mass communications systems are out of scope.  

Contact Centers
Contact Centers are on two (2) different platforms, the Nortel AACC and an Interactive Intelligence CIC platform.  The Nortel servers are located at SMT and the Justice Center.
1) The Avaya / Nortel AACC configurations for 2017: 
1,174,320 - all calls including email and web chat entering the system 
   731,898 - skill set answered volume for calls, email and web chat 
Approximately (80) queues designed with approximately (130) scripts / applications routing to approximately (140) skill sets
Approximately (130) active supervisors 
(400) active agent login IDs. 
Additionally, the following agent logins are built in the system, some for periodic use only: 
· 200 vacant 
· 180 Emergency agents 
· 20 seasonal agents 
· 236 Alternate agents 
Alternate agent IDs are used so that a named agent can use a different login to trigger special overflow or other routing conditions.  They are not additional live answering agents.  Some agent logins are used as quasi routing tools during emergencies to direct traffic away from normal operations to predefined alternate routes or messaging. Supervisors have web access to historical reports and real-time displays.  Some of these call centers are fronted by IVR menus or Call Pilot menus.  Supervisors generally do not answer queued calls; however, they have the capability should they need to do so.  Contact center agents primarily use headsets combined with a telephone set.
a. A third-party tool, CoNexus (which is part of CXM), is used as a desktop client to record calls in some contact centers.  Screen and audio is currently captured today.  Replacement of the CXM call recording servers is in scope for this project
b. Data warehouse reports are run in SQL. 
c. A callback option has been provisioned in some contact centers. 
d. Customer Service Bureau has ten (10) offsite agents using a City owned laptop with a City provided analog line at their residences.  This uses split call control / call paths with a perpetual connection to the Nortel. 
e. Some outbound messages / greetings are recorded in Spanish.
f. Approximately 20 - 30 external reader boards are provisioned for different work groups 
 
2) Seattle Public Utilities and Seattle City Light use the Interactive Intelligence CIC platform (now known as the Genesys PureConnect product), operating the One Stop contact center as a combined contact center serving both group’s needs. SPU has a second contact center on the CIC called UST. An Oracle engine hosts the CIC database.  The system is running 2018 R-2 with a Workforce Management module and call recording applications.  Two hundred (200) licenses are configured for approximately (145 One Stop + 16 UST = total 161) named agents and (30) supervisors.  Approximately (70) agents are logged in on average during an average day.  The platform resides in four (4) virtual servers running on Windows 2008 R2 operating systems located in the City’s data centers.  
a. Calls to the CIC call center platform route through the Nortel IVR’s via dedicated PRI to SIP trunks. 
b. The main One Stop number is answered in the IVR and provides screen pop from the account information provided by the caller.  Solid Waste, Water and Public Utilities have a combined account number and City Light has a separate account number.  
c. There are currently ten (10) One Stop queues with an averaged 53,000 combined calls per month and 4205 calls per month for UST in 2017.
i. The lowest volume month was December with 43,820 One Stop and 4,502 UST calls  
ii. The highest volume of calls was in August with 61,535 One Stop and 3,718 UST calls   
d. Call center agents have historically had Avaya/Nortel 1140 VoIP phones connected to the Nortel PBX/AACC as a backup in case of a system failure with the CIC. One Stop’s conversion to softphones is underway with 55 agents converted to date and 1140 sets removed.  It is anticipated that the remaining agents will be converted by 12/31/18.
e. Eight external RMG reader boards/displays are in use in the One Stop contact center.  The RMG server is being used for a new project (50% complete) to install 20 players used by the SPU Communications group (which is not part of the CIC contact centers).  These new players are intended to reach employees that don’t have an office or email account per se.  It provides a tool for broadcast messages to utility locations around the region, i.e., transfer stations, water facilities, etc., and to broadcast informational videos as well as being used for broadcasting traffic and weather.  
f. One Stop calls from all the queues are combined into a single group and are answered by agents who are cross trained to answer all incoming calls.
g. Multiple One Stop email queues are configured; however, the queues are not blended.
h. Web chat is currently in use.
i. Logins for One Stop agents are not setup for multi-media so all incoming traffic is handled as independent media types, typically first in first out (FIFO).
j. Skills are not currently in use.
k. Call back queueing and email queueing are used by One Stop.
l. One Stop callers making payments are transferred to Kubra for payments and if callers request to be transferred back from Kubra, they are transferred to a toll-free number bypassing the IVR and coming directly into the CIC and not showing in the reports as part of the same transaction as the original call.  
m. Call and screen recording is in use today, and speech analytics are also being used.
n. The business uses cross indexing with the Oracle database, call recordings and statistics.  
o. One Stop outbound calls are primarily for customer call backs or follow up on escalated issues.  
p. Conferencing is used with outside businesses like the AT&T language line and Kubra.
q. Post call surveys are in use now.  
r. The Work Force Management (WFM) product is currently in use however it is not providing the functionality desired. 

Conferencing 
Audio
1) The City uses multiple sources for audio conference bridges.  The primary conferencing resource for the entire City uses four (4) dedicated PRIs to a premises Skype for Business server with scheduling done through Outlook.  
2) In the Nortel, there are several dedicated bridges that reside in multiple nodes: 
· The Mayor’s office has a dedicated 24-port bridge
· Finance and Administrative Services (FAS) have two (2) dedicated 24-port bridges, one (1) for executive use and one (1) for disaster recovery
· Fire Department has a dedicated 24-port bridge
· Seattle IT’s Operation Center (the ITOC) has a 24-port bridge 
3) CenturyLink provides seven (7) ad-hoc conference bridge numbers for specific departments. One (1) bridge is dedicated as a backup for Skype conferencing.  
4) Six-party conference (AO6) is provisioned on most phones for end users to create conference calls via their Nortel sets.



Video 
The City has some video systems in place however they are not part of the current voice systems or network.  Skype for Business is used for desktop video requirements.  The City has approximately 20 Microsoft Surface Hub devices within conference rooms and some offices.

PBX Adjuncts
Overhead Paging
Paging is utilized at approximately 71 sites – primarily libraries, fire stations, community centers, and police precincts.  Most sites require either 90-volt AC or a loop start trunk, depending on the paging system.  Some sites dial a trunk access code and others have a key programmed on their sets to access the paging.  There is a mix of analog Valcom, Valcom IP, and Bogen amplifiers in use.  One and two-way talk paths are in use today.
Paging at some Fire Stations is handled by an analog PBX connection to a Location Emergency Alerting system. 
The City’s main Central Library is using a SIP trunk to access the IP paging solution by Avidex called Q-SYS.
There are some library branches designated as Carnegie sites that do not allow external paging hardware to be installed.  These branches use intercom group paging to activate the set speakerphones.  This allows the ability to group page or broadcast an announcement through the speakers on the phones.  
Call Detail Recording 
Call Detail Recording is collected from each PBX using a TeleBoss 850 Alarm and buffer box. The telecom expense management system polls the TeleBoss devices every ten (10) minutes.  CDR records are used for public disclosure requests, digital investigations and to research malicious call reports and are retained for 18 months.  Records are collected on inbound / outbound calls only, no internal station to station calls.
Telecom Expense Management 
Telecom is currently using PINNACLE, a Calero product, for PBX provisioning, inventory, order processing and billing. PINNACLE is integrated with the “Activity Billing Data” (ABD) warehouse that also interfaces with several applications including Facility Center for project and work order processing, Accounts Receivable, reporting and interfaces with Summit, the new Oracle financial system.   ABD pulls data from PINNACLE for month end reports for telephony activity by department. Employees are identified in PINNACLE by their employee ID number provided from HR’s Oracle system.  The City intends to use Active Directory (AD) for identity management.  
PINNACLE has a Service Order module used to: 
· Provision Move/Add/Change/Delete orders for services and subscribers
· Transmit programming changes to PBXs   
· Track service orders  
· Time stamp order activities 
· Import station data from the PBXs  
The system is also used to track:
· Station details, including features and numbers on phone keys, class of service (COS) 
· Location, telephone numbers and type of phone sets 
· Departments  
· Subscribers or users 
· Building codes, which are represented by a two-digit alphanumeric designation  
PINNACLE provides a variety of other functions including: 
· Warehousing raw CDR records 
· A repository for EDI uploads and reconciliation from carriers including wireless carriers 
· PBX provisioning  
· DID number management 
· Other telephone number management for Plain Old Telephone Service (POTS) lines and   circuit IDs 
· Interfaces with the 911 ALIPro database, reconciling phone numbers and locations on a daily basis.
The system is accessed by Telecommunications Analysts, PBX Engineers, the wireless team, and approximately one hundred (100) Telephone Coordinators across the City.

Enhanced 911 (E911)
E911 calls are routed to a custom designed application, ALIPro, using one (1) central Tone Commander appliance.  This appliance houses a database for all City telephone numbers and their street address (denoted by a two-digit alpha code, i.e.– HO) and floor number (two digits – 06).  The Tone Commander uses a dedicated PRI to route calls to the local PSTN. 
The tone commander converts a 5-digit number to a 10-digit number.  ALIPro offers the definition by processing the PBX database and then pushing it to the Tone Commander appliance.  When 911 gets the call, they look at the West® database that tells them what building and what floor the call came from.  ALIPro performs a daily comparison to the last poll and sends updates to West®.  ALIPro sends the City daily exception reports that are used to manually correct or update the data.
Some sites are campus type environments where the address is the same for all buildings. There are other campus environments with multiple buildings that send out a unique telephone number for each building on site.
Security is notified of 911 calls from specific sites but not all.
Port security is turned on to stop users from independently moving their desktops or VoIP phones.

Analog 
The City has a large number of PBX analog ports installed to meet a wide range of use cases.  Analog ports are commonly used for FAX machines, bells or ringers, modems and automated dialers.  Eighty (80) remote locations use a combination of AudioCodes gateways for conversion of IP to analog and flat business lines.  Other remote locations use a combination of OPX circuits and flat business lines.  
  
FAX
DID numbers for the RightFax are delivered on dedicated PRI T1’s and then routed through internal SIP trunks to FAX servers.   RightFax service is stand-alone will not be routed through the UC system.
The City has three (3) servers, one (1) is used primarily by Seattle Public Utilities, one (1) is dedicated to Seattle Municipal Court, and one (1) is dedicated to Seattle City Light.  The system set up by Seattle Public Utilities has allowed other departments to share this server in an informal support arrangement.  These systems are IP based.  Outbound calls from these servers are routed over internal SIP trunks and then out to the PSTN via PRI circuits. 
Most departments use an analog line terminating into a combination printer/FAX machine.

Customer Relationship Management (CRM) 
The City is using Motorola’s PremierOne Customer Service Request (CSR) data management system.  CSR is accessed via a web-based interface.  This system is used primarily by the Customer Service Bureau (CSB) to track service requests, requests for information, suggestions and complaints or correspondence with residents.  
“Find It Fix It”, for example, is a mobile app developed to provide residents another method to place requests or make reports from their mobile devices.  The Customer Service Bureau also manages responses to mobile app inquiries. 
Microsoft Dynamics 365 is also used by the City.  There are projects underway to design integrations with their existing databases (i.e., Department of Neighborhoods).

Cell Phones 
Total count as of January 2018: 	
Smart Phones			4,716
Standard cell phones		1,369
Other wireless			1,342 (includes carrier connected iPads, Tablets, Modems)
			Total    7,427
Tablets are deployed for mobile business applications, industrial field applications and as standard office devices. Both HP 1012 and Microsoft Surface are on the Standard Tablet list. iPads and Chrome book devices are also supported; however, the City does not allow or support Android tablets. 
Smartphones are deployed to over 1/3 of city employees. Both iOS (iPhone 7/8) and Android (Samsung Galaxy S6/S7/S8 series) phones are approved standard devices. There is an initiative to implement Microsoft Intune as the MDM solution to manage these devices. Currently there are about 1400 devices enrolled and managed.  

Business Continuity
Backup Power  
Nineteen (19) locations have dedicated -48v DC power plants that support the PBXs, SONET, radio and in some cases, the data network hardware.  Runtime for each of the nineteen (19) sites is calculated at about eight (8) hours per site.
Smart UPS units are located at approximately two hundred (200) sites.  Run times vary based on loads and criticality of the site.  The batteries supporting these UPS have been changed out per the manufacturer’s replacement specifications about every five (5) years.
Approximately fifty-six (56) sites have dedicated generators with a mix of manufacturers including Cummins, Onan and Kohler.  
POTS 
There are approximately one thousand (1,000) POTS lines installed for a variety of reasons at a large number of sites.  Common applications are for fire or alarm lines, elevator lines, sprinklers, and dial out applications for HVAC systems.  A minimum of one (1) POTS line is installed per VoIP site, typically Community Centers, Neighborhood Customer Service Centers, and Parks sites.  Around seventy-five (75) POTS lines are installed to meet PCI compliance policy.  
CenturyLink Business Continuity Routing 
Public Utilities and other departments have the ability to route calls away from the City’s network to an offsite independent call center. This process is done by placing a call to CenturyLink who then activate routing changes in the central office.  This service is set up in advance of any event with a flat monthly cost and an operational cost when services are activated.  
Mayor’s Backup Sites
There are five (5) sites around the City that have been set up to support the Mayor in the event the Mayor’s office at City Hall becomes uninhabitable.  These sites consist of ((20) analog PBX lines and phones.  The lines are supported via the PBX or a Survivable Gateway at each of these sites.

Data Network
See Exhibit E – “Data Sites with Bandwidth”


At the end of 2016, the City completed a reorganization of multiple IT organizations that are now centrally managed.  Department of IT (DoIT) is the legacy umbrella organization that is now combined with the IT organization from Seattle City Light, Seattle Public Utilities and the Seattle Police Department and is now known as Seattle IT (ITD).  Unique details that pertain to each of these departments are identified below.  
· The core is primarily Cisco with a layer 3 routed backbone with a collapsed core and aggregate points.  There is a combination of layer 2 and layer 3 to sites.  
· The data network extends to approximately two hundred fifteen (215) locations 
· F5 Networks BIG-IP load balancers are in place
· Active Directory Federation Services (ADFS) is used to support Single Sign-on (SSO) via token-based Security Assertion Markup Language (SAML) authentication 
· As a general rule, PoE switches are in place in most locations  
· QoS is deployed only at legacy DoIT sites where VoIP exists, not at all locations 
· City Light, Public Utilities and the Police Department all have firewalls at their edge, and are connected to the main City network using Border Gateway Protocol (BGP)   
· Firewalls are Palo Alto and Checkpoint.  Firewalls are becoming centralized with the goal to move where business requirements exist and collapse where possible.  
· Legacy data networking groups ran their own Dynamic Host Configuration Protocol (DHCP) servers so there are a mix of these in use today
· There is no overlap with IP address assignments as a rule
· Over two thousand (2,000) VLANs are set aside for future VoIP configurations with separate VLANs for the current VoIP network 
· 802.1x is currently deployed on the wireless network using certificates on PCs.  The network team is currently deploying 802.1x on the wired network.  Any WIFI UC devices will need to be configured using 802.1x.  
· A Canopy 4.9 GHz wireless network is used at some locations 
Data Centers
A 10G Fiber WAN connects the City’s data centers denoted as NGDC West (Tukwila, WA) and NGDC East (Liberty Lake, WA).  These data centers are comprised of mostly virtual machines using VMware version 6.  Server hardware preference is Dell with Dell Compellant storage.  New installed systems require WIN 2012 R2 or higher.  Red Hat Enterprise Linux is the preferred Linux OS.  The backup tool for servers is CommVault and Trend Micro is the antivirus tool.  The core network hardware is all Cisco Nexus.  
Microsoft Products
The City currently has approximately seventeen thousand five hundred (17,500) active user accounts and about fourteen thousand two hundred (14,200) users with O365 licensing [Skype, Exchange accounts].  Users exist across three (3) active directory domains in addition to a primary resource forest. 
The authorization mechanism used for O365 and third-party federation is Active Directory Federation Services (AD FS), leveraging Forefront Identity Manager (FIM) for Azure / Active Directory synchronization.  
The City is currently in the process of migrating users and computers from three (3) account domains into the single (1) resource forest – completion is planned for Q1 2019.
The City currently has Microsoft Office 365 licensed at G3 (Office 365 U.S. Government Community G3) subscription level.  There are no plans to move to Microsoft Office 365 G5 subscription level.
The City is currently using Exchange Online for email.  The supported email client used for on-premise clients is Outlook 2016 (Office 365 ProPlus).
Skype for Business 2016 (Office 365 ProPlus) is deployed City-wide for PC-PC collaboration and conferencing purposes.  Lync 2013 servers are on-premise and federated with Skype for Business Online.  
Routing Protocols 
The City uses a combination of these protocols throughout the entire organization:
· EIGRP
· OSPF
· iBGP
· eBGP
· TCP/IP

Wiring Infrastructure
The City has an extensive inside and outside fiber and copper cable plant. It is estimated that at least ninety eight percent (98%) of the City’s buildings have (category 5e) and above cable installed.  Standards call for three (3) cables per station however, there is an initiative underway today to reduce the number of cables per station to two (2).  
The City’s fiber optic network is extensive and is maintained by City employees and contractors.  The fiber is owned in partnership with a number of public agencies.  There is approximately five hundred fifty-three (553) miles of fiber installed within the City and another one hundred seven (107) miles outside City limits.  The City’s data and telecommunications backbones are supported via this fiber.
Multicast
Currently, multicast is only used for Avaya Aura Contact Center (AACC) to deliver data to multiple external contact center displays.  Due to the amount of bandwidth available on the WAN and the complexity of administering the network, the City prefers to use Unicast wherever possible.  The use of multicast must be kept to a minimum in any proposed configuration.
800 MHz radios
The City has an 800 MHz radio system that is used in the event that all other communications are down.  This is the primary backup for multiple emergency operations centers operated by numerous departments.
Operating Systems 
Windows 7 Enterprise is on approximately 87% of computing devices. The remaining OS is a mix of Windows 7 Professional, and Windows 10 Enterprise. The project to install Windows 10 is scheduled to begin in Q4 of 2018 with an anticipated finish in Q4 2019.  Windows 10 enterprise is the standard OS for new machines.
Virtualized Desktops are in the environment but do not currently make up a significant percentage of user population. There is a desire for this platform to be expanded over the next 2 years. 
Thin clients are not in significant use. 
Connectivity 
The data backbone consists of a 10G fiber core with a variety of connection options to remote sites, including: fiber, canopy, point to multi-point wireless and leased T1 and Metro Over Ethernet (MOE) circuits. 
Wireless 
The City uses 802.11n and newer Aruba and Cisco wireless access points and controllers  
NOTE:  The City provides voice services only for the Seattle Public Library (SPL) system and approximately two (2) dozen other agencies.  These entities provide and manage their own data networks. 
Out of Scope
· Upgrades or changes to the legacy SONET network 
· Replacing emergency management systems: AlertSeattle (RAVE) & CNS 
· Upgrades to or replacement of the City Light PAX PBX’s  
· Changes to the current RightFax routing or PSTN connections 
Note:  Integration of the new UC system with the existing PAX PBX’s, via multiple ISDN-PRIs, is in scope.  
4. OBJECTIVES
The installation of a UC Solution with an advanced unified messaging voice mail, IVR, and a contact center solution.  These proposed systems will provide several technology benefits including: 
1. High availability / redundant system components.
2. Stable, reliable uptime and elimination of single points of failure; with a 99.999% availability design. 
3. Replacing multiple PBX systems with a single database and a single tool for administration.
4. Collapsing two (2) different contact center platforms into a single solution with integration into the PBX and UC system.
5. Intuitive tools for ease of administration that include role-based permissions for changes or viewing capabilities.
6. Additional layers of security for voice traffic traversing the IP network with end-to-end encryption for all calls, including encryption of all stored data (at rest). 
7. Cradle-to-grave reporting delivered for all calls with intuitive methods for accessing call details necessary to provide records for Public Disclosure Requests (PDRs) and for other purposes. 
8. Additional call capacity and improved survivable Public Switched Telephone Network (PSTN) connectivity at a lower cost by using SIP trunks.
9. Unified Messaging integrated with MS-Outlook and O365.
10. A common UC client experience for all users. 
11. Location identification for 911 calls, with ALI information delivered to identify the floor quadrant, at a minimum, with the option to identify individual rooms or workstations. 
12. Retain a single coordinated dialing plan with 5-digit dialing.
13. Unified Communications to include instant messaging, presence, desktop sharing, video/audio conferencing, and click to call.
14. Contact Center objectives include: 
a. Ease of use and administration 
b. Increased functionality including speech recognition, text to speech, multiple languages, speech analytics, robotic process automation
c. Cradle-to-grave reporting
5. MINIMUM QUALIFICATIONS (See Section 12 – Response Form)
The following are minimum qualifications that the Proposer must meet in order for their proposal submittal to be eligible for evaluation.  The City provides a form in Section 12 that allows Proposers to explain compliance with these minimum qualifications. The RFP Coordinator may choose to determine minimum qualifications by reading that single document alone, so the submittal should be sufficiently detailed to clearly show how the Proposer meets the minimum qualifications without looking at any other material. Minimum qualifications are scored on a pass/fail basis. Although the City reserves the option to request clarification, those that are not clearly responsive to these minimum qualifications will be rejected by the City without further consideration.
[bookmark: _Toc495311668]5.1 Minimum Qualifications for UC Proposers
A. The Proposer must have completed at least two (2) Unified Communications (UC) projects on the same platform as proposed to the City with multiple-site deployments, a minimum of 6,000 UC endpoints, similar complexity to the City environment as described in the RFP, and at least one (1) year of active use of the solution by the customer. The referenced systems must be currently in full production (for example, not a trial, or partially implemented, etc.)
B. The Proposer must have deployed at least one (1) UC solution on the same platform as proposed to the City and similar scale (6,000 UC endpoints) that was integrated with Microsoft services (i.e. Exchange, Office, etc.)    This UC solution must have deployed a single client for a seamless end user experience delivering UC capabilities including:  Instant Messaging, Presence, Voice Calls, Audio & Video Conferencing, Desktop Sharing, and Click to Call.  The client must support mobile devices (i.e., Android, Apple, Microsoft, etc.)
C. The Proposer must have completed one (1) project within the last three (3) years which included all the following functionality on the same UC platform as proposed:
a. Multi-site deployments
b. Enterprise E911
c. Unified Messaging 
d. Auto-attendant menus
e. Analog gateways
f. Mobility
g. Multi-line telephones
[bookmark: _Toc495311669]5.2 Minimum Qualifications Contact Center / IVR Solution 
A. The Proposer must have completed at least three (3) similar, Contact Center solution implementations of the same core platform as proposed to the City with a minimum of one hundred and fifty (150) named agents within the last four (4) years, with similar complexity to the City environment as described in the RFP, that has at least one (1) year of active use by the customer.  The sub-components, listed below, can be proposed as “best of breed” (i.e., workforce management and recording). The referenced systems must be currently in full production (for example, not a trial, or partially implemented, etc.)
Two of the three implementations must have included all the following:
a. Multi-channel queuing: voice, webchat, and email
b. Call-back queueing
c. Workforce management
d. Voice and screen recording 
B. The Proposer must have deployed at least one (1) Contact Center solution of the same platform and similar scale (150 agents) as proposed to the City that was integrated with Microsoft services (i.e. Exchange, Office, etc.) 
C. The Proposer must have completed at least two (2) self-service IVR deployments implemented on the same platform as proposed to the City with similar complexity to the City environment as described in the RFP. The referenced systems must be currently in full production (for example, not a trial, or partially implemented, etc.)    
Deployments must have included at least four (4) of the following:
a. Self-service functionality
b. Web service or database direct integrations (i.e. MS Dynamics, MS SQL or Oracle)
c. Computer Telephony Integration (i.e., screen pop)
d. Text to Speech (TTS) 
e. Speech Recognition
f. Multiple languages


6. Manufacturer Authorized Distributor
The Proposer, if other than the manufacturer, must submit with the proposal a current, dated, and signed authorization from the manufacturer that the Vendor is an authorized distributor, dealer or service representative and is authorized to sell the manufacturer's products.  The distributor, dealer or service representative must have manufacturer certified technicians for the equipment it proposes. This includes the certification to license the product and offer in-house service, maintenance, technical training, and warranty services, including available spare parts and replacement units if applicable.
7. [bookmark: _Hlk507139820][bookmark: _Hlk527356037]FUNCTIONAL/SYSTEM TECHNICAL REQUIREMENTS
NOTE – IT IS THE CITY’S EXPECTATION THAT ALL PROPOSERS WILL WORK CLOSELY WITH THE MANUFACTURERS TO ENSURE THE PROPOSED DESIGN WILL MEET THE CITY’S REQUIREMENTS SET FORTH IN THE RFP.  THEREFORE, ALL DESIGNS SUBMITTED BY PROPOSER MUST INCLUDE A LETTER FROM THE MANUFACTURER STATING THEY HAVE REVIEWED PROPOSER’S DESIGN, RELATED TO THE MANUFACTURER’S EQUIPMENT FOR FUNCTIONALITY AND COMPLIANCE TO REQUIREMENTS SET FORTH IN THE RFP.

6.1 UC TECHNICAL REQUIREMENTS
Vendors will have the option to propose a premises-based solution, a hosted solution, or a hybrid solution.  If the solution design impacts the ability or method of meeting a requirement, the proposal must identify why it is an issue and how the solution addresses the requirement.
Proposers should note that the City will consider two different approaches to the UC desktop tools:  a solution leveraging the City’s Skype for Business investment, or proposers may leverage other manufacturer’s UC desktop tools.
Listed “Functional/System” requirements are critical and should be addressed as part of Vendor’s response unless specifically noted as “Desired” or “Optional”.     
Functional/System Requirements are critical to the deployment and considered a necessary function or system component required to successfully deliver the solution to the City.  If a bidder is not able to meet a Functional/System requirement, the proposal may be eliminated from consideration if the City determines that the clarifying explanation, alternate solution or method proposed does not meet the requirement.   
Desired Requirements are important to the City and will be factored into the scoring of the proposal but are NOT considered a “must have”.   The inability to meet a Desired requirement may be a factor during proposal evaluation and scoring and may result in other vendors being selected as finalists.
Optional Requirements are not critical to the successful delivery of the proposed solution but could impact future deployments and may have some influence on the evaluation.  The City may consider purchasing optional solutions post contract award.  

6.1.1 [bookmark: _Hlk504459405]Architecture and Design 
6.1.1.1 The design proposed must provide high availability (HA) and be capable of surviving the loss of any critical component or network failure.  The system must be designed to avoid a “single point of failure”, with redundant core components in an “active/active” configuration that includes duplicated switch ports, power supplies, and other required elements to eliminate system outages.  
6.1.1.2 The proposed design must include geographically redundant sites.  The Vendor will identify where the core systems will reside and include all the hardware and software components at each location.   
The City’s primary core data center is located in the Seattle area and the secondary data center is located in the Spokane area.  The Spokane data center is connected via a layer 2 network with dual routes and a high availability (H/A) design.
6.1.1.3 The selected Vendor must test, configure and install all hardware and software as defined in their proposal.  The City prefers Dell for physical on-site servers.  The City’s hyper converged networks use Nutanix with VMware however, Vendors may propose any manufacturer that meets the design specifications.   
6.1.1.4 The current AudioCodes SBC’s must be replaced.  It is preferred that the SBC administration is part of the integrated toolset used for the new UC solution. 
6.1.1.5 For a premises design, the Vendor must provide a separate standalone virtual system software as part of their solution.  The City will not install the UC system on its existing virtual environment. 
6.1.1.6 The proposed design must include carrier geographic redundancy and failover options to reduce single points of failure within the voice network.
6.1.1.7 Software-only solutions that run on off-the shelf hardware must be bundled with Vendor provided hardware such that they are supported by the Vendor as a total solution. 
6.1.1.8 For hosted or hybrid solutions, the system must be designed for local or backup services in case of a network or central system failure.  The City requires local survivability for two sites, the West Police Precinct and EOC.  Each must be equipped with capacity for 30 simultaneous sessions.
6.1.1.9 The core telephony system must be based on a single telecommunications database running on dispersed, survivable hardware.  
6.1.1.10 The proposed design must identify how the solution will integrate a number of systems in a phased approach, including the current Avaya/Nortel, the new proposed voice mail / UM system; the new IVR / contact center (CC) platform and Microsoft O365 services.  
6.1.1.11 [bookmark: _Hlk520727642]For premises & hybrid solutions, the UC Session Border Controllers must provide the gateway functions for routing internal calls from the old Nortel PBX system/users to the new UC Solution users. 
6.1.1.12 The system must use end-to-end encryption for all voice traffic in transit and secure encryption for all data at rest. 
6.1.1.13 The design proposed must be capable of delivering Single Sign On utilizing the City’s Active Directory environment as the authentication credential repository.  This authentication can be accomplished using either Windows Integrated Authentication (NOTE: if used must be capable of supporting multiple Active Directory Domains for user population) or via Active Directory Federation Services (preferred), which allows for SAML authentication and provides independence from the City’s Active Directory architecture (i.e. Multi-Forest, Multi-Domain AD).
6.1.1.14 The system must support multiple methods of integration with systems utilized within the City.  Systems may include Microsoft Dynamics 365, Motorola’s Citizen Service Request (CSR) system, Oracle Finance system, PeopleSoft 9.2 and Ivanti (previously known as HEAT Service Up) a Service Desk/Help Desk system used throughout the City, plus web services or API’s.
6.1.1.15 With the exception of mobile devices, the proposed solution must have a single client for a seamless end user experience delivering UC capabilities.  The City is requesting details on two different options for the proposed UC system:
a) [bookmark: _Hlk519248350]The City may elect to use the Skype for Business (SfB) client at the user endpoints, either natively or utilizing a plug in.
b) The City will also consider proposals that leverage the manufacturer’s embedded UC client.
6.1.1.16 The solution must provide interfaces for the CenturyLink engineered ring down circuits denoted as PVR’s. These are 2-way central office ringdown circuits used to connect with outside County, State and Federal agencies, as well as a number of other private organizations.  These circuits are currently programmed as extension line appearances. 
6.1.1.17 Off premise extensions (27) must be integrated in the UC solution design.   These extensions are in locations where there is no PoE or data cabling in place.  
6.1.1.18 The City requires a test environment to be used to test all new software releases and upgrades, new hardware, new features / functionality, mobile integration, soft client, new system integrations, etc.  The test environment must have no impact to the production systems but mimics the complete production environment for development and testing purposes.
6.1.1.19 [bookmark: _Hlk517868204]Note:  Rack space will be made available in the City’s data centers and Telecommunications Rooms (TR) if required in the proposed design.
DESIRED 
6.1.1.20 The City desires to limit the number of 3rd party adjuncts and peripheral equipment.  Solutions based upon multiple manufacturers are acceptable however, the implementation must be managed and contracted through a single Vendor. 
6.1.1.21 [bookmark: _Hlk523403795]The City desires to have the installed solution able to support SNMP version 3 in SolarWinds Orion.  
6.1.1.22 The City envisions using SIP trunks to route calls between the UC solution and Nortel PBX network.  If the Vendor wishes to propose PRI tie-trunks as an option instead, it ok to do so and include an explanation of the advantages in the response form.  For capacity purposes, provide a quote for 115 tie-trunks or five (5) PRIs; actual usage will fluctuate during the course of the project dependent upon the migration of users.  The City will provide any necessary equipment and service for the Nortel side.
6.1.2 Specialized Security Requirements 
In addition to end-to-end station encryption, the system must meet Criminal Justice Information Services (CJIS), CMR, PCI, and North America Electric Reliability Corporation (NERC) / Federal Energy Regulatory Commission (FERC) security standards.  Departments who require this specialized security are listed below.
a) CJIS - Seattle Police Department; Seattle Municipal Courts; Law Department 
b) PCI - Seattle Public Utilities & Seattle City Light; Parks; Seattle Municipal Courts; FAS Animal Shelter 
c) NERC/FERC - Seattle City Light; Seattle Public Utilities
6.1.3 System Features 
6.1.3.1 [bookmark: _Hlk520816747]The proposed system must provide all standard telephony features including hold, transfer, conference and the ability to answer multiple calls on one number.
6.1.3.2 The proposed system must include a software client that supports all features associated with Unified Communications features:  Presence, Instant Messaging, Unified Messaging, “one click to dial”, advanced conferencing additional call and participant controls, video, soft phones, mobility, and collaboration tools that include file and desktop sharing.  The solution must integrate with Office 365 / Exchange Online for calendaring/scheduling of meetings. 
The proposed system must include a mobile app that mimics the look and operation of the desktop software client as closely as possible, allowing employees to utilize a mobile device as their primary phone for the system.  
This mobile app must present the callers office number on outbound calls or may be blocked or suppressed, based on the individual use case. 
Note: The City, at their discretion, will consider the option of using a different client on a mobile device versus the proposed UC desktop app. 
6.1.3.3 The system must integrate assistive technology solutions to ensure customers and employees with disabilities have equal access to all the features and functions of the unified communications system.  The requirements for accessibility are based on Title II of the Americans with Disabilities Act of 1990 (28 FR Part 35).  
Additional information is provided here:  https://www.w3.org/WAI/standards-guidelines/
6.1.3.4 Access to system administration tools must be available 7x24x365, use secure authentication, and with all data transport encrypted.  
6.1.3.5 System tools must measure and report on a variety of data including voice quality and performance, including jitter, packet loss, and latency, QoS, MOS or equivalent, network impact, and application performance.
6.1.3.6 The solution must allow the ability to define a minimum of five (5) levels of access for administration by providing granular, role-based permissions.  Up to 25 staff will require varying levels of permissions to access the system. 
6.1.3.7 The solution must allow simultaneous access for administration and provisioning all services.
6.1.3.8 The solution must support pre-programming of set provisioning tasks and be capable of scheduled execution at a designated time, for example Friday, January 12, 2019 at 12:15 PM PST. This includes the ability to schedule dates and times for orders to be completed.
6.1.3.9 The solution must allow an automated activation process for new users with a telephone set as their primary device.  After a new user is added to the system, the user can activate their service by plugging in a phone set and log in using their SSO credentials.
6.1.3.10 [bookmark: _Hlk520882120]Solution must include the ability to produce a report that shows a list of all user categories defined in the system, including the telephone number and device type or a brief description of how the number is used (i.e. mailbox only).  If this can only be provided through an external system, such as a telemanagement solution, identify how this is accomplished in the response form.  
6.1.3.11 The solution must provide cradle-to-grave call reporting, regardless of the path call takes into the system.
6.1.3.12 Presence status from the desktop client software shall integrate with the status of the telephone set.  This includes displaying the call status on the UC client software.  
6.1.3.13 The system must allow for the ability to record, play & load a standard file format (.wav or MP3) for recordings that are done by 3rd party professional services. 
6.1.3.14 The City requires five separate dedicated conference bridges that are in addition to any conferencing capability that is inherent with the proposed system configuration.  These bridges will be for audio use only. These bridges must be available 24x7 with perpetual connections that will not be scheduled.   These services will be used by 5 different departments within the City and must have the ability to support 24 connections per bridge (no overflow). The solution may be located on premises or in the cloud. 
6.1.3.15 The system must allow the assignment of DID and non-DID numbers as “software only” or “virtual” numbers, preferably without requiring a user license.  This is for use as informational mailbox, pilot numbers, paging access, special access, etc.
6.1.3.16 The City’s 5-digit dial plan shall be supported between the current Nortel PBX network and the UC platform.  The UC system must support routing that is transparent to the caller, regardless of the programming or manipulation that may be required to accomplish a seamless experience for end users. 
6.1.3.17 Should the City opt to use a new dial plan, the system must provide the ability to retain and route current phone numbers to new phone numbers where needed.
6.1.3.18 The system must be capable of blocking incoming calls based on caller ID.  For example, incoming junk Faxes or other spam type phone calls received from external outbound dialer campaigns.  
6.1.3.19 [bookmark: _Hlk505088100]The system must allow the ability to provision a specific user with any of these options or to combine all these options for any single user: 
a) Block caller ID for any inbound calls from the Public Switched Telephone Network (PSTN) 
b) Block caller ID for any internal calls received from another system user (3)
c) Block outbound caller ID for calls made to a number outside of the system 
d) Block caller ID for an outgoing call placed to another system user
e) Block caller ID when calls are placed to a specific internal number only and on the receiving set only.  
6.1.3.20 The system must not use multicast for common channel communications unless no other solution is available.
6.1.3.21 The City requires the ability to design sets with shared line appearances.  All lines and set features must appear on all sets in the same duplicate configuration.  If an extension is placed on hold, anyone must be able to access that call on hold from any other phone without using call park.  Secondary line appearances may be added to a set for department shared-use main numbers or boss/admin designs.
6.1.3.22 The system must provide abbreviated dialing with two or three-digit codes for internal calls, allowing abbreviated dialing between sets 
6.1.3.23 The system must provide the ability to group page or broadcast across a set’s speaker in lieu of external paging speakers. 
6.1.3.24 The solution must support call recording on demand, providing call tracking and reporting used to document discussions between external callers and City employees. 
a) Call recording must use a buffering technique that provides a recording of the entire call, rather than beginning the recording only at the moment of feature activation during the call.  
b) The system must include the option for recording all calls on designated lines within a group, including analog extensions.
6.1.3.25 The solution must include a “malicious call trace” feature that allows the ability to track and report on threatening calls.
6.1.3.26 Music on hold must be able to be muted or not activated during a conference call if a participant places the call on hold. 
6.1.3.27 The solution must be capable of playing different sources of music or messages for different lines of business concurrently.  
6.1.3.28 Employees and teleworkers authorized to work remotely must have the same set of features and functionality as those working in City locations.
6.1.3.29 The solution must include receptionist /answering position hardware (add on module or busy field status indicators) that provides a user with:
a) The ability to see if a specific user is on a call
b) The ability to one touch transfer a caller to a user’s extension
6.1.3.30 The solution must provide interfaces with overhead paging systems for announcements and broadcasting supporting 4-digit paging access code.

DESIRED 
6.1.3.31 A receptionist /answering position hardware (add on module or busy field status indicators) that provides a user with these features: 
a) The ability to one touch forward the user’s calls to the receptionist 
b) The ability to see if the user has forwarded their line but are on an active call
6.1.3.32 The City desires to display UC presence information on a telephone set.  
6.1.3.33 The City desires the ability to remotely record a call (on-demand) to a City provided smartphone using the mobile client, with the recording centrally stored in the City’s call recording system.  
6.1.3.34 End user self-management features desired include: time-of-day routing; ability to reset passwords/pin; and to remotely change time of day routing and forwarding.   

6.1.4 Dial tone / SIP trunks 
6.1.4.1 Integration with the Nortel / Avaya PBX must be supported throughout the implementation until it can be removed from operation as part of the project plan.  The City will continue to manage the current voice network and will also be responsible for routing the appropriate DID’s from the Nortel / Avaya to the new UC solution and IVR/Contact Center as numbers migrate to the new platform.  
6.1.4.2 The estimated number of SIP trunks is eight hundred eighty (880) with the capacity for a failover of eight hundred eighty (880) at the secondary data center. 
6.1.4.3 The City estimates 880 carrier-side SIP trunk licenses at any one time.  However, the same capacity level needs to be provisioned at the alternate / second data center.  For those SBC's that allow for a no-cost failover license or base the license on maximum concurrent usage, then 880 would be appropriate.  For products that require both sites to be fully licensed regardless of maximum concurrent usage, then 880 licenses are needed at each site for a total of 1760.  These numbers are inclusive for all the various applications that will be integrated with the UC solution and IVR / CC.
6.1.4.4 The Proposer must assist the City migrating its Public Switched Telephone Network connections from PRI and individual trunks to SIP as necessary, based on the proposed design.  Session Border Controllers (SBCs) will be the primary interface for on-premises PSTN connections including PRIs and SIP trunks.      
6.1.4.5 The use of SIP redirect functionality to dynamically route calls on a call by call basis must be supported by the system.  
6.1.4.6 The solution must be able to accept Automatic Number Identification (ANI) or Caller ID digits as passed by either local or inter-exchange carriers and display the information at the individual telephone sets. ANI data must also be available to peripheral devices, including UM systems and analog extensions. 
6.1.4.7 The City will be responsible for disconnecting all decommissioned circuits. 
 	See Exhibit D – “PBX Site Configs” (tab labeled Dial Tone) 

 	
6.1.5 Unified Messaging and Voice Mail 
6.1.5.1 The proposed system may be part of a manufacturer’s suite of products or may be provided by a 3rd party manufacturer.  Either must meet all the requirements in this section. 
6.1.5.2 Any proposed solution must include a totally integrated voice/unified messaging system. “Integrated” includes several capabilities:
a) Solution must integrate with Microsoft Office 365 / Exchange Online. 
b) The solution will attach a .wav file of a voice mail message when it is delivered in email. 
c) All calls forwarded to a mailbox go directly to the mailbox without caller intervention or requiring additional digits.
d) Caller must be able to opt out of voice mail and reach a live person.
e) Message waiting indication (MWI) is provided for all user devices, either visually or audibly.   
f) Message waiting indicator is visual or audible and is available on every line appearance on a telephone or desktop device.
6.1.5.3 Calls directed to voice mail must be uncompressed for high quality message storage.
6.1.5.4 The system must integrate with contact center users that may potentially reside on a separate manufacturer’s platform, providing Unified Messaging (UM) and standard voice mail features.
6.1.5.5 Solution must support the following:
a) All voice mail messages are accessible via a telephony user interface (TUI)
b) Text-to-speech (TTS) translations for email pick-up via TUI or voice command
c) Speech-to-text (STT) to translate voice messages into text format and emailed to end-user
d) Graphical user interface (GUI) with frequently used commands
6.1.5.6 The system must support Transport Layer Security (TLS) for message encryption or a similar strong solution and secure Real-time Transport Protocol (RTP.)
6.1.5.7 The solution must support client-based users leveraging the City’s Microsoft Exchange and MS-Outlook for unified messaging access, allowing the City to consistently apply policies and procedures to one platform.  The initial voice mail message storage may be in the voice mail system server/storage device or may leverage the Microsoft components for native voice messages.
6.1.5.8 The solution must provide the required voice mail functionality described below as well as advanced and/or departmental applications:
a) System provides the ability for an answered call (by receptionist, for example) to be transferred directly into the voice mail system and combined with the user’s mailbox number, the call will bypass the user’s extension (does not ring the phone).
b) Confirmation of action or change provided by the system
c) Greeting & prompts override/bypass by pressing a pre-defined key on the dial pad
d) Ability to administer mailboxes used to provide information only with no opportunity to leave message
e) Personal and system distribution lists 
f) System provides directory access / dial by name 
g) Automated attendant
h) Out-calling capabilities and message notification to a pager, cell phone, email address, or other internal or external telephone number
i) User ability to speed up or slow down a voice message recording
j) User ability to skip a message, saving it automatically and bringing up the next message.
k) User ability to delete a message without listening to the whole message. 
l) Ability to replay ‘envelope’ information with date/time/ANI of call
m) Multiple personal greetings to include a temporary greeting with ability for user to set expiration date/time. 

6.1.5.9 In depth, extensive reporting / metrics must be available for all applications including numbers that are provisioned as auto attendants or basic mailboxes.  Reporting to include at a minimum:
a) The count of calls transferred out of a mailbox when callers choose dial zero option
b) Ability to view the number of messages in a mailbox
c) List mailboxes exceeding storage limit
d) List mailboxes with unread messages not accessed in x-number of days
e) List mailboxes that have not been not initialized
f) Ability to provide peg counts for voicemail applications totaling the number of incoming calls and counts for each option of the menu
g) The system must provide automated notifications or alerts to a system administrator for unread / unheard voicemail messages when mailbox parameters are exceeded
6.1.5.10 Pre-set control of start and stop of alternate outgoing message must be part of system configuration to allow the ability to set day of week, date and time to control outgoing messages.
6.1.5.11 The system must provide the ability to alert multiple users for shared or department mailboxes through either notice in email, alphanumeric paging, cell phones or message waiting indicators set on multiple telephone sets.  
6.1.5.12 [bookmark: _Hlk504461743]The system must not allow forwarding of messages marked as private. 
6.1.5.13 The system must have strong password enforcement capabilities.
	DESIRED 
6.1.5.14 The greetings listed below are desired: 
a) Multiple personal greetings to include greetings for internal or external callers. 
6.1.5.15 The City desires ability to provide an automated escalation of message notification or some other mechanism where if on-call personnel do not answer, the call can then be directed to a backup on-call staff member. 
6.1.5.16 The City desires these features as part of the voice mail solution: 
a) [bookmark: _Hlk521943175]Allows the end user to choose an action that forces incoming calls directly to voicemail
b) Speech enabled commands such as “Call John Smith” or “Get new email”.
c) Call routing is based on calendar, presence, location (Geofencing and Wi-Fi) or user schedule
d) Presence integration with calendar / IM to play specific personal greetings informing caller of users’ status.
6.1.5.17 The City would like to consider migrating all Nortel Call Pilot users to the new voicemail system following the successful pilot.  Voicemail training would be separate from the set training under these circumstances.

6. 
6.1.1 
6.1.2 
6.1.3 
6.1.4 
6.1.5 
6.1.6 E911  
6.1.6.1 [bookmark: _Hlk520980252]The solution must provide advanced E911 capabilities such that the location of all devices, (IP phones, soft phones, analog, etc.) that are associated with either a switch port, an IP address, or some other controlled location identifier.  This identifier will then be linked to a specific number for location information.   
6.1.6.2 [bookmark: _Hlk505091516]The solution must at a minimum support a zone-based system.  The zones being used to potentially identify quadrants of floors in high rise locations to facilitate more accurate dispatching of emergency services.
6.1.6.3 When a device is moved, the telephone number and address information must be automatically updated with the new location.    
6.1.6.4 Returned calls from the PSAP dispatchers must be directed to the originating device / user that dialed 911. 
6.1.6.5 When a 911 call is placed, the solution must have the ability to notify local building Security with the emergency caller’s name, extension and location. 
DESIRED 
6.1.6.6 The City desires to have the new E911 solution integrate with and support the Nortel/Avaya environment from the beginning of the project implementation.
6.1.7 Analog Integrations 
The solution must support existing analog extensions and sets for business purposes.  Analog extensions are also used to meet ADA set feature options.
The City currently has AudioCodes gateways with approximately two thousand four hundred, thirty-four (2,434) analog ports distributed over two hundred sixty-seven (267) sites.  This count includes analog Fax machines.
	Current AudioCodes Model
	Quantity

	MK2000
	5

	MP-114
	85

	MP-118
	9

	MP-124
	1









See Exhibit D – “Station Types” for an additional recap of analog ports. 


The matrix below is a recap of the total number of sites estimated to require a specific port count, providing some room for future growth.  Use these quantities for proposal purposes, even if the eventual implementation plan is adjusted. 

	Number of sites requiring 1 port only 
	70

	Number of sites requiring 2 ports  
	93

	Number of sites requiring 4 ports 
	43

	Number of sites requiring 8 ports
	27

	Number of sites requiring 16 ports
	12

	Number of sites requiring 24 ports 
	4

	Number of sites requiring 48 ports
	4

	Number of sites requiring 96 ports
	9

	Site requiring 274 ports 
	1

	Site requiring 993 ports 
	1




[bookmark: _Hlk504461900][bookmark: _Hlk507141396]		See Exhibit F – “AudioCodes by Site” 
		



6.1.8 Set Standards
6.1.8.1 Sets proposed must be capable of being programmed from a centralized system administration interface and not require programming that is done only at the set level.
6.1.8.2 Most locations will use a single IP transport to the desktop that supports both voice services and desktop computing (PC) services via a single Ethernet channel.  The desktop interface device must support Layer 2 switching for the PC’s network card as well as the telephone instrument.
6.1.8.3 All proposed sets must have hearing-aid compatible (HAC) handsets that meet American Disability Act (ADA) requirements and HAC compliance for magnetic coupling to approved HAC hearing aids.
6.1.8.4 The proposal must include the following types of VoIP sets, with the minimum requirements indicated below.
1)  Type-1: Standard Multi-Line Instrument with display, equipped with an internal 2-port 10/100/1000 switch to connect a PC, capacity for a minimum of two extension lines, and a hands-free full-duplex speakerphone. 
2)  Type-2: Larger Multi-Line Instrument with display, equipped with an internal 2-port 10/100/1000 switch to connect a PC, capacity for a minimum of five (5) extension lines or shared telephone lines plus a hands-free full-duplex speaker phone. Ability to attach a multi-button add on module.
3)  Type-3: Wall mountable smaller IP Instrument with small display for use in common areas such as break rooms or lobbies.  These units should not be equipped with an internal data switch; if the set has an internal data switch, it must be capable of disabling the port intended for the PC. 
4)  Type-4: Wired base conference phone – Full duplex IP conference phones with optional microphones that are suited for large rooms. 
6.1.8.5 Sets must be compatible with the 802.3af (Power over Ethernet) Industry Standard. 
6.1.8.6 The sets must be designed so that the users have the option to answer multiple calls to their personal extension number before the call routes to alternate answering points, such as voice mail. The sets must also allow the user to place a second call from their personal number without impact to a call on-hold or the forwarding treatment of other calls.
6.1.8.7 VoIP phone sets must utilize the display for all programmable telephone set buttons (i.e., without the use of paper labels).  “Context-sensitive” soft-keys may be utilized to provide access to specific features instead of a fixed (permanent) button. 
6.1.8.8 Proposed phone sets must have intercom capability such that an individual user can be “paged” through the telephone speaker and answer via the set microphone. 
6.1.8.9 The solution must allow multiple extensions to be programmed to a single set.  It must also support extensions that can appear on two or more phones and answered by any of them.  With these capabilities combined, the solution must support a configuration that allows a square key system design where multiple line appearances are duplicated on multiple sets in the same order of appearance.
6.1.8.10 The sets must have built-in headset jacks or support wireless headsets such that external amplifiers and/or manual lifters are not required when using headsets. 
6.1.8.11 Type-1 and Type-2 sets must support the optional addition of add-on modules or side cars that display presence status, user status, call status or other features.
6.1.8.12 Sets must generate or pass-through Dual Tone Multi Frequency (DTMF) tones for post-connection signaling.
6.1.8.13 Sets must have the ability to set distinctive rings for different lines. 

	Use the counts provided below for pricing in Attachment B - “UC Pricing Worksheets”.	
	
Type
	Estimated 
Quantity

	Single line VoIP sets – common area phones 
	10

	Type – 1
	6000

	Type – 2
	3000

	Type – 3
	10

	Type – 4
	10

	Type – 5
	10

	Add-on modules 
	100

	Video phone sets 
	10


		












DESIRED
6.1.8.14 As a 5th type of VoIP set, the City desires video phones with video capabilities for use in Community Centers and Parks sites for public use and ADA compliance.
6.1.9 Call Detail Records (CDR Output)
6.1.9.1 The solution must produce industry standard call detail records for Public Disclosure Request responses, internal billing processes and investigative or forensic reasons. 
6.1.9.2 The City must have access to the raw data. 

6.1.10 License Quantities for Proposal Purposes
	Type
	Quantity

	Analog / Single line 
	2,500

	Paging access ports 
	71

	Basic/Device License
	2,200 

	Standard User License
	8,800

	Advanced or Premium User License
	2000

	Software-only extensions / virtual numbers   
	1000

	Basic mailbox used for announcements
/ message purposes only
	2,000

	UM mailboxes 
	8,000 

	SIP trunks 
	880

	LEC engineered 2-way ringdown circuits 
	23



	Definitions for licenses are provided to explain how the quantities were determined.  The City understands each manufacturer has unique license models and Proposers are asked to align their models to the best of their abilities to these definitions.   Proposers will also be asked to provide a copy or matrix of their model in the response form. 
Basic license used to provide dial tone to a device, includes basic telephony features, call forwarding, conferencing, missed calls, message waiting indicator for basic voice mailbox, or users at sites with limited requirements.
Standard license applies to the majority of users and includes all common UC features including UM, single number reach / twinning or similar feature, softphone / teleworker; and the ability use the UC software client with at least two devices.
Advanced license includes all standard features and includes a mobile application client that works on smartphones or tablets.
Software-only extensions are virtual or phantom numbers that may be used for internal routing purposes and are not affiliated with a specific user or a specific endpoint.  For example, pilot (hunt group) numbers, informational mailbox-only DID numbers. 
For IVR and contact center licenses, see Section 6.2 
6.2 IVR AND CONTACT CENTER TECHNICAL REQUIREMENTS
Vendors will have the option to propose a premises-based solution, a hosted solution, or a hybrid solution.  If the solution design impacts the ability or method of meeting a requirement, the proposal must identify why it is an issue and how the solution addresses the requirement.
Proposers should note that the City will consider two different approaches to the UC desktop client: a solution leveraging the City’s Skype for Business investment, or proposers may leverage another manufacturer’s UC desktop client. 
Listed requirements are all “Functional/System” requirements unless specifically noted as “Desired” or “Optional”.     
Functional/System Requirements are critical to the deployment and considered a necessary function or system component required to successfully deliver the solution to the City.  If a bidder is not able to meet a Functional/System requirement, the proposal may be eliminated from consideration if the City determines that the clarifying explanation, alternate solution or method proposed does not meet the requirement.   
Desired Requirements are important to the City and will be factored into the scoring of the proposal but are NOT considered a “must have”.   The inability to meet a Desired requirement may be a factor during proposal evaluation and scoring and may result in other vendors being selected as finalists.
Optional Requirements are not critical to the successful delivery of the proposed solution but could impact future deployments and may have some influence on the evaluation.  The City may consider purchasing optional solutions post contract award.  

6.2.1 Architecture and Design
6.2 
6.2.1 
6.2.1.1 The design proposed must provide high availability (HA) and be capable of surviving the loss of any critical component or network failure. The system must be designed to avoid a “single point of failure”, with redundant core components in an “active/active” configuration that includes duplicated switch ports, power supplies, and other required elements to eliminate system outages. 
6.2.1.2 The proposed design must include geographically redundant sites.  The Vendor will identify where the core systems will reside and include all the hardware and software components at each location.   
The City’s primary core data center is located in the Seattle area and the secondary data center is located in the Spokane area.  The Spokane data center is connected via a layer 2 network with dual routes and a high availability (H/A) design.
6.2.1.3 The selected vendor must test, configure and install all hardware and software as defined in their proposal.  The City prefers Dell for physical on-site servers.  The City’s hyper converged networks use Nutanix with VMware however, vendors may propose any manufacturer that meets the design specifications.  
6.2.1.4 For a premises design, the Vendor must provide a separate standalone virtual system software as part of their solution.  The City will not install the IVR / contact center system on its existing virtual environment. 
6.2.1.5  For hosted or hybrid solutions, the proposed design must include carrier geographic redundancy and failover options to reduce single points of failure within the voice network
6.2.1.6 [bookmark: _Hlk504462358]Software-only solutions that run on off-the shelf hardware must be bundled with Vendor provided hardware such that they are supported by the Vendor as a total solution. 
6.2.1.7 The proposed design must consider how the solution will integrate with a number of systems including the current Avaya/Nortel, the new proposed voice mail / UM system; the new UC solution and Microsoft O365 services. The default design for the IVR / CC solution may leverage the UC SBC’s for connectivity to the legacy system and UC solution.  Alternate design options are acceptable and must be detailed in the Response Form. 
6.2.1.8 The system must use end-to-end encryption for all voice traffic in transit, secure encryption for all data at rest. 
6.2.1.9 [bookmark: _Hlk523393458]The design proposed must be capable of delivering Single Sign On utilizing the City’s Active Directory environment as the authentication credential repository.  This authentication can be accomplished using either Windows Integrated Authentication (NOTE: if used must be capable of supporting multiple Active Directory Domains for user population) or via Active Directory Federation Services (preferred), which allows for SAML authentication and provides independence from the City’s Active Directory architecture (i.e. Multi-Forest, Multi-Domain AD).
6.2.1.10 DNIS and ANI or equivalent data received directly by the call center / IVR platform must be passed on when transferred and made available as caller-ID to the UC solution end devices including the UM system.
6.2.1.11 [bookmark: _Hlk523393523][bookmark: _Hlk504462596]The system must support multiple methods of integration with systems utilized within the City.  Systems may include Microsoft Dynamics 365, Motorola’s Citizen Service Request (CSR) system, Customer Care Billing (CIS) Oracle database for utilities, Oracle Finance system, PeopleSoft 9.2 and Ivanti (previously known as HEAT Service Up) a Service Desk/Help Desk system used throughout the City, plus web services or API’s. 
6.2.1.12 The proposed solution must provide a robust intuitive easy to use contact center agent client. 
6.2.1.13 The City must have a test environment designed without impact to the production environment or network which would be used to test all new software releases and upgrades, new hardware, new features / functionality, mobile integration, soft client, new system integration, etc.  For hosted solutions, a separate instance(s) for the systems is acceptable.
6.2.1.14 NOTE: Rack space will be made available in the City’s data centers and TRs if required in the proposed design.
	DESIRED
6.2.1.15 The City wishes to limit the number of 3rd party adjuncts and peripheral equipment.  Solutions based upon multiple manufacturers are acceptable however, the implementation will be managed and contracted through a single vendor. 
6.2.1.16 The City desires to have the installed solution able to support SNMP version 3 in SolarWinds Orion.  
6.2.1.17 The system must not use multicast for common channel communications, unless no other solution is available.

1. 
7. 
7. 
1. 
1. Specialized Security Requirements 
In addition to end-to-end station encryption, the system must meet Criminal Justice Information Services (CJIS), CMR, PCI, and North America Electric Reliability Corporation (NERC) / Federal Energy Regulatory Commission (FERC) security standards.  Departments who require this specialized security are listed below.
1. CJIS - Seattle Police Department; Seattle Municipal Courts; Law Department 
1. PCI - Seattle Public Utilities & Seattle City Light; Parks; Seattle Municipal Courts; FAS Animal Shelter 
1. NERC/FERC - Seattle City Light; Seattle Public Utilities

6.2.2 
6.2.3 System and Call Routing Features
6. 
6.1 
6.1.1 
6.1.2 
6.1.3 
6.2.3.1 Multiple forms of communication including voice, email, voicemail, Fax, text (SMS), web and video chat, and social media, must be combined into a single route, eliminating the necessity for a unique queue per media type.
6.2.3.2 The system must be able to send automatic or pre-scripted written replies (i.e. email, text or web chats) to frequently asked questions or other common requests.
6.2.3.3 The system must be able to provide information about the caller on screen (screen pop) prior to the agent answering the call.
6.2.3.4 The system must support the ability for DNIS / ANI routing decisions to be done in an automated fashion for lookups. 
6.2.3.5 The system must have these features:
a) ability to notify callers of their position in queue
b) provide estimated wait time
c) route a caller based on time in queue to alternate destinations
d) raise or lower the caller’s priority based on time in queue
6.2.3.6 The solution must support the ability to broadcast messages to agents via the desktop client or to external monitors on a departmental basis. 
6.2.3.7 The solution must support advanced call routing features that allow calls to route to specific agents
6.2.3.8 Callers in queue must be able to be offered the option of leaving a voice mail message. 
6.2.3.9 Contact types for reporting metrics using wrap up or reason codes must be available.
6.2.3.10 [bookmark: _Hlk523225738]The system must support a variety of media for music on hold or for use with various types of announcements.  The system must provide multiple channel music on hold capability, allowing individual and unique messages and music on hold by queue.  
6. 
6.1 
6.1.1 
6.1.2 
6.2.2.1 
6.2.2.2 
6.2.2.3 
6.2.2.4 
6.2.2.5 
6.2.2.6 
6.2.2.7 
6.2.2.8 
6.2.2.9 
6.2.2.10 
6.2.2.11 
6.2.2.12 
6.2.2.13 
6.2.2.14 
6.2.2.15 
6.2.2.16 
6.2.2.17 
6.2.2.18 
6.2.2.19 
6.2.2.20 
6.2.2.21 
6.2.2.22 
6.2.3.11 Programming tools for call flows and design must include logic capability to integrate with a variety of data sources / databases including SQL, Oracle Informix and web services.
6.2.3.12 [bookmark: _Hlk492377197]Programming tools may include a GUI however the tool must allow the administrators an expanded view and the ability to program all options within the tool.  The system must have the ability to write call flow scripts with full use of intrinsic variables and flexible values (scripting written in code vs drop and drag).
6.2.3.13 [bookmark: _Hlk496620119]System tools must be intuitive and include history files/logs for auditing changes. 
6.2.3.14 Message recording tools must be of high quality for recording menus, announcements and all messaging used in the IVR and contact centers.
6.2.3.15 Messages and recordings can be pre-recorded allowing administrators or supervisors the ability to easily change announcements in call flows without IT assistance or resources.
6.2.3.16 [bookmark: _Hlk491700548][bookmark: _Hlk504462754][bookmark: _Hlk504462854]The system must extend common system resources including agent and supervisor dashboard to teleworkers / remote agents allowing them to function with the same capabilities as if on-site.
6.2.3.17 The system must include whisper transfer that announces a call through the agent’s headset or handset.
6.2.3.18 Agents must have the ability to record a personal greeting that answers a call and plays before connecting to the agent.
6.2.3.19 PC clients must display at a minimum: 
a) Real-time agent status
b) Queue status
c) Alerts and alarms when queue thresholds are exceeded
6.2.3.20 Agent display capabilities must be flexibly assigned to limit the view to the agents’ own statistics or allow other agents’ statistics within the work group to display.
6.2.3.21 [bookmark: _Hlk491701350]Agents can display their statistics on screen or on the phone, on demand.
6.2.3.22 Agents must be able to login from any phone or with softphone from anywhere in the network.
6.2.3.23 Administrators or Supervisors with the proper permissions, are allowed to make administrative changes through remote access.   
6.2.3.24 Supervisors must have the ability to: 
a) Manage skillsets and agent logins in real time
b) Push or send messages to a group via a dashboard or marquee feature to the individual agents and to external displays 
c) Change agent status based on business needs including log out an agent
d) Change agent skills in real time
e) Assume control of a call from an agent (barge-in)
f) [bookmark: _Hlk522545241]Live, anonymous monitoring of an agent call.
g) Conduct chairside training for the phone or the PC client using a dual headset configuration
h) Dashboards showing agent and queue statistics must be configurable by each supervisor  
i) View agents in multiple partitions.
j) Dashboards may be embedded in web pages for external viewing  
k) Change announcements and recordings
l) Activate an emergency or spare or contingency queue
m) Run, customize and schedule reports
6.2.3.25 Existing externally mounted reader boards (using TV monitors) must display queue statistics or announcements as defined by work group.
6.2.3.26 Supervisors must be able to assign tasks to agents for completion using system tools with reporting related to the task assignments.  
6.2.3.27 Predefined (canned) responses must be available for web or email chat, providing agents the ability to provide consistent information to customers.
6.2.3.28 The system must offer two different options for call back:  
a) Instead of waiting on hold in queue, callers may select an option to have the system return the call without losing their place in queue.  
b) The call back feature may also be scheduled so that the system calls out at a specific date and time requested by the caller, within City’s defined hours, by department.
DESIRED
6.2.3.29 Using video for customer interactions is desired on select calls so that agents can verify ID with customers before providing information.
6.2.3.30 Desire to use desktop or document sharing with customers to sign forms for applications or to assist with use of web features or co-browsing. 
6.2.3.31 The ability to use CRM integration or embedded transaction history with routing rules, so that callers can route to a specific agent or queue. 
6.2.3.32 The solution has the ability to flag a previous transaction, such as a call or an email, and deliver that information simultaneously to the agent when common identifying characteristics (such as unique caller-ID, account number, etc.) exist.  
6.2.3.33 System can provide a display or visual representation of call flows.
6.2.3.34 [bookmark: _Hlk523226531]System tools provide reporting that allow system administrators to search for specific variables or key words in scripts or call flow designs.  
6.2.3.35 Calls transferred to a third-party provider for payment processing that are transferred back to customer service by the third-party provider, show as one single call record or transaction for reporting purposes. 
6.2.3.36 The system supports a browser-based client for agent and supervisor teleworkers.  
6.2.3.37 Supervisors have the ability to monitor and manage contact centers from any smart phone using mobile application software.
6.2.3.38 The City is interested in the Vendors ability to assist with process or journey mapping, enabling departments to provide a more effective and improved customer experience.  
6.2.3.39 The system has a developable knowledge base for agent use.

6.2.4 IVR
6.2 
6.2.1 
6.2.2 
6.2.3 
6.2.4 
6.2.4.1 The proposed IVR must fully integrate with the contact center solution.  For example, the system may be tasked to trigger the screen pop based on caller-ID or customer account number, etc.  
6.2.4.2 The system must support integrations with a number of systems including Microsoft Dynamics, Motorola CSR and SQL Server / Oracle application/databases including web services.
6.2.4.3 [bookmark: _Hlk520718492]The system must include intelligent routing that allows for the application of business rules or design strategies that are capable of certain actions before the contact is handled by an agent.   This could include sending the agent information collected from the contact prior to the agent receiving the call or this could result in a determination of which agent, extension or service is most suitable for the contact.   
6.2.4.4 System must allow all industry standard transfer types, such as blind transfers, consultative transfers, etc.
6.2.4.5 Administrators or Supervisors who have the correct permissions, must be able to make administrative changes to announcements and recordings without IT support. 
6.2.4.6 All changes, additions or deletions should be logged in the system for tracking and reporting. 
6.2.4.7 The system must be capable of natural language speech recognition.  This feature requires the true conversational natural speech abilities to assist callers.  This includes the ability to process voice commands for simple data.  For example, speaking an account number.  
6.2.4.8 [bookmark: _Hlk522545746]The system must support the ability to offer multiple languages by allowing callers to select language options at the beginning of menus for self-service or for advanced call routing options.  
6.2.4.9 [bookmark: _Hlk496619956]The system must be capable of text to speech translations.  
6.2.4.10 The system must have the ability to track the caller’s spoken commands and input (using DTMF tones) when interacting with the voice response system for reporting purposes.  
6.2.4.11 The system must include outbound capabilities used for system generated calls like post call surveys.  
	DESIRED
6.2.4.12 [bookmark: _Hlk522546004]The system includes outbound capabilities to send broadcast messages, reminder notices or similar announcements to external customers.   
6.2.4.13 The system has the ability to provide reporting for outbound messaging and reminder notices and provide confirmation that the messages and reminders were sent.
6.2.4.14 The system provides the option to provision chat bots or virtual assistants as part of the IVR solution for digital channels.  
6.2.4.15 The system is capable of speech to text, allowing a spoken script to be heard and captured/stored creating the ability to design a structured document (IVR forms) from dictation.  For example, a field inspection report can be dictated and translated into a system record. 

6.2.5 [bookmark: _Hlk491701601]Reports 
6. 
6.1 
6.1.1 
6.1.2 
6.1.3 
6.1.4 
6.1.5 
6.2.5.1 The system must provide a browser-based tool for easy access to historical reporting and real time metrics for all contact types without requiring client software. 
6.2.5.2 Reports must provide detail from the entry point of the call into the IVR or contact center until the caller hangs up; or cradle-to-grave call detail. 
6.2.5.3 Reporting must include real time and historical data
6.2.5.4 Access to raw data must be allowed based on permissions.  
6.2.5.5 Reporting must include the ability to customize exported data into formats such as .xlsx, .csv, .pdf or SQL, etc.  
6.2.5.6 The system must allow the ability to create custom reports, schedule and automate delivery of reports via email.
6.2.5.7 [bookmark: _Hlk522546394]System reporting, including real time statistics and metrics, must be partitioned so that views are not global and are limited to pre-defined work groups or departments.    
6.2.5.8 [bookmark: _Hlk522546466]Automatically generated reports must be delivered to a shared network drive to pre-defined folders 
6.2.5.9 For troubleshooting purposes, call reporting must show keystroke entries made by the caller to track valid or erroneous entries in the IVR.  
6.2.5.10 Must have the ability to search on the ANI within a specified time frame / date selection for both contact center and IVR reports.
6.2.5.11 System must report on speech analytics.  
6.2.5.12 System must report on scorecard and surveys.

6.2.6 [bookmark: _Hlk491703846]Call Recording 
6.1 
6.1.1 
6.1.2 
6.1.3 
6.1.4 
6.1.5 
6.1.6 
6.2.6.1 The proposed solution must be a single system that provides a full suite of quality monitoring and voice / screen recording functionality.
6.2.6.2 The proposed system must be able to record on-site and teleworking employees.  
6.2.6.3 The proposed system must provide encryption for all stored recordings (at rest).
6.2.6.4 [bookmark: _Hlk522546537]The contact center and quality monitoring capability of the system must provide a synchronized screen capture /screen scrape of the agent’s desktop activity over multiple monitors with voice calls. 
6.2.6.5 Playback of voice and screen scrape must be fully synchronized and automatically linked in playback through a single supervisor / review tool. 
6.2.6.6 The system must provide the ability to search for contacts by user defined parameters such as ANI, email address, agent, time of day/day of week or queue. 
6.2.6.7 The system must be capable of automatically pausing recording when the agent is entering credit card information to comply with PCI Data Security Standard. 
6.2.6.8 The system must provide embedded controls for access to call recording play back within the supervisor tool.  
6.2.6.9 [bookmark: _Hlk491766800]Supervisors must have the ability to conduct live monitoring or quality monitoring on demand or scheduled.  
6.2.6.10 Agents must have access to their own recorded contacts to review and validate the information and facts from the contact.
6.2.6.11 System must support partitioned recordings by department.
6.2.6.12 Administrators/Supervisors must have the ability to evaluate contacts within the system using configurable score cards.   
6.2.6.13 Agents must be able to view evaluations and listen to calls/see contact real time.
6.2.6.14 System must provide post contact surveys using multiple media types, i.e. voice, email, web chat, etc.) and on-demand surveys that relate to the agent who last handled the contact. The survey creation tools must be intuitive and easy to use.
6.2.6.15 System must support traditional survey methods (true/false, yes/no, rank 1, 2, 3…) as well as verbatim (customer wording).

	OPTIONAL 
6.2.6.16 [bookmark: _Hlk522534080]The City is interested in a system capable of real-time speech analytics, providing flags and notifications when certain criteria have been detected.  This is required for English only although the number of languages could expand at a future date.

6.2.7 Work Force Management 
6.1.6 
6.1.7 
6.2.7.1 The system must forecast the number of agents required during normal work hours or on an emergency basis, based on a variety of factors used to estimate resources for all interaction channels.  
6.2.7.2 The system must track and report attendance.  
6.2.7.3 The system must track and report agent schedules and measure adherence to that schedule. 
6.2.7.4 The system must allow system administrators to define work days and hours for scheduling such that holidays, non-working days and hours are not included in forecasting formulas.      
6.2.7.5 System must be able to be partitioned so that views are not global and are limited to pre-defined work groups or departments.  
DESIRED
6.2.7.6 [bookmark: _Hlk522546943]The system allows agents to request days and hours of availability.  This same application could be used or authorized to provide notice of sick or a delay in arriving to work on time. 
6.2.7.7 The system provides a smart phone app to access the system features and tools for both supervisors and agents.
6.2.7.8 Agents can message a supervisor or the scheduler through a WFM smart phone app.  
6.2.7.9 Supervisors or the scheduler can message an agent through the smart phone app. 
6.2.7.10 The tool includes short term daily forecasting that would depict the best time for team meetings or training.
6.2.7.11 The tool forecasts how many agents can take vacation days, based on a projected volume of offered contacts.
6.2.7.12 The tool includes the ability to schedule shifts, defining when breaks and lunches should occur and how many shifts are needed based on other criteria such as daily work hours and other input.
6.2.7.13 System is capable of providing automated graphs and reporting that summarizes headcount and forecasted volume of contacts.
6.2.7.14 The tool includes “shrinkage”, defined as daily labor loss – vacations, sick, personal time etc. to include in forecasting.
6.2.7.15 Creating schedules and shifts includes the ability to insert “what if” scenarios to assist with minimum and maximum number of agents needed to reach specific service levels.  
6.2.7.16 The system allows agents to bid for shifts, overtime, time off or vacations using automated, interactive tools.  
6.2.7.17 The system is capable of sending texts or emails to notify staff of schedule changes.
6.2.7.18 The system is capable of sending texts or emails to offer agents options for overtime or voluntary paid time off based on ranking or seniority.  
6.2.7.19 Where scheduling is based on seniority, the system tracks ranking of staff used to bid for shifts or to prioritize vacations and other requests.
6.2.7.20 The system provides a web portal for agents to access schedules and place bid shifts.  
6.2.7.21 The system is capable of sending reminders for scheduled time off or overtime via the agent client, email or text.  
6.2.7.22 The system is capable of providing a calendar view of schedules.  
6.2.7.23 The system is capable of agent surveys.
6.2.7.24 The system is capable of sending messages to individuals, groups, staff at specific sites, by department or to all enterprise users. 
6.2.7.25 These messages can be tracked to ensure effective delivery. 

6.2.8 [bookmark: _Hlk506981176]Contact Center / IVR Quantities for Proposal Purposes 
	
Type
	Existing
AACC 
	Existing
CIC 
	For Proposal 
 Purposes

	Number of queues
	 80
	 10
	125

	Basic agents
	 400
	0
	500

	Multi-media 
	 50
	 161
	250

	Remote agents/Remote Supervisors 
(this # is a sub-set of basic agent counts for use during emergency scenarios)
	 14
	 1
	75

	Supervisors
	 130
	30
	200

	Supervisors mobile app for cell phone/tablet  
	 
	 
	200

	IVR ports / Automatic speech recognition (216 IVR ports distributing traffic to AACC and CIC) 
	
	
	216

	Outgoing CC add-on
	
	
	150

	Call Recording 
	 37
	 125
	200

	Queued / scheduled call back
	 16
	40
	150

	Quality Management
	 0
	 0
	250

	Work Force Management
	
	 125
	125

	Database integration / CTI
	
	
	250

	Real Time Speech Analytics 
	
	 
	200






NOTE:  750 agents will take voice calls.  An estimated subset of 250 will require multi-media licenses.  The type and use of multi-media agents will vary by contact center.  Details will be determined during the data gathering phase of implementation.

Quantities listed for Outgoing CC add-on are intended for use with outbound IVR or for queued call back purposes.  The intent is to identify if there is an impact to cost or licenses for this functionality.

The City currently has 240 IVR ports across 3 systems.  (216 = Prod & 24 = Dev).  Speech ports are currently much smaller as speech is not currently deployed (a total of 24 simultaneous ports for speech and TTS).

6.3	Telemanagement Software (TMS)
This project may replace Calero’s PINNACLE system with a new product.  The City wishes to expand their knowledge of other products that provide similar capabilities with additional reporting, integrations and potentially other modules or packages that may provide additional management tools the City may consider advantageous.  This solution is a Desired option the City may consider purchasing post-award.  

The City seeks a product (which may be from third-party manufacturer) that provides the following functionality:

6.3.1 	The solution will process monthly telecom billing.

6.3.2	The solution will need to integrate with Active Directory for identity attributes such as: employee names, telephone number, locations, and departments or other data as required.

6.3.3	The solution may need to be capable of integrating with the Service Desk ticketing system, “Ivanti”, to track caller’s phone number, name and other information within trouble tickets related to all Telecom inventory.  The City is currently in the process of moving Ivanti from a premises solution to SaaS.  

6.3.4	System integrates with a City application called the Activity Billing Database (ABD) warehouse to produce consolidated reporting for Telecom costs to departments.  

6.3.5	System integrates with both the UC solution to provide detailed information regarding users, devices and telephone numbers and locations provisioned within each system.

6.3.6	System includes expense management capability that is intuitive with easy and flexible access to reports and tracks department business unit and financial hierarchy.  

6.3.7	System can process Electronic Data Interchange (EDI) imports from carriers providing flexibility and reducing custom translations that are currently required.
  
6.3.8	Service tracking and management includes:
a) POTS numbers
b) Mobile phone numbers, data cards and other mobile billing 
c) Data and voice circuits
d) Assigned / unassigned DID numbers and any virtual, software or phantom numbers used within the dial plan including system monitoring unused numbers to keep them out of circulation for a pre-determined period of time
e) All potential data fields available from the UC and IVR / CC systems to provide detailed reporting for feature use or other criteria
6.3.9	The system can provide a variety of pre-defined reports of services by users, departments, business units, device types and building locations. 
 
6.3.10	Custom reports can be generated using standard reporting tools like Sequel Server Reporting Services (SSRS).

6.3.11	Reports may be generated in real time as requested.

6.3.12	The system provides browser-based access to user reports that can be run from any authorized location or by any user within the City’s network, as long as they are logged in and authenticated.

6.3.13	The system supports the ability to schedule reports for export to any defined shared drive with email notification of completed report processing.

6.3.14	The system supports multiple user logins (100 or greater) with the ability to establish granular permissions that will be defined to include system administrators, Telecom Analysts, and department telecom coordinators.

6.3.15	The system may need to store 18 months of CDR records with the ability to automatically purge records daily based on defined date parameters.  



6.4 Meeting Room Technology (OPTIONAL TO BID - NOT SCORED)
Over the years, departments within the City of Seattle have been allowed some flexibility in their deployments of audio/video solutions to meet their specific requirements for collaboration within meeting rooms.  The City is seeking to deliver a ubiquitous end user collaboration experience within the meeting rooms across the City.
“Meeting rooms” in the City range from focus rooms seating between 2-4 people, small rooms seating between 4-8 people, medium rooms (8-12 people)  to larger meeting rooms seating up to 40 people.   The City also has some extra-large specialty rooms that can host 200+ people.  Pricing for the specialty rooms will be requested at a later date, if desired.
Current meeting room solutions range from basic configurations (speakerphone with a small form factor PC hooked up to an LCD panel) to more advanced configurations involving Logitech/Polycom devices and up through more premium Microsoft Surface Room / Surface Hub devices.
The requirements for an advanced meeting room experience include:
1. Flexible Quality of Service / Performance Tuning capabilities within the platform.  This includes the ability to scale up quality to HD audio and video.  The system should minimize problems with distortion, audio feedback, and video lag.  Bandwidth requirements must be defined that ensure optimal operations.
2. Easy and intuitive user operation.  This includes the concept of the “one-button” approach to starting a meeting (total room controller) and the “one-click” approach to joining a meeting.
3. Scalable and adaptable to various meeting room sizes, including multiple screens and various A/V equipment.  Specific details on the options for interactive screens and remote collaboration tools should be described.
4. Wireless connectivity (i.e. Wi-Fi, Miracast, Bluetooth) to the Meeting Room should be considered the primary desired connection type with wired connections being available as a backup.  Flexible device connectivity for participants, with ability to switch presenters.  This should include various physical connection options such as HDMI, mini display port, SVGA, and USB, along with wireless (Wi-Fi and/or Bluetooth) connectivity.
5. Room / resource scheduling from within Outlook.  The solution should describe the options for a network connected room status and schedule display mounted outside the conference room.  Also looking at what potential integration may be possible with larger scale digital signage / corporate communications (e.g. RMG signage.)
6. Interactive Whiteboard capability
7. Content sharing
8. System management and diagnostic tools, including the ability to track the quality performance of collaboration sessions (voice and video).
9. Capability to measure, track and report on the true utilization of meeting room resources. (i.e. Meeting rooms that are scheduled but not utilized for their time period, # of attendees in a meeting room for a given meeting).
10. Methods for recording and sharing post all aspects/elements of a collaborative session.
11. Broadcast Streaming – How would we stage a meeting room as a broadcast streaming room? (i.e. Staging a room to run a Skype Meeting Broadcast)
12. IP TV streaming capabilities within the solution
13. Any enhancements that fit the above requirements and improves the overall reliability, performance, and user experience.  This may include proximity detection, audio tracking cameras, etc.
Any proposed solution should address which, if any, of the current equipment can be reused and/or interconnected within the proposed solution to help reduce capital investment costs.
The solution proposed may be provided by a third-party manufacturer, but the proposer must address how it interacts with the standard UC desktop client proposed. 


6.5 	Robotic Process Automation (RPA) (OPTIONAL TO BID - NOT SCORED)
The City may implement Robotic Process Automation (RPA) or similar technologies to guide, assist and/or automate workflows that are performed by Customer Information Service (CIS) users who use the Oracle Customer Care and Billing (CCB) application at the City’s two public utilities.  (The City is aware of Cases and Business Process Automation functionality in CCB).  

The City’s current Oracle CCB suite consists of the following:

	Component
	Version

	Customer Care and Billing (CCB)
	2.6

	Meter Data Management (MDM)
	2.2

	Smart Grid Gateway (SGG)
	2.2

	Customer Self Service (OUCSS)
	2.2 

	SOA Suite
	12c

	WebLogic Server
	12c

	Database
	12c

	Server
	T7



Two high level workflows provided below illustrate the types of activities being considered for automation or assistance.

USE CASE 1 – Change Solid Waste Garbage Bin Size
A solid waste customer calls the Contact Center. 
The Utility Account Representative (UAR) opens the Account tab of CCB application to validate the customer or prospective customer is who they say they are. This is completed by validating the name, service address, account number or other set of identifiable details. 
After the customer and account have been validated, the UAR opens the Premise tab and confirms that the Utility provides solid waste service at that premise by looking on a physical map. If the premise is a single-family building, continue.  
The UAR opens the Service Point tab to validate that the premise has an active service point within CCB (e.g. has garbage service set up already). On the Service Point tab, the UAR confirms the customers current bin size and ask the customer which bin they would like to change to (recycling, organic waste, and garbage bins can be changed simultaneously or individually) and confirms their willingness to pay to change the bin size if applicable. 
The UAR opens the Field Activities tab, performs a search to determine how many bin changes have happened within the current calendar year. Customers must pay if 2 or more bin size changes exist in current calendar year.  
The UAR clicks on the “Create new Field Activity” button and creates a new Field Activity.  If the bin change is free, the UAR creates a SSLCHNGE field activity or a SLCHNGE if the customer must pay for the change. 
At the completion of the call, the UAR opens the Notes tab to enter any contact notes. 
Hourly, all bin size changes made to CCB are batched together and sent through the Dispatch system via file exchange to solid waste contractors. The solid waste contractor collects the customers’ old bin and drops off their new one within six business days. The solid waste vendor updates their systems to reflect these changes. Their system then sends files to CCB with these updates.  Those files are automatically processed hourly to update in CCB the status of open bin size changes (closed, canceled, completed, etc.). Errors do occur and must be analyzed and reconciled by CIS users after the fact. 
The customer does not receive any notification other than seeing their new bin(s) at their premise.

USE CASE 2 – Start New Electrical Service 
The Start Service process can begin with either the Premise Validation or the Customer Verification.  
The UAR validates the physical address the customer is moving into.  
· The UAR User opens the CCB Premise tab and confirms the address is in our service area, has appropriate Service Points, and meters for the service points.  If the premise does not have an electric service point, the representative submits a manual form to the North or South Completion desk to update CCB.  
· The UAR opens the Field Activity tab, performs a search and checks the premise for updated owner, severance notices, pending Start/Stop Field Activities, To Dos, and Customer Contacts that may impact the start of the service.   
Customer verification confirms the customer is who they say they are according to the FactAct.  The FactAct states, “Under a 2009 federal law, if you are opening a new residential utility account, the City of Seattle will verify your identity. Several forms of government-issued photo identification are acceptable, and you can complete your verification via fax, U.S. mail or in person at several locations throughout Seattle.”   
A customer’s identity can be verified by locating the customer in CCB.  The UAR opens the Customer tab in CCB, performs a search and attempts to verify their identity within CCB.  If this is a completely new account, the options include:
· Equifax – customer is asked by the UAR a series of financial or premise related questions that only the customer should know. 
· Residential Electric Service Application signed by Owner/Landlord (for tenants only)
· Show approved, government-issued photo ID to one of the Neighborhood Service Centers, or
· King County Records (for owners only), 
· Escrow Notes of CCB (for owners only).
If the customer is starting service because of a property purchase then the UAR must verify that they are the owner. There are two methods for verifying this: 
· UAR opens the King County parcel information website and performs a search for the premise physical address. The customer must be listed as the owner in that King County Record, or 
· UAR opens the Notes tab in CCB and performs a search for the customer under Escrow Notes.
The UAR next obtains a meter read.  The meter read can be provided by the customer, prorated by the UAR if customer accepts, or submitted by a Meter Reader if the customer agrees to pay for cost to obtain that meter read.   
· If the customer provides the meter read the UAR verifies that the meter read looks appropriate by opening the Meter Data Management (MDM) application and performing a search for that customer.  “Appropriate” is based on UAR experience.   
· If the customer approves, the UAR can prorate the read. This can only be offered if the previous two reads were not estimated reads. That is verified by opening the MDM application and performing a search based on the meter ID of the customer.
· If a customer requests a meter read, the UAR clicks on the Create New Field Activity button and creates a Field activity for the meter reader to go to the field and capture the read. 
After the UAR has validated the premise and verified the customer’s identity, the UAR begins the start service process in CCB which consists of:
· The UAR opens the Service Point tab in CBB and reviews the Move-In/Start Service Date. If the Move-In Date is greater than 10 days in the future, the UAR asks the customer to call back closer to the move date.
· If the customer is a new account holder then the UAR opens the Person tab in CCB and clicks the Create New Person button.  If the customer is an existing or prior customer then the UAR will perform a search for that customer’s Person record and use the customer’s existing Person in CCB. 
· The UAR opens the Service Agreements tab in CCB and reviews the customer’s account to determine if it is an Active or Non-Active.   A Non-Active account is one with a Service Agreement = Stop or Service Agreement = Pending Stop.  If the customer’s account is Non-Active, then the Person is attached to the existing account.  If the customer’s account is Active, then the UAR creates a new account in CCB.  An Active Account is if the Service Agreement = Active or the Service Agreement = Pending Start. 
· To initiate the Start Service in CCB the UAR selects the “Start Service” button or clicks “Save” on the Person page.   The “Pending Start/Stop” Field Activity for the person moving in and person moving out are created automatically in CCB.  As part of the process one is automatically canceled, and both are attached to the Service Agreement on one premise.    
· The UAR opens the Field Activity tab, performs a search for the customer ID and enters the move date, the meter read, and address of starting service in Field Activity Upload Staging.  Once this is completed the open “Pending Start/Stop” field activity is closed automatically and will show complete.  The meter read is automatically uploaded into MDM from CCB.
· The UAR verifies the read uploaded correctly into MDM by opening the MDM application and performing a search for the customers meter ID.  
· [bookmark: _Toc514227104]UAR opens the Service Point tab in CCB and adds a Set-Up Fee in CCB.
The UAR opens the Account tab in CCB and updates the customer’s billing mailing address or phone number.
The UAR opens the Customer tab in CCB and creates a Move-In Customer Contact Note.  This automatically creates a Move-In Letter which is sent to the customer.  
8. MINIMUM LICENSING AND BUSINESS TAX REQUIREMENTS
This solicitation and resultant contract may require additional licensing as listed below. The Proposer needs to meet all licensing requirements that apply to their business immediately after contract award or the City may reject the Proposer. 
Companies shall license, report and pay revenue taxes for the Washington State Business License (UBI#) and Seattle Business License, if they are required to hold such a license by the laws of those jurisdictions.  The Proposer should carefully consider those costs prior to submitting their offer, as the City shall not separately pay or reimburse those costs to the Proposer.  

7.1	Seattle Business Licensing and associated taxes.
1. If you have a “physical nexus” in the city, you shall obtain a Seattle Business license and pay all taxes due before the Contract can be signed.  
2. A “physical nexus” means that you have physical presence, such as: a building/facility located in Seattle, you make sales trips into Seattle, your own company drives into Seattle for product deliveries, and/or you conduct service work in Seattle (repair, installation, service, maintenance work, on-site consulting, etc.). 
3. We provide a Vendor Questionnaire Form in our submittal package items later in this RFP, and it shall ask you to specify if you have “physical nexus”.
4. All costs for any licenses, permits and Seattle Business License taxes owed shall be borne by the Proposer and not charged separately to the City.  
5. The apparent successful Proposer shall immediately obtain the license and ensure all City taxes are current, unless exempted by City Code due to reasons such as no physical nexus. Failure to do so shall result in rejection of the bid/proposal.  
6. Self-Filing You can pay your license and taxes on-line using a credit card  https://dea.seattle.gov/self/
7. For Questions and Assistance, call the Revenue and Consumer Affairs (RCA) office which issues business licenses and enforces licensing requirements.  The general e-mail is rca@seattle.gov.  The main phone is 206-684-8484, or call RCA staff for assistance (Anna Pedroso at 206-615-1611, Wendy Valadez at 206-684-8509 or Brenda Strickland at 206 684-8404).
8. The licensing website is http://www.seattle.gov/rca/taxes/taxmain.htm.  
9. The City of Seattle website allows you to apply and pay on-line with a Credit Card if you choose.
10. If a business has extraordinary balances due on their account that would cause undue hardship to the business, the business can contact our office to request additional assistance. A cover-sheet providing further explanation, along with the application and instructions for a Seattle Business License is provided below for your convenience.  
11. Those holding a City of Seattle Business license may be required to report and pay revenue taxes to the City.  Such costs should be carefully considered by the Proposer prior to submitting your offer.  When allowed by City ordinance, the City shall have the right to retain amounts due at the conclusion of a contract by withholding from final invoice payments.



  

7.2	Mandatory State Business Licensing and associated taxes.
Before the contract is signed, you shall provide the City with your State of Washington “Unified Business Identifier” (known as UBI #) and a Contractor License if required.  If the State of Washington has exempted your business from State licensing (for example, some foreign companies are exempt, and in some cases, the State waives licensing because the company does not have a physical or economic presence in the State), then submit proof of that exemption to the City.  All costs for any licenses, permits and associated tax payments due to the State as a result of licensing shall be borne by the Proposer and not charged separately to the City.  Instructions and applications are at http://bls.dor.wa.gov/file.aspx 

7.3	Permits:  All permits required to perform work are to be supplied by the Proposer at no additional cost to the City.  
9. STATEMENT OF WORK AND SPECIFICATIONS
Proposer shall design, develop, install and implement a fully operable, comprehensive solution to meet all of the requirements set forth in the RFP for all services proposed.  Proposer shall provide professional services and labor necessary, in concert with the City’s project team resources, to implement the solution for the City.  Pricing shall include all supervision, labor, materials, equipment, and testing instrumentation required for the work associated with this RFP, as well as any overtime for pre-installation, installation, and cutover work that may occur. 
[bookmark: _MON_1264426751][bookmark: _MON_1264428204][bookmark: _MON_1269872988][bookmark: _MON_1269872995][bookmark: _MON_1581763335][bookmark: _Hlk491940025][bookmark: _Hlk491777631]This Statement of Work (SOW) applies equally to Vendors who propose a UC solution or an IVR / CC solution or both.  
· One Statement of Work must be submitted for all proposed UC sections.  
· A separate Statement of Work must be submitted for all IVR / contact center sections.  
Vendors who are proposing both sections are encouraged to note within the SOW where synergies and reduced project costs may be realized.   Projected savings if applicable, should be noted in the pricing section.  The SOW must consider the coordination of all project activities as defined in this RFP.  
Proposals may be submitted by a team that incorporates more than one Vendor and/or that leverages the resources of multiple firms or the manufacturers.  
Should the City split the award for the UC and IVR / contact center, each Vendor shall approach the project with the goal of partnering with the City and the other vendor(s) in a collaborative and cooperative manner, ensuring the successful completion of this project.
The City prefers a face-to-face approach to project management including the design process kickoff.    
8.1 Project Management 
The awarded Proposer(s) (herein after referred to as “Vendor”) shall provide a Project Manager (PM) for the duration of the project, expected to last thirty-six (36) months.  The PM shall participate in planning meetings, weekly status meetings, weekly conference calls and e-mail communications with the City to coordinate project and professional services activities. Working in partnership with the City Project Manager, each PM shall coordinate project and professional   services activities within their respective organizations throughout all phases of the project. The PM shall also maintain the Project Plan/Schedule, track dependencies between Vendor tasks and City tasks, maintain the Risk Management Plan, and escalate to both project teams any delays with impact to the project schedule.  The PM, with support from the City Project Manager, shall be responsible for the development of the following project plans.  
Provide a brief sample document for each of the items listed below. 
· Project plan and schedule 
· Detailed cutover plan including a sample Work Breakdown Structure (WBS) 
· Roles & Responsibilities for all Vendor and City project team members *
· Tasks that must be performed by City staff
· Risk management plan 
· Project tracking to identify risks, actions, issues and decisions (RAID) log
· Communications plan and escalation path
· Change control process 
· Project status reporting requirements  
· Training plans
· Testing plan
· System Acceptance criteria
[bookmark: _Hlk524440589]*NOTE:  In order to gain a better understanding of how a hosted or hybrid deployment and support model would integrate within the existing City department structure that provides day to day support today, Vendor(s) are asked to provide a RACI (Responsible, Accountable, Consulted, Informed) chart with their project plan.  This chart will identify high-level tasks associated with this implementation and include roles and responsibilities for both the Vendor(s) and City staff, clearly defining who is responsible and accountable plus address the areas when either party is to be informed and consulted for these tasks.  Include all support and maintenance tasks that would remain after the project is complete and what tasks the City would be allowed to perform as opposed to the tasks that would remain with the Vendor(s). 
8.2  Project Planning and Design
During the design and planning phase, the City expects the Vendor(s) to provide subject matter experts (SMEs) for each component identified in the proposer’s solution.  These experts will partner with IT resources from the City’s project team to build and support a network that will meet the agreed upon design standards and deliver the best technical, functional and cost-effective solution for the City. 
[bookmark: _Hlk506981341]Each Vendor shall implement a phased approach to deploying the new UC system and IVR / contact center with a focus on efforts to minimize operational risk to end users.  The matrix below outlines the project phases over the estimated thirty-six (36) month timeline.  This outline is supplied as a guide for the Vendor to determine the appropriate level of professional   services required to implement new services during each phase of the project including the large IVR applications identified in Section 3 Background. The overall project approach will be jointly developed in detail with the City during Phase A and will define in which phase these large IVR applications will be scheduled to migrate. 
The City proposes the following progression to complete Phase A:
· The City assumes final planning/design/installation for the core solutions will take approximately ninety (90) days.  A detailed test plan will be provided by the Vendor and developed jointly with the City’s project team as part of the approach to Phase A during the initial planning stages.
· After the core installation is complete, a mix of 200 IT users incorporating both platforms will be deployed in a 30-day pilot in preparation for subsequent phases of the project.  The pilot is intended to demonstrate the integration and functionality of all solution elements.  The pilot will include two queues with approximately 20 multi-media agents using speech recognition and potentially multiple languages in the IVR / CC.  All identified issues will be corrected during the 30-day pilot prior to adding additional users.
· Following successful completion of the pilot period, 500 additional UC users within the IT Department plus one small contact center with an estimated ten (10) agents, will be cutover in the final sixty (60) days of Phase A.   
The City expects planning and design for the migration of the complex Public Utilities CIC to the new IVR / CC system will take approximately six (6) months allowing for deployment at the earliest in Phase C.
	
	Phase A
	Phase B
	Phase C
	Phase D
	Phase E
	Phase F

	
	6 months
	6 months
	6 months
	6 months
	6 months
	6 months

	Analog
	
Analog=50
Softphone=200
Sets=500
Queues=3 
Agents= 30
	600
	600
	600
	550
	Project wrap up and final cutovers.
Analog=50
Softphones=100
Sets=400
No contact center in Phase 

	Softphones
	
	675
	675
	675
	675
	

	Sets
	
	2025
	2025
	2025
	2025
	

	Call Center
# Queues
  # Agents
	
	Q=5
Agents=
225
	Q=25
Agents=
225
	Q=20
Agents=
225
	Q=3
Agents=
50
	



[bookmark: _Hlk497316009]
8.3   Data Gathering 
The City plans to actively engage with the Vendors to provide direction and begin the knowledge transfer process during the data gathering phases.  The City will assist the Vendor’s team with data gathering when conducting on-site reviews with business analysts and/or business representatives for all UC telephony and IVR / contact center requirements.  The City’s team will provide as-is design packages for the current configurations and include floor plans, where available, to assist in this effort. 
Data gathering shall to consist of, but is not limited to, the following activities related to all Vendor(s) proposal(s):
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
9.1. 
9.2. 
8.3.1 The Vendor shall provide guidance and recommendations to IT based on best practices and assist in developing use cases that include features and set designs that can be used throughout the City.  
8.3.2 Data collection shall include validating current users and phone numbers, determining the quantity and type of telephone sets, analog ports and UC clients or mobile apps and UM required for users.  Telephony needs not affiliated with specific users shall also be identified in this process.
8.3.3 Data collection for the UC system shall include identifying features and functionality for paging, hunt groups, intercom groups, overhead paging, shared lines, square key system configurations or other unique requirements such as ringdowns or shared voice mailbox configurations.  
8.3.4 Specialized needs for items like call recording on-demand, language lines, non-contact center menuing, and other features shall be included in reviews for the UC system.  
8.3.5 [bookmark: _Hlk497306483]The IVR / Contact Center Vendor shall participate in meetings with designated contact center representative(s) to gather requirements for contact centers to include agents, skill sets, routing, supervisors, standard and custom reporting, real time displays and other functions.  Enhanced feature requirements such as multimedia, call/screen recording, Workforce Management (WFM) and speech recognition will also be reviewed with user groups.  
8.3.6 The IVR / Contact Center Vendor shall participate in meetings with designated contact center representative(s) to gather requirements for IVR designs. 
The City expects this project to result in changes to the current environment for the six large applications that are defined in Section 3 Background and does not wish to duplicate the current state.  IT staff from the City will assist the Vendor in developing a detailed understanding of the current routing during implementation planning.   
The City expects the Vendors professional services to meet with the business and IT to define business requirements for the scope and design / build during a discovery process as part of the overall implementation.  This will allow departments to take advantage of new features and functionality that they do not have currently, like speech recognition. 
The Vendors professional services will submit a design document for review by the customer and the City’s IVR team.  When an agreement is reached that the design meets the customers’ requirements, the City will sign off and begin the process to implement the design.  
The City understands the time invested in discovery and designing call routing will not be a fixed bid for the six large applications identified in Section 3 Background.  Vendors shall include caveats that identify variables that could affect cost or design.   
Requests from departments that the City (at their discretion) considers a separate project or that exceed the expansion of the IVR beyond the capabilities of the new IVR, will be considered additional work and out of scope.  It is expected that the contract will allow the flexibility to expand the IVR at a later time. 
8.4 Implementation
8.4.1 In the planning and design phase the Vendor will vet their high-level designs with the City’s project team.  The Vendor shall then collaborate jointly with City’s technical staff to finalize the design detail to include all system configurations including the proposed dial plan, routing and restrictions, alternate routing, integration with other related systems, and Enhanced 911 (E911) for both the UC and IVR / CC solution.
8.4.2 The Vendor shall provide all the necessary equipment, all tools including those used to load test and services to implement the final design, including system integration, testing, and Acceptance. 
8.4.3 During all phases of the implementation, Vendor shall provide knowledge transfer to City IT staff.  
8.4.4 The Vendor shall develop a detailed Project Design Workbook (PDW) with a set of detailed system diagrams depicting logical and physical designs for all proposed system components.  Documentation shall include system parameters established during joint planning / design meetings to be held prior to the installation of the core system.  The PDW shall be updated throughout the project and include documentation of the pilot phase.  The PDW including the final as-builts shall be delivered to the City as part of the final acceptance process.
8.4.5 The UC Vendor shall conduct a VoIP readiness assessment at the beginning of the project. The City has a high number of sites that are fiber connected so bandwidth in general is not expected to be a concern however the scope of the assessment will be jointly developed during the planning stages of the project. The Vendor shall deliver a written report stating the results and identify all areas that require upgrades in order to meet industry best practices.  
The assessment shall be done early enough in the project to allow the City time to purchase and install any required hardware/software in advance of the proposed implementation schedule for affected sites.   
8.4.6 The Vendor shall be responsible for complying with the City’s change management process during production implementation.
8.4.7 The Vendor shall provide a phased cutover plan that describes the sequence of events that occur prior to, during and immediately after the cutover process, including proceed-or-abort decision points, task assignments, back-out criteria, and a transition plan to operations.  
8.4.8 The project plan will address the ordering and addition of new PSTN SIP trunks and the disconnect of existing PRI PSTN connections throughout the project. 
8.4.9 The pilot shall be subject to an acceptance period of thirty (30) consecutive calendar days of normal traffic load without major component failures or major alarms.  In the event of failure of any product, feature, function, configuration, or integration, the Vendor will receive sufficient time to remediate the failed item prior to retesting and starting a new thirty (30) consecutive calendar day trial.
8.4.10 Following successful completion of the pilot, a joint lessons-learned session shall be scheduled with Vendor project teams and the City.  Improvements to the implementation processes shall be reviewed and adopted as needed, prior to completing phase A and the roll out of future phases. 
8.4.11 The City’s team shall be responsible for placing and installing new telephone sets.  The City’s team will detach the station network cable and plug it into the phone switch port and connect the PC to the new phone switch port for all City sites.  The Vendor shall provide direction and troubleshooting assistance as requested by the City.
8.4.12 Joint Vendor and City implementation teams shall be responsible for testing the connectivity, registration, and programming accuracy for every endpoint.
8.4.13 The City’s IT staff shall be responsible for removing the existing telephone sets.  
8.4.14 The City’s IT staff shall be responsible for disconnecting and removing City owned Nortel / Avaya PBX core hardware and related peripheral systems.
8.4.15 [bookmark: _Hlk504463250]The Vendor implementation teams shall be responsible for providing resources for up to one (1) business day of post-cutover user support for UC and basic contact center cutovers.
8.4.16 The Vendor implementation teams shall be responsible for providing resources for up to three (3) business days of post cutover support for complex contact center cutovers and complex IVR implementations.   
8.4.17 Support for the large utility contact center/IVR implementation will require additional resources and strategies. 
8.4.18 IVR / Contact Center Vendor shall be responsible for testing and verifying contact center applications, including, for example, call flow scripting, variables, messaging, routing, real time and historical reporting, agent design, quality monitoring, etc.
8.4.19 IVR / Contact Center Vendor shall be responsible for testing and verifying IVR applications, including, for example, call flows, messaging, integrations, inbound/outbound dialing, etc.
8.4.20 The Vendor will provide a Help Desk to support post cutover activities for this project.  
8.4.21 The Vendor and City implementation teams will also assist the City’s Service Desk with operations support to include troubleshooting basics after cutovers begin in the early stages of the project.  The method of support and the process of hand off to Operations will be jointly determined between the Vendor implementation team and the City’s project team during the planning and design phase.  
8.5 [bookmark: _Hlk506382977][bookmark: _Hlk497316157]Storage, Staging, and Testing 
8.5.1 Vendor shall assume responsibility for delivery, staging, and testing of all manufacturer-supplied core hardware, including all gateways, and software until formally accepted by the City.  The City will assist in coordinating efforts for these tasks during the initial project planning. 
8.5.2 The City will provide asset tags that the Vendor shall place on all hardware as defined by the City’s internal policy.  Documentation of that policy will be provided by the project team. 
8.5.3 Vendor shall perform system inspection of core telephony components including a visual inspection for damage, perform power-on test and burn in, and run system diagnostics to ensure components are operating per manufacturer’s specifications.  Equipment that does not pass initial inspection and testing shall be Return Material Authorization (“RMA’d”) to the manufacturer at Vendor expense.
8.5.4 For all hardware installed at City locations, the Vendor shall document core telephony component serial numbers, upgrade firmware, and configure all components as defined in the PDW including asset tag numbers.  After successful staging, the Vendor shall repackage the equipment and label packages for delivery and deployment to the City’s data centers. 
8.6 [bookmark: _Hlk497316197]Training 
The Vendor shall provide training, complying with the following requirements: 
8.6.1 Training shall include detailed informal “knowledge transfer” on all elements of the proposed solution during the course of the project, allowing IT staff the ability to gain product knowledge.
8.6.2 For premises proposals for both UC and IVR / contact center, the manufacturer shall provide the training required for City staff to become certified in order to assume full responsibility for all components of the proposed solution.  Training must cover all aspects of the proposed design, hardware, and software and system administration, including any 3rd party components that do not utilize the manufacturers administrative tools.  
IVR / contact center training shall cover elements including but not limited to, speech recognition, analytics, multiple languages, scripting, database integration and design, call flows, agent provisioning, call recording and quality management, reports and Workforce Management.   

8.6.3 For hosted proposals, the Vendor shall provide system administration training required for IT staff to become proficient with software programming and feature assignments, plus ordering or provisioning services such as licenses, as allowed or negotiated with the Vendor.  Training must cover all aspects of the proposed design, hardware, and software and system administration including any components that do not utilize the manufacturer’s administrative tools as allowed or negotiated with the vendor.   
8.6.4 System administrative training for City IT shall be conducted through any combination of onsite classes, virtual instructor led classes or training conducted at the manufacturer or Vendor training center.  
8.6.5 System administrative training for City IT shall be provided for all 3rd party components that utilize a tool separate from the primary core services.
8.6.6 Trainers leading end user classes shall be certified on the proposed equipment with at least two (2) years of field training experience.
8.6.7 The Vendor shall provide custom interactive end user computer-based training with attendance reporting. 
8.6.8 Vendor shall provide the City with recordings of live training sessions delivered for all end users for both UC and contact center.  Recordings shall also be provided for all administrative training provided for various applications covering call recording, quality monitoring, reporting and WFM for contact center administrators and supervisors. 
8.6.9 The Vendor shall provide end user training material uniquely designed for the City.  Material shall include printed guides for basic and softphone users plus printed Quick Reference Guides for all.  
8.6.10 Access to other standard resources shall be provided so the City may include these user guides on the intranet.  
8.6.11 Additional training material shall include any interactive training developed by the manufacturer.  
8.6.12 Employee On-Site Training for UC: The Vendor shall provide hands-on instructor-led classes for employees on live system equipment at City sites or designated remote sites with the Vendor responsible for providing and setting up phones for training. 
Classes shall be ninety (90) minutes per class with up to fifteen (15) employees per class, up to four (4) classes per day per trainer.  Classes are to be provided no more than three (3) calendar days in advance of a scheduled cutover and if feasible, shall be scheduled for the day before the cutover.  
Training shall cover use of basic telephone set features, UM and the UC client telephony features.  It is estimated that sixty percent (60%) of the twelve thousand (12,000) licensed users shall attend hands-on training and pricing for the Vendors professional services shall reflect that quantity.
8.6.13 Super User Training for UC:  The Vendor shall provide approximately forty (40) instructor-led “train-the-trainer” classes.  Training shall be provided with the intent that Super Users will actively assist in the project by providing department level support for end users and to the project team.  
These classes and the train-the-trainer concept will not be considered a substitute for the on-site user training or the other tools and methods of providing user knowledge transfer. 
These classes shall be for approximately eight (8) students at a time and shall be scheduled over the course of the project.  The course content and length of these classes shall be determined during the planning phase as part of the training plan.
8.6.14 Contact Center Agent Training:  The Vendor shall provide hands-on, on-site instructor-led classes for agents.  Classes shall be ninety (90) minutes minimum per class with up to 15 employees per class, up to three (3) classes per day, per trainer.  Training shall be provided for the following topics, based on the features and functionality requested by each work group:   
· Contact center and telephone features 
· Use of agent desktop functionality 
· Use of after call work codes and transaction codes 
· Access to individual metrics 
· Multimedia (where appropriate)
· Remote agent functionality (where appropriate)
· Workforce Management tools (where appropriate)
· Call/screen recording access (where appropriate)
8.6.15 Contact Center Supervisor Training:  The Vendor shall provide hands-on, on-site instructor-led classes for Supervisors.  Classes shall have up to fifteen (15) employees per class per trainer.  Training shall be provided for the following topics, based on the features and functionality requested by each work group:   
· Use of Supervisor desktop functionality 
· Use of supervisor client mobile application
· Assigning and changing agent attributes
· Access, view and modify real-time displays
· Historical reports including creating custom reports
· Changing messaging or routing for operational requirements as needed.  
· Call and/or screen recording and quality monitoring procedures, (when appropriate)
· Workforce Management tools (when appropriate)
8.6.16 Workforce Management administration:  Vendor shall provide on-site instruction for three (3) classes with up to six (6) employees per class.  Classes may be a combination of IT staff and contact center administrators or supervisors.
8.6.17 Follow up contact center supervisor training shall be provided 30 days post cutover with an emphasis on historical reporting metrics, real time displays, WFM, and call/screen recording if applicable.  This follow up shall include a call flow review for their contact center configurations to ensure the reported metrics are aligned with the design.  
8.7 Deliverables 
9.7 
8.7.1 [bookmark: _Hlk497316242]Prior to City final Acceptance, Vendor shall provide a final updated electronic copy of Project Design Workbook to include: 
· A Solution Architecture Design document that captures the logical and physical system as-built configuration for the final solution, incorporating any updates made throughout the project
· Network diagrams to identify integrations with 3rd party Application Programming Interfaces (API) or other City databases 
· IVR / contact center to include electronic documentation for all system configuration settings, call flows, and variables, including messaging and routing for all applications/scripts.  Exported documentation from the system that contains this same level of detail shall be acceptable. 
· Backup and restore process and procedures
· Details and information from data gathering, to include cutsheets, floor plans, call flow designs, customer design meeting notes, etc. 
· Additional documentation shall include 
a) 	Help desk logs
b) 	Knowledge base created from lessons learned throughout the implementation to assist in trouble shooting
c) 	Operational instructions 
· Report of all serial numbers and asset tag numbers recorded for all core hardware including all gateways installed at City sites
8.7.2 The Project Design Workbook should also include the following project artifacts in workbook format:
· Narrative project plan 
· Implementation schedule including critical path activities and milestones and tasks
· Definition of roles and responsibilities 
· Risk Management / Mitigation Plan
· Risk/Action/Issues/Decisions (RAID) log
· Project Team, including City resources 
· Testing and Acceptance process/plan for the core solution
· Testing and Acceptance process/plan for each cutover phase
· Training Plan 
· Change Control Plan 
· Communication Plan 
8.8 Final Acceptance 
8.8.1 [bookmark: _Hlk497316285]Delivery of system as-builts and deliverables
8.8.2 Closure of all open trouble tickets and issues at all sites.
8.9 Maintenance and Support 
8.9.1 [bookmark: _Hlk497316362]Hardware and software maintenance shall include all software updates, upgrades, firmware upgrades/updates, and security patches.  Any software update or major upgrades that materially changes how the City personnel conduct administration, or provide maintenance and support, shall include any system administration training necessary for the City to continue supporting the systems.  
8.9.2 The Vendor or manufacturer’s trouble ticketing and reporting system shall be available to IT to access the details of open or closed tickets (via a web portal or similar tool).  
8.9.3 [bookmark: _Hlk497316399]The Vendor shall be capable of responding to a critical issue within fifteen (15) minutes, a major alarm condition within one (1) hour and to minor alarm conditions within twenty-four (24) hours.  An acceptable response shall be either dispatch of a technician to the site or remote access by a qualified technician via a City approved connection to the system. 
8.9.4 [bookmark: _Hlk491851448]A change management process and approach shall be mutually stated and agreed to with the intent of preventing issues arising from changes made by the City or the Vendor.  Both parties are equally responsible for sharing information that affects the operation of the systems.
8.9.5 For purposes of acceptance and maintenance support, major alarms shall be defined as:
· Any core server, appliance or gateway processing failure or power supply failure
· IVR / contact center core not functioning properly
· 1% of incoming / outgoing trunks are inoperable
· 1% of stations are inoperable
· 1% of voice mail system users are inoperable
· Any issue defined as a priority by the City
8.9.6 For proposed maintenance and support activities, place an X in the cell(s) depicting the possible options for different support (there may be more than one per category).   
Insert additional lines if needed for additional categories for the response, including other 3rd party categories not covered with those listed.


	Category
	Hosted Provider
“As a Service” 
	Manufacturer
Maintains
	Distributor
 Maintains
	Customer
Maintains

	Core 
	
	
	
	

	SBC
	
	
	
	

	911 solution
	
	
	
	

	Analog gateways
	
	
	
	

	IVR
	
	
	
	

	Contact Center
	
	
	
	

	Telemanagement system
	
	
	
	

	Sets 
	
	
	
	



8.9.7 The City desires to assume the responsibility for operational support for all proposed systems in an eighteen (18) to twenty-four (24) month time frame.  Based on the proposal and solution, IT staff shall become certified on the system prior to transitioning support of the system from the Vendor to IT.
8.9.8 [bookmark: _Hlk504463958]The Proposer shall provide a standard hardware and software support agreement, including free software upgrades.  Based on the responses to 8.9.6, provide a description of services and support to cover a three (3) year window from the start of implementation.
8.9.9 After the initial term, the City of Seattle will contract for the manufacturers’ software support and software assurance (including upgrades) for three consecutive one-year terms.  The City will not pre-pay for all three years as a single amount – each year shall be invoiced individually for the appropriate amount for that year, however, the City may consider pre-payment for a one (1) year term only.
8.9.10 Support shall be provided eight (8) business hours per day, five (5) business days per week Pacific Time, with Next Business Day (NBD) parts replacement (8x5xNBD for all components including 3rd party   Proposer shall include a standard hardware and software support agreement, including free software upgrades for any third-party products or components,
8.9.11 Provide an optional quote, including all 3rd party components, to provide support 24x7x365 in Attachment B Summary tab for UC and in Attachment C Summary tab for IVR / contact center. 
8.9.12 Provide an optional quote, including all 3rd party components, to provide out-of-hours support (8x5), per occurrence, in Attachment B Summary tab for UC and in Attachment C Summary tab for IVR / contact center. 
8.9.13 The City has the exclusive right to place a hold on any scheduled maintenance activities as the needs of the business dictate.
8.9.14 The City has the exclusive right to roll back to previous versions if an upgrade or configuration change introduces a bug or operational problem 

For hosted proposals: 
8.9.15 Vendor will monitor the carrier local loop in addition to the Vendor provided SIP trunks. 
8.9.16 Vendor is responsible for monitoring all on-premises equipment supplied by the hosted vendor 
8.9.17 Vendor will conduct an annual equipment inspection addressing wear & tear and maintenance requirements and report the results to IT in a written document every 12 months after Phase A is complete.
8.9.18 Vendor is responsible for system management tasks such as capacity planning.
8.9.19 The system will generate electronic notifications upon receipt of a customer impacting alarm on a 7x24x365 basis to a City email distribution list or some other form of external notice.
8.9.20 Integration with Solar Winds is desired.
8.10 Proposed Milestone Payments
8.10.1 Washington State law does not allow the City to provide a down-payment on projects; all payments must be tied to the delivery of products or services.  For the monthly progress payments covering the thirty (30) month implementation window, sixty percent (60%) of the total contract value will be allocated and paid according to the percentage of stations cutover and accepted during the month.
	 
Phase 
	
Milestone / Deliverable 
	Estimated Duration 
	% of Contract 

	A
	Final Design complete
	60 days
	10

	B
	Core complete & tested
	60 days
	10

	C
	Pilot complete and accepted
	60 days
	10

	D
	Progress payments based upon confirmed stations cutover and accepted by the City.  
	Monthly over 2.5 years
	60

	F
	Project Closure / Final Acceptance
	
	10



8.10.2  Acceptance for Contact Center and IVR design and implementation shall be subject to an acceptance period of thirty (30) consecutive calendar days of normal traffic and routing as established in the design.   In the event problems related to the feature, function, configuration, or integration occur, the Vendor will receive sufficient time to remediate the failed item prior to retesting and begin a new thirty (30) consecutive calendar day acceptance period.
		After a successful thirty (30) day acceptance period, the Vendor shall submit time 		and material invoices for IVR development and implementation for each of the six 		defined applications in Section 3 Background.  
10. INDEPENDENT CONTRACTOR AND CITY SPACE REQUIREMENTS
The Vendor is working as an independent contractor.  Although the City provides responsible contract and project management, such as managing deliverables, schedules, tasks and contract compliance, this is distinguished from a traditional employer-employee function.  This contract prohibits vendor workers from supervising City employees and prohibits vendor workers from supervision by a City employee.  Prohibited supervision tasks include conducting a City of Seattle Employee Performance Evaluation, preparing and/or approving a City of Seattle timesheet, administering employee discipline, and similar supervisory actions.
Contract workers shall not be given City office space unless expressly provided for below, and in no case shall such space be made available for more than thirty-six (36) months without specific authorization from the City Project Manager.  
The City expects that at least some portion of the project shall require the Vendor workers to be on-site at City offices.  This benefits the City to assure access, communications, efficiency, and coordination.  Any vendor worker who is on-site remains, however, a vendor worker and not a City employee.  The vendor shall ensure no vendor worker is on-site at a City office for more than thirty-six (36) months, without specific written authorization from the Project Manager.  The Vendor shall notify the City Project Manager if any worker is within ninety (90) days of a thirty-six (36) month on-site placement in a City office.  
The City shall not charge rent.  The Proposer is not asked to itemize this cost. Instead, the Proposer should absorb and incorporate the expectation of such office space within the Proposer’s plan for the work and costs as appropriate.  City workspace is exclusively for the project and not for any other vendor purpose.  The City Project Manager shall decide if a City computer, software and/or telephone is needed, and the worker can use basic office equipment such as copy machines.  If the selected Vendor worker does not occupy City workspace as expected, this does not change the contract costs.
11. BACKGROUND CHECKS
Background Checks and Immigrant Status
Background checks shall be required for workers that shall be performing any site work under this contract.  The City has strict policies regarding the use of Background checks, criminal checks and immigrant status for contract workers.  The policies are incorporated into the contract and available for viewing on-line at: http://www.seattle.gov/city-purchasing-and-contracting/social-equity/background-checks
12. INSTRUCTIONS TO PROPOSERS
12.1 Proposal Procedures and Process.
This section details City procedures for directing the RFP process.  The City reserves the right in its sole discretion to reject the proposal of any Proposer that fails to comply with any procedure in this section.
[bookmark: _Toc521141112][bookmark: _Ref524406138][bookmark: _Toc524484955][bookmark: _Toc524754142][bookmark: _Toc526492387][bookmark: _Toc528557442][bookmark: _Toc529153502][bookmark: _Toc30899402]Communications with the City
All Proposer communications concerning this acquisition shall be directed to the RFP Coordinator.  The RFP Coordinator is:
Presley Palmer
Procurement Strategic Advisor
The City, Purchasing & Contracting Services
206-233-7158
Presley.Palmer@seattle.gov 

Unless authorized by the RFP Coordinator, no other City official or City employee is empowered to speak for the City with respect to this acquisition.  Any Proposer seeking to obtain information, clarification, or interpretations from any other City official or City employee other than the RFP Coordinator is advised that such material is used at the Proposer’s own risk.  The City shall not be bound by any such information, clarification, or interpretation.  
Following the Proposal submittal deadline, Proposers shall not contact the City RFP Coordinator or any other City employee except to respond to a request by the City RFP Coordinator.
[bookmark: _Toc521141113][bookmark: _Toc524484956][bookmark: _Toc524754143][bookmark: _Ref525440530][bookmark: _Ref525440556][bookmark: _Toc526492388][bookmark: _Toc528557443][bookmark: _Toc529153503][bookmark: _Toc30899403]Contact by a Proposer regarding this acquisition with a City employee other than the RFP Coordinator or an individual specifically approved by the RFP Coordinator in writing, may be grounds for rejection of the Proposer’s proposal.
12.2 Pre-Proposal Conference.
A Pre-Proposal Conference will be conducted to provide an overview of the project scope as well as procurement process procedures.  A “Proposal Development” workshop* will also be conducted following the Pre-Proposal to provide vendors with a simulated proposal scenario based upon the specific evaluation criteria listed in this RFP. 

November 2, 2018
	Pre-Proposal Conference

	3:00PM – 5:00PM Pacific Time Zone
Seattle Municipal Tower 
Room #4050/4060 (publicly accessible floor)
700 5th Avenue
Seattle, WA 98104



	
Though the City will attempt to answer all questions raised during the pre-proposal conference, Vendors are encouraged to submit questions they would like addressed at the pre-proposal conference to the RFP Coordinator, preferably no later than three (3) days in advance of the pre-proposal conference.  This will allow time to research and prepare helpful answers, and better enable the City to have appropriate representatives in attendance.

Vendors are strongly encouraged to send lead members of their project team that would be assigned to the project if awarded (in lieu of business development or sales personnel).

Those unable to attend in person may participate by skype or telephone via the link and/or number(s) below.

[bookmark: OutSharedNoteBorder][bookmark: OutSharedNoteLink]Join Skype Meeting        
Trouble Joining? Try Skype Web App  
Join by phone

206-386-1200,,9183906# (US)                        English (United States) 
844-386-1200,,9183906# (US)                        English (United States)  
Find a local number 

Conference ID: 9183906
Forgot your dial-in PIN? |Help   
 033
Proposers are not required to attend in order to be eligible to submit a proposal.  The purpose of the meeting is to answer questions potential Proposers may have regarding the solicitation document and to discuss and clarify any issues.  This is an opportunity for Proposers to raise concerns regarding specifications, terms, conditions, and any requirements of this solicitation.  Failure to raise concerns over any issues at this opportunity shall be a consideration in any protest filed regarding such items that were known as of this pre-proposal conference.
12.3 [bookmark: _Toc521141117][bookmark: _Toc524484959][bookmark: _Toc524754146][bookmark: _Toc526492391][bookmark: _Toc528557446][bookmark: _Toc529153506][bookmark: _Toc30899404]Questions.
Questions are to be submitted to the Buyer no later than the date and time on page 1, in order to allow sufficient time for the City Buyer to consider the question before the bids or proposals are due.  The City prefers such questions to be through e-mail directed to the City Buyer e-mail address. Failure to request clarification of any inadequacy, omission, or conflict shall not relieve the Proposer of any responsibilities under this solicitation or any subsequent contract.  It is the responsibility of the interested Proposer to assure that they received responses to questions if any are issued.
12.4 [bookmark: _Toc521141118][bookmark: _Toc524484960][bookmark: _Toc524754147][bookmark: _Toc526492392][bookmark: _Toc528557447][bookmark: _Toc529153507][bookmark: _Toc30899405]Changes to the RFP/Addenda.
A change may be made by the City if, in the sole judgment of the City, the change shall not compromise the City’s objectives in this acquisition.  A change to this RFP shall be made by formal written addendum issued by the City’s RFP Coordinator Addenda issued by the City shall become part of this RFP and included as part of the Contract. It is the responsibility of the interested Proposer to assure that they have received Addenda if any are issued.
12.5 [bookmark: _Toc524484961][bookmark: _Toc524754148][bookmark: _Ref525440624][bookmark: _Ref525440637][bookmark: _Toc526492393][bookmark: _Toc528557448][bookmark: _Toc529153508][bookmark: _Toc30899406] Bid Blog.
The City Purchasing website offers a place to register for a Blog related to the solicitation.  The Blog shall provide you automatic announcements and updates when new materials, addenda, or information is posted regarding the solicitation you are interested in.  http://www.seattle.gov/city-purchasing-and-contracting/city-purchasing
12.6 Receiving Addenda and/or Question and Answers. 
The City shall make efforts to provide courtesy notices, reminders, addendums and similar announcements directly to interested vendors. The City makes this available on the City website and offers an associated bid blog:  http://www.seattle.gov/purchasing

Notwithstanding efforts by the City to provide such notice to known vendors, it remains the obligation and responsibility of the Proposer to learn of any addendums, responses, or notices issued by the City.  Such efforts by the City to provide notice or to make it available on the website do not relieve the Proposer from the sole obligation for learning of such material.  

Note that some third-party services decide to independently post City of Seattle bids on their websites as well.  The City does not, however, guarantee that such services have accurately provided bidders with all the information published by the City, particularly Addendums or changes to bid date/time.

All Proposals sent to the City shall be considered compliant to all Addendums, with or without specific confirmation from the Proposer that the Addendum was received and incorporated.  However, the Buyer can reject the Bid if it does not reasonably appear to have incorporated the Addendum.  The Buyer could decide that the Proposer did incorporate the Addendum information, or could determine that the Proposer failed to incorporate the Addendum changes and that the changes were material so that the Buyer shall reject the Offer, or the Buyer may determine that the Proposer failed to incorporate the Addendum changes but that the changes were not material and therefore the Bid may continue to be accepted by the Buyer.
12.7 Proposal Submittal Instructions.
· Proposals shall be received no later than the date and time specified on the Solicitation Schedule or as otherwise amended.  

· Fax, e-mail and CD copies shall not be an alternative to the hard copy. If a CD, fax or e-mail version is delivered to the City, the hard copy shall be the only official version accepted by the City.
12.8 Proposal Delivery Instructions.
The Submittal may be hand-delivered or shall otherwise be received by the Buyer at the address provided below, on November 28, 2018, no later than 2:00PM PST.  Please note that delivery errors may result without careful attention to the proper address.  

TABLE 2 –PROPOSAL DELIVERY ADDRESS

	Physical Address (courier)
	Mailing Address (For U.S. Postal Service mail)

	City Purchasing and Contracting Services Div.
Seattle Municipal Tower
700 Fifth Ave Ste 4112
Seattle, WA 98104-5042
Attention: Presley Palmer
RFP-ITD-4620
	City Purchasing and Contracting Services Div.
Seattle Municipal Tower
P.O. Box 94687
Seattle, WA 98124-4687
Attention: Presley Palmer
RFP-ITD--4620



a) Hard-copy responses should be in a sealed box or envelope clearly marked and addressed with the PCSD Buyer Name, RFP title and number.  Submittals and their packaging (boxes or envelopes) should be clearly marked with the name and address of the Proposer.
b) If packages are not clearly marked, the Proposer has all risks of the package being misplaced and not properly delivered. 

Late Submittals: 
The submitter has full responsibility to ensure the response arrives at City Purchasing within the deadline. A submittal after the time fixed for receipt shall not be accepted unless the lateness is waived by the City as immaterial based upon a specific fact-based review.  Responses arriving after the deadline may be returned unopened to the Proposer, or the City may accept the package and make a determination as to lateness. 
12.9 No Reading of Prices.
The City of Seattle does not conduct a bid opening for RFP responses. The City requests that companies refrain from requesting proposal information concerning other respondents until an intention to award is announced, as a measure to best protect the solicitation process, particularly in the event of a cancellation or re-solicitation.  With this preference stated, the City shall continue to properly fulfill all public disclosure requests for such information, as required by State Law.
12.10 Offer and Proposal Form.
Proposer shall provide the response in the format required herein and on any forms provided by the City herein.  Provide unit prices if appropriate and requested by the City and attach pages if needed.  In the case of difference between the unit pricing and the extended price, the City shall use the unit pricing.  The City may correct the extended price accordingly.  Proposer shall quote prices with freight prepaid and allowed.  Proposer shall quote prices FOB Destination.  All prices shall be in US dollars.  
12.11 No Best and Final Offer.
The City reserves the right to make an award without further discussion of the responses submitted; i.e. there shall be no best and final offer procedure associated with selecting the Apparently Successful Proposer.  Therefore, Proposer’s Response should be submitted on the most favorable terms that Proposer can offer.
12.12 Contract Terms and Conditions. 
The contract that has been adopted for the City Technology projects is attached and embedded on the last page of this RFP Solicitation. Proposers are responsible to review all specifications, requirements, Terms and Conditions, insurance requirements, and other requirements herein. To be responsive, Proposers shall be prepared to enter into a Contract substantially the same as the attached Contract.  The Proposer’s failure to execute a Contract substantially the same as the attached Contract may result in disqualification for future solicitations for this same or similar products/services. 

Submittal of a proposal is agreement to this condition.  Proposers are to price and submit proposals to reflect all the specifications, requirements, in this RFP and terms and conditions substantially the same as those included in this RFP.

Any specific areas of dispute with the attached Contract shall be identified in Proposer’s Response and may, at the sole discretion of the City, be grounds for disqualification from further consideration in award of a contract.

Under no circumstances shall a Proposer submit its own standard contract terms and conditions as a response to this solicitation. Instead, Proposer shall review and identify the language in the City’s attached Contract – “Attachment 2”, that Proposer finds problematic, state the issue, and propose the language or contract modifications Proposer is requesting.  Proposer should keep in mind, when requesting such modifications, that the City is not obligated to accept the requested areas of dispute.

The City may, for informational purposes. request Proposer to submit its licensing and maintenance agreement with Proposer’s response.  However, this should not be construed as the City’s willingness to sign a licensing or maintenance agreement supplied by the Proposer. If the Proposer requires the City to consider otherwise, the Proposer is also to supply this as a requested exception to the Contract and it shall be considered in the same manner as other exceptions.  

The City may consider and may choose to accept some, none, or all contract modifications that the Proposer has submitted with the Proposer’s proposal.  

Nothing herein prohibits the City, at its sole option, from introducing or modifying contract terms and conditions and negotiating with the highest ranked apparent successful Proposer to align the proposal to City needs, within the objectives of the RFP.  The City has significant and critical time frames which frame this initiative, therefore, should such negotiations with the highest ranked, apparent successful Proposer fail to reach agreement in a timely manner as deemed by the City, the City, at its sole discretion, retains the option to terminate negotiations and continue to the next-highest ranked proposal.
12.13 Prohibition on Advance Payments.
No request for early payment, down payment or partial payment shall be honored except for products or services already received.  Maintenance subscriptions may be paid in advance provided that should the City terminate early, the amount paid shall be reimbursed to the City on a prorated basis; all other expenses are payable net 30 days after receipt and acceptance of satisfactory compliance.
12.14 Partial and Multiple Awards.
Unless stated to the contrary in the Statement of Work, the City reserves the right to name a partial and/or multiple award, in the best interest of the City.  Proposers are to prepare proposals given the City’s right to partial or multiple awards.  Further, the City may eliminate an individual line item when calculating award, in order to best meet the needs of the City, if a particular line item is not routinely available or is a cost that exceeds the City funds. 	
12.15 Prime Contractor.
The City intends to award to the highest ranked Proposer that shall assume financial and legal responsibility for the contract.  Proposals that include multiple vendors shall clearly identify one vendor as the “prime contractor” and all others as subcontractors.  

If a Proposer’s response includes equipment, hardware, software, or services to be supplied by entities other than the Proposer, it is mandatory that all such subcontractors be clearly identified to include the name of the subcontractor, the services and equipment it shall be supplying, and the history and relationship the Proposer has with the subcontractor.  The Proposer shall serve as prime contractor for the procurement of all products and services proposed to meet this RFP.  The Proposer, acting as the prime contractor, shall be the sole point of contact with regard to contract stipulations including payment of any and all charges resulting from the purchase of the proposed equipment, hardware, software, and/or services.  The Proposer, acting as the prime contractor, shall take full responsibility for the demonstration, delivery, installation, and acceptance testing of the items proposed to be supplied by its subcontractor.  The Proposer shall also serve as the responsible party in identifying and correcting any deficiencies from a subcontractor’s services or equipment. 
12.16 [bookmark: _Toc524484966][bookmark: _Toc524754153][bookmark: _Toc526492398][bookmark: _Toc528557453][bookmark: _Toc529153513][bookmark: _Toc30899411]Seattle Business Tax Revenue Consideration.
SMC 20.60.106 (H) authorizes that in determining the lowest and best bid, the City shall consider the tax revenues derived by the City from its business and occupation, utility, sales and use taxes from the proposed purchase.  The City of Seattle’s Business and Occupation Tax rate varies according to business classification.  Typically, the rate for services such as consulting and professional services is .00415% and for retail or wholesale sales and associated services, the rate is .00215%.  Only vendors that have a City of Seattle Business License and have an annual gross taxable Seattle income of $100,000 or greater are required to pay Business and Occupation Tax.  The City shall apply SMC 20.60.106(H) and calculate as necessary to determine the lowest bid price proposal.
12.17 Taxes.
	The City is exempt from Federal Excise Tax (Certificate of Registry #9173 0099K exempts the City). Washington state and local sales tax shall be an added line item although not considered in cost evaluations.
12.18 Inter-local Purchasing Agreements.
This is for information and consent only, and shall not be used for evaluation.  The City has entered into Interlocal Purchasing Agreements with other governmental agencies, pursuant to RCW 39.34.  The seller agrees to sell additional items at the offer prices, terms and conditions, to other eligible governmental agencies that have such agreements with the City.  The City of Seattle accepts no responsibility for the payment of the purchase price by other governmental agencies.  Should the Proposer require additional pricing for such purchases, the Proposer is to name such additional pricing upon Offer to the City.
12.19 Equal Benefits.
Seattle Municipal Code Chapter 20.45 (SMC 20.45) requires consideration of whether bidders provide health and benefits that are the same or equivalent to the domestic partners of employees as to spouses of employees, and of their dependents and family members.  The bid package includes a “Vendor Questionnaire” which is the mandatory form on which you make a designation about the status of such benefits. If your company does not comply with Equal Benefits and does not intend to do so, you shall still supply the information on the Vendor Questionnaire. Instructions are provided at the back of the Questionnaire.
12.20 Women and Minority Opportunities. 
The City intends to provide the maximum practicable opportunity for successful participation of minority and women owned firms, given that such businesses are underrepresented.  The City requires all Proposers agree to SMC Chapter 20.42, and shall require proposals with meaningful subcontracting opportunities to also supply a plan for including minority and women owned firms.  
12.21 Paid Sick Time and Safe Time Ordinance.
Be aware that the City has a Paid Sick Time and Safe Time ordinance that requires companies to provide employees who work more than 240 hours within a year inside Seattle, with accrued paid sick and paid safe time for use when an employee or a family member needs time off from work due to illness or a critical safety issue. The ordinance applies to employers, regardless of where they are located, with more than four full-time equivalent employees.  This is in addition and additive to benefits a worker receives under prevailing wages per WAC 296-127-014(4). City contract specialists may audit payroll records or interview workers as needed to ensure compliance to the ordinance. Please see http://www.sattle.gov/laborstandards, or may call the Office of Labor Standards at 206.684.4500 with questions.
12.22 Insurance Requirements.
[bookmark: _Toc524484967][bookmark: _Toc524754154][bookmark: _Toc526492399][bookmark: _Toc528557454][bookmark: _Toc529153514][bookmark: _Toc30899412] Insurance requirements presented in the Contract shall prevail.  If formal proof of insurance is required to be submitted to the City before execution of the Contract, the City shall remind the apparent successful Proposer in the Intent to Award letter.  The apparent successful Proposer shall promptly provide such proof of insurance to the City in reply to the Intent to Award Letter.  Contracts shall not be executed until all required proof of insurance has been received and approved by the City.
Proposers are encouraged to immediately contact their Broker to begin preparation of the required insurance documents, in the event that the Proposer is selected as a finalist.  Proposers may elect to provide the requested insurance documents within their Proposal.
12.23 [bookmark: _Toc524484968][bookmark: _Toc524754155][bookmark: _Toc526492400][bookmark: _Toc528557455][bookmark: _Toc529153515][bookmark: _Toc30899413]Effective Dates of Offer.
Proposer submittal shall remain valid until City completes award.  Should any Proposer object to this condition, the Proposer shall provide objection through a question and/or complaint to the RFP Coordinator prior to the proposal due date.
12.24 [bookmark: _Toc521141126][bookmark: _Toc524484973][bookmark: _Toc524754160][bookmark: _Toc526492402][bookmark: _Toc528557457][bookmark: _Toc529153517][bookmark: _Toc30899415]Proprietary Materials.
[bookmark: _Toc521141127][bookmark: _Toc524484974][bookmark: _Toc524754161][bookmark: _Toc526492403][bookmark: _Toc528557458][bookmark: _Toc529153518][bookmark: _Toc30899416]The State of Washington’s Public Records Act (Release/Disclosure of Public Records) Under Washington State Law (reference RCW Chapter 42.56, the Public Records Act) all materials received or created by the City of Seattle are considered public records.  These records include but are not limited to bid or proposal submittals, agreement documents, contract work product, or other bid material.  

The State of Washington’s Public Records Act requires that public records shall be promptly disclosed by the City upon request unless that RCW or another Washington State statute specifically exempts records from disclosure.  Exemptions are narrow and explicit and are listed in Washington State Law (Reference RCW 42.56 and RCW 19.108).  

Proposers shall be familiar with the Washington State Public Records Act and the limits of record disclosure exemptions.  For more information, visit the Washington State Legislature’s website at http://www1.leg.wa.gov/LawsAndAgencyRules). 

If you have any questions about disclosure of the records you submit with your bid, please contact City Purchasing at (206) 684-0444. 

Marking Your Records Exempt from Disclosure (Protected, Confidential, or Proprietary)
As mentioned above, all City of Seattle offices (“the City”) are required to promptly make public records available upon request.  However, under Washington State Law some records or portions of records are considered legally exempt from disclosure and can be withheld.  A list and description of records identified as exempt can be found in RCW 42.56 and RCW 19.108.

If you believe any of the records you are submitting to the City as part of your bid/proposal or contract work products, are exempt from disclosure you can request that they not be released before you receive notification.  To do so you shall complete the City Non-Disclosure Request Form (“the Form”) provided by City Purchasing (see attached Form as part of Vendor Questionnaire), very clearly and specifically identify each record and the exemption(s) that may apply, and submit a copy of your records with the specified exemptions redacted. (If you are awarded a City contract, the same exemption designation shall carry forward to the contract records.)

The City shall not withhold materials from disclosure simply because you mark them with a document header or footer, page stamp, or a generic statement that a document is non-disclosable, exempt, confidential, proprietary, or protected.  Do not identify an entire page as exempt unless each sentence is within the exemption scope; instead, identify paragraphs or sentences that meet the specific exemption criteria you cite on the Form.  Only the specific records or portions of records properly listed on the Form shall be protected and withheld for notice.  All other records shall be considered fully disclosable upon request. 

If the City receives a public disclosure request for any records you have properly and specifically listed on the Form, the City shall notify you in writing of the request and shall postpone disclosure.  While it is not a legal obligation, the City, as a courtesy, shall allow you up to ten business days to file a court injunction to prevent the City from releasing the records (reference RCW 42.56.540).  If you fail to obtain a Court order within the ten days, the City may release the documents. 

The City shall not assert an exemption from disclosure on your behalf.  If you believe a record(s) is exempt from disclosure you are obligated to clearly identify it as such on the Form and submit it with your solicitation.  Should a public record request be submitted to City Purchasing for that record(s), you can then seek an injunction under RCW 42.56 to prevent release.  By submitting a bid document, the bidder acknowledges this obligation; the Proposer also acknowledges that the City shall have no obligation or liability to the Proposer if the records are disclosed.


Requesting Disclosure of Public Records
The City asks bidders and their companies to refrain from requesting public disclosure of bids until an intention to award is announced.  This measure is intended to protect the integrity of the solicitation process particularly during the evaluation and selection process or in the event of a cancellation or re-solicitation.  With this preference stated, the City shall continue to be responsive to all requests for disclosure of public records as required by State Law.  If you do wish to make a request for records, please file a request using the City of Seattle’s Public Records Request Center at http://www.seattle.gov/public-records/public-records-request-center. 
12.25 Cost of Preparing Proposals.
The City shall not be liable for any costs incurred by the Proposer in the preparation and presentation of proposals submitted in response to this RFP including, but not limited to, costs incurred in connection with the Proposer’s participation in demonstrations and the pre-proposal conference.
12.26 [bookmark: _Toc521141125][bookmark: _Toc524484972][bookmark: _Toc524754159][bookmark: _Toc85261716][bookmark: _Toc521141129][bookmark: _Toc524484976][bookmark: _Toc524754163][bookmark: _Toc526492405][bookmark: _Toc528557460][bookmark: _Toc529153520][bookmark: _Toc30899418]Readability.
Proposers are advised that the City’s ability to evaluate proposals is dependent in part on the Proposer’s ability and willingness to submit proposals which are well ordered, detailed, comprehensive, and readable.  Clarity of language and adequate, accessible documentation is essential.
12.27 Proposer Responsibility.
 It is the Proposer responsibility to examine all specifications and conditions thoroughly, and comply fully with specifications and all attached terms and conditions.  Proposers shall comply with all Federal, State, and City laws, ordinances and rules, and meet any and all registration requirements where required for Proposers as set forth in the Washington Revised Statutes.  
12.28 Changes in Proposals.
Prior to the Proposal submittal closing date and time established for this RFP, a Proposer may make changes to its Proposal provided the change is initialed and dated by the Proposer.  No change to a Proposal shall be made after the Proposal closing date and time. 
12.29 Proposer Responsibility to Provide Full Response.
It is the Proposer’s responsibility to provide a full and complete written response, which does not require interpretation or clarification by the RFP Coordinator.  The Proposer is to provide all requested materials, forms and information. The Proposer is responsible to ensure the materials submitted shall properly and accurately reflects the Proposer specifications and offering.  During scoring and evaluation (prior to interviews if any), the City shall rely upon the submitted materials and shall not accept materials from the Proposer after the RFP deadline; however, this does not limit the right of the City to consider additional information (such as references that are not provided by the Proposer but are known to the City, or past experience by the City in assessing responsibility), or to seek clarifications as needed by the City. 
12.30 Errors in Proposals.
Proposers are responsible for errors and omissions in their proposals.  No such error or omission shall diminish the Proposer’s obligations to the City.
12.31 Withdrawal of Proposal.
A submittal may be withdrawn by written request of the submitter, prior to the quotation closing date and time.  After the closing date and time, the submittal may be withdrawn only with permission by the City.
12.32 [bookmark: _Toc521141131][bookmark: _Toc524484978][bookmark: _Toc524754165][bookmark: _Toc526492407][bookmark: _Toc528557462][bookmark: _Toc529153522][bookmark: _Toc30899420]Rejection of Proposals, Right to Cancel.
The City reserves the right to reject any or all proposals at any time with no penalty.  The City also has the right to waive immaterial defects and minor irregularities in any submitted proposal.
12.33 [bookmark: _Toc521141132][bookmark: _Toc524484979][bookmark: _Toc524754166][bookmark: _Toc526492408][bookmark: _Toc528557463][bookmark: _Toc529153523][bookmark: _Toc30899421]Incorporation of RFP and Proposal in Contract.
This RFP and the Proposer’s response, including all promises, warranties, commitments, and representations made in the successful proposal, shall be binding and incorporated by reference in the City’s contract with the Proposer.
12.34 Non-Endorsement and Publicity.
In selecting a Proposer to supply to the City, the City is not endorsing the Proposers products and services or suggesting that they are the best or only solution to the City’s needs.  Proposer agrees to make no references to the City or the Department making the purchase, in any literature, promotional materials, brochures, news releases, sales presentation or the like, regardless of method of distribution, without prior review and express written consent of the City RFP Coordinator.

The City may use Proposer’s name and logo in promotion of the Contract and other publicity matters relating to the Contract, without royalty.  Any such use of Proposer’s logo shall inure to the benefit of Proposer. 
12.35 [bookmark: _Toc521141134][bookmark: _Toc524484981][bookmark: _Toc524754168][bookmark: _Toc526492410][bookmark: _Toc528557465][bookmark: _Toc529153525][bookmark: _Toc30899423]Proposal Disposition.
All material submitted in response to this RFP shall become the property of the City upon delivery to the RFP Coordinator.
12.36 [bookmark: _MON_1310214593]Ethics Code.
Please familiarize yourself with the new code:
http://www.seattle.gov/ethics/etpub/et_home.htm.  Attached is a pamphlet for Vendors, Customers and Clients.  Specific question should be addressed to the staff of the Seattle Ethics and Elections Commission at 206-684-8500. 



No Gifts and Gratuities.  Proposers shall not directly or indirectly offer anything of value (such as retainers, loans, entertainment, favors, gifts, tickets, trips, favors, bonuses, donations, special discounts, work, or meals) to any City employee, volunteer or official, if it is intended or may appear to a reasonable person to be intended to obtain or give special consideration to the Proposer.  An example is giving tickets to a City employee that was on the evaluation team of a bid you plan to submit. The definition of what a “benefit” would be is very broad and could include not only awarding a contract but also the administration of the contract or the evaluation of contract performance.  The rule works both ways, as it also prohibits City employees from soliciting items of value from vendors.  Promotional items worth less than $25 may be distributed by the vendor to City employees if the Proposer uses the items as routine and standard promotions for the business.
 
Involvement of Current and Former City Employees
If a Proposer has any current or former City employees, official or volunteer, working or assisting on solicitation of City business or on completion of an awarded contract, you shall provide written notice to City Purchasing of the current or former City official, employee or volunteer’s name.  The Proposer Questionnaire within your bid documents prompts you to answer that question.  You shall continue to update that information to City Purchasing during the full course of the contract.  The Proposer is to be aware and familiar with the Ethics Code, and educate vendor workers accordingly.

Contract Workers with more than 1,000 Hours
The Ethics Code has been amended to apply to vendor company workers that perform more than 1,000 cumulative hours on any City contract during any 12-month period.  Any such vendor company employee covered by the Ethics Code shall abide by the City Ethics Code. The Proposer is to be aware and familiar with the Ethics Code, and educate vendor workers accordingly.
 
No Conflict of Interest.  
Proposer (including officer, director, trustee, partner or employee) shall not have a business interest or a close family or domestic relationship with any City official, officer or employee who was, is, or shall be involved in selection, negotiation, drafting, signing, administration or evaluating Proposer performance. The City shall make sole determination as to compliance.

Campaign Contributions (Initiative Measure No. 122)
Elected officials and candidates are prohibited from accepting or soliciting campaign contributions from anyone having at least $250,000 in contracts with the City in the last two years or who has paid at least $5,000 in the last 12 months to lobby the City.  Please see Initiative 122 or call the Ethics Director with questions.  For questions about this measure, contact: Polly Grow, Seattle Ethics and Elections, 206-615-1248 or polly.grow@seattle.gov
12.37 Registration into City On-line Business Directory.
If you have not previously completed a one-time registration into the City On-line Business Directory, we request you register at: http://www.seattle.gov/html/business/contracting.htm. The City On-line Business Directory is used by City staff to locate your contract(s) and identify companies for bid lists on future purchases.  Bids are not rejected for failure to register, however, if you are awarded a contract and have not registered, you shall be required to register, or you shall be added into the system. Women and minority owned firms are asked to self-identify.  If you need assistance, please call 206-684-0444.  
12.38 Prohibited Contacts. 
Proposers shall not interfere in any way to discourage other potential and/or prospective Proposers from proposing or considering a proposal process.  Prohibited contacts includes but is not limited to any contact, whether direct or indirect (i.e. in writing, by phone, email or other, and by the Proposer or another person acting on behalf of the Proposer) to a likely firm or individual that may discourage or limit competition.  If such activity is evidenced to the satisfaction and in sole discretion of the City Purchasing Manager, the Proposer that initiates such contacts may be rejected from the process. 
13. [bookmark: scheduleofevents][bookmark: _Toc524484969][bookmark: _Toc524754156][bookmark: _Toc526492401][bookmark: _Toc528557456][bookmark: _Toc529153516][bookmark: _Toc30899414][bookmark: _Toc521141123][bookmark: _Toc524484970][bookmark: _Toc524754157]Proposal Format and Organization and Submittal
Proposals may be submitted for a UC solution, or an IVR / Contact Center (CC) solution, or a combined proposal for a UC solution and an IVR / Contact Center solution.  Proposals may be submitted by a team that incorporates more than one vendor and/or that leverages the resources of multiple firms or manufacturers, provided there is a single “prime” contractor responsible for the contract.  
All UC proposals should include a response to sections 6.1 (UC Technical Requirements), 6.3 (TeleManagement Software) and 6.4 (Meeting Room Technology.) 
All IVR / CC proposals should include a response to section 6.2 (CC/IVR Technical Requirements) and 6.5 (Robotics Process Automation.)
All documents are to be filled out by the proposer.  Proposers are not prohibited from enlisting aid from the manufacturer if they choose.

Submit all responses by filling in the requested information in this RFP Response Form Attachment A.


1. All responses to questions shall be entered directly on the RFP Response Form – do not use URLs or hyperlinks to web sites or references to attachments.
2. To make the proposal review process easier, Vendors shall use any font other than Arial 11 within the response form.  
3. Proposals shall be submitted according to the schedule listed on page 1 of the RFP.
4. [bookmark: _Hlk522182208]Proposers should recognize that the focus of the City’s evaluation will be based on a Vendors solution that best meets the City of Seattle’s - requirements as stated in this RFP.  If the solution design impacts the ability or method of meeting a requirement, the proposal must identify why it is an issue and how the Vendor’s solution addresses the requirement.
13.1 General Instructions  
1. Number all pages sequentially.  The format should follow closely that requested in this RFP
1. The City requires the following when responding to the RFP:

· One (1) original complete with pricing
· Five (5) copies without pricing
· One (1) copy of pricing in separate envelope (clearly marked)
· One (1) Electronic (flash drive, etc., No CD) 
· One (1) additional flash drive containing a redacted copy if you believe your proposal contains records that are exempt under the State of Washington’s Public Records Act.
1. All pricing is to be in United States dollars.
1. If the City has designated page limits for certain sections of the response.  Any pages that exceed the page limit will be excised from the document for purposes of evaluation.
1. Please double-side your submittal
1. The City will consider supplemental brochures and materials. Proposers are invited to attach any brochures or materials that will assist the City in evaluation. The City would prefer electronic version if these supplemental brochures and materials.
13.2 Preferred Paper and Binding
The City requests a particular submittal format, to reduce paper, encourage our recycled product expectations, and reduce package bulk.  Bulk from binders and large packages are unwanted. Vinyl plastic products are unwanted. The City also has an environmentally-preferable purchasing commitment and seeks a package format to support the green expectations and initiatives of the City. 

a) City seeks and prefers submittals on 100% PCF paper, consistent with City policy and City environmental practices.  Such paper is available from Keeney’s Office Supply at 425-285-0541 or Complete Office Solutions at 206-650-9195. 

b) Please do not use any plastic or vinyl binders or folders.  The City prefers simple, stapled paper copies. If a binder or folder is essential due to the size of your submission, they are to be fully 100% recycled stock.  Such binders are also available from Keeney’s Office Supply or Complete Office Solutions. 
12.3	Proposal Submittal
Submit your proposal in the following format and attachments as follows:

12.3.1   Cover letter. (optional)

[bookmark: _Hlk508018424]12.3.2   Legal Name Verification: (Optional)
Submit a certificate, copy of web-page, or other documentation from the Secretary of State in which you incorporated that shows your legal name as a company.  Many companies use a “Doing Business As” name, or a nickname in their daily business.  However, the City requires the legal name of your company, as it is legally registered.  When preparing all forms below, be sure to use the proper company legal name. Your company’s legal name can be verified through the State Corporation Commission in the state in which you were established, which is often located within the Secretary of State’s Office for each state.
http://www.coordinatedlegal.com/SecretaryOfState.html 

12.3.3   Vendor Questionnaire:  Submittal of the Vendor Questionnaire is mandatory.  The Vendor Questionnaire includes the Equal Benefits Compliance Declaration and the City Non-Disclosure Request that shall allow you to identify any items that you intend to mark as confidential



12.3.4   Acceptance & Exceptions to City Contract: (Optional)
Provide a one-page statement that confirms acceptance of the City Contract (including Terms & Conditions), and represents complete review as needed by the Proposer.  If the Proposer has a legal office that shall review contract prior to signature, the Proposer shall clearly confirm that such review is complete.

If Proposer desires exceptions to the City Contract, attach the City Contract that shows the alternative contract language (print out a version with your suggested new language clearly displayed in a track changes mode). You shall provide the alternative language, and not simply list an exception you wish to discuss. You may attach a narrative of why each change is to the benefit of the City and any financial impact.  Also attach any licensing or maintenance agreement supplements. 

The City shall review the proposed language and shall thereupon either accept or reject the language.  The City shall then, if the Proposer is the winning bidder, issue a contract for signature reflecting the City’s decisions.  Any exceptions or licensing and maintenance agreements that are unacceptable to the City may be grounds for rejection of the proposal. 

12.3.5   RFP Response From: This response is mandatory for the solution(s) you are providing. This form (Attachment A) consists of the following:
· [bookmark: _Hlk527485576]Section A – Proposer Background Information (Pass/Fail)
· Company Background
· Key Personnel
· Section B - Minimum Qualifications/Reference/ Manufacturer Authorized Distributor (Pass/Fail)
· UC Minimum Qualifications
· IVR Minimum Qualifications
· Section C – Technical Requirements (Weighted/Scored)
· UC Functional/System/Technical
· IVR Functional/System/Technical
· Telemangement Software
· Meeting Room Technology (Optional)
· Robotic Process Automation (Optional)
	

[bookmark: _MON_1601101370]  

12.3.7   Statement of Work:   This response is mandatory. The quality of the response defining the implementation support and services will be part of the evaluation criteria.  

Using all of Section 8 from the RFP, provide a detailed Statement of Work document and Implementation Plan.  The RFP outline is not intended to be a substitute for the Proposer’s Implementation Plan or a restrictive format.  It is important that the Proposer propose a plan that is both comprehensive and suitable for the proposed project.  

Provide a narrative or description of how your proposal envisions accomplishing the planning, design, and implementation for two (2) separate and distinct platforms that will be managed as a single project by the City.  Provide a diagram that illustrates the Proposer’s project organization.  Include the names of key project staff and any subcontractors.  Identify all internal and external communication paths, including within the Proposer’s project staff and between the Proposer and City project staff. Please be specific in describing the number of positions required, roles, responsibilities, and prerequisite skills of all staff members.
Based on experience with projects of this size and scope, please describe the level of staffing support required of the City during the following project phases and post-implementation:
•	Development of the Detailed Design Document
•	Project implementation
•	Warranty
•	Post-warranty
Attach a proposed schedule and list of deliverables.  Include dates, time and acceptance periods.
[bookmark: _Hlk505672770]The Proposer shall address specifically how it intends to provide knowledge transfer in addition to the certifications the IT staff will obtain, in order to enable the gradual transition of support responsibilities, and the City’s participation in implementation activities.  Include a matrix of the classes required for certification and provide a brief overview of the material covered in each course.   The City will have a combination of Telecommunications Engineers and Telecommunications Analysts who will become certified on all the products.   Include training costs in the professional services tab with enough detail to identify if the costs are per student or for a maximum number of users.   
The Proposer’s Statement of Work shall become the basis for the contract scope of work.
For section 8.9 Maintenance and Support, submit a separate document with details regarding the proposed basic support and maintenance plan.

For section 8.10, (proposed) Milestone Payments, the Proposer may propose an alternate payment schedule that includes a detailed approach that defines when a milestone is complete, what the process will be to confirm the milestone is complete and include what the Acceptance criteria is.  Alternate plans may be considered by the City.  This payment schedule will become part of contract negotiations with the successful Proposer.   

12.3.9 Pricing Response:  These responses are mandatory. 
Vendor should submit separate pricing response for all proposed solutions (UC, IVR/Contact Center, and combined UC/IVR/Contact Center). 

*Note: If proposing a combined solution (attachment C), Vendor is required to complete separate and combined responses as the City reserves the right to award any combination of the proposed solutions.
 	
Vendors must complete the pricing worksheet attachments as noted below.  


Attachment B - UC Pricing Sheet - Unified Communications
1.	Complete the pre-formatted MS-Excel worksheets in Attachment B “Unified Communications Pricing Worksheets” and submit as an unlocked spreadsheet.  
2.	All formulas and calculations must be shown, including extended cost (multiply quantity times line item price), and summation totals for various categories.  DO NOT CUT AND PASTE VALUES IN PLACE OF FORMULAS ON THE PRICING TABS.
3.	The total firm fixed price must include all charges (installation, hardware, software, training, Professional Services and labor) to deliver the proposed solution and services.  If the vendor has any travel costs associated with the project, they must be included in the quote as a fixed amount and will not be reimbursed separately.


Attachment C - IVR/Contact Center Pricing - IVR and Contact Center 
1.	Complete the pre-formatted MS-Excel worksheets in Attachment C “IVR and contact center Pricing Worksheets” and submit as an unlocked spreadsheet.  
2.	All formulas and calculations must be shown, including extended cost (multiply quantity times line item price), and summation totals for various categories.  DO NOT CUT AND PASTE VALUES IN PLACE OF FORMULAS ON THE PRICING TABS.
The total firm fixed price must include all charges (installation, hardware, software, training, Professional Services and labor) to deliver the proposed solution and services.  If the vendor has any travel costs associated with the project, they must be included in the quote as a fixed amount and will not be reimbursed separately.


Attachment D – UC & IVR/Contact Center Combined Pricing - IVR and Contact Center 
1.	Complete the pre-formatted MS-Excel worksheets in Attachment D “UC_CC COMBINED Pricing Worksheets” and submit as an unlocked spreadsheet.  
2.	All formulas and calculations must be shown, including extended cost (multiply quantity times line item price), and summation totals for various categories.  DO NOT CUT AND PASTE VALUES IN PLACE OF FORMULAS ON THE PRICING TABS.
The total firm fixed price must include all charges (installation, hardware, software, training, Professional Services and labor) to deliver the proposed solution and services.  If the vendor has any travel costs associated with the project, they must be included in the quote as a fixed amount and will not be reimbursed separately.
12.3.10 Proposed Basic Maintenance Support Agreement (Optional). 
Proposer shall provide their basic maintenance support agreement that support the requirements outlined in Section 8.10, Maintenance and Support. 

	12.3.11 Inclusion Plan:  This form is mandatory  

[bookmark: _MON_1445582334][bookmark: _MON_1571632813]          





TABLE 3 – SUBMITTAL CHECKLIST
Each complete proposal submittal to the City shall contain the following mandatory documents:
	Cover Letter
	Optional

	Legal Name Verification
	Optional

	Vendor Questionnaire
	Mandatory

	Management Response
	Mandatory

	City Contract Acceptance & Exceptions
	Mandatory

	Response Form which includes:
	Mandatory

	· Minimum Qualifications
	Mandatory

	· [bookmark: _Hlk527552622]UC Functional/System/Technical Requirements
	Mandatory (If applicable)

	· IVR/CC Functional/System/Technical Requirements
	Mandatory (If applicable)

	· Telemanagement System (6.3)
	Mandatory, if applicable

	· Meeting Room (6.4)
	Optional

	· Robotics Process Automation (6.5)
	Optional

	Statement of Work
	Mandatory

	UC Pricing Response
	Mandatory (If applicable)

	IVR / CC Pricing Response
	Mandatory (If applicable)

	Combined UC/IVR/CC Pricing Response
	Mandatory (If applicable)

	[bookmark: _Hlk508264334]Proposed Basic Maintenance Support Agreement
	Optional

	Inclusion Plan
	Mandatory


14. [bookmark: _Hlk526239294]EVALUATION PROCESS
The evaluation shall be conducted in a multi-tiered approach.  Proposals shall pass through each step to proceed forward to the next step.  Those found to be outside the competitive range, in the opinion of the evaluation team, may not continue forward to the next evaluation round.  Those that are not at least within a competitive range for any single element (Pricing, Technical Specifications, or Management Proposal) as determined by the City or that have significant gaps may be found uncompetitive. The City reserves the right to remove the uncompetitive Vendor from the evaluation process. 

[bookmark: _MON_1272355291][bookmark: _MON_1339502789][bookmark: _MON_1263649492][bookmark: _MON_1269872439][bookmark: _MON_1269872451][bookmark: _MON_1270278564]Round 1 – Responsiveness, Responsibility, and Minimum Qualifications
City Purchasing shall first review submittals for initial decisions on responsiveness and responsibility.  The Vendor Questionnaire, Equal Benefits will be screened.  Then, City Purchasing and the Evaluation Team shall review the minimum qualification for responsiveness.  Those found responsive based on this initial review shall proceed to Round 2. (Pass/Fail)

[bookmark: _Hlk507579836][bookmark: _Hlk525568334]Round 2 – Proposal Evaluation (1000 Points) 
[bookmark: _Hlk506972736]The City will evaluate proposals that successfully pass through the previous round.   Responses will be evaluated and scored using the scoring listed below.  The City will select one or more proposals that are within a competitive range to proceed forward with further evaluation, unless all proposals are rejected.  The City will determine which proposals are within a competitive range.  Proposals will be placed into the competitive range in the order in which they scored, unless a proposal is so deficient in a particular component, with high associated risks and a low probability of making it acceptable, as to preclude meaningful negotiations.  The City reserves the right to view each solution (i.e., hosted, on-premises, hybrid) independently in determining which Vendors proceed to the next round. Those Vendors that the City deems to be within a competitive range will proceed to Round 3, Interviews / Demonstrations.   The scores from Round 2 will not be carried forward to Round 3. (Weighted/Scored)

[bookmark: _Hlk527551163][bookmark: _Hlk506979202]13.1 Table - Round 2 Scoring 

	[bookmark: _Hlk506468623]Proposal Scoring
	POINTS

	[bookmark: _Hlk506974139]Response: Proposer’s Qualifications and Experience
	250

	Response: Functional/System/Technical Requirements
	300

	[bookmark: _Hlk506974240]Response: Scope of Work and Project Plan
	200

	Response: Pricing and Cost Effectiveness
	150

	Inclusion Plan
	100

	Total
	1000


[bookmark: _Toc168210573][bookmark: _Toc168279201][bookmark: _Toc168281869][bookmark: _Toc168284425][bookmark: _Toc168365831]
[bookmark: _Toc521602773]Round 3 – Demonstrations/Interviews (450 Points)
The City, at its sole option, may require that Proposers who remain active and competitive attend an interview and/or demonstration at the City of Seattle. Should only a single Proposer remain active and eligible to provide an interview and/or demonstration, the City shall retain the option to proceed or may waive this Round. Proposers shall be provided a list of questions and/or Use Cases prior to the Interview process.  A script and instructions will be provided prior to the demonstration and then be scheduled by the City. If the Interview and/or Demonstration score is not within the competitive range, the City may eliminate the Proposer and discontinue scoring the Proposer for purposes of award.

The Proposer will submit to the Buyer a list of names and company affiliations who will be attending the interview and demonstration.  Proposers invited are to bring the assigned Project Manager that has been named by the Proposer in the Proposal and should bring other key personnel named in the Proposal. The Proposer shall not, in any event, bring an individual who does not work for the Proposer or for the Proposer as a subcontractor on this project, without specific advance authorization by the City Buyer.

The Proposer should plan for up to two days on site with one day for demonstrations and another day for interviews with key members of the team. This is an estimated timeline which the City reserves the right to modify if it is determined that a longer or shorter time is necessary. Vendors will be provided the final timeline when notified to attend.

Proposals will be evaluated and scored and may determine the award. The City will decide whether to move forward with Hosted Solutions, Non-Hosted Solutions, or both, as determined to be in the best interest of the City. The City will either issue an intent to award or invite proposers in a competitive range for and of the proposed solutions as determined as the best interest of the City. (Weighted/Scored)


13.2 Table - Round 3 Scoring 

	Demo / Interview Scoring
	POINTS

	Round 3 Interview/Demonstration
	450

	Total
	450




Round 4 - BAFO:  Best and Final Offer (Optional).  (1000 Points)
The City, at its sole option, may conduct a round of Best and Final Offers.  The purpose of the BAFO process is to provide the Proposer an opportunity to discuss the City’s existing systems, processes and procedures, and for the City to discuss the proposer’s methodology and approach to the project.  This round will be used to assess the Proposers design methodology and project implementation and approach. It is understood that Proposers that participate in the BAFO/Discussion round may have the option to update their proposals based on the discussions that take place during the interview.  It is solely up to the Proposer(s) to determine if there is any information that would warrant an update of their proposal.  Each Proposer’s BAFO, containing a revised Pricing Response and revised Functional Objectives Response, would be due ten (10) business days from the BAFO announcement. The updated proposals would be ranked based on the scoring listed below and the highest ranked proposer would be awarded the contract unless the City elects to forego the BAFO round.

Scoring for Round 4 – If the optional BAFO is conducted, unless resubmitted, Round 2 - Proposer’s Qualifications and Experience will be adjusted to meet the revised scoring and carried forward to Round 4. Round 3 – Interview and Demonstrations will be carried over to Round 4 (BAFO) without adjustments. All other weighted scored items will be re-scored if resubmitted or adjusted to meet the revised scoring if no changes are made as indicated below:

13.3 Table - Round 4 Scoring 

	BAFO Scoring
	POINTS

	Response: Proposer’s Qualifications and Experience
(Carry Over from Round 2, unless re-submitted)
	100

	Response: Functional/System/Technical Requirements
	150

	Response: Scope of Work and Project Plan
	100

	Response: Pricing and Cost Effectiveness
	100

	Interview/Demonstration
(Carry Over from Round 3) 
	450

	Inclusion Plan (Carry Over from Round 2, unless re-submitted) 
	100

	Total
	1000



Round 5 - Site Visits, Reference Checks (Optional).
Site Visit:  At the City’s option, City staff may travel to the location of references provided by selected Proposer(s) for an on-site visit. The City may elect to conduct site visits for all top ranked candidates, or only those as needed to obtain additional understanding of the Proposer proposal.  The Proposer will not be present on these site visits.  Transportation costs for City staff shall be at the City cost.  Site Visits are pass/fail.  Those Proposers receiving a failed site visit may be disqualified from consideration.  Pass/Fail
References: The City may contact clients of the Proposer’s services for references. References will be used on a pass/fail basis. Those Proposers receiving a failed reference may be disqualified from consideration.  The City may use any former client, whether or not they have been submitted by the Proposer as references, and the City may choose to serve as a reference if the City has had former work or current work performed by the Proposer. Although the City anticipates completing reference checks at this point in the process, the evaluation committee may contact the client references of the Proposers or other sources in addition to those specifically provided by the Proposer, at any time to assist the City in understanding the services. Pass/Fail
General Evaluation Notes
Repeat of Evaluation Steps: If no Proposer is selected at the conclusion of all the steps, the City may return to any step in the process to repeat the evaluation with those proposals that were active at that step in the process.  In such event, the City shall then sequentially step through all remaining steps as if conducting a new evaluation process. The City reserves the right to terminate the process if it decides no proposals meet its requirements.
Points of Clarification:  Throughout the evaluation process, the City reserves the right to seek clarifications from any Proposer.  

Award Criteria in the Event of a Tie:  In the event that two (2) or more Proposers receive the same Total Score, the contract will be awarded to that Proposer whose response indicates the ability to provide the best overall service and benefit to the City. 
15. AWARD AND CONTRACT EXECUTION INSTRUCTIONS
The City RFP Coordinator intends to provide written notice of the intention to award in a timely manner and to all Proposers responding to the Solicitation.  Please note, however, that there are time limits on protests to bid results, and Proposers have final responsibility to learn of results in sufficient time for such protests to be filed in a timely manner.  

Protests and Complaints
The City has rules to govern the rights and obligations of interested parties that desire to submit a complaint or protest to this RFP process.  Please see the City website at http://www.seattle.gov/city-purchasing-and-contracting for these rules.  Interested parties have the obligation to be aware of and understand these rules, and to seek clarification as necessary from the City.

No Debriefs to Proposers
The City issues results and award decisions to all Proposers, and does not otherwise provide debriefs of the evaluation of their respective proposals.

Instructions to the Apparently Successful Proposer(s)
The Apparently Successful Proposer(s) will receive an Intention to Award Letter from the RFP Coordinator after award decisions are made by the City.  The Letter will include instructions for final submittals that are due prior to execution of the contract or Purchase Order.  

If the Proposer requested City Contract exceptions per the instructions (Section 12), the City will review and select those the City is willing to accept.  There will be no discussion on exceptions.  

After the City reviews any Exceptions, the City may identify proposal elements that require further discussion in order to align the proposal and contract fully with City business needs before finalizing the agreement.  If so, the City will initiate the discussion and the Proposer is to be prepared to respond quickly in City discussions.  The City has provided no more than fifteen (15) calendar days to finalize such discussions. If mutual agreement requires more than fifteen (15) calendar days, the City may terminate negotiations, reject the Proposer and may disqualify the Proposer from future submittals for these same products/services, and continue to the next highest ranked Proposal, at the sole discretion of the City.  The City will send a final agreement package to the Proposer for signature.

Once the City has finalized and issued the contract for signature, the Proposer must execute the contract and provide all requested documents within ten (10) business days.  This includes attaining a Seattle Business License, payment of associated taxes due, and providing proof of insurance.  If the Proposer fails to execute the contract with all documents within the ten (10) day time frame, the City may cancel the award and proceed to the next ranked Proposer, or cancel or reissue this solicitation.  

Cancellation of an award for failure to execute the Contract as attached may result in Proposer disqualification for future solicitations for this same or similar product/service.

Checklist of Final Submittals Prior to Award
The Proposer(s) should anticipate that the Letter will require at least the following.  Proposers are encouraged to prepare these documents as soon as possible, to eliminate risks of late compliance.
· Ensure Seattle Business License is current and all taxes due have been paid.
· Ensure the company has a current State of Washington Business License.
· Supply Evidence of Insurance to the City Insurance Broker if applicable
· Special Licenses (if any)
· Proof of certified reseller status (if applicable)
· Contract Bond (if applicable)
· Supply a Taxpayer Identification Number and W-9 Form 




Attachments

For convenience, the following documents have been embedded in Icon form within this document.  To open, simply double click on Icon.


[bookmark: businesscase][bookmark: taxpayeridandw9formappendix][bookmark: _Hlk508200227]Attachment #1:  Insurance Requirements
	


	Attachment #1



Attachment #2:  Sample Terms and Conditions
	


	Attachment #2
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Request for Proposal 4341

Exhibit A – RFP Glossary

[bookmark: _GoBack]A

A06		Six-Party conference

AACC		Avaya Aura Contact Center

ABD		Staffing Program database that which integrates with Pinnacle

ACI		Application Centric Infrastructure

ACD		Automatic Call Distribution

AD		Active Directory

ADA		Americans with Disabilities Act

ADFS		Active Directory Federation Services

ANI		Automatic Number Identification

API		Application Programming Interface

ARTS		Office of Arts & Culture

AVST		Applied Voice and Speech Technologies



B

BGP		Border Gateway Protocol

BLF		Busy Lamp Field 



C

CAD-RMS	Computer Aided Dispatch- Records Management System

CDP		Cisco Discovery Protocol

CDR		Call Detail Recording

CEN		Seattle Center (also SEACTR)

CIC		Customer Interaction Center provided by Interactive Intelligence

CJIS		Criminal Justice Information Services

CMR		Caller Messaging Recording

CNS		Airbus NXT

COAM 		Customer Owned and Maintained

COR		Class of Restriction

COS		Class of Service

COTS		Commercial Off-The-Shelf

CPU		Central Processing Unit

CRM		Customer Relationship Management

CSB		Customer Service Bureau

CSR		Motorola’s Citizen Service Request System

CTI		Computer Telephony Integration

CXM		Customer Experience Management



D	

DECT		Digital Enhanced Cordless Telecommunications

DEEL		Department of Education and Early Learning

DHCP		Dynamic Host Configuration Protocol

DID		Direct Inward Dialing

DNIS		Dialed Number Identification Service

DoIT		Seattle Department of IT (now known as Seattle IT)

DON		Department of Neighborhoods

DOT		Seattle Department of Transportation

DPD		Seattle Department of Construction & Inspections (new name: SDCI)

DPR		Department of Parks & Recreation 

DRS		Distributed Resources Scheduler

DSS		Digital Switched Service

DTMF		Dual Tone Multi Frequency



E

E911		Enhanced 911

eBGP		Exterior Border Gateway Protocol

EDI		Electronic Data Interchange

EEC		Ethics and Elections

EIGRP		Enhanced Interior Gateway Routing Protocol

EIGRP/PIM	Enhanced Interior Gateway Routing Protocol/ Passive Intermodulation

EOC		Emergency Operations Center

EPP		East Police Precinct



F 

F5		F5 Networks 

FAC		Fire Alarm Center

FAS		Finance and Administrative Services

FERC		Federal Energy Regulatory Commission

FIFO		First In First Out 

FOB		Free on Board

FTP		File Transfer Protocol

FXO		Foreign Exchange Office



G

GA		Generally Available

GB		Gigabit

GUI		Graphical User Interface

GUID		Globally Unique Identifier



H

HA		High Availability

HEATSaaS	HEAT is the Service Desk product name, SaaS is Software as a Service

HR		Human Resources

HSD		Human Services Department

HVAC		Heating Ventilation and Air Conditioning



I

iBGP		Internal Border Gateway Protocol

ICE		Interactive Connectivity Establishment (Cisco term)

IDF		Intermediate Distribution Frame

IM		Instant Messaging

ININ		Interactive Intelligence 

I/O		Input/ Output

IP		Internet Protocol

ISDN		Integrated Services Digital Network

IT		Seattle Information Technology (formerly DoIT)

IVR		Interactive Voice Response



J

JTF		Joint Training Facility for Seattle Police Dept



L

LAN		Local Area Network

LAW		Law Department

LDAP		Lightweight Directory Access Protocol

LEC		Local Exchange Carrier

LEG		Legislative

LOC		Logistics Operation Center



M

MAC/D		Move Add Change/ Delete

MDF		Main Distribution Frame

MoE		Metro over Ethernet

MPS 		Media Processing Server (Avaya term)

MSRP		Manufacturer Suggested Retail Price



N

NACD		Networked Automatic Call Distribution 

NBD		Next Business Day

NCIS		Network Communications and Information Systems

NERC		North American Electric Reliability Corporation

NGDC East	Next Generation Data Center in Liberty Lake, WA

NGDC West	Next Generation Data Center in Tukwila, WA

NLP		National List Price

NPP		North Police Precinct

NXX		North American Numbering Plan Office Codes

O

O365		Office 365, Microsoft Cloud product

OCC		Operations Control Center

OCR		Office of Civil Rights

ODBC		Open Database Connectivity

OED		Office of Economic Development

OEM		Original Equipment Manufacturer

OH		Office of Housing

OIR		Office of Intergovernmental Relations

OIRA		Office of Immigrant & Refugee Affairs

OLS		Office of Labor Standards

OPCD		Office of Planning & Community Development

ORC		Operations Response Center

OS		Operating System

OSE		Office of Sustainability & Environment

OSPF		Open Shortest Path First

P

PARKS		Department of Parks & Recreation (also DPR)

PBX		Private Branch Exchange

PCI		Payment Card Industry

PCSD		Purchasing and Contract/Consulting Department 

PDR		Public Disclosure Request

PDW		Project Design Workbook

PHKC		Public Health Seattle and King County

PoE		Power over Ethernet

PoLRE		Power over Long Reach Ethernet

POTS		Plain Old Telephone Service

PRI		Primary Rate Interface

PSAP		Public Safety Answering Point

PSTN		Public Switched Telephone Network

PVR		Private Line Ringing (Nortel Term)



Q

QoS		Quality of Service

Q-SYS		Avidex SIP Paging solution 



R

RAVE		Alert Seattle, outbound notification system 

RCA		Revenue and Consumer Affairs

RDMS		Relational Database Management System

REST		Representational State Transfer

RET		Retirement System

RMA		Return Material Authorization

RMC		Risk Management Checklist

RPA		Robotic Process Automation



S

SAS		Seattle Animal Shelter

SBC		Session Border Controller

SCL		Seattle City Light

SDCI		Seattle Department of Construction & Inspections (formerly DPD)

SDOT		Seattle Department of Transportation

SDHR		Seattle Department of Human Resources

SEACNTR	Seattle Center (also CEN)

SfB		Skype for Business

SFD		Seattle Fire Department

SHA		Seattle Housing Authority

SIP		Session Initiation Protocol

SMC		Seattle Municipal Court

SMS		Short Message Service

SMT		Seattle Municipal Tower

SOAP		Simple Object Access Protocol

SOCR		Seattle Office of Civil Rights

SONET		Synchronous Optical Network

SPD		Seattle Police Department

SPL		Seattle Public Library

SPP		Seattle Police Precinct

SPU		Seattle Public Utilities

SSL		Secure Sockets Layer

SQL		Structured Query Language



T

T1		Digital carrier facility 

TCP/IP		Transmission Control Protocol/ Internet Protocol

TDM		Time-Division Multiplexing

TMS		TeleManagement System 

TR		Telephone Room, formerly known as IDF

TUI		Telephone User Interface

U

UBI#		Washington State Business License

UC		Unified Communications

UM		Unified Messaging

UPS		Uninterruptable Power Supply

V

VLAN		Virtual Local Area Network

VMware	Virtual cloud computing and platform 

VoIP		Voice over IP

VPN		Virtual Private Network

W

WAN		Wide Area Network

WAP		Wireless Access Point

WBBLL		Washington Talking Book & Braille Library

WBS		Work Breakdown Structure

WFM		Workforce Management

WMBE 		Women and Minority-owned Business Enterprise

WPP		West Police Precinct
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Exhibit C - PBX  Network Diagram.pdf


Exhibit C - PBX Network Diagram.pdf


Converged Voice Network
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Exhibit D PBX Site  Config


Exhibit D PBX Site Config
Sites 

		Site Name 		PBX System Make and Model		Qty analog station ports		Qty digital station ports		Qty VoIP station ports		Qty SIP station ports		Qty of OPX  ports		Qty analog trunks 		Qty SIP Access Ports		Qty T1 circuits		Qty T1 PRI circuits		PVR		Hot Dials 
1-way		Hot Dials 
2-way		Site Notes / Critical Info

		Seattle Municipal Tower		1x Avaya Session Manager (Active-Active w/WPP)								4																		Active-Active system

		Seattle Municipal Tower		2x Avaya System Manager  (Platform HA)																										HA system

		Seattle Center		Audio Codes M2000 Gateway

		Justice Center		Audio Codes M2000 Gateway

		Seattle Municipal Tower		Audio Codes M2000 Gateway

		Seattle Municipal Tower		Audio Codes M2000 Gateway

		West Police Precinct		Audio Codes M2000 Gateway

		West Data Center		Audio Codes M3000 Gateway/SBC																		0								12 in use (1024 SIP sessions available between M3K and CIC server)

		Seattle Municipal Tower		Audio Codes M3000 Gateway/SBC								1										16								84 max PRI/T1 trunks, 4 in use - 3 to CIC development system

		West Police Precinct		Audio Codes M3000 Gateway/SBC								1										4								84 max PRI/T1 trunks, 4 in use 

		Justice Center		Nortel/Avaya  MPS500 IVR

		Seattle Municipal Tower		Nortel/Avaya  MPS500 IVR

		Justice Center		Nortel/Avaya Call Pilot

		Seattle Municipal Tower		Nortel/Avaya Call Pilot

		Justice Center		Nortel/Avaya Carrier Remote  LP 56		4		6

		Justice Center		Nortel/Avaya Contact Center

		Seattle Municipal Tower		Nortel/Avaya Contact Center																										 

		intentionally left blank

		Cedar Falls		Nortel/Avaya CS1000E PBX		18		67		0						6		23				2								No SIP utilized at this site

		Time Square		Nortel/Avaya CS1000E PBX		4		85								6		23				2		0		0		0

		Seattle Municipal Tower		Nortel/Avaya CS1000E PBX		30		990		386						14		294				2		1		27		0		(4) associated SMG's at Charles Street, North Service Center, South Service Center & Fire HQ  

		West Police Precinct		Nortel/Avaya CS1000E PBX		2		1		3								264				2		1		11		0		(3) associated SMG's at Southwest, South and East Precincts  

		Seattle Municipal Tower		Nortel/Avaya CS1000M MG PBX		786		180		1554						220		954		16		41		3		69		7		Analog trunks used for music on hold, recorded announcements plus  fiber remotes

		Emerg Ops Center		Nortel/Avaya CS1000M PBX		27		198		0						17				1		5		13		11		19

		Water Operations		Nortel/Avaya CS1000M PBX		70		175		0						11						2		0		1		3

		Seattle Center		Nortel/Avaya CS1000M PBX		271		170		653				18		23		635		2		13		0		33		1		OPX Circuits: Kent Landfill (6); Armory (1); ITD Radio Shop (2); McCaw Hall (3); Exhibition Hall (2); Bagley-Wright Theater (2); Fisher Pavillion (1); NW Rooms (1)

		Justice Center		Nortel/Avaya CS1000M PBX		451		1298		480						49		107		7		19		1		10		72		(1) PRI to Fire HQ for PCI compliance 

		West Police Precinct		Nortel/Avaya CS1000M PBX		71		177		10						5		107		2		16		1		14		1

		North Service Center SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		108		387						3		18														OPX Circuits: Jackson Golf Course (2); Parks-Ground Maintenance(1)

		East Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		23		45						4		4														OPX Circuits: Kubota Gardens (2), Seward Park (1), EPP Fuel Pump (1)

		SW Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		19		43								5

		South Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		11		51								5

		Fire HQ SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		26		80						1		4						1								(1) PRI to Justice Center for PCI compliance 
1 OPX to Freeway Park

		South Service Center SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		91		337						1		14														(1) OPX Circuit at Police Impound

		Charles St SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		70		114								6

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    BofCAL		0		13

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    CENT		16		144

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL20		33		603

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL26		88		349

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL41		50		633

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL47		15		589

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL53    		61		943

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    JC		0		22

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    LIB		52		11

		Justice Center		Nortel/Avaya CS1Km Fiber Remote  LP 24		22		181

		Justice Center		Nortel/Avaya CS1Km Fiber Remote  LP 76		13		154

		West Police Precinct		Avaya Session Manager (Active-Active w/SMT)																										Active-Active system

		West Police Precinct		Nortel/Avaya Contact Center
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Dial Tone 

		Site Name 		PBX System Make and Model		Qty of OPX or remote ports		Qty analog trunk circuits		Qty T1 Circuits		Qty T1 (PRI) circuits		2-way ringdown

		Emerg Ops Center		Nortel/Avaya CS1000M PBX				17		1		5		14

		North Service Center SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		3		18

		East Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		4		4

		Cedar Falls		Nortel/Avaya CS1000E PBX				6				2		1

		SW Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)				5						1

		Water Operations		Nortel/Avaya CS1000M PBX				11				2		2

		South Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)				5

		Fire HQ SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		1		4				1

		Seattle Center		Nortel/Avaya CS1000M PBX		18		23		2		13

		South Service Center SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		1		14

		Time Square		Nortel/Avaya CS1000E PBX				6				2

		Justice Center		Nortel/Avaya CS1000M PBX				49		7		19		1

		Seattle Municipal Tower		Nortel/Avaya CS1000E PBX				14				6		1

		Seattle Municipal Tower		Nortel/Avaya CS1000M MG PBX				220		16		41

		Charles St SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)				6

		West Police Precinct		Nortel/Avaya CS1000E PBX								6		2

		West Police Precinct		Nortel/Avaya CS1000M PBX				5		2		16		 

		West Data Center		Audio Codes M3000 Gateway/SBC								10

		City Hall 												1

						27		407		28		123		23





station counts 

		PBX		Analog		Digital totals		SIP		I-set VoIP Sets

		Cedar Falls		18		67

		Time Square		4		85

		Water Ops		70		176

		Seattle Municipal Tower "M"		1112		4370				1651

		Seattle Municipal Tower "E"		324		990				391

		West Police Precinct "M"		72		232				10

		West Police Precinct "E"		54		208				3

		Justice Center		508		1693				520

		Sea Center		272		3				673

		Session Manager WPP/SMT						4

		Audio Codes M3K WPP/SMT						1

		Totals		2434		7824		5		3248
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Exhibit E - Data Sites  with Bandwidth.xlsx


Exhibit E - Data Sites with Bandwidth.xlsx
sites by alphabetical loc

		Seattle IT Data Network/VoIP site circuit and bandwidth information

		Site		Circuit		Bandwidth		Converged 
Network 		Host VoIP PBX		Comments

		Ravenna Barn		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		100 Dexter Av		Fiber		1 gig		yes		Seattle Ctr cs1000m

		330 Fairview		Fiber		1 gig		yes		SMT 1000E

		4501 north hq.ci.seattle.wa.us		Fiber		1 gig		no		none

		714 Charles St		Fiber		1 gig		no		none

		801 Charles St bodyshop		Fiber		1 gig		no		none

		802 Charles St Fleets		Fiber		1 gig		no		none

		805 Charles St Fleets		Fiber		1 gig		no		none

		805 South  Dearborn weights and measures		Fiber		1 gig		no		none

		8061 Densmore		Fiber		1 gig		no		none 

		901 5th Ave Seattle City Light 		Fiber		1 gig		no		SMT 1000M

		Alki Community Center		Century Link T1		1.544 Mb		yes		SMT 1000M		requires more bandwidth

		Animal Shelter		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Arboretum		Century Link T1		1.544 Mb		yes		SMT 1000M		requires more bandwidth

		Ballard Bridge		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Ballard Community Center		Canopy		40 Mb		yes		Seattle Ctr cs1000m

		Ballard Neighborhood Service Center 		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Ballard Pool		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Ballard Library		 Fiber		1 gig		yes		Seattle Ctr cs1000m

		Bank of America  30th flr		 Fiber		1 gig		no		SMT 1000M

		Bank of America  31th flr		 Fiber		1 gig		yes		SMT 1000e

		Beacon Hill Library		 Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Belltown Community Center		 Fiber		1 gig		yes		Seattle Ctr cs1000m

		Bitter Lake Annex 		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Bitter Lake Community Center		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Broadview Library		 Fiber		1 gig		yes		Seattle Ctr cs1000m

		Camp Long		 Fiber		1 gig		yes		SMT 1000M

		Capitol Hill Library		 Fiber		1 gig		yes		SMT 1000M

		Carkeek Park		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Cedar Falls PBX		 Fiber		1 gig		no		none 

		Central Bldg		 Fiber		1 gig		no		none

		Central Library		 Fiber		1 gig		yes		SMT 1000M

		Central Neighborhood Service Center 		Canopy		40 Mb		yes		SMT 1000M

		Charles Street		 Fiber		1 gig		no		none 

		City Hall (Multiple floors).		Fiber		10 Gig 		no		none

		Communications Shop		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Colman Pool		Fiber		1 gig		yes		SMT 1000M

		Colorcraft Bldg		Fiber		1 gig		no		Seattle Ctr cs1000m

		Columbia Library		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Columbia Tower Law Dept		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Citizen Service Bureau		Fiber		1 gig		yes		SMT 1000M

		Delridge Community Center		Century Link T1		1.544 Mb		yes		SMT 1000M		requires more bandwidth

		Delridge Library		Fiber		1 gig		yes		SMT 1000M

		Dexter retirement		Fiber		1 gig		yes		SMT 1000M		requires more bandwidth

		Discovery Park Crew		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Discovery Park		Century Link MOE		1.544 Mb		yes		Seattle Ctr cs1000m

		Douglas Truth Library		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		East Police Precinct DoIt SW		Fiber		1 gig		no		none

		East central grounds maintenance		Fiber		1 gig		yes		SMT 1000M

		FAC (Multiple Flrs)		Fiber		1 gig		no		none

		Finance and Admins Services warehouse		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Fire Station 17		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Fire Dept boat trailer		Fiber		1 gig		yes		Not in service

		Fire Dept garage		Fiber		1 gig		no		unknown

		Fire Dept HQ		Fiber		1 gig		no		SMT 1000E

		Fire Marshall		Fiber		1 gig		no		none

		Fire Dept Pension		Canopy		40 Mb		yes		Seattle Ctr cs1000m

		Fire Station 02		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Fire Station 03		Canopy		40 Mb		yes		Seattle Justice Ctr 1000m

		Fire Station 05		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Fire Station 06 		Fiber		1 gig		yes		SMT 1000M

		Fire Station 08		Fiber		1 gig		yes		SMT 1000M

		Fire Station 09		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Fire Station 10		Fiber		1 gig		yes		none 

		Fire Station 11		Fiber		1 gig		yes		SMT 1000M

		Fire Station 13		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Fire Station 14		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Fire Station 16		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Fire Station 17		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Fire Station 18		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Fire Station 20		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Fire Station 21		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Fire Station 22 		Canopy		40 Mb		yes		Seattle Justice Ctr 1000m

		Fire Station 24		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Fire Station 25 		Fiber		1 gig		yes		SMT 1000E

		Fire Station 26		Fiber		1 gig		yes		SMT 1000M

		Fire Station 27		Fiber		1 gig		yes		SMT 1000M

		Fire Station 28		Fiber		1 gig		yes		SMT 1000M

		Fire Station 29		Fiber		1 gig		yes		SMT 1000M

		Fire Station 30		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Fire Station 31		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Fire Station 32 		Century Link T1		1.544 Mb		yes		Seattle Justice Ctr 1000m		requires more bandwidth

		Fire Station 33		Fiber		1 gig		yes		SMT 1000M

		Fire Station 34		Fiber		1 gig		yes		SMT 1000M

		Fire Station 35		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Fire Station 36		Fiber		1 gig		yes		SMT 1000E

		Fire Station 37		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Fire Station 38		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Fire Station 39		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Fire Station 40 		Century Link MOE		10 Mb		yes		Seattle Ctr cs1000m

		Fire Station 41		Century Link MOE		10 Mb		yes		Seattle Ctr cs1000m

		Fire Dept fireboat		Canopy		40 Mb		yes		unknown 

		Freemont Bridge NW Tower		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Freemont Bridge SE/SW Tower		100 Mb Copper				yes		Seattle Ctr cs1000m

		Freemont Library		Fiber		1 gig				Seattle Ctr cs1000m

		Garfield Community Center		Canopy		40 Mb		yes		SMT 1000M

		Garfield Teen Center		Canopy		40 Mb		yes		SMT 1000M

		Golden Garden bathhouse		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Golden Garden MHQ		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Green Lake Community Center		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Green Lake Library		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Green Lake smallcraft		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Greenwood Library		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Haller Lake main bldg		Fiber		1 gig		no		none

		Haller Lake Seattle Public Utilities (NOC)		Fiber		1 gig		no		none

		Hiawatha Community Center.		Century Link T1		1.544 Mb		yes		SMT 1000M

		High Point Community Center		Canopy		40 Mb		yes		SMT 1000M

		High Point Library		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		International District Community Center		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		International District Library		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Japaneese Gardens		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Jefferson Community Center		Fiber		1 gig		yes		SMT 1000M

		Jefferson Golf Course		Canopy		40 Mb		yes		SMT 1000M

		Jefferson Horticulture bldg		Fiber		1 gig		yes		SMT 1000M

		Joint Training Facility (JTF) 		Fiber		1 gig		yes		SMT 1000M

		Justice Center (multiple floors)		Fiber		10 gig		no		none

		SPD K-9 unit 		Fiber		1 gig		yes		SMT 1000e

		King County Jail		Fiber		1 gig		no		none 

		Kent Landfill Transfer Station		MPLS		5 Mb		no		SMT

		Key Arena		Fiber		1 gig		no		none

		King Street 		Canopy		40 Mb		no		none

		Kubota Gardens		DSL				no		none 

		Lake City Library		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Lake City Neighborhood Service Center 		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Langston Hughes Cultural Arts Center		Century Link T1		1.544 Mb		yes		SMT 1000M		requires more bandwidth

		Laurelhurst Community Center		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Laurelhurst Gym		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Lincoln Park		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Loyal Heights Community Center		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Madison Pool		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Madrona Library		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Magnolia Community Center		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Magnolia Library		Fiber		1 gig		yes		Seattle Ctr cs1000m

		McCaw Hall		Fiber		1 gig		no		none

		Meadowbrook Community Center		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Meadowbrook Teen Center		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Medgar Evers Pool		Century Link T1		1.544 Mb		yes		SMT 10000m		requires more bandwidth

		Medic 1 Harborview		Fiber		1 gig		yes		SMT 10000m

		Meter Shop		Fiber		1 gig		no		none

		Miller Annex		Canopy		40 Mb		yes		SMT 10000m

		Miller Community Center		Canopy		40 Mb		yes		SMT 10000m

		Montlake Community Center		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Montlake Library		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Mounger Pool		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Mount Baker Rowing		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Seattle Police Dept Mounted Patrol		Fiber		1 gig		no		SMY 1000e

		Municipal Court		Fiber		1 gig		yes		SMT 10000m

		New Holly Library		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		North Service Center (Multiple floors and bldg's)		Fiber		10 Gig		no		none 

		North Service Center Bldg B		Fiber		1 gig		no		none

		Northeast Library		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Northgate Community Center		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Operations Control Center 		Fiber		10 Gig		no		none 

		ORC contact center		Fiber		1 gig		yes		SMT 10000m

		Pacific Bldg (Retirement)		Fiber		1 gig		yes		SMT 10000m

		Park 90/5		Fiber		1 gig		no		none

		Pier 55		Century Link T1		1.544 Mb		no		none 		requires more bandwidth

		Polson Building		MOE		50 Mb shared		yes		SMT

		Queen Anne Community Center		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Queen Anne Pool		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Queen Anne Library		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Rainier Beach Community Center		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Rainier Community Center		Fiber		1 gig		yes		SMT 1000m

		Rainier Library		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Ravenna barn		Fiber		1 gig		yes		Seattle Ctr cs1000m

		Ravenna Eckstein Community Center		Century Link T1		1.544 Mb		yes		not identified 		requires more bandwidth

		RDA Bldg		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Rebecca Rogers home		Century Link T1		1.544 Mb		yes		none		requires more bandwidth

		Renton Human Services Dept 		Century Link MOE		50 Mb		no		none		requires more bandwidth

		Sandpoint Complex (Multiple Bldgs on campus)		Fiber		10 Gig		yes/partially		Seattle Ctr cs1000m

		SDOT Charles St dispatch		Fiber		1 gig		yes		SMT 1000m

		SDOT Engineering (Freemont Bridge)		Century Link T1		1.544		yes		Seattle Ctr cs1000m		requires more bandwidth

		SDOT West Seattle yard		Canopy		40 Mb		yes		SMT 1000m

		Seapark garage		Fiber		1 gig		no		none 

		Seattle Center (Multiple flrs and bldg's)		Fiber		10 gig		no		Seattle Ctr cs1000m

		Seattle Center call center		Fiber		1 gig		yes		SMT 1000m

		Seattle City Light call ctr (SMT-28)		Fiber		1 gig		no		SMT 1000m

		Seattle Tennis		Canopy		40 Mb		yes		SMT 1000m

		Seattle Municipal Tower (multiple flrs)		Fiber		10 gig		Partial		SMT 1000m

		Seattle Municipal Tower 24th flr		Fiber		1 gig		yes		SMT 1000m

		Seattle Municipal Tower 25th flr		Fiber		1 gig		yes		SMT 1000m

		Seattle Municipal Tower 26th flr core		Fiber		1 gig		yes		SMT 1000m

		Seattle Public Utilities call center (SMT flr 31)		Fiber		1 gig		yes		SMT 1000m

		Seattle Public Utilities Cedar Falls Treatment Facility		Fiber		1 gig		no		SMT 1000m

		Seattle Public Utilities South Transfer Station		Fiber		1 gig		yes		SMT 1000m

		Seattle Public Utilities North Transfer Station		Fiber		1 gig		yes		SMT 1000e

		Seattle Public Utilities Lake Young		Fiber		1 gig		yes		SMT 1000m

		Seattle Public Utilities Landsburg Treatment Facility		Fiber		1 gig		yes		SMT 1000m

		Southeast Grounds Maintenance		Century Link T1		1.544 Mb		yes		not identified 		requires more bandwidth

		South Park Bridge		Century Link T1		1.544 Mb		yes		SMT 1000e		requires more bandwidth

		south Park Community Center.		Century Link T1		1.544 Mb		yes		SMT 1000m		requires more bandwidth

		South Park Library		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		South Police Precinct		Fiber		1 gig		no		none 

		South Service Center Bldg A PBX		Fiber		1 gig		no		none 

		Southwest Community Center		Fiber		1 gig		yes		SMT 1000M

		Southwest Library		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Southwest Neighborhood Service Center 		Fiber		1 gig		yes		SMT 1000m

		Southwest Grounds Maintenance		Century Link T1		1.544 Mb		yes		SMT 1000e

		Southeast Neighborhood Service Center 		Century Link T1		1.544 Mb		yes		SMT 1000m		requires more bandwidth

		Southwest Community Center		Fiber		1 gig		yes		SMT 1000m

		SPD gun range		Fiber		1 gig		yes		SMT 1000e

		Spokane St Bridge (West)		Century Link T1		1.544 Mb		yes		SMT 1000m		requires more bandwidth

		Stewart St Seattle City Light		Fiber		1 gig		yes		unknown

		Seattle DOT Traffic Shop (SunnyJjim)		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Tire Shop		Fiber		1 gig		no		none 

		University Bridge		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		University Neighborhood Service Center 		Century Link T1		1.544 Mb		yes		Seattle Ctr cs1000m		requires more bandwidth

		Van Asselt Community Center		Fiber		1 gig		yes		SMT 1000e

		Volunteer Bungalow		Fiber		1 gig		yes		SMT 1000m

		Volunteer Conservatory		Fiber		1 gig		yes		SMT 1000m

		Volunteer Park		Century Link T1		1.544 Mb		yes		SMT 1000m		requires more bandwidth

		Westcentral Grounds Maintenance		Canopy		40 Mb		yes		SMT 1000m

		West Police Precinct (multiple floors)		Fiber		10 gig		no		none 

		West Seattle Golf		Fiber		1 gig		no		none 

		West Seattle Library		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Westbridge shops (Parks)		Fiber		1 gig		yes		Seattle Justice Ctr 1000m

		Yesler Community Center		Canopy		40 Mb		yes		SMT 1000m
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Exhibit D PBX Site Config
Sites 

		Site Name 		PBX System Make and Model		Qty analog station ports		Qty digital station ports		Qty VoIP station ports		Qty SIP station ports		Qty of OPX  ports		Qty analog trunks 		Qty SIP Access Ports		Qty T1 circuits		Qty T1 PRI circuits		PVR		Hot Dials 
1-way		Hot Dials 
2-way		Site Notes / Critical Info

		Seattle Municipal Tower		1x Avaya Session Manager (Active-Active w/WPP)								4																		Active-Active system

		Seattle Municipal Tower		2x Avaya System Manager  (Platform HA)																										HA system

		Seattle Center		Audio Codes M2000 Gateway

		Justice Center		Audio Codes M2000 Gateway

		Seattle Municipal Tower		Audio Codes M2000 Gateway

		Seattle Municipal Tower		Audio Codes M2000 Gateway

		West Police Precinct		Audio Codes M2000 Gateway

		West Data Center		Audio Codes M3000 Gateway/SBC																		0								12 in use (1024 SIP sessions available between M3K and CIC server)

		Seattle Municipal Tower		Audio Codes M3000 Gateway/SBC								1										16								84 max PRI/T1 trunks, 4 in use - 3 to CIC development system

		West Police Precinct		Audio Codes M3000 Gateway/SBC								1										4								84 max PRI/T1 trunks, 4 in use 

		Justice Center		Nortel/Avaya  MPS500 IVR

		Seattle Municipal Tower		Nortel/Avaya  MPS500 IVR

		Justice Center		Nortel/Avaya Call Pilot

		Seattle Municipal Tower		Nortel/Avaya Call Pilot

		Justice Center		Nortel/Avaya Carrier Remote  LP 56		4		6

		Justice Center		Nortel/Avaya Contact Center

		Seattle Municipal Tower		Nortel/Avaya Contact Center																										 

		intentionally left blank

		Cedar Falls		Nortel/Avaya CS1000E PBX		18		67		0						6		23				2								No SIP utilized at this site

		Time Square		Nortel/Avaya CS1000E PBX		4		85								6		23				2		0		0		0

		Seattle Municipal Tower		Nortel/Avaya CS1000E PBX		30		990		386						14		294				2		1		27		0		(4) associated SMG's at Charles Street, North Service Center, South Service Center & Fire HQ  

		West Police Precinct		Nortel/Avaya CS1000E PBX		2		1		3								264				2		1		11		0		(3) associated SMG's at Southwest, South and East Precincts  

		Seattle Municipal Tower		Nortel/Avaya CS1000M MG PBX		786		180		1554						220		954		16		41		3		69		7		Analog trunks used for music on hold, recorded announcements plus  fiber remotes

		Emerg Ops Center		Nortel/Avaya CS1000M PBX		27		198		0						17				1		5		13		11		19

		Water Operations		Nortel/Avaya CS1000M PBX		70		175		0						11						2		0		1		3

		Seattle Center		Nortel/Avaya CS1000M PBX		271		170		653				18		23		635		2		13		0		33		1		OPX Circuits: Kent Landfill (6); Armory (1); ITD Radio Shop (2); McCaw Hall (3); Exhibition Hall (2); Bagley-Wright Theater (2); Fisher Pavillion (1); NW Rooms (1)

		Justice Center		Nortel/Avaya CS1000M PBX		451		1298		480						49		107		7		19		1		10		72		(1) PRI to Fire HQ for PCI compliance 

		West Police Precinct		Nortel/Avaya CS1000M PBX		71		177		10						5		107		2		16		1		14		1

		North Service Center SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		108		387						3		18														OPX Circuits: Jackson Golf Course (2); Parks-Ground Maintenance(1)

		East Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		23		45						4		4														OPX Circuits: Kubota Gardens (2), Seward Park (1), EPP Fuel Pump (1)

		SW Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		19		43								5

		South Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		11		51								5

		Fire HQ SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		26		80						1		4						1								(1) PRI to Justice Center for PCI compliance 
1 OPX to Freeway Park

		South Service Center SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		91		337						1		14														(1) OPX Circuit at Police Impound

		Charles St SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		70		114								6

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    BofCAL		0		13

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    CENT		16		144

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL20		33		603

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL26		88		349

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL41		50		633

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL47		15		589

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL53    		61		943

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    JC		0		22

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    LIB		52		11

		Justice Center		Nortel/Avaya CS1Km Fiber Remote  LP 24		22		181

		Justice Center		Nortel/Avaya CS1Km Fiber Remote  LP 76		13		154

		West Police Precinct		Avaya Session Manager (Active-Active w/SMT)																										Active-Active system

		West Police Precinct		Nortel/Avaya Contact Center
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Dial Tone 

		Site Name 		PBX System Make and Model		Qty of OPX or remote ports		Qty analog trunk circuits		Qty T1 Circuits		Qty T1 (PRI) circuits		2-way ringdown

		Emerg Ops Center		Nortel/Avaya CS1000M PBX				17		1		5		14

		North Service Center SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		3		18

		East Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		4		4

		Cedar Falls		Nortel/Avaya CS1000E PBX				6				2		1

		SW Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)				5						1

		Water Operations		Nortel/Avaya CS1000M PBX				11				2		2

		South Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)				5

		Fire HQ SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		1		4				1

		Seattle Center		Nortel/Avaya CS1000M PBX		18		23		2		13

		South Service Center SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		1		14

		Time Square		Nortel/Avaya CS1000E PBX				6				2

		Justice Center		Nortel/Avaya CS1000M PBX				49		7		19		1

		Seattle Municipal Tower		Nortel/Avaya CS1000E PBX				14				6		1

		Seattle Municipal Tower		Nortel/Avaya CS1000M MG PBX				220		16		41

		Charles St SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)				6

		West Police Precinct		Nortel/Avaya CS1000E PBX								6		2

		West Police Precinct		Nortel/Avaya CS1000M PBX				5		2		16		 

		West Data Center		Audio Codes M3000 Gateway/SBC								10

		City Hall 												1

						27		407		28		123		23





station counts 

		PBX		Analog		Digital totals		SIP		I-set VoIP Sets

		Cedar Falls		18		67

		Time Square		4		85

		Water Ops		70		176

		Seattle Municipal Tower "M"		1112		4370				1651

		Seattle Municipal Tower "E"		324		990				391

		West Police Precinct "M"		72		232				10

		West Police Precinct "E"		54		208				3

		Justice Center		508		1693				520

		Sea Center		272		3				673

		Session Manager WPP/SMT						4

		Audio Codes M3K WPP/SMT						1

		Totals		2434		7824		5		3248




























Exhibit D PBX Site Config
Sites 

		Site Name 		PBX System Make and Model		Qty analog station ports		Qty digital station ports		Qty VoIP station ports		Qty SIP station ports		Qty of OPX  ports		Qty analog trunks 		Qty SIP Access Ports		Qty T1 circuits		Qty T1 PRI circuits		PVR		Hot Dials 
1-way		Hot Dials 
2-way		Site Notes / Critical Info

		Seattle Municipal Tower		1x Avaya Session Manager (Active-Active w/WPP)								4																		Active-Active system

		Seattle Municipal Tower		2x Avaya System Manager  (Platform HA)																										HA system

		Seattle Center		Audio Codes M2000 Gateway

		Justice Center		Audio Codes M2000 Gateway

		Seattle Municipal Tower		Audio Codes M2000 Gateway

		Seattle Municipal Tower		Audio Codes M2000 Gateway

		West Police Precinct		Audio Codes M2000 Gateway

		West Data Center		Audio Codes M3000 Gateway/SBC																		0								12 in use (1024 SIP sessions available between M3K and CIC server)

		Seattle Municipal Tower		Audio Codes M3000 Gateway/SBC								1										16								84 max PRI/T1 trunks, 4 in use - 3 to CIC development system

		West Police Precinct		Audio Codes M3000 Gateway/SBC								1										4								84 max PRI/T1 trunks, 4 in use 

		Justice Center		Nortel/Avaya  MPS500 IVR

		Seattle Municipal Tower		Nortel/Avaya  MPS500 IVR

		Justice Center		Nortel/Avaya Call Pilot

		Seattle Municipal Tower		Nortel/Avaya Call Pilot

		Justice Center		Nortel/Avaya Carrier Remote  LP 56		4		6

		Justice Center		Nortel/Avaya Contact Center

		Seattle Municipal Tower		Nortel/Avaya Contact Center																										 

		intentionally left blank

		Cedar Falls		Nortel/Avaya CS1000E PBX		18		67		0						6		23				2								No SIP utilized at this site

		Time Square		Nortel/Avaya CS1000E PBX		4		85								6		23				2		0		0		0

		Seattle Municipal Tower		Nortel/Avaya CS1000E PBX		30		990		386						14		294				2		1		27		0		(4) associated SMG's at Charles Street, North Service Center, South Service Center & Fire HQ  

		West Police Precinct		Nortel/Avaya CS1000E PBX		2		1		3								264				2		1		11		0		(3) associated SMG's at Southwest, South and East Precincts  

		Seattle Municipal Tower		Nortel/Avaya CS1000M MG PBX		786		180		1554						220		954		16		41		3		69		7		Analog trunks used for music on hold, recorded announcements plus  fiber remotes

		Emerg Ops Center		Nortel/Avaya CS1000M PBX		27		198		0						17				1		5		13		11		19

		Water Operations		Nortel/Avaya CS1000M PBX		70		175		0						11						2		0		1		3

		Seattle Center		Nortel/Avaya CS1000M PBX		271		170		653				18		23		635		2		13		0		33		1		OPX Circuits: Kent Landfill (6); Armory (1); ITD Radio Shop (2); McCaw Hall (3); Exhibition Hall (2); Bagley-Wright Theater (2); Fisher Pavillion (1); NW Rooms (1)

		Justice Center		Nortel/Avaya CS1000M PBX		451		1298		480						49		107		7		19		1		10		72		(1) PRI to Fire HQ for PCI compliance 

		West Police Precinct		Nortel/Avaya CS1000M PBX		71		177		10						5		107		2		16		1		14		1

		North Service Center SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		108		387						3		18														OPX Circuits: Jackson Golf Course (2); Parks-Ground Maintenance(1)

		East Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		23		45						4		4														OPX Circuits: Kubota Gardens (2), Seward Park (1), EPP Fuel Pump (1)

		SW Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		19		43								5

		South Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		11		51								5

		Fire HQ SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		26		80						1		4						1								(1) PRI to Justice Center for PCI compliance 
1 OPX to Freeway Park

		South Service Center SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		91		337						1		14														(1) OPX Circuit at Police Impound

		Charles St SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		70		114								6

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    BofCAL		0		13

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    CENT		16		144

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL20		33		603

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL26		88		349

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL41		50		633

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL47		15		589

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    FL53    		61		943

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    JC		0		22

		Seattle Municipal Tower		Nortel/Avaya CS1Km Fiber Remote    LIB		52		11

		Justice Center		Nortel/Avaya CS1Km Fiber Remote  LP 24		22		181

		Justice Center		Nortel/Avaya CS1Km Fiber Remote  LP 76		13		154

		West Police Precinct		Avaya Session Manager (Active-Active w/SMT)																										Active-Active system

		West Police Precinct		Nortel/Avaya Contact Center
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Dial Tone 

		Site Name 		PBX System Make and Model		Qty of OPX or remote ports		Qty analog trunk circuits		Qty T1 Circuits		Qty T1 (PRI) circuits		2-way ringdown

		Emerg Ops Center		Nortel/Avaya CS1000M PBX				17		1		5		14

		North Service Center SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		3		18

		East Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		4		4

		Cedar Falls		Nortel/Avaya CS1000E PBX				6				2		1

		SW Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)				5						1

		Water Operations		Nortel/Avaya CS1000M PBX				11				2		2

		South Police Precinct SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)				5

		Fire HQ SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		1		4				1

		Seattle Center		Nortel/Avaya CS1000M PBX		18		23		2		13

		South Service Center SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)		1		14

		Time Square		Nortel/Avaya CS1000E PBX				6				2

		Justice Center		Nortel/Avaya CS1000M PBX				49		7		19		1

		Seattle Municipal Tower		Nortel/Avaya CS1000E PBX				14				6		1

		Seattle Municipal Tower		Nortel/Avaya CS1000M MG PBX				220		16		41

		Charles St SMG		Nortel/Avaya CS1Ke IPMG (Media Gateways)				6

		West Police Precinct		Nortel/Avaya CS1000E PBX								6		2

		West Police Precinct		Nortel/Avaya CS1000M PBX				5		2		16		 

		West Data Center		Audio Codes M3000 Gateway/SBC								10

		City Hall 												1

						27		407		28		123		23





station counts 

		PBX		Analog		Digital totals		SIP		I-set VoIP Sets

		Cedar Falls		18		67

		Time Square		4		85

		Water Ops		70		176

		Seattle Municipal Tower "M"		1112		4370				1651

		Seattle Municipal Tower "E"		324		990				391

		West Police Precinct "M"		72		232				10

		West Police Precinct "E"		54		208				3

		Justice Center		508		1693				520

		Sea Center		272		3				673

		Session Manager WPP/SMT						4

		Audio Codes M3K WPP/SMT						1

		Totals		2434		7824		5		3248
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Exhibit F AudioCodes by Site
sheet 1

				Location		Device Type		Originating PBX		Active ports

		Seattle Public Library 

				Ballard Library		MP-114		SC 		3

				Beacon Hill Library		MP-114		JC		2

				BroadView Library		MP-114		SC 		2

				Capitol Hill Library		MP-114		SMT1000M		2

				Columbia Library		MP-114		JC		2

				Delridge Library		MP-114		SMT1000M		3

				Douglass-Truth Lib.		MP-114		JC		2

				Fremont Library		MP-114		SC 		2

				Green Lake Lib.		MP-114		SC 		2

				Greenwood Lib.		MP-114		SC 		2

				High Point Library		MP-114		JC		2

				International Library		MP-114		JC		2

				Lake City Library		MP-114		SC 		2

				Madrona Library		MP-114		JC		1

				Magnolia Library		MP-114		SC 		2

				Montlake Library		MP-114		JC		2

				New Holly Library		MP-114		JC		1

				Northeast Library		MP-114		SC 		2

				Northgate Library		MP-114		SC 		2

				Queen Anne Library		MP-114		SC 		2

				Rainier Beach Library		MP-114		JC		2

				South Park Library		MP-114		JC		2

				Southwest Library		MP-114		JC		2

				University Library		MP-114		SC 		2

				Wallingford Library		MP-114		SC 		2

				West Seattle Library		MP-114		JC		2

		Seattle Fire Department 

				FS 8		MP-114		SMT1000M		2

				FS 14		MP-114		JC		2

				FS 9		MP-114		SC		2

				FS 34		MP-114		SMT1000M		2

				FS 3		MP-114		JC		2

				FS 24		MP-114		SC		2

				FS 25		MP-114		SMT1000E		3

				FS 25		MP-114		SMT1000E		1

				FS 33		MP-114		JC		2

				FS 36		MP-114		SMT1000E		2

				FS 18		MP-114		SC		3

				MEDIC 1		MP-114		SMT1000M		1

				FS 29		MP-114		SMT1000M		2

				FS 21		MP-114		SC		2

				FS 20		MP-114		SC		2

				FS 27		MP-114		SMT1000M		2

				FS 26		MP-114		SMT1000M		2

				FS 11		MP-114		SMT1000M		3

				FS 38		MP-114		SC		2

				FS 6		MP-114		SMT1000M		2

				FS 22		MP-114		JC		1

				JTF		MP-114		SMT1000M		2

				FS 2		MP-114		SC		2

				Fire Boat E4		MP-114		JC

				FS 5 Engine 4		MP-114		JC		1

				FS 32		MP-114		JC		2

				FS 13		MP-114		JC		3

				FS 16		MP-114		SC		3

				FS 28		MP-114		SMT1000M		2

				FS 40		MP-114		SEA1000M		2

				FS 41		MP-114		SEA1000M		2

		Parks and Recreation 

				Horticulture		MP-114		SMT1000E		2

				SW Grounds		MP-114		SMT1000E		2

				Van Asselt		MP-114		SMT1000E		1

				West Bridge		MP-124		JC		13

				RDA		MP-118		JC		6

				Sandpoint (MDF) 1		MP-118		SC		5

				Sandpoint (MDF) 2		MP-114		SC		4

				Rainier Beach CC		MP-114		JC		3

				SW CC/SW NSC		MP-118		SMT1000M		6

				Discovery Park		MP-114		SC		2

				Magnolia CC		MP-114		SC		1

				Coleman Pool		MP-114		SMT1000M		2

				Arboretum		MP-114		SMT1000M		1

				Jefferson CC		MP-114		SMT1000M		1

				HighPoint CC		MP-114		SMT1000M		1

		Miscellaneous Sites 

				City Light @ 901 5th Ave		MP-118		SMT1000E		3

				Bank of America		MP-118		SMT1000M		6

				Cube Test Box		MP-114		SMT1000E		0

				Sunny Jim		MP-118		JC		6

				South Park Bridge		MP-114		SMT1000E		1

				Mounted Patrol		MP-114		SMT1000E		1

				Gun Range		MP-114		SMT1000E		2

				Color Craft(SC)		MP-114		SC		1

				Comm Shop		MP-114		Basement		2

				Lake Youngs - SPU		MP-114		Admin Bldg		1

				Columbia Tower(Law)		MP-118		SMT1000M		8

				Columbia Tower(Law)		MP-114		SMT1000M		1

				Landsburg - SPU		MP-118		SMT1000M		5

				Spokane St. Bridge		MP-114		SMT1000M		2

				Animal Control		MP-118		SC1000M		6

				SDOT(W.Maintenance)		MP-114		SMT1000M		1

				SMT FL 33 (test box)		MP-118-FXO		SMT -SM		0

				Sabey		MP-114		SMT1000M		1

				Polson		MP-114		SMT1000M		1

		M2K sites 

				Seattle Center MDF				Seattle Ctr.

				Justice Center MDF				JC

				Seattle Municipal Tower  #2 MDF				SMT/SMT E

				Seattle Municipal Tower  #1 MDF				SMT/SMT E

				West Police Precinct				WPP
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CITY OF SEATTLE 
Department of Finance and Administrative Services
700 5th Avenue, Suite 4250 
P.O. Box 34214 Seattle, Washington 98124-4214 
(206) 684-8484 fax (206) 684-5170 


 
INFORMATION and INSTRUCTIONS FOR BUSINESS LICENSE APPLICANTS 


Business License Required - Based on chapter 5.55 (formerly 5.44) of the Seattle Municipal Code, it is unlawful to engage in business in Seattle without 


first obtaining a city business license. The license is valid only for the legal owner listed on the license. If your place of business, business office, work space, or 
work location will be located within the City of Seattle; i.e., between 145th in the North end and approximately Roxbury Street in the South end, you will need a 
City of Seattle business license. If your place of business is not located within the city limits, but you or sales agents will be physically coming into the City to 
conduct business or to call on clients, you will need a City of Seattle business license. 


The cost for a Seattle business license is $90.00 for the calendar year (January - December) or if opening after June 30, the license fee is $45.00. Effective 
January 1, 2005, if a business has $20,000 or less in worldwide annual gross income and/or value of products the license fee will be $45.00 for the calendar year 
and $22.50 for the half year fee.  The business license expires on December 31 of the year purchased.  The license must be renewed annually.  Nonpayment of 
a renewal does not close the business license account. Written notice of closing or sale of the business, including the effective date is required to close the 
account.  Final tax returns will be sent. 


Requirement to File Tax Returns -All businesses are required to file business license tax returns (commonly referred to as the B & 0 tax) with the City of 


Seattle. Per Seattle Municipal Code 5.55.040 D. Businesses with less than $100,000 annual taxable revenue for the calendar year (January through December) 
may file annual reports if the revenue declaration on the application and/or renewal form is accepted by the Director. The annual return must list the actual 
revenue figures, but the business may declare no tax due on the appropriate line of the form. Taxable revenue is gross revenue less allowable deductions as 
defined in SMC 5.45.100. Businesses with $100,000 or greater annual taxable revenue are subject to tax on the entire amount. Quarterly or Annual returns as 
authorized, must be filed regardless of whether or not tax is owed. The Director may assign certain accounts to Monthly reporting. Returns not received on or 
before the due date will be subject to late charges pursuant to SMC 5.55.110. 


Zoning Limitations - A business license does not authorize the holder to conduct business in violation of any zoning ordinance. Call the Department of 


Planning and Development at (206) 684-8850 if you have questions. 


INSTRUCTIONS FOR THE LICENSE APPLICATION -This information follows the same order as the application. 


If you have obtained a State of Washington Unified Business Identifier Number (UBI), a Federal Employer Identification Number (FEIN), a Contractor Number, a 
City of Seattle Vendor Identification Number, or currently have an Internet address, please enter these in the spaces provided. None of these items are required 
on the application if they are not available or not applicable. The N.A.I.C.S. code (North American Industry Classification System) will be entered by office
personnel at the time of processing. 


TYPE OF BUSINESS - Check the box for the correct "nature" of the legal entity as registered with the State of Washington. If your business is registered as a 


non-profit organization, please check the appropriate box on the application. 


LEGAL NAME - Based on the entity please provide the full legal name as noted below: 


Sole Proprietor - list last name, then the first name and middle initial; 


Corporation - list the corporate name as filed with the State of Washington (not the shareholder's names); 


Partnership - list the partners' last names only; 


LLC - (Limited Liability Company), list the name as filed with the State (not the owner's names). 


TRADE NAME - Commonly referred to as the dba (doing business as) for a business when the business name is different than the legal name. 


STARTING DATE - The date the legal owner commenced business activity in the City of Seattle. Note: tax forms for all periods (from the starting or opening 


date of the business as listed on the application) are required to be filed, even if no tax due, or no revenue generated. 


PHYSICAL BUSINESS LOCATION AND MAILING ADDRESSES - Tax forms, licenses and license renewal notices will be sent to the mailing 


addresses listed on the application if different than the physical location address. All Seattle locations must list a street address even though a PO. Box or mail 
drop is used for mailing purposes. Please provide a current phone number for the business and if applicable, a cell phone number and/or fax number. 


OTHER BUSINESS LOCATIONS IN SEATTLE -List the street address of all other locations in the City of Seattle; a $10.00 license fee is required for 


each additional location. The renewal fee is $10.00 per calendar year. If you would like the branch location(s) to be sent a separate tax reporting form for each 
quarterly tax period, check the appropriate box. All businesses that are granted "Annual" tax reporting status must report as one combined entity when there is 
more than one location due to the $100,000 taxable revenue threshold. 


NATURE OF BUSINESS - Be very specific, just indicating "service" or "retail" alone is not acceptable. List the type of service you provide and/or the products 


sold. If you do not include enough specific information in this section, the application may be delayed until more details are provided. If you indicate utility 
services, charging of admission or conducting any gambling activity, you will be required to complete additional registration paper work and tax liability for utility 
tax, admission tax and/or gambling tax will be assigned to your business license account. 


OWNERS, PARTNERS, OFFICERS - List full/true legal name, residential address, telephone and date of birth for all owners, partners, and officers.  


TAX REPORTING STATUS – Effective beginning 2010, licensees are required to file Quarterly tax returns if taxable revenue for the entire entity is expected 


to exceed $100,000.  Only those businesses that estimate annual taxable revenue of less than $100,000 and are granted Annual tax reporting by the Department 
may file annually. Total taxable revenue is determined by the licensee (legal entity), not for each location. If a business or licensee exceeds the $100,000 
threshold for an annual period, the Department will change the reporting status to quarterly for the following year. The Director may assign some businesses to a 
Monthly reporting frequency. Tax forms are due on the last day of the month following each reporting period and must be filed even if no tax is due. All tax forms 
filed after the due date are subject to late fees.  The annual taxable threshold for years 2009 and 2008 is $80,000 and prior to 2008 is $50,000.00. 


email address: rca.@seattle.gov 
website: www.seattle.gov/rca/ 


 



mailto:rca.@seattle.gov

http://www.seattle.gov/rca/





Request for Additional Information 


□ Public Bathhouse   (SMC 6.36) Exp. Dec 31 


□ Public Garage/Parking Lots  (SMC 6.48) Exp. Mar 31 


□ Residential Seller   (SMC 6.260) Exp. May 31 


 


□ Taxicab Association  (SMC 6.310) Exp. Dec 31 


□ Taxicabs    (SMC 6.310) Exp. Aug 31 


 


□ Trade Show License  (SMC 6.20) Daily 


□ Used Goods   (SMC 6.288) Exp. Mar 31 


□ Weighmaster   (SMC 7.04.565) Exp. Apr 30 


□ Adult Entertainer   (SMC 6.270) Exp. Dec 31 


□ Adult Entertainer Manager   (SMC 6.270) Exp. Dec 31 


□ Adult Entertainment Premise (SMC 6.270) Exp. Dec 31 


□ Alarm System Monitoring  (SMC 6.10) Exp. Dec. 31 


□ All Ages Dance   (SMC 6.294) Exp. Sept 30 


□ Amusement Devices  (SMC 6.270) Exp. Nov 30 


□ Burglar Alarm Dealer   (SMC 6.08) Exp. Dec 31 


□ Horse-drawn Carriages  (SMC 6.315) Exp. Mar 31 


□ Mobile Home Park  (SMC 22.904) Exp. Jul 31 


□ Panoram Location/Device  (SMC 5.42) Exp. Dec 31 


 
Page 2 - Instructions for completing the City of Seattle business license application. 
 


IF YOU PURCHASED THIS BUSINESS - Indicate former owner's forwarding address and phone number if known. Indicate the former owner's customer 


number with the City of Seattle. Successors may be liable for back taxes on the business. If this is a new legal entity for you, provide your original customer 
number. 


SIGNATURE REQUIRED - Please sign the application. Also print the name and title of the signer. Provide the date the application was signed. 


FEES DUE - Depending on the date of opening in Seattle, the fee will be $90.00 or $45.00 for one location.  Effective January 1, 2005, if a business has 


$20,000 or less in worldwide annual gross income and/or value of products the license fee will be $45.00 for the calendar year and $22.50 for the half year. 
Indicate how many branch locations are being licensed and multiply that number times $10.00.  Enter the total amount due for additional locations (if any) and 
then total due for the application. Make your check payable to the City of Seattle. Include any past license fees if open date is prior to the current year. 


REGULATORY LICENSES OR ADDITIONAL ENDORSEMENTS- If you are just starting your business and are not certain what business activities 


you will be conducting, you may apply for additional endorsements at a later date. It is the owner's responsibility to apply for and maintain all required licenses. 
Failure to be properly licensed may result in substantial penalties. If you will be performing as an adult entertainer or managing an adult entertainment premise 
you must appear in person at our office
located
on
the
42nd
floor of the Seattle Municipal Tower Building at 700 5th Avenue, Seattle, 98104
 for a
photo 
identification and a criminal background check. 


Note: If you need a for-hire driver’s license, please contact King County Licensing at (206) 296-2710. Taxicab association offices and taxicab owners should 


apply for licenses at the Consumer Proctection Unit: 805 S. Dearborn Street, Seattle, WA 98134. Phone: (206) 386-1298. A criminal background check is required. 


You should contact Revenue and Consumer Protection regarding additional licensing requirements if you will be doing any of the following: 


operating a Trade Show;  operating a utility, telephone network, pager services, or cable television franchise;  


owning/operating a taxicab or taxicab association;  charging admission for any event;  


installing and/or maintaining burglar alarm systems;  operating any type of gambling activity;  


operating an all ages dance;  operating a public parking garage;  


operating a horse-drawn carriage;  


operating as a panoram device location;  


operating as a residential seller (door to door);  selling any type of used goods;  


functioning as a weighmaster and/or weigher;  operating a mobile home park;  


operating an adult entertainment premise;  or operating a public bathhouse;  


owning/operating amusement devices;  monitoring alarm systems.  
 


 
 


Note: The Seattle Municipal Code is located on the internet: http://clerk.seattle.gov/~public/ 
 


If you would like to receive additional information from the Seattle Municipal Code concerning the following, you may return this section to the 
address at the top of the instruction sheet and please provide the name and address where the information should be mailed.  Or you may log onto 
the City Clerk website @ 
http://clerk.seattle.gov/~public/default.htm, select the Seattle Municipal Code link under the Municipal Code and Charter 
section to search for codes. 


 
Please mail information on the following License Endorsements required in addition to the City Business License: 


 


 


 


 


 


 


Please mail the appropriate section of the SMC covering the City of Seattle business taxes for: 
 


 Administrative Provisions (SMC 5.55) 


 Admission Tax (SMC 5.40) 


 Business License Tax (SMC 5.45) 


 Commercial Parking Tax (SMC 5.35) 


 


 


 


 Definitions (SMC 5.30) 


 Employee Hours Tax (SMC 5.37) 


 Gambling Tax (SMC 5.52) 


 Occupation Utility Tax (SMC 5.48) 
 
 
 
                  BL App Instructions– revision October 2011



http://clerk.ci.seattle.wa.us/~public/clrkhome.htm
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CITY OF SEATTLE
Dept. of Finance and Administrative Services
700 5th Avenue, Suite 4250
P.O. Box 34214
Seattle, Washington 98124-4214
(206) 684-8484    fax (206) 684-5170 email address   rca@seattle.gov
www.seattle.gov/rca/


FOR OFFICE USE ONLY


CUSTOMER Number ___________________________________


OBL. NR. ___________________________ AMT. ____________


OBL. NR. ___________________________ AMT. ____________


OBL. NR. ___________________________ AMT. ____________


APPLICATION FOR BUSINESS LICENSE     Annual Fee $90.00
The license is for the calendar year, January through December.  For a business that opens July 1 or thereafter, the half-year fee is $45.00*


The half-year fee does NOT apply to any years prior to 1998.  The Seattle business license expires December 31.
*If worldwide annual gross income and/or value of products is estimated as $20,000 or less, the license fee


is $45.00 ($22.50 for half-year fee).


PLEASE PRINT OR TYPE - COMPLETE BOTH SIDES OF THE APPLICATION
Your business will be assigned a City of Seattle CUSTOMER NUMBER.  Refer to the Customer Number in any future correspondence relating to your license.
Let us know if you previously had a Seattle business license.  The account will be deemed a reinstatement ONLY if it has been closed for at least 12 months.


Please provide the information in the first section if it is available.  The ID numbers are not required to obtain a City of Seattle business license.


State of Washington UBI # FEIN


State of Washington Contractor # City of Seattle Vendor ID #  (if applicable)


Internet Address (if applicable)


Have you previously had a Seattle Business License? YES NO


S.I.C. Code   ____  ____  ____  ____   (office use only)


N.A.I.C.S. Code  ____  ____  ____  ____  ____  ____   (office use only)


PLEASE COMPLETE ALL SECTIONS BELOW and the REVERSE SIDE OF THIS FORM PROVIDING the BUSINESS INFORMATION


TYPE OF BUSINESS (Check ONE) Sole Proprietor Corporation Partnership LLC Other______________________________


Is the business a non-profit organization?     Yes No (Non-profit organizations are required to be licensed and file tax returns as all other businesses.)


LEGAL NAME OF BUSINESS ENTITY____________________________________________________________________________________________________
  (If a sole proprietorship, please list your legal name, last name first, and include any middle initial.)


TRADE NAME or dba (doing business as) _________________________________________________________________________________________________


WHAT IS THE STARTING DATE OF BUSINESS IN SEATTLE? Month___________________________ Day __________________ Year____________________


If the business was operating in Seattle before the current year, prior years' license fees, taxes, penalties and interest may be due.


Zoning Limitations - A business license does not authorize the holder to conduct business in violation of any zoning ordinance.
The location of your business should be indicated below.  You must list a physical address (a post office box or mail drop is not considered a physical address).


PHYSICAL BUSINESS LOCATION:


Mailing address for LICENSE & RENEWAL


Mailing address for TAX FORMS


BUSINESS PHONE: - CELLULAR PHONE - FAX -


SAME AS ABOVE


SAME AS ABOVE


ADDRESS CITY STATE ZIP


ADDRESS CITY STATE ZIP


ADDRESS CITY STATE ZIP


LIST OTHER BUSINESS LOCATIONS IN SEATTLE - Each BRANCH LICENSE FEE is $10.00 per year (attach a separate sheet, if needed).
TRADE NAME ADDRESS SEATTLE ZIP CODE TELEPHONE "Separate" tax reporting status?


Yes


Yes


No


No
PLEASE COMPLETE THE BACK SIDE OF THE APPLICATION - ALL INFORMATION AND A SIGNATURE IS REQUIRED TO PROCESS



                                                                                                                                                                                                                                 Form #001: - BL Application - revision 10/2011


IS THIS LOCATION BEING ADDED AS A BRANCH ONLY TO AN EXISTING LICENSE? YES NO







CITY OF SEATTLE APPLICATION FOR BUSINESS LICENSE - Page 2


NATURE OF BUSINESS:  Check all that apply and provide detail below.  THIS INFORMATION should be as detailed as possible.


     Manufacturing-Extracting       Printing & Publishing       Tour Operator       Wholesale       Retail       Service       Transportation        Other


     Utility Services (telephone services, pager services, cable television franchise)         Charging Admission for Events/Shows            Gambling Activity


DOES YOUR BUSINESS OWN OR OPERATE PRICE SCANNING EQUIPMENT? YES NO


DESCRIBE IN DETAIL THE PRINCIPAL PRODUCT(s) OR SERVICE(s) RENDERED:


NOTE: Additional licenses or endorsements may be required depending on the business activity - please see instruction sheet under regulatory licenses.


NAME(S) OF SOLE PROPRIETOR, PARTNERS, CORPORATE OFFICERS, AND RESIDENT AGENTS:  List true name(s), residence address,
telephone number and date of birth of the sole proprietor or all partners or corporate officers/directors and their titles (attach a separate sheet, if needed).
NAME AND TITLE RESIDENCE ADDRESS        CITY, STATE, ZIP                       TELEPHONE     DATE OF BIRTH


TAX REPORTING STATUS - Seattle BUSINESS LICENSE TAX FORMS must be filed by every business, EVEN IF NO TAX IS DUE.
Based on the taxable revenue for your business as described below, please check one of the following reporting frequencies:


      QUARTERLY -  Estimated ANNUAL taxable revenue will exceed the threshold per year for entire entity - main location and branches.
      ANNUAL  -  Estimated ANNUAL taxable revenue will be less than the threshold per year for entire entity.


A Business granted ANNUAL reporting status by Revenue and Consumer Affairs must file a combined tax return if there is more than one location.
Tax  forms are mailed to the last known address - failure to receive the form does not preclude the requirements to file timely.
YES   My annual worldwide gross income and/or value of products will be $20,000 or less.


  Should my gross income and/or value of products be greater than $20,000, I understand
  I will be responsible for additional license fees.


IF YOU PURCHASED THIS BUSINESS, DID YOU TAKE OVER THE ENTIRE BUSINESS ONLY A PORTION


FORMER OWNER'S NAME     CURRENT ADDRESS CITY, STATE, ZIP TELEPHONE CUSTOMER NUMBER


A SIGNATURE IS REQUIRED IN ORDER TO PROCESS THE APPLICATION
As applicant, I ___________________________________________ , certify or declare under penalty of perjury under the laws of the State of Washington
that the foregoing is true and correct.  All information given is subject to verification with State of Washington, Department of Revenue.


SIGNATURE ______________________________________________________________ DATE _______________________________________


PLEASE PRINT your NAME __________________________________________________ TITLE ________________________________


Business License Fee if OPEN date is January 1 - June 30 $ 90.00
If $20,000 or less in worldwide annual gross income $ 45.00


Business License Fee if OPEN date is July 1 or later in year $ 45.00
If $20,000 or less in worldwide annual gross income $ 22.50


Additional Seattle Locations   ___________   X $10.00   = $ ____________


TOTAL DUE .................................................................. $ ____________


FEES DUE - MAKE CHECK PAYABLE TO CITY OF SEATTLE FOR OFFICE USE ONLY
Initials Date


Processed by


Tax Forms Mailed


Enforcement


License # Issued
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City Of Seattle 


City of Seattle 


THE SEATTLE ETHICS & ELECTIONS COMMISSION 
 


The SEEC is a seven-member, independent panel 
of citizen volunteers.  The Commission and its staff 
are responsible for administering the City of Seattle 
Ethics, Elections, and Whistleblower Protection 
Codes. Three Commissioners are appointed by the 
Mayor, three by the City Council, and the seventh 
by the other six. They are confirmed by the City 
Council and serve overlapping three-year terms. 


The Commission is supported by a staff of six 
employees who provide training, investigate 
complaints, and issue advisory opinions. 


TRAINING AND INFORMATION 
Ethics training and brochures are available by 
request. Information is also available at the 
Commission website: http://www.seattle.gov/ethics/.  


COMMISSION MEETINGS 
You are invited to attend any Commission meeting.  
Meetings are usually the first Wednesday of the 
month in the Seattle Municipal Tower.   


Copies of the meeting agenda, including time and 
location, are in our office and on our Internet web 
site under Commission/Agendas & Minutes. You 
can also call 206-684-8500 for meeting times and 
locations. 
 
 
 


 


 


 


 


 


 


 


 


 
 


This brochure highlights portions of the Seattle 
Ethics Code, SMC 4.16.  The complete law is on the 
City Clerk’s Seattle Municipal Code (SMC) web site, 
http://clerk.ci.seattle.wa.us/~public/code1.htm.  
Copies are also available in the SEEC office. 
 


ETHICS COMPLAINTS AND CONSEQUENCES 
Anyone who feels a City officer or employee has 
violated the Ethics Code may complain to the Ethics 
and Elections Commission. Commission staff will 
investigate whether there is a Code violation. 


If it is found that an employee or official violated the 
City’s Ethics Code, the Commission may fine that 
person up to $5,000 per violation plus costs and 
restitution. The Commission may also recommend 
disciplinary action, including suspension or discharge. 
 
A complaint may be dismissed if there is no violation 
of the Code or if the violation is minor and inadvertent 
or has already been remedied. 


ADVICE 
City employees and officers may seek advice on 
whether a planned action or activity raises issues 
under the City’s Ethics Code. 


 


 


 


 


 


 


 


 


 


 
ETHICS AND ELECTIONS COMMISSION 


 


Seattle Municipal Tower 
700 Fifth Avenue,  Suite 4010 


 
Mon - Fri: 8am - 5pm 


Tel: 206-684-8500  Fax: 206-684-8590 
E-mail:  ethicsandelections@seattle.gov 


Postal mail:  PO Box 94729, Seattle, WA 98124-4729 
 


Internet:   http://www.seattle.gov/ethics/  
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City of Seattle’s 
Ethical Standards 


for 
Contractors, Vendors,  
Customers and Clients 
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SEATTLE ETHICS AND ELECTIONS 


COMMISSION 
 


Your advocate for fair, open, and honest government. 







of 
The City of Seattle’s 
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The Code of Ethics 
Seattle Municipal Code (SMC) 4.16 


 


The Seattle Ethics Code was created to inspire 
public trust in City government and ensure that 
City officers and employees are “independent, 
impartial, and responsible to the people.”   
The law is administered by an independent 
commission of citizen volunteers. 


The Code sets ethical standards about work 
activities, business relationships, and the use 
of City resources that apply to all City employees, 
elected officials, and members of most City 
boards and commissions.  


This brochure highlights areas of the Code that 
pertain to contractors, vendors, and regulated 
parties, and also to customers and clients. It is 
one of our efforts to increase awareness of the 
Code and to help you better understand what 
employees can and cannot do. 


If you would like more information or have 
questions, please call us at 206-684-8500  
or visit our web site:   


http://www.seattle.gov/ethics/�
�


This brochure is a general summary of the 
Seattle Ethics Code. If you have questions 
or would like advice on a specific issue, 
please contact Commission staff. 


206-684-8500 
 


HIGHLIGHTS 


THANKING CITY EMPLOYEES 
The best way to thank a City employee is to 
write a letter of praise to the employee’s 
supervisor. City employees may not accept 
gifts, loans or other things of value in 
appreciation for their work or services.  


Example:  Employees responsible 
for purchasing cannot receive 
gifts or premiums for the City  
orders they place.   


Employees may accept promotional items or 
items such as flowers or candy to share with co-
workers or the public, as long as they are valued 
at $25 or less. However, the Commission limits 
the value of such items to $50 from a single 
source in a calendar year.  


SOLICITING ITEMS 
City employees may not ask people with whom 
they do City business to donate items, whether 
for personal, charitable, or other purposes. 


Example: Inspectors may not ask businesses 
they inspect for donations of meeting spaces 
or supplies. 


NO FREE MEALS 
Employees may not accept free meals from 
people with whom they do City business, or from 
people who wish to do business with the City. 


 


Example: An employee who is 
meeting with a vendor or client 
for lunch cannot have the lunch 
paid for by the vendor or client. 


REFRESHMENTS AT MEETINGS 
Employees may accept basic refreshments—
such as coffee, tea, soft drinks, doughnuts, or 
cookies—when attending meetings in your office. 


USE OF CITY FACILITIES AND RESOURCES 
City employees cannot use City 
resources for non-City purposes.  
City property, including City paid 
time, vehicles, and equipment, may 
only be used for a City purpose. 


CONFLICT OF INTEREST 
Employees may not take part in City business 
where they, or an immediate family member, 
have a financial or private interest. Employees 
also may not take part in City business where 
they would appear to have a conflict of interest. 


Example: City employees must withdraw from 
a vendor selection process if one of the 
competitors is the employee’s spouse or 
domestic partner, or if a competitor has been 
the employee’s business partner or client 
within the last twelve months. 


ADVERTISING 
Employees cannot use their positions for 
anyone’s private gain or use City resources 
for a non-City purpose. Therefore, they cannot 
hand out or post advertising materials. 


INVITATIONS TO SEMINARS & CONFERENCES 


 


City employees may attend 
educational programs paid for by 
City vendors or potential vendors  


only under limited conditions.  Neither the City 
nor the employee can accept reimbursement for 
expenses incurred that are not allowable under 
the City's Travel Policies and Procedures. In all 
cases, the event must serve a City purpose 


Example: An employee may not attend a 
conference at your expense unless you are 
required by contract to provide training or 
education to City employees, or the employee 
is directed by his or her supervisor to attend. 
Reimbursement for travel or lodging must be 
made to the City, not to the individual. 


AFTER LEAVING CITY EMPLOYMENT 
Employees must wait one year after leaving 
the City before they can (i) assist others in 
proceedings involving their former agency, (ii) 
assist or represent others on matters in which 
they were officially involved, or (iii) compete for 
contracts when they helped determine the scope 
of work or the process for selecting a contractor��


Example: For one year, former employees 
may not assist their new employers in seeking 
permits from the City department they left. 
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Vendor’s Name: ______________________________________________________________


City of Seattle Vendor Questionnaire



		Please have an officer or person eligible to represent the Vendor firm fill out this form.  Submittal of this Vendor Questionnaire with your bid or proposal is an attestation that the information in this Vendor Questionnaire and within your submittal documents are true and valid. Provide prompt notice to the City if, at any time prior to contract award, any facts need to be corrected.







INSTRUCTIONS:  This is a mandatory form.  Submit this form with your response. Provide information to the extent information is available.  If your response is incomplete or requires further description, the City may request additional information within a specified deadline, or may determine the missing information is immaterial.   



		Vendor Information



		Vendor’s Legal Name 

		     



		“Doing Business Name” (dba) if applicable

		     



		Mailing Address 

		     



		Contact Person and Title 

		     



		Contact Person’s Phone Number

		     



		Contact Person’s Fax Number

		     



		Contact Person’s E-Mail Address

		     



		Dun & Bradstreet number (if available)

		     



		Identify the City and State of your company headquarters

		     







		Vendor Billing Contact Person:  Identify the person who will prepare and manage your invoices. This helps the City contract manager offer instructions that ensure your invoices are promptly paid.



		Person and Title 

		     



		Person’s Phone Number

		     



		Person’s Fax Number

		     



		Person’s E-Mail Address

		     







		Vendor Registration with City of Seattle



		Verify your firm is registered into the City’s Online Business Directory at www.seattle.gov/obd and that your Taxpayer ID number and WMBE status are accurate. For help, call 206-684-0383.

		Yes  |_|        No   |_|   





		Most companies must hold a Seattle Business License (if you have a facility/office in Seattle, conduct sales visits to Seattle, deliver products in your own trucks, or perform on-site work in Seattle).  If you fall within that category, will you immediately seek a business license no later than your notice of award and ensure all city taxes are paid current? 

		Yes |_|              No|_|     









		Ownership

		.



		Is your firm a sole proprietorship, partnership, corporation, limited liability company, subsidiary, parent, holding company, or affiliate of another firm? If yes, identify type and name of principal(s).

		   Yes |_|       No|_|   

   



		What year was your firm, under the present ownership configuration, founded?

		     



		How many years has your firm been in continuous operation without interruption?

		     



		What year did your firm begin providing, on a continuous basis, the types of services or products that are required from this solicitation?

		     







		Financial Resources and Responsibility

		Specify yes or no.  





		Within the previous five years has your firm been the debtor of a bankruptcy?

		     



		Is your firm in the process of or in negotiations toward being sold?

		     



		Has your firm been debarred or found non-responsible for contracting with any local, state, or federal governmental agency within the past 5 years?

		     



		Within the previous five years has a governmental or private entity terminated your firm’s contract prior to contract completion for failed performance?

		     



		Within the previous five years has your firm used any subcontractor to perform work on a government contract when that subcontractor had been debarred by a governmental agency?

		     







		Social Equity compliance

		Specify yes or no.  



		Within the previous ten years has your firm been found to have violated any local, state, or federal anti-discrimination laws or regulations, whether they be local, state, or federal?

		      



		Does your firm comply – to the extent required - with the following City of Seattle Labor Standards requirements from Seattle Municipal Code Chapter 14:



1) City Paid and Sick Time labor standards, providing paid sick and safe time to eligible employees? Most employers must provide employees who have work hours in Seattle, with accrued paid sick and safe time. Payment of prevailing wages does not ensure compliance (SMC 14.16).

2) Minimum Wage labor standards which set wages for employees working within city limits (SMC 14.19).

3) Wage Theft labor standards which establish basic requirements for payment of wages and tips for employees working within city limits, including providing various payment documentation to employees (SMC 14.20).



If “No” please provide an explanation of the circumstances. The City may audit payroll records or interview workers to ensure compliance. For more information regarding these requirements, see Municipal Code Chapter 14or http://www.seattle.gov/laborstandards, or call the Office of Labor Standards at 206.684.4500. 

		     



		 Has your firm ever been found by the City or any government agency, to have underpaid your employees (this includes instances where you may have provided the restitution to make the worker whole)?

		      

 



		Does Vendor anticipate hiring a subcontractor or new employees to perform the work required under this contract?  IF YES, attach the mandatory Inclusion Plan.   Obtain the form by clicking on the following link http://www.seattle.gov/city-purchasing-and-contracting/social-equity/wmbe and choosing the Purchasing WMBE Inclusion Plan under the WMBE Inclusion Plans menu.  



		      









		Disputes

		Specify yes or no.  





		Within the previous five years has your firm been the defendant in court on a matter related to: payment to subcontractors or contract work performance?

		     



		Does your firm have outstanding judgments pending against it?

		     



		Within the previous five years, was your firm assessed liquidated damages on a contract?

		     



		Is your firm presently involved in a dispute (including litigation) regarding its right to provide the product or service being requested by the City for this contract, including but not limited to notice of and/or in litigation about patent infringement for the product and/or service that your firm is offering to the City?

		     







		Miscellaneous 

		Specify yes or no. 

 



		Within the previous five years, has your firm or any of its owners, partners, or officers, been assessed penalties or found to have violated any laws, rules, or regulations enforced or administered by a government entity?  This does not include owners of stock in your firm if your firm is a publicly traded corporation.  

		     



		Within the past ten years, has any owner, principal, or officer who will perform any of the work for the City been convicted of a crime? 

		     



		If a license is required to perform, within the previous ten years has your firm or any principal, officer or employee who will perform work for the City had a license suspended by a licensing agency or been found to have violated licensing laws?



		     



		If hazardous materials are within the work to be performed, has any principal, officer or employee who will perform work for the City had violations of improper disposal of such materials or violations of associated laws, rules or regulations in the previous five years? 

		     



		Is there any other information the City should be aware of regarding your financial, criminal or legal history that has bearing on the work that the City is considering you to perform?  For example: conviction or civil judgement rendering against the firm for commission of fraud or a criminal offense in connection with obtaining, attempting to obtain, or performing a federal, state or local government contract or subcontract; violation of federal or state antitrust or similar statutes, relating to the submission of offers; or commission of embezzlement, theft, forgery, bribery, falsification or destruction of records, making false statements, tax evasion, or receiving stolen property, any present indictment for, or otherwise criminally or civilly charged by a government entity.



		     



		Vendor has not paid, nor will pay, federal appropriated funds (including profit or fee received under a covered federal transaction), to any person for influencing or attempting to influence an officer or employee of any agency, a Member of Congress, an officer or employee of Congress, or an employee of a Member of Congress on his or her behalf in connection with this solicitation. If the Offeror has engaged in any lobbying activities, the Offeror shall notify the City of Seattle and complete and submit, with its offer, OMB standard form LLL, Disclosure of Lobbying Activities.



		     



		Vendor has not, directly or indirectly, entered into any agreement, participated in any collusion, or otherwise taken any action in restraint of competitive pricing in the preparation and submission of its Offer;



		     







		Involvement by Current and Former City Employees

		Specify yes or no. 





		Are any of your company officers or employees a current or former City of Seattle employee or volunteer?  If yes, identify the employee name.  Advise the employee of their duty to comply with City of Seattle’s Code of Ethics, Seattle Municipal Code Chapter 4.16. 

		     





		Will any of your vendor employees work more than 1,000 hours (per rolling 12 months) within a City contract, combining the hours for work under this contract and any other?  If so, specify the worker name.  Advise the worker of their duty to comply with the City of Seattle’s Code of Ethics, Seattle Municipal Code Chapter 4.16

		     



		Does Vendor (including officer, director, employee, trustee, or partner) have a business interest or a close family or domestic relationship with any City official, officer or employee who was, is, or will be involved in selection, negotiation, drafting, signing, administration or evaluation of the Vendor performance?  

		     







		Business History

		Specify yes or no. 

 



		In the last five years, has your firm held other contracts with public agencies to provide similar products or services in a size and scope similar to that required by the City of Seattle?

		     



		Provide and/or attach a sampling of contracts you have held in the past five years, sufficient for the City to understand the depth and breadth of your experience, with a particular emphasis on contracts with public agencies.   The City may use this to assess your capability and experience at this particular type of product provision or service work.  Specify the name/contact that can serve as a reference for each.

· If you have many such contracts, you can provide a brief summary. 

· If you are a subsidiary of a national firm, summarize the contracts that represent your local office.   











		     



		Proposal Expiration

		



		The Vendor understands that Offers are valid until the City awards a Vendor Contract or rejects all offers.  









		Emergency Contact Information

Certain contract products or services may be valuable during a 24-hour emergency. If you have alternative contact information for emergency response during non-business hours, please provide below.  



		Contact Name

		     



		Emergency Phone Number

		     



		Back-up Emergency Phone Number

		     



		If your company has locations outside Seattle that can be called upon in an emergency for these products or services, please list:

		     












City Non Disclosure Request 



If you believe any statements or items you submit to the City as part of this bid/response are exempt from disclosure under the Washington Public Records Act, RCW Chapter 42.56, you must identify and list them below and provide the City with a copy of your bid/response with those portions redacted. Should the City receive a public records request for your bid/response, the City will first release the redacted version of the proposal to the requester. Requesters may accept the redacted proposal or decide to challenge all or some of the exemptions applied by the vendor. If the requestor challenges the exemptions, the City provides you with notice and up to ten days to seek an injunction to prevent the release of the challenged portion of the record.  This notice is a courtesy and not a legal obligation. Only records properly listed on this form and redacted will be protected and withheld for notice. All other records will be considered fully disclosable upon request. 



The City will not withhold information or provide notice simply because your document is marked with a document header or footer, page stamp, or a generic statement that a document is non-disclosable, exempt, confidential, proprietary, or protected.  You must very clearly and specifically identify each statement or item and the corresponding RCW exemption that applies.  You may not identify the entire page, unless the entire page is within the exemption scope. 





|_|    I do not request any information be withheld.



|_|    I request the following specific information be withheld.  I understand that all other information will be considered public information.  For each statement or item you intend to withhold, you must fill out every box below.  You should not require an entire page withheld; only request the specific portion subject to the exemption. 



		Document Page: 

Specify the page number on which the material is located within your submittal package

		Statement:

Repeat the text you request to be held as confidential, or attach a redacted version. 

		RCW Exemption:  

Specify the RCW exemption including the subheading



		



		

		



		



		

		



		



		

		









For this request to be valid, you must specify the RCW provision or other State or Federal law that designates the documents as exempt from disclosure.  Please refer to Chapter 42.56 of the Revised Code of Washington for the exemptions.  






Equal Benefits Compliance Declaration



Please declare one (1) option from the list below that describes the Contractor’s intent to comply with Seattle Municipal Code Chapter 20.45 should you win the contract. 

Equal Benefits applies to any contractor location in the United States where substantive contract work is being performed (work directly related in a substantial way to the contract scope and deliverables). 



[bookmark: Check5]|_|	Option A The Contractor makes, or intends to make before contract execution, all benefits available on an equal basis to its employees with spouses and its employees with domestic partners, and to the spouses and the domestic partners of employees, in every location within the United States where substantial work on contract will be performed.  



[bookmark: Check6]|_|	Option B The Contractor does not make benefits available to either the spouses or the domestic partners of its employees.



[bookmark: Check7]|_|	Option C The Contractor has no employees.



[bookmark: Check8]|_|	Option D Collective Bargaining Delay.  Benefits are available on an equal basis to non-union workers, but union workers are subject to a collective bargaining agreement that does not provide equal benefits.



[bookmark: Check9]|_|	Option E Open Enrollment Delay. The first open enrollment period for implementing Equal Benefits is not available until after contract execution



|_|	Option F Cash Equivalent Payment. The Contractor intends to provide a cash equivalent payment to eligible employees in lieu of making benefits available.



|_|	No United States Presence The Contractor does not perform substantial work for the contract in any United State location.



|_|	Non-Compliant The Contractor does not comply and does not intend to comply, and refuses all options provided above.



Equal Benefits Instructions

Seattle Municipal Code Chapter 20.45 (SMC 20.45) requires companies executing a City contract to provide health and benefits that are the same or equivalent to domestic partners of employees as to spouses of employees, and of their dependents and family members.  

1. Carefully fill out the Equal Benefits Declaration. It is essential to your standing in the evaluation process, so it is important to understand and complete the declaration properly. 

2. The Buyer or Coordinator for the solicitation can answer many questions.  However, you may call the general office at 206-684-0444.  Call before you submit your bid to ensure you’ve filled out the form correctly.  

3. "Domestic Partner" is any person who is party to a same-sex marriage that is legally recognized in the place of jurisdiction of the marriage, or as a Domestic Partner with the employer or with a government registry established by state or local law. If the employer does not have a registration system and does not intend to implement one, the City of Seattle has a registration system as an option: http://www.seattle.gov/leg/clerk/dpr.htm

The City will review your responses and make a final determination.  If the information you supply is conflicting or not clearly supported by the documentation that the City receives, the City may reject your entire submittal (bid or proposal) or may seek clarification to ensure the City properly classifies your compliance.  

Companies that select “Non Compliant” will be rejected, unless there is no competitor that is compliant, responsive and responsible.  The City may also find a Bidder “Non Compliant” upon inspection of their program. Be prepared with documentation to support your declaration. All contracts awarded by the City may be audited for equal benefits compliance. Non-compliance may result in the rejection of a bid or proposal, or termination of the contract.
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Attachment A Response Form 
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Instructions for Proposals



Proposals may be submitted for a UC solution, or an IVR / Contact Center (CC) solution, or a combined proposal for a UC solution and an IVR / Contact Center solution.  Proposals may be submitted by a team that incorporates more than one vendor and/or that leverages the resources of multiple firms or manufacturers, provided there is a single “prime” contractor responsible for the contract.  

All UC proposals should include a response to sections 6.1 (UC Technical Requirements), 6.3 (TeleManagement Software) and 6.4 (Meeting Room Technology.)  Section 6.4 for Meeting Room Technology is optional to bid and will NOT be scored.

All IVR / CC proposals should include a response to section 6.2 (CC/IVR Technical Requirements) and 6.5 (Robotics Process Automation.) Section 6.5 for Robotics Process Automation is optional to bid and will NOT be scored.

All documents are to be filled out by the proposer.  Proposers are not prohibited from enlisting aid from the manufacturer if they choose.



Submit all responses by filling in the requested information in this RFP Response Form.

1. All responses to questions shall be entered directly on the RFP Response Form – do not use URLs or hyperlinks to web sites or references to attachments.

2. To make the proposal review process easier, Vendors shall use any font other than Arial 11 within the response form.  

3. [bookmark: _Toc495311661]Proposals shall be submitted according to the schedule listed on page 1 of the RFP.

4. [bookmark: _Hlk522182208]Proposers should recognize that the focus of the City’s evaluation will be based on a Vendors solution that best meets the City of Seattle’s - requirements as stated in this RFP.  If the solution design impacts the ability or method of meeting a requirement, the proposal must identify why it is an issue and how the Vendor’s solution addresses the requirement.








[bookmark: _Toc527471543]SECTION A – Proposer Background Information (Pass/Fail)

[bookmark: _Toc495311662][bookmark: _Toc527471544]Company Background 

A. Parent company (if applicable):

B. Organizational Type/Structure:

C. State of incorporation:

D. Federal Identification Number:

E. Washington Business License Number:

F. Size of organization:

G. Licensure/accreditation or other relevant information:  

H. Experience:

1) Years company has been in business. 

2) Years firm has represented the equipment manufacturer.

3) Number of systems installed by the proposing office, same general solution.

4) Other products/manufacturers represented or other key alliances.

I. The Vendor must provide its level of manufacturer partnership such as Silver, Gold or Platinum.

Current Commitments

As an Attachment, list at least ten (10) of the highest dollar contracts currently held by your firm. If you have held less than ten, list all that have been held.  For each contract, state the client’s name, a brief description of the items provided by your firm, the dollar value of the contract, the approximate share of current income derived from the contract, and the expected contract termination date.   



Attach a discussion that addresses how these, or other current commitments affect the ability to support the City scope of work.  Explain any staffing and schedule overlaps, and how the Proposer proposes to ensure that such commitments or potential overlaps will not affect the City schedule and project delivery.



Previous Experience 

As an Attachment, list all contracts with similar scope and magnitude held within the previous five years.  If you are a national company, you may list all contracts held by the office that will serve the City. Provide: Client’s name, contact person’s name, title, telephone number and/or email address, the dollar value of the contract, the contact start and completion dates, and a brief description of the items provided by your firm.  Indicate whether the contract was similar in size, scope, and/or complexity as required by the City in this solicitation.  



The clients listed by the Proposer may be contacted and used as references, along with other sources that may be provided to the City in your response or that are otherwise known to the City.  Although the City anticipates completing reference checks during the final round of the process, the City and/or the evaluation team may contact the Proposer’s clients or other sources in addition to those specifically provided by the Proposer, at any time to assist the City in understanding the product/services.



Terminations 

If any, list any contracts that have been terminated before the project completion in last five (5) years with your firm (if you are national company, list those terminations for the office that will serve the City of Seattle).  Indicate whether contract was terminated for Default (defined as a notice to Proposer to stop performance due to Proposer’s non-performance or poor performance) and whether the issue was (a) not litigated; or (b) litigated and such litigation determined the Proposer to be in default.  If any, attach a description of the deficiencies in performance and describe whether and how the deficiencies were remedied.  The City will evaluate the information and may also at its sole discretion, reject the Proposer’s Response if the information indicates that completion of a contract resulting from this solicitation may be jeopardized by the responsibility history of this Proposer.  These may be contacted as a resource to the City for assessing references and responsibility.

Have you had any early Contract Terminations?   	Yes |_|              No|_|     

If yes, are termination descriptions attached?  		Yes |_|              No|_|     



Prime Contractor 

If your proposal includes hardware, software and services from a third party, the Proposer must act as prime contractor for procurement of all proposed products and services.  Prime contractor shall be the sole point of contact for contractual issues including payment of any and all charges resulting from the purchase of the proposed hardware, software, and services.  Prime contractor must take responsibility for demonstration, delivery, (installation to be done by the City) and acceptance testing of all items proposed.  Prime contractor must also provide maintenance, warranty and ensure third-party warranties are extended to City.



1.  Will Proposer utilize Subcontractors?:   Yes |_|              No|_|     



2.  If yes, attach a clear description of how you as prime contractor will direct work of all subcontractors to ensure the quality and timeliness of work performed by Proposer and all subcontractors.      Attached?  Yes |_|              No|_|     

If you responded yes and are utilizing subcontractors (or third-party vendors), then also complete the following chart.

		Third Party Vendor Name

		Number of previous partnerships with this Vendor

		Location of Previous Partnerships with this Vendor

		Description of Installed and Configured Service



		Project Management Services

		     

		     

		     



		Application Software Programs

		     

		     

		     



		Other Software

		     

		     

		     



		Training

		     

		     

		     



		Client Devices/Hardware

		     

		     

		     



		Data Base Administration

		     

		     

		     



		Networking/Infrastructure

		     

		     

		     



		Security

		     

		     

		     



		Data Conversion Development

		     

		     

		     



		External System Interfaces Development

		     

		     

		     



		Functional/Business  Analysis

		     

		     

		     



		Testing

		     

		     

		     



		Deployment

		     

		     

		     







[bookmark: _Toc527471545]Key Personnel

Provide the names, roles and number of years’ experience of key personnel available to implement the solution identified in the RFP.  Include a description of project experience including manufacturer certifications for each person listed.  The City will not conclude that personnel listed will be dedicated to this project however the depth of resources, knowledge and experience of staff with the proposed solution will be a key factor in the final decision. 

		

Name 

		

Role

		

Experience and Certifications

		Years of Experience



		

		

		

		



		

		

		

		



		

		

		

		



		

		

		

		



		

		

		

		



		



		

		

		





	

	 

Key Staff 

Describe the project roles and responsibilities for each key staff member and sub-contractor identified in the Project Organization diagram.



Key Staff Experience and References

Proposer shall provide resumes and three (3) references from previous clients for all key staff members.  Resumes for each person shall include the following information:



· Current position with the Proposer

· Years with the company

· Project position to be staffed

· Education and Training

· Work experience, including past positions with the proposer’s company

· Technical skills and qualifications relevant to the project

· Specific description of experience in working with the proposed software/system, including experience in system design, installation, support, training or management



The references may be contacted along with other sources that may be provided to the City in your response or that are otherwise known to the City.  Although the City anticipates completing reference checks during the final round of the process, the City and/or the evaluation team may contact the Proposer’s clients or other sources in addition to those specifically provided by the Proposer, at any time to assist the City in understanding the product/services.



Location of Key Staff or Project Team

The City prefers to work with a vendor that has key staff or project teams located near The City.  Provide a list that describes the geographic distribution of key staff members.  If key staff members or project teams are available to work locally, please provide information regarding the duration of their availability.



Key Staff Assignment Priority

In responding to this RFP, Proposer warrants that any key staff members identified by the Proposer 

and accepted by the City shall be dedicated to the City’s project as that person’s primary assignment for the duration of such person’s employment by the Proposer and that any change in assigned key staff is subject to prior City approval in writing.



Project Management

Designate the Project Manager who will have overall, daily responsibility for the project.  This person will be responsible for the Proposer’s project management and coordination with the City.  

Provide an organizational chart that shows the Project Manager’s reporting relationships within the Proposer’s organization. The Proposer should also describe the type and level of authority vested in the Project Manager in regard to coordinating the Proposer resources in support of the project.

[bookmark: _Ref525445561][bookmark: _Toc527471546]Project Manager Qualifications

The Proposer must provide detailed information regarding the designated Project Manager’s experience with projects of similar size and complexity. In addition to the information provided above, list and describe all projects performed by the Project Manager for similar work.



[bookmark: _Toc495311671]


[bookmark: _Toc527471547]SECTION B – Minimum Qualifications/References/Manufacturer Authorized Distributor (Pass/Fail)

[bookmark: _Toc495311667][bookmark: _Toc527471548][bookmark: _Toc403623462][bookmark: _Toc495311666]Minimum Qualifications and References

The City will not coordinate reference checks with the Proposer.   Proposals will be considered non-responsive and will be disqualified, at the sole discretion of the City, if these minimum requirements are not met and may be disqualified if references cannot be reached. Leaving information blank will be considered non-responsive.

[bookmark: _Hlk522182314]References provided for minimum qualifications may be restated for this section if they meet the stated criteria.

[bookmark: _Hlk524100748]References provided by the Proposer may include the manufacturers Professional Services resources or sub-contractor resources with the understanding that those same resources will be supporting and actively participating with the Vendor’s primary project team for this project.   

Note, all reference systems in this section must be currently in full production and not a trial or, sold but not installed.

[bookmark: _Toc527471549][bookmark: _Toc495311668]1. UC Minimum Qualifications

Minimum Qualifications for UC Proposers:

1.1 The Proposer must have completed at least two (2) Unified Communications (UC) projects on the same platform as proposed to the City with multiple-site deployments, a minimum of 6,000 UC endpoints, similar complexity to the City environment as described in the RFP, and at least one (1) year of active use of the solution by the customer. The referenced systems must be currently in full production (for example, not a trial, or partially implemented, etc.)

· [bookmark: _Hlk527468388]_____Acknowledges / Complies (Proposer must check)



1.2 The Proposer must have deployed at least one (1) UC solution on the same platform as proposed to the City and similar scale (6,000 UC endpoints) that was integrated with Microsoft services (i.e. Exchange, Office, etc.)    This UC solution must have deployed a single client for a seamless end user experience delivering UC capabilities including:  Instant Messaging, Presence, Voice Calls, Audio & Video Conferencing, Desktop Sharing, and Click to Call.  The client must support mobile devices (i.e., Android, Apple, Microsoft, etc.)

· [bookmark: _Hlk527468900]_____Acknowledges / Complies (Proposer must check)



1.3	The Proposer must have completed one (1) project within the last three (3) years which included all the following functionality on the same UC platform as proposed:

a. Multi-site deployments

b. Enterprise E911

c. Unified Messaging 

d. Auto-attendant menus

e. Analog gateways

f. Mobility

g. Multi-line telephones

· _____Acknowledges / Complies (Proposer must check)





1a.	Minimum Qualifications: UC Solution References 

Note – The same project may be used to meet the minimum qualification requirement in each section provided it meets all the requirements.  More than one reference may be provided for each section.

Reference Information Below for Minimum Qual #1:

		

		

		



		Client Name:  

		State: 

		Reference Type: 



		Contact Name: 

		Job Title: 

		Phone Number: 



		E-mail Address: 

		Number of Ports: 

		When Implemented:  



		Description / Notes:









		

		

		



		Client Name: 

		State: 

		Reference Type: 



		Contact Name: 

		Job Title: 

		Phone Number: 



		E-mail Address: 

		Number of Ports: 

		When Implemented: 



		Description / Notes: 









Reference Information Below for Minimum Qual #2:

		

		

		



		Client Name:  

		State: 

		Reference Type: 



		Contact Name: 

		Job Title: 

		Phone Number: 



		E-mail Address: 

		Number of Ports: 

		When Implemented:  



		UC Manufacturer:

		UC Model:

		Software Release Version:



		Description / Notes:









Second Reference is optional

		

		

		



		Client Name: 

		State: 

		Reference Type: 



		Contact Name: 

		Job Title: 

		Phone Number: 



		E-mail Address: 

		Number of Ports: 

		When Implemented: 



		UC Manufacturer:

		UC Model:

		Software Release Version:



		Description / Notes: 









Provide References Below for Minimum Qual #3:

		

		

		



		Client Name: 

		State: 

		Reference Type: 



		Contact Name: 

		Job Title:

		Phone Number: 



		E-mail Address: 

		Number of Ports: 

		When Implemented: 



		Description / Notes: 









Second Reference is optional

		

		

		



		Client Name: 

		State: 

		Reference Type: 



		Contact Name: 

		Job Title:

		Phone Number: 



		E-mail Address: 

		Number of Ports: 

		When Implemented: 



		Description / Notes: 











[bookmark: _Toc527471550]1b.	Manufacturer Authorized Distributor (UC)

Provide a current, dated, and signed authorization from the manufacturer that the Proposer is an authorized distributor, dealer or service representative and is authorized to sell the manufacturer's products.  

[bookmark: _Toc527471551]Attach a document on letterhead from the manufacturer stating the design meets the manufacturer’s equipment for functionality and compliance to the requirements set forth in the RFP.  

If more than one manufacturer is included in the proposed solution, each manufacturer shall be identified. 

1. Manufacturers name:  

2. Headquarters address:

3. General Availability date of this family of systems:

4. General Availability date of this model of system:

Note - The Proposer’s design may suggest options that provide additional benefits to be gained by installing other hardware or software for the core such as additional gateways at alternate sites, but such proposal must be reviewed and approved by the Manufacturer for compatibility as noted above.  

[bookmark: _Toc527471552][bookmark: _Toc495311669]2. Minimum Qualifications Contact Center / IVR Solution 

1. The Proposer must have completed at least three (3) similar, Contact Center solution implementations of the same core platform as proposed to the City with a minimum of one hundred and fifty (150) named agents within the last four (4) years, with similar complexity to the City environment as described in the RFP, that has at least one (1) year of active use by the customer.  The sub-components, listed below, can be proposed as “best of breed” (i.e., workforce management and recording). The referenced systems must be currently in full production (for example, not a trial, or partially implemented, etc.)

Two of the three implementations must have included all the following:

a. Multi-channel queuing: voice, webchat, and email

b. Call-back queueing

c. Workforce management

d. Voice and screen recording 



· _____Acknowledges / Complies (Proposer must check)









1. The Proposer must have deployed at least one (1) Contact Center solution of the same platform and similar scale (150 agents) as proposed to the City that was integrated with Microsoft services (i.e. Exchange, Office, etc.)     

· _____Acknowledges / Complies (Proposer must check)





1. The Proposer must have completed at least two (2) self-service IVR deployments implemented on the same platform as proposed to the City with similar complexity to the City environment as described in the RFP. The referenced systems must be currently in full production (for example, not a trial, or partially implemented, etc.)    

Deployments must have included at least four (4) of the following:

a. Self-service functionality

b. Web service or database direct integrations (i.e. MS Dynamics, MS SQL or Oracle)

c. Computer Telephony Integration (i.e., screen pop)

d. Text to Speech (TTS) 

e. Speech Recognition

f. Multiple languages 

· _____Acknowledges / Complies (Proposer must check)



2a. Minimum Qualifications: Contact Center Solution References

Note:  The same project may be used to meet the minimum qualification requirement in each section provided it meets all the requirements.  More than one reference may be provided but at each reference must meet the minimum qualification requirements on its own merits.



Provide References Below for Minimum Qual #1:

		

		

		



		Client Name:

		State: 

		Reference Type: 



		Contact Name: 

		Job Title: 

		Phone Number: 



		E-mail Address: 

		Number of Ports: 

		When Implemented: 



		Description / Notes:













		

		

		



		Client Name:

		State: 

		Reference Type: 



		Contact Name: 

		Job Title: 

		Phone Number: 



		E-mail Address: 

		Number of Ports: 

		When Implemented: 



		Description / Notes:









		

		

		



		Client Name: 

		State: 

		Reference Type: 



		Contact Name:

		Job 

		Phone Number: 



		E-mail Address: 

		Number of Ports:

		When Implemented: 



		Description / Notes:











Provide References Below for Minimum Qual #2:

		

		

		



		Client Name:

		State: 

		Reference Type: 



		Contact Name: 

		Job Title: 

		Phone Number:



		E-mail Address: 

		Number of Ports:

		When Implemented: 



		Description / Notes: 









Second Reference is optional

		

		

		



		Client Name:

		State: 

		Reference Type: 



		Contact Name: 

		Job Title: 

		Phone Number:



		E-mail Address: 

		Number of Ports:

		When Implemented: 



		Description / Notes: 











Provide References Below for Minimum Qual #3:

		

		

		



		Client Name:

		State: 

		Reference Type: 



		Contact Name: 

		Job Title: 

		Phone Number:



		E-mail Address: 

		Number of Ports:

		When Implemented: 



		Description / Notes: 









		

		

		



		Client Name:

		State: 

		Reference Type: 



		Contact Name: 

		Job Title: 

		Phone Number:



		E-mail Address: 

		Number of Ports:

		When Implemented: 



		Description / Notes: 









[bookmark: _Toc527471553]2b. Manufacturer Authorized Distributor

Provide a current, dated, and signed authorization from the manufacturer that the Proposer is an authorized distributor, dealer or service representative and is authorized to sell the manufacturer's products.  

[bookmark: _Toc527471554]Attach a document on letterhead from the manufacturer stating the design meets the manufacturer’s equipment for functionality and compliance to the requirements set forth in the RFP.  

If more than one manufacturer is included in the proposed solution, each manufacturer shall be identified. 

1. Manufacturers name:  

2. Headquarters address:

3. General Availability date of this family of systems:

4. General Availability date of this model of system:

Note - The Proposer’s design may suggest options that provide additional benefits to be gained by installing other hardware or software for the core such as additional gateways at alternate sites, but such proposal must be reviewed and approved by the Manufacturer for compatibility as noted above.  





[bookmark: _Toc495311675]




[bookmark: _Toc527471555]SECTION C – TECHNICAL REQUIREMENTS 

This section, C references section 6 of the RFP. 

· All UC proposals should include a response to sections 6.1 (UC Technical Requirements), 6.3 (TeleManagement Software). 



Response to section 6.4 is optional (Meeting Room Technology). This is a desired option the City may consider purchasing post-award and shall not be scored



· All IVR / CC proposals should include a response to section 6.2 (CC/IVR Technical Requirements). 



Response to section 6.5 is optional (Robotics Process Automation). This is a desired option the City may consider purchasing post-award and shall not be scored



Place an X next to the statement that matches your proposal:



· Responding to sections 6.1, 6.3 

· Optional section 6.4 



· Responding to section 6.2 

· Optional section 6.5 



· Responding to all sections with the understanding that the City may choose to split the award.  



NOTE – IT IS THE CITY’S EXPECTATION THAT ALL PROPOSERS WILL WORK CLOSELY WITH THE MANUFACTURERS TO ENSURE THE PROPOSED DESIGN WILL MEET THE CITY’S REQUIREMENTS SET FORTH IN THE RFP.  THEREFORE, ALL DESIGNS SUBMITTED BY PROPOSER MUST INCLUDE A LETTER FROM THE MANUFACTURER STATING THEY HAVE REVIEWED PROPOSER’S DESIGN, RELATED TO THE MANUFACTURER’S EQUIPMENT FOR FUNCTIONALITY AND COMPLIANCE TO REQUIREMENTS SET FORTH IN THE RFP.



[bookmark: _Toc527471556]6.0 TECHNICAL REQUIREMENTS

Vendors will have the option to propose a premises-based solution, a hosted solution, or a hybrid solution.  If the solution design impacts the ability or method of meeting a requirement, the proposal must identify why it is an issue and how the solution addresses the requirement.

Proposers should note that the City will consider two different approaches to the UC desktop tools:  a solution leveraging the City’s Skype for Business investment, or proposers may leverage other manufacturer’s UC desktop tools.

Listed “Functional/System” requirements are critical and should be addressed as part of Vendor’s response unless specifically noted as “Desired” or “Optional”.     

Functional/System Requirements are critical to the deployment and considered a necessary function or system component required to successfully deliver the solution to the City.  If a bidder is not able to meet a Functional/System requirement, the proposal may be eliminated from consideration if the City determines that the clarifying explanation, alternate solution or method proposed does not meet the requirement.   

Desired Requirements are important to the City and will be factored into the scoring of the proposal but are NOT considered a “must have”.   The inability to meet a Desired requirement may be a factor during proposal evaluation and scoring and may result in other vendors being selected as finalists.

Optional Requirements are not critical to the successful delivery of the proposed solution but could impact future deployments and may have some influence on the evaluation.  The City may consider purchasing optional solutions post contract award.  



6.1 [bookmark: _Toc527471557]Unified Communications Technical Requirements

6. [bookmark: _Toc527008241][bookmark: _Toc527008361][bookmark: _Toc527008900][bookmark: _Toc527009556][bookmark: _Toc527019580][bookmark: _Toc527464297][bookmark: _Toc527470920][bookmark: _Toc527471105][bookmark: _Toc527471385][bookmark: _Toc527471558]

6.1.1 [bookmark: _Toc527471559]Architecture and Design 

6.1.1.1 	_______Acknowledges / Complies 

				_______Acknowledges / Complies with the following clarification



a) [bookmark: _Hlk497741015]Provide a high-level overview in Visio or .pdf diagrams of the proposed configuration, depicting all core elements and components of the solution, including the proposed system for the TeleManagement solution in Section 6.3.  If a combined proposal is provided, please include the integration that addresses both the UC and IVR / CC solution.   Include the necessary network connectivity, carrier connectivity, and the proposed locations for the hardware.  Include integration points with each of these key platforms:  

· Nortel / Avaya PBX network including final design for connectivity to PAX PBX’s

· Skype for Business (if applicable) 

· 0365 andExchange Online



b) Describe in sufficient detail any proposed optional hardware or software.  If additional hardware is proposed, explain where it will be installed and what infrastructure is necessary for the City to provide to support this hardware, i.e., power, room conditions, connectivity, etc.  



c) Include a written narrative, not to exceed 5-pages, explaining the design.



d) Provide a diagram that depicts call flows between all the systems and components. 





e) Complete the following table, adding additional rows as necessary:

Entry options for each column: 

· Redundant –Yes or NO

· Normal traffic load handling –standby or load balanced

· Redundancy type –active/active or hot standby or manual

· Recovery time – time interval to return to normal operations on primary servers

· Component – “native” to manufacturers hardware or “3rd party” solution



		Components

(Samples 

listed 

below)

		Redundant?

(Yes / No)

		Normal Traffic Load Handling



		Redundancy

Type



		Recovery Time



		Native or 3rd party 

solution



		Session Border Controllers

		

		

		

		

		



		UC servers

		

		

		

		

		



		Voice Mail 

		

		

		

		

		



		 Record on Demand

		

		

		

		

		



		TMS 

		

		

		

		

		



		E911 

		

		

		

		

		









6.1.1.2 	_____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) How does this design meet the redundant and failover requirements?  



b) During a failover with an H/A design, what is the customer experience?



c) Describe any non-critical components designed with a hot standby failover, and what is the customer experience?



d) Describe any non-critical components designed with a manual failover, and what is the customer experience?



6.1.1.3  	_____Acknowledges / Complies

		_____Acknowledges / Complies with the following clarification



Complete the following server matrix, adding additional rows as necessary.



· Name each server/appliance/gateway role (including analog) in the solution, including any proposed options and the quantity of each.  

·  Include the proposed virtual hardware and software configuration.

·  Under Hardware Model, identify whether the hardware is virtual, an appliance, proprietary, or is a Commercial Off-The-Shelf (COTS) unit with model numbers.

·  Provide the operating system. 

· Identify who is responsible for applying OS patches and updates.   

		

Server Name/Function

		

Quantity

		Hardware

Model

		Operating System

		OS Patching 

Updates



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		







If proposing VMware, does the solution account for use of the following software within the design?

a) vMotion

b) Distributed Resources Scheduler (DRS)

c) VMware High Availability (HA)

d) Storage Motion

e) Site Recovery Manager



6 [bookmark: _Toc527008243][bookmark: _Toc527008363][bookmark: _Toc527008902][bookmark: _Toc527009558][bookmark: _Toc527019582][bookmark: _Toc527464299][bookmark: _Toc527470922][bookmark: _Toc527471107][bookmark: _Toc527471387][bookmark: _Toc527471560]

6.1.1.3 [bookmark: _Toc527008244][bookmark: _Toc527008364][bookmark: _Toc527008903][bookmark: _Toc527009559][bookmark: _Toc527019583][bookmark: _Toc527464300][bookmark: _Toc527470923][bookmark: _Toc527471108][bookmark: _Toc527471388][bookmark: _Toc527471561]

6.1.1.4 	_____Acknowledges / Complies

		_____Acknowledges / Complies with the following clarification



a) Define the role of the SBC within the design and explain what features and functionality are included.  

b) Does the SBC require a separate tool for administration and if so, describe? 

c) Explain the proposed solution for the SBC’s and include any advantages or other benefits of the design or the selected product.   

d) What is the method of integration to the SBC?  



6.1.1.5 	_____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



6.1.1.6 	_____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) How does the design address a single point of failure for carrier services?



For hosted delivery solutions only, answer the following:

b) Who is the proposed carrier?

c) Does this carrier peer with Century Link or Level 3? 



6.1.1.7 	_____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



6.1.1.8 	_____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) How does your proposal provide local or backup services in case of a network or central system failure at the West Police Precinct and the Emergency Operations Center?  Address all hardware / software and carrier services included.   



6.1.1.9 	_____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



6.1.1.10 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification





a) Explain how the solution will integrate with Skype for Business (SfB) using on premises servers. 

b) What is the impact to the design if the SfB servers are moved to the cloud?  

c) What is the manufacturers plan for integrating with Microsoft Teams? 

d)  How is presence exchanged between the proposed design with Microsoft (if applicable)?   

e) Describe how the solution will integrate with Exchange Online. 

f) Describe how the proposed system management tool(s) interface with Active Directory.

g) What is the integration to the Avaya/Nortel? 

h) How do you propose to integrate with a new IVR / contact center system? 



6.1.1.11 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) Describe how your proposal will address routing between the UC system and the Avaya/Nortel.



6.1.1.12 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) Does the proposed solution include encryption that is native or is it a 3rd party solution?  

b) How is voice traffic kept secure?  



6.1.1.13 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



6.1.1.14 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) Does your solution offer any predefined API’s, SDK’s or other tools to integrate with Microsoft Dynamics or other well-known CRM systems? 



6.1.1.15 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) What software client is proposed in the design for UC?  

b) Does the client use a plug-in to work with Skype? 



6.1.1.16 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) Explain how these ringdowns will be provisioned within the UC system and include a description of any hardware or specialized software that is necessary for the design. 



6.1.1.17 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) Explain how OPX’s are provisioned within the UC system and include a description of any hardware or specialized software that is necessary in the design. 



6.1.1.18 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) Describe the proposed test environment including where it will be located. 





6.1.1.19 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification





DESIRED

6.1.1.20 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification





6.1.1.21 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) Describe how your solution integrates with the SolarWinds monitoring and alerting platform (i.e., VoIP and Network Quality Manager.)



6.1.1.22 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification





6.1.2 [bookmark: _Toc527471562]Specialized Security Requirements 

[bookmark: _Hlk523310977]_____ CJIS - Acknowledges / Complies

_____ CJIS - Acknowledges / Complies with the following clarification



_____ PCI - Acknowledges / Complies

_____ PCI - Acknowledges / Complies with the following clarification



_____ NERC/FERC - Acknowledges / Complies

_____ NERC/FERC - Acknowledges / Complies with the following 	clarification



The awarded Vendor must follow security industry best practices.  Explain how the proposed solution addresses the criteria listed below:  

a) Physical access (if applicable)

b) Changing of passwords

c) Security of remote access to the common telephony and messaging systems

d) Security from unauthorized internal or external access of the telephony system and messaging systems

e) Logging and auditing

f) Use of NIST industry standards, including CIS Benchmarks

g) Network protocols, ports and services

h) Vulnerability remediation

i) File/configuration integrity monitoring

j) How is the packet-in-transit encryption applied?  

k) How are encryption keys managed?



6.1.3 [bookmark: _Toc527471563]System Features 

1. [bookmark: _Toc527008247][bookmark: _Toc527008367][bookmark: _Toc527008906][bookmark: _Toc527009562][bookmark: _Toc527019586][bookmark: _Toc527464303][bookmark: _Toc527470926][bookmark: _Toc527471111][bookmark: _Toc527471391][bookmark: _Toc527471564]

2. [bookmark: _Toc527008248][bookmark: _Toc527008368][bookmark: _Toc527008907][bookmark: _Toc527009563][bookmark: _Toc527019587][bookmark: _Toc527464304][bookmark: _Toc527470927][bookmark: _Toc527471112][bookmark: _Toc527471392][bookmark: _Toc527471565]

3. [bookmark: _Toc527008249][bookmark: _Toc527008369][bookmark: _Toc527008908][bookmark: _Toc527009564][bookmark: _Toc527019588][bookmark: _Toc527464305][bookmark: _Toc527470928][bookmark: _Toc527471113][bookmark: _Toc527471393][bookmark: _Toc527471566]

4. [bookmark: _Toc527008250][bookmark: _Toc527008370][bookmark: _Toc527008909][bookmark: _Toc527009565][bookmark: _Toc527019589][bookmark: _Toc527464306][bookmark: _Toc527470929][bookmark: _Toc527471114][bookmark: _Toc527471394][bookmark: _Toc527471567]

5. [bookmark: _Toc527008251][bookmark: _Toc527008371][bookmark: _Toc527008910][bookmark: _Toc527009566][bookmark: _Toc527019590][bookmark: _Toc527464307][bookmark: _Toc527470930][bookmark: _Toc527471115][bookmark: _Toc527471395][bookmark: _Toc527471568]

5.1. [bookmark: _Toc527008252][bookmark: _Toc527008372][bookmark: _Toc527008911][bookmark: _Toc527009567][bookmark: _Toc527019591][bookmark: _Toc527464308][bookmark: _Toc527470931][bookmark: _Toc527471116][bookmark: _Toc527471396][bookmark: _Toc527471569]

5.1.1. [bookmark: _Toc527008253][bookmark: _Toc527008373][bookmark: _Toc527008912][bookmark: _Toc527009568][bookmark: _Toc527019592][bookmark: _Toc527464309][bookmark: _Toc527470932][bookmark: _Toc527471117][bookmark: _Toc527471397][bookmark: _Toc527471570]

5.1.2. [bookmark: _Toc527008254][bookmark: _Toc527008374][bookmark: _Toc527008913][bookmark: _Toc527009569][bookmark: _Toc527019593][bookmark: _Toc527464310][bookmark: _Toc527470933][bookmark: _Toc527471118][bookmark: _Toc527471398][bookmark: _Toc527471571]

5.1.3. [bookmark: _Toc527008255][bookmark: _Toc527008375][bookmark: _Toc527008914][bookmark: _Toc527009570][bookmark: _Toc527019594][bookmark: _Toc527464311][bookmark: _Toc527470934][bookmark: _Toc527471119][bookmark: _Toc527471399][bookmark: _Toc527471572]

6.1.3.1 	_____Acknowledges / Complies  

			_____Acknowledges / Complies with the following clarification

a) Please provide a link to online documentation that describes standard telephony features available on the system.



6.1.3.2 	_____ Acknowledges / Complies  

			_____ Acknowledges / Complies with the following clarification 



a) What is the minimum hardware and software requirements for desktops/laptops/ tablets required to support the proposed client software.



b) Insert an image of the mobile app and the standard software client from the primary screen.

c) What are the differences in the features and functionality of the mobile app versus the client software? 

d) Can the mobile app be configured to present a different number on outbound calls, for instance a department number versus the users DID number? 

e) Can the mobile app be configured to block caller ID on outbound calls? 



6.1.3.3 	_____ Acknowledges / Complies  

		_____ Acknowledges / Complies with the following clarification



6.1.3.4 	_____ Acknowledges / Complies  

		_____ Acknowledges / Complies with the following clarification 



6.1.3.5 	_____ Acknowledges / Complies  

		_____ Acknowledges / Complies with the following clarification 



a) Provide a list and short description of the available system reports for key performance indicators.  

b) Can reports be customized? 

c) What methods or options are available to notify City personnel when alarms are triggered?



6.1.3.6 	_____ Acknowledges / Complies  

		_____ Acknowledges / Complies with the following clarification 



a) Explain how permissions are assigned.  

b) Is there limitation to the number of roles that can be created?

c) How many users may be assigned to any given role?



6.1.3.7 	_____ Acknowledges / Complies  

		_____ Acknowledges / Complies with the following clarification 



a) What is the number of administrators allowed in the system simultaneously? 



6.1.3.8 	_____ Acknowledges / Complies  

		_____ Acknowledges / Complies with the following clarification

 

a) Describe how schedules are used to set a date and time to complete administrative tasks or work orders.  

b) Are there any limitations to what activities can be scheduled? 

c) Is it provided as a native solution or 3rd Party?



6.1.3.9 	_____ Acknowledges / Complies  

		_____ Acknowledges / Complies with the following clarification 



a) Explain the process a new end user completes to activate a new phone set or softphone. 

b) What level of provisioning is done from the administrative end prior to having a new user self-activate a telephone set? 



6.1.3.10 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



a) Describe the level of detail that is available to define users, locations, devices and telephone numbers inherent with the system. 

b) What additional information can be extracted from the system for station data? 

c) Can the system track vacant or unassigned telephone numbers from the dial plan?   If so, can it provide the length of time that the number has been out of circulation?

d) Are there additional fields that can be defined to include items like department names, cost centers or other custom data as desired by the City?



6.1.3.11 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



a) Provide a sample report showing a call that has multiple call segments including transfers.  



6.1.3.12 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



6.1.3.13 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



6.1.3.14 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



a) Describe the proposed solution integration including PSTN options.  

b) Where are the bridges located?  

c) Can the bridge be scheduled in Outlook?

d) What steps are necessary to activate the bridge?  



6.1.3.15 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



a) Does your solution require a license for these scenarios? 



6.1.3.16 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



a) Provide a brief overview for the plans to manage the dial plan between two separate systems.  

b) Explain how message waiting indication and calling line identification will be supported between the legacy and new solution.

c) How is caller-ID between the two systems passed?  Are there any scenarios where caller ID will not carry through?





6.1.3.17 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



a) Explain how the change to a new dial plan with new phone numbers would be managed. 

 

6.1.3.18 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



b) Explain how and where this blocking is accomplished. 



6.1.3.19 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



a) Explain how this provisioning is accomplished for each of the five scenarios listed.

  

6.1.3.20 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



a) What system components require multicast, if applicable?

  

6.1.3.21 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 

a. Please describe how shared line appearances are configured on your proposed system to accomplish these requirements.



6.1.3.22 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 

a. Please describe how abbreviated dialing is configured on your proposed system to accomplish these requirements.



6.1.3.23 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 

a. Please describe how group paging or broadcast are configured on your proposed system to accomplish these requirements.

6.1.3.24 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



a) Is the ability to record a call native to the proposed system or a 3rd party solution? 

b) What is necessary to record all calls on any extension?  Is this limited to a physical phone set or can it be done for a soft phone? 

c) Describe the steps a user takes to activate call recording on-demand from a regular phone set.    How is this done from the client? 

d) Where are the recordings stored? 

e) Are the recordings encrypted? 

f) What is the process to retrieve a recording?

g) What options are available for any remote user to record a call?



6.1.3.25 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



a) Does the system send out an alert when a call marked as malicious is in progress? 

b) What type of notices can be sent (IM, email etc.) and to whom? 



6.1.3.26 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



6.1.3.27 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



a) What type of media does the system support?   

b) Are there limitations to the number of channels that hear or listen to any single source? 

c) Can announcements or messages be recorded and played for specific department purposes?  



6.1.3.28 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



a) Is teleworking accomplished via a web browser or a dedicated client?  

b) What is necessary from an infrastructure perspective to support teleworkers? 



6.1.3.29 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 

a. Please describe how receptionist/answering positions are configured on your proposed system to accomplish these requirements.



6.1.3.30 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



a) Explain how you propose to integrate with the overhead paging systems.   



Additional Questions



1. When building the phones, are there fields available to include the following data:  1) department names, 2) cost centers, 3) location, and 4) or other definable fields.

2. Can we report on the above fields?

3. Is there an integration to Active Directory for the purpose of provisioning a telephone?   If so, please describe and identify which AD fields are involved.



 DESIRED 

6.1.3.31 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification 



a) Can a receptionist use a feature to forward all incoming calls to a user to themselves without physically going to the user’s phone and forwarding it?   

b) Does the receptionist have the ability to see if a user is on an active call, even though their telephone is in call forward?



6.1.3.32 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification

 

a) Does this require any special integration? 



6.1.3.33 _____ Acknowledges / Complies  

		_____ Acknowledges / Complies with the following clarification 



a) If this feature is supported, describe the process a user would follow to record on demand using a smart phone. 



6.1.3.34 _____ Acknowledges / Complies  

		_____ Acknowledges / Complies with the following clarification 



a) Describe the number of PIN’s or passwords an end user has to manage.

b) What features can an end user change and how is that done? 

c) Can an end user set up call forwarding rules based on the calling ANI?

d) Can an end user set up call forwarding rules based on calendar status, including the time of day?  



6.1.4 [bookmark: _Toc527471573]Dial tone / SIP trunks 

6.1.4.1 _____ Acknowledges / Complies  

		_____ Acknowledges / Complies with the following clarification 



a) Provide a concise description of the proposed solution and what the City’s role will be during implementation.   

b) How do you propose to manage the number porting process?   

6.1.4.2 _____ Acknowledges / Complies  

		_____ Acknowledges / Complies with the following clarification 



6.1.4.3 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



a) Explain how SIP trunk licenses are applied in the proposal.

b) Based on your knowledge of the current system, how many SIP trunks would you propose? 

   

6.1.4.4 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



a) Is the SBC product part of the manufacturer’s suite of products or is it a 3rd party manufacturer?  



6.1.4.5 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.1.4.6 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification





6.1.4.7 _____ Acknowledges / Complies  

	



6.1.5 [bookmark: _Toc527471574]Unified Messaging and Voice Mail 

6.1.5.1 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



a) Provide a concise description of the proposed solution including if it is a 3rd party manufacturer.  



6.1.5.2   

		Requirement

		Complies

		Complies with exception



		Solution must integrate with Microsoft Office 365 / Exchange Online. 

		

		



		The solution will attach a .wav file of a voice mail message when it is delivered in email. 

		

		



		All calls forwarded to a mailbox go directly to the mailbox without caller intervention or requiring additional digits.

		

		



		Caller must be able to opt out of voice mail and reach a live person.

		

		



		Message waiting indication (MWI) is provided for all user devices, either visually or audibly

		

		



		Message waiting indicator is visual or audible and is available on every line appearance on a telephone or desktop device.

		

		









6.1.5.3 	_____ Acknowledges / Complies  

  _____ Acknowledges / Complies with the following clarification



6.1.5.4 	_____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification



a) If a separate system is installed for the IVR / contact center solution, what different methods can be used to integrate? 



6.1.5.5 

		Requirement

		Complies

		Complies with exception



		 All voice mail messages are accessible via a telephony user interface (TUI)

		

		



		Text-to-speech (TTS) translations for email pick-up via TUI or voice command

		

		



		 Speech-to-text (STT)

		

		



		Graphical user interface (GUI) with frequently used commands

		

		







6.1.5.6 	_____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification



a. If Transport Layer Security (TLS) is not used for encryption, explain what the proposal includes. 





6.1.5.7 	_____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification



a. Please describe how voicemail messages are stored and how they can be archived.  Also describe the options, if any, to leverage the MS-Exchange Online for voice mail storage instead of the integrated voice mail system proposed.

b. If some City users desire, can the system send a link to a user’s email inbox instead of attaching a .WAV file for each voice mail message?











6.1.5.8 	

		

		Requirement

		Complies

		Complies with exception



		

		System provides the ability to transfer a caller directly into the voice mail system and combined with a user’s mailbox number, calls bypass the user’s extension  

		

		



		

		Confirmation of action or change provided by the system

		

		



		

		Greeting & prompts override/bypass by pressing a pre-defined key on the dial pad

		

		



		

		Ability to administer mailboxes used to provide information only with no opportunity to leave message

		

		



		

		Personal and system distribution lists 

		

		



		

		The proposed solution must support send, receive, forward and reply

		

		



		

		System provides directory access / dial by name 

		

		



		

		Single, logical system appearance to internal and external users

		

		



		

		Automated attendant

		

		



		

		Out-calling capabilities and message notification to a pager, cell phone, email address, or other internal or external telephone number

		

		



		

		Multiple personal greetings to include temporary greeting with the ability for user to set expiration date/time. 

		

		



		

		User ability to speed up or slow down a voice message recording.

		

		



		

		User ability to skip a message, saving it automatically and bringing up the next message.

		

		



		

		User ability to delete a message without listening to the whole message. 

		

		



		

		User ability to go forward and backward incrementally within a message

		

		



		

		Ability to replay ‘envelope’ information with date/time/ANI of call

		

		







6.1.5.9 	

		Requirement

		Complies

		Complies with exception



		 The count of calls transferred out of a mailbox when callers choose dial zero option

		

		



		Ability to view the number of messages in a mailbox

		

		



		List mailboxes exceeding storage limit

		

		



		List mailboxes with unread messages not accessed in x-number of days

		

		



		List mailboxes that have not been not initialized

		

		



		Ability to provide peg counts for voicemail applications totaling the number of incoming calls and counts for each option on the menu. 

		

		



		The system must provide automated notifications or alerts to a system administrator for unread / unheard voicemail messages when mailbox parameters are exceeded

		

		









a) Provide a list and short description of other reports or metrics that are available.  

b) Can these reports be scheduled and delivered in email or sent to a file share? 

c) Can the system export into Excel, all data fields included in every mailbox in the system? 

d) What type of alerts can the system send if system parameters have been exceeded for individual mailboxes? 



6.1.5.10 _____ Acknowledges / Complies  

  _____ Acknowledges / Complies with the following clarification



6.1.5.11 _____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification



6.1.5.12 _____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification



6.1.5.13 _____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification





Additional Questions

1) Does the proposed system offer voice form functionality?



DESIRED

6.1.5.14 _____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification



6.1.5.15 _____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification



6.1.5.16 _____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification

1. [bookmark: _Hlk521943175]Allows the end user to choose an action that forces incoming calls directly to voicemail.

1. Speech enabled commands such as “Call John Smith” or “Get new email”.

1. Call routing is based on calendar, presence, location (Geofencing and Wi-Fi) or user schedule.

1. Presence integration with calendar / IM to play specific personal greetings informing caller of users’ status.

6.1.5.17 _____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification



a) Describe how you would approach this task as part of the overall project plan. 

b) How would message waiting indicators be set for Nortel users?  

c) Describe your training approach for the Nortel users prior to their migration to the new UC system.





6.1.6 [bookmark: _Toc527471575]E911  

6.1.6.1 	_____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification



a) Describe the E911 solution in detail and how it meets the requirements.  

b) What provisioning is necessary in the UC system to work with the system? 

c) What conditions would cause a call not to route properly?  

d) Will the system provide a report on a call to 911 for a number that does not provide a location?

e) For a telephone number that does not route correctly, can this be reported automatically via email or some other mechanism or is there a manual process to review calls that are not routing properly? 

f) Is there a cost to the City if the PSAP receives an unidentified number? 

g) Is there a monthly cost to load all DID numbers in addition to the maintenance and support cost?   

h) How do teleworkers update their location?   

i) Does the client retain the last entered address or does the location have to be updated manually each time? 

[bookmark: _Hlk505091516]

6.1.6.2 	_____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification



a) Is there a maximum number of zones that can be provisioned? 

 



6.1.6.3 	_____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification



a) Is there a process for auto discovery when sets are moved?  

b) Are there additional processes or procedures that need to be followed from an infrastructure perspective regarding specific ports, IP address changes etc.? 



6.1.6.4 	_____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification



a) Explain how the system routes the caller to the PSAP, what the PSAP dispatcher sees and how the call is returned to the originating phone number.  



6.1.6.5 	_____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification



a) What different methods are used by the system to notify security or other personnel when a 911 call is in progress? 



b) What information is sent with this notice? Address, floor, zone etc.? 



DESIRED 

6.1.6.6 	_____ Acknowledges / Complies  

 _____ Acknowledges / Complies with the following clarification



a) Describe what is necessary to provide an additional integration with the Nortel/Avaya network.  Please estimate additional cost in pricing spreadsheet. 

b) Address any advantages or disadvantages of combining the two systems into a single 911 database routing server.

c) What is necessary for administration from the Nortel / Avaya to keep the records updated and accurate? 

 

Additional Question:

1. Describe how the proposed E911 system is positioned to integrate with Next Generation 911 (NG911) technologies which will have capabilities to report emergencies via wireless, text, and email.

6.1.7 [bookmark: _Toc527471576]Analog Integrations 

	_____ Acknowledges / Complies 

_____ Acknowledges / Complies with the following clarification



Provide the manufacturers model number, software version, description and maximum number of ports for each proposed gateway in the matrix below.  Insert additional rows as needed. 



		Model #

		Software 

Version 

		Description 

		Max # of ports



		

		

		

		



		

		

		

		



		

		

		

		







a) Are the gateways administered through the central UC tool or does it require a different set of tools?

b) Do the proposed gateways support T.38 protocol for Fax?   

[bookmark: _Hlk525294131]

6.1.8 [bookmark: _Toc527471577]Set Standards

	_____ Acknowledges / Complies 

_____ Acknowledges / Complies with the following clarification



a) Provide a brief description for each of the proposed sets 

b) If a set has to be rebooted, does it retain the programming? 

c) If a set has to be replaced for repair purposes, is the programing retained? 

d) Describe how proposed solution meets this requirement for paging.

e) Describe how proposed solution meets this requirement for multiple extensions.

f) Describe how proposed solution meets this requirement for distinctive rings.





6.1.9 [bookmark: _Toc527471578]CDR

6.1.9.1 	_____ Acknowledges / Complies 

	_____ Acknowledges / Complies with the following clarification



a) Describe the tool that is used to generate CDR reports.  Is this an integrated feature within the core solution or a function of your TMS solution?



6.1.9.2 	_____ Acknowledges / Complies 

	_____ Acknowledges / Complies with the following clarification

a. How often is the raw data processed and records updated?

b. What standard reports are provided? 

c. What fields are included in the reports?  

d. Are all fields searchable?

e. Can records be sorted or configured for custom reports by department?  

f. Do reports provide analytics for information such as traffic loads or peak calling? 

g. The City is required to retain records for an 18-month calendar period.  Describe how the records are set to automatically purge after this time frame?   



6.1.10 [bookmark: _Toc527471579]Licenses	

	_____ Acknowledges / Complies 		

	_____ Acknowledges / Complies with the following clarification



a. Provide a matrix of the different license models that easily identify what features are included with each license.  For example, analog devices require a basic license or mobility is included with X license.



The description of the license should not assume readers of the response have knowledge of the acronyms used within the Proposers organization or make assumptions about the technical background of any reviewer. 



b. Provide a cost per license in the pricing section. 

c. If licenses are bundled, provide the cost per bundle in the pricing section and identify any restrictions or limitations.  

d. Describe one or two scenarios when a software/virtual/phantom number would require a license.

e. The quantities identified in this section are based on the definitions provided below the table.  If the licenses for the proposal are materially different, change the quantities per license type to best match what was identified in this section.   For example, the City estimates approximately 2,000 users would have mobility as a requirement that might be included in your standard or enterprise license.  

The City acknowledges licenses will be different for every system. 

[bookmark: _Toc527471580]
6.2 IVR and Contact Center Technical Requirements 

6.2.1 [bookmark: _Toc527471581]Architecture and Design

6.2 

6.2.1 

6.2.1.1 	_______Acknowledges / Complies 

				_______Acknowledges / Complies with the following clarification



a) Provide a high-level overview in Visio or .pdf diagrams of the proposed configuration, depicting all core elements and components of the solution. If a combined proposal is provided, please include the integration design that addresses both the UC and IVR / CC solution. Include the necessary network connectivity, carrier connectivity, and the proposed locations for the hardware.  Include integration points with each of these key platforms:  

· Nortel / Avaya PBX network 

· Skype for Business (if applicable) 

· 0365 and Exchange Online



b) Include a written narrative, not to exceed 5-pages, explaining the advantages and benefits of the design.



c) What hardware or software is required on the Nortel / Avaya PBX network for integration with the proposed solution?



d) Provide a diagram that depicts call flows between all the systems and components. 



e) Describe the tools available to manage and administer the proposed solution.   Indicate whether access is via a single integrated tool or identify where multiple management tools are necessary.



Complete the following table, adding additional rows as necessary.  Entry options for each column: 

· Redundant –Yes or NO

· Normal traffic load handling –standby or load balanced

· Redundant type –active/active or hot standby or manual

· Recovery time – time interval to return to normal operations on primary servers

· Component – “native” to manufacturers hardware or “3rd party” solution













		Components

(Samples 

listed 

below)

		Redundant?

(Yes / No)

		Normal Traffic Load Handling



		Redundant 

Type



		Recovery Time



		Native or 3rd party 

solution



		SBC 

		

		

		

		

		



		Contact Center 

		

		

		

		

		



		IVR

		

		

		

		

		



		Call Recording

		

		

		

		

		



		Work Force Management

		

		

		

		

		







	6.2.1.2 	_____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) How does this design meet the redundant and failover requirements?  



b) During a failover with a H/A design, what is the customer experience?



c) Describe any non-critical components designed with a hot standby failover, and what is the customer experience?



d) Describe any non-critical components designed with a manual failover, and what is the customer experience?



 	6.2.1.3 	_____Acknowledges / Complies

		 	_____Acknowledges / Complies with the following clarification



a) Complete the following server matrix, adding additional rows as necessary.    



Include any proposed optional hardware or software.  If additional hardware is proposed, explain where it will be installed and what infrastructure is necessary for the City to provide to support this hardware, i.e., power, room conditions, connectivity, etc.  





· Name each server/appliance/gateway role (including analog) in the solution, including any proposed options and the quantity of each.  

·  Include the proposed virtual hardware and software configuration.

·  Under Hardware Model, identify whether the hardware is virtual, an appliance, proprietary, or is a Commercial Off-The-Shelf (COTS) unit with model numbers.

·  Provide the operating system. 

· Identify who is responsible for applying OS patches and updates.   





		

Server Name/Function

		

Quantity

		Hardware

Model

		Operating System

		OS Patching 

Updates



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		







If proposing VMware, does the toolset include the following software?

a) vMotion

b) Distributed Resources Scheduler (DRS)

c) VMware High Availability (HA)

d) Storage Motion

e) Site Recovery Manager



b) How are system backups and restores accomplished for non-VMware components?



6.2 [bookmark: _Toc527008265][bookmark: _Toc527008385][bookmark: _Toc527008924][bookmark: _Toc527009580][bookmark: _Toc527019604][bookmark: _Toc527464321][bookmark: _Toc527470944][bookmark: _Toc527471129][bookmark: _Toc527471409][bookmark: _Toc527471582]

6.3 [bookmark: _Toc527008266][bookmark: _Toc527008386][bookmark: _Toc527008925][bookmark: _Toc527009581][bookmark: _Toc527019605][bookmark: _Toc527464322][bookmark: _Toc527470945][bookmark: _Toc527471130][bookmark: _Toc527471410][bookmark: _Toc527471583]

6.3.1 [bookmark: _Toc527008267][bookmark: _Toc527008387][bookmark: _Toc527008926][bookmark: _Toc527009582][bookmark: _Toc527019606][bookmark: _Toc527464323][bookmark: _Toc527470946][bookmark: _Toc527471131][bookmark: _Toc527471411][bookmark: _Toc527471584]

6.3.1.3 [bookmark: _Toc527008268][bookmark: _Toc527008388][bookmark: _Toc527008927][bookmark: _Toc527009583][bookmark: _Toc527019607][bookmark: _Toc527464324][bookmark: _Toc527470947][bookmark: _Toc527471132][bookmark: _Toc527471412][bookmark: _Toc527471585]

	

6.2.1.4 	_____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification

6.2.1.5 	_____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification





For hosted delivery solutions only, answer the following:

a) Describe your plan to provide carrier redundancy.  



b) Who is the proposed carrier?

c) Does this carrier peer with Century Link/ Level 3? 



6.2.1.6 

		_____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



6.2.1.7            _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification





a) How do you propose to integrate with the Avaya / Nortel? 

b) If you are proposing a solution using a Skype for Business agent client, describe how it will integrate to existing premises servers. 

· What is the impact to the design if the SfB servers are moved to the cloud?  

· What is planned for Microsoft Teams integration? 

· How is presence exchanged between the proposed design with Microsoft (if applicable)?   

c) Describe how the solution will integrate with Exchange Online. 

d) Describe how the proposed system management tool(s) interface with Active Directory.

e) If the proposed design includes an alternate SBC design, provide an in-depth description of the solution and identify any benefits the City gains with this design.



f) The proposed system is compatible with which SBC’s? 





g) Describe the proposed dial plan management between the IVR / CC and UC system.





h) How is caller ID between the IVR / CC passed to the UC system?



i) Are there any scenarios where caller ID would not be passed between solutions?

 

6.2.1.8 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification





6.2.1.9 _____Acknowledges / Complies



	_____Acknowledges / Complies with the following clarification



6.2.1.10 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification





6.2.1.11 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) Does your solution offer any predefined API’s, SDK’s or other tools to integrate with a variety of different backend systems?  



6.2.1.12 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) Describe the software client proposed in the design for the Contact Center agent.  

b) Does the proposed client have the capability to work with Skype (i.e. enterprise wide presence, desktop sharing, IM?)  Please describe.

c) If the City chooses a UC client other than Skype, please describe the manufacturer’s ability to integrate with other UC clients.

d) What are the minimum hardware and software requirements for desktops/laptops/tablets required to support the proposed agent client software?





6.2.1.13 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



a) Describe the proposed test environment, where it will be located and what components are included.   

b) Describe your testing capabilities including load testing (capacity), performance analysis (including database integration,) and accuracy (verification) of the test scripts.

c) Are the testing tools integrated into the proposed platform, or are they a third-party product or service?



6.2.1.14 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification









DESIRED

6.2.1.15 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification









6.2.1.16 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification

a) Describe how your solution integrates with the SolarWinds monitoring and alerting platform (i.e., VoIP and Network Quality Manager.)



6.2.1.17 _____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification





Additional Questions: 



1) How is callerID between a UC system and the IVR or contact center passed?  Are there any scenarios where caller ID will not be passed between solutions?



2) What are the minimum hardware and software requirements for desktops/laptops/tablets required to support the proposed agent client software.



3) Describe in sufficient detail any proposed optional hardware or software.  If additional hardware is proposed, explain where it will be installed and what infrastructure is necessary for the City to provide to support this hardware, i.e., power, room conditions, connectivity, etc.  



4) How are system backups and restores accomplished for non-VMware components?



5) What hardware or software is required on the Nortel / Avaya PBX network for integration with the proposed solution





6.2.2 [bookmark: _Toc527471586]Security Requirements



			_____ CJIS - Acknowledges / Complies

_____ CJIS - Acknowledges / Complies with the following clarification



_____ PCI - Acknowledges / Complies

_____ PCI - Acknowledges / Complies with the following clarification



1) Explain how the system invokes the required call pause to be PCI DSS compliant.

_____ NERC/FERC - Acknowledges / Complies

_____ NERC/FERC - Acknowledges / Complies with the following 	clarification

The awarded Vendor must follow security industry best practices.  Explain how the proposed solution addresses the criteria listed below:  

a) Physical access (if applicable)

b) Changing of passwords

c) Security of remote access to the common telephony and messaging systems

d) Security from unauthorized internal or external access of the telephony system and messaging systems

e) Logging and auditing

f) Use of NIST industry standards, including CIS Benchmarks

g) Network protocols, ports and services

h) Vulnerability remediation

i) File/configuration integrity monitoring

j) How is the packet-in-transit encryption applied?  

k) How are the encryption keys managed?

	

6.2.3 [bookmark: _Toc527471587]System and Call Routing Features 

6.2.3.1 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification

a) Describe how multiple forms of communication are combined into a single route.



6.2.3.2 	_____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification





6.2.3.3 	_____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



6.2.3.4 	_____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification



6.2.3.5 	_____Acknowledges / Complies

			_____Acknowledges / Complies with the following clarification

a. Describe how position in queue is retained.

b. Describe how estimated wait times are calculated.





6.2.3.6 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) Describe the process to create and send out a message? 

b) What are the limitations to the length of the message? 

c) How long does the message display and is it variable?  

d) Can agents see messages on their sets if they have displays? 

e) How does the message display on the desktop?  



6.2.3.7 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) What analytics or business rules are available within the product that support this type of call routing?





6.2.3.8 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) If a caller in queue chooses to leave a message, can that message be queued and retained in position?

b) Describe how general voicemail messages can be added or placed in queue.



6.2.3.9 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) How many codes are available system wide?  

b) Can work groups use the same set of codes, assuming they are generically defined?

c) Does your solution offer an automated assignment for “call reason” codes?  For example, using natural speech recognition (or analytics) the system would assign this code, during contact or based on the menu selection made?

d) Can the numbering of codes be re-used between contact center groups (i.e. 1 -10) defined differently for group A than group B.



6.2.3.10 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) What types of media are compatible with the system? 

b) Can these resources be shared? 

c) Are there limitations to the number of callers that can hear the same message or music source simultaneously?



6.2.3.11 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification





6.2.3.12 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) Provide a narrative description of the programming tools.   

b) Provide a table of programming variables.

c) Can you test a script with the system returning errors or omissions for ease of troubleshooting?

d) Describe whether the programming of the IVR and the CC are combined or separate, and if separate, are role-based permissions available? 

e) If combined, can all of the variables be shared between IVR and CC (i.e., holidays?) 

f) Can role-based permissions be defined for the variables allowing for customer updates? Does it apply for both IVR and CC variables?

g) Where the variables are created, can you tell if they are actively in use in a script or application?



6.2.3.13 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) What details are included in a history log? 



6.2.3.14 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification

a) Please describe the tools included with the system. 



6.2.3.15 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification





a) What are the steps  for a supervisor to activate a  message into a call flow? 



6.2.3.16 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) Provide a brief description of a remote agent or supervisors experience and note if the experiences are the same or if they differ with those onsite. 

b) How do remote users connect to the servers? 

c) How much bandwidth is required at the remote end?  

d) How is call recording captured for remote workers?  Are there any limitations with PCI compliance with remote workers?

e) Can supervisors conduct quality monitoring for remote agents?  

f) How are these sessions kept secure? 



6.2.3.17 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



6.2.3.18 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



6.2.3.19 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) What metrics can be displayed to agents?

b) Can these be defined by work group or queue? 

c) Are metrics displayed in a banner that can be pinned to the task bar or to the side of the window?  Can they be hidden by the agent if they choose? 

d) Is the following detail presented to agents for calls?  

· The callers wait time in queue?  

· The agent skillset?  

· Are caller details displayed such as phone number and name if provided?  

· Does the interaction include elapsed processing time?

· Are there additional metrics that are delivered with each call? 

e) Can those metrics be customized per work group?



6.2.3.20 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) Can these parameters be set at the queue level or by work group?



6.2.3.21 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification





6.2.3.22 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification





6.2.3.23 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) What is the remote access process?   

b) How granular are permissions to allow differences between administrators and supervisors? 



6.2.3.24 Supervisors must have the ability to: 

		

Feature

		

Complies

		Complies with the following clarification



		Manage skillsets and agent logins in real time

		

		



		Push or send messages to a group via a dashboard or marquee feature to the individual agents and to external displays 

		

		



		Change agent status based on business needs including log out an agent

		

		



		Change agent skills in real-time

		

		



		Assume control of a call from an agent (barge-in)

		

		



		[bookmark: _Hlk522545241]Live, anonymous monitoring of an agent call.

		

		



		Conduct chairside training for the phone or the PC client using a dual headset configuration

		

		



		Dashboards showing agent and queue statistics must be configurable by each supervisor  

		

		



		View agents in multiple partitions.

		

		



		Dashboards may be embedded in web pages for external viewing  

		

		



		Change announcements and recordings

		

		



		Activate an emergency or spare or contingency queue

		

		



		Run, customize and schedule reports

		

		







6.2.3.25 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification

a) Describe solution integration to provide real-time metrics on TV monitors directly.

b) Describe your compatibility with 3rd Party reader board technology (i.e., RMG.)



6.2.3.26 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification

a) Describe how the solution meets this requirement.





6.2.3.27 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



6.2.3.28 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) Describe the customer experience when requesting a queued call-back.

b) Describe the customer experience when requesting a scheduled call-back.

c) What happens when a call back is not answered?  How is that request handled?

d) How many times will the system attempt to reach the caller? 

e) Describe how that call is kept in queue. If the call is not kept in queue, when is the agent connected to the return call? 

f) How does the system process the outbound call?   

g) What does the customer hear when answering the call-back?







DESIRED 

6.2.3.29 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



6.2.3.30 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



6.2.3.31 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) In this scenario, what intelligence or analytics does the system apply to return a customer to the previous agent if available? 

b) How is this accomplished with and without CRM integration? 

c) Provide a brief description of the analytics included with the proposal and what is  considered the most successful of these approaches:

· Real time speech

· Text

· Predictive

· Self -service

· Call center

· Cross channel within call centers



6.2.3.32 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification





6.2.3.33 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) What format is the call flow available in?  

b) Can these files be converted to Visio or PDF format? 



6.2.3.34 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) Example:  An announcement is affiliated with a specific department and due to a reorganization, that announcement is going to be replaced with a live answering point in two out of three call scenarios.  The IT admins want to know if that announcement is used in other applications, so the administrators need to search for that specific announcement in the system.   How is that accomplished?

b) How detailed are the searching capabilities within both the IVR and the contact center routing? 

6.2.3.35 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) If your solution can accomplish this type of transfer, please describe how.

b) What, if anything, is necessary on the remote end to have the cradle to grave reporting? 



6.2.3.36 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) What are the advantages / disadvantages of a web-based client?  

b) Advise if there are any additional security concerns. 



6.2.3.37 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) Describe the mobile application for supervisors and define if there are any restrictions on what they can view or modify.  

b) What changes can they make from the mobile app? 

c) Are these changes tracked in a history file? 



6.2.3.38 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) What is the process to drive increased satisfaction and improve customers experience? 

b) Describe the tools and analytics available to assist call center managers and administrators to improve customer satisfaction. 

c) What performance indicators are used to measure improvement or success?  

d) How does the technology assist in the process?   

e) How will you assist the City with this process? 

	 



6.2.3.39 _____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification

a) Please describe the system’s knowledge base capabilities.

Additional question:

1. Can agents extend their after-call work time allowance and if so, what are the parameters around that capability? 



6.2.4 [bookmark: _Toc527471588]IVR

6.2.4.1 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) Describe the platform and the tools for administration.  

b) If the IVR is a separate product from the call center, describe the integration and how information flows between the systems. 

c) What programming languages are IVR applications developed in (i.e., VXML)?



6.2.4.2 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) Does the system include any predefined software development kits (SDK’s) and if so for what software or hardware platforms? 

b) Do you have published API’s available?  What communication protocols do you support (i.e., SOAP, REST).  If you offer more than one communication protocol, are the same features and functions offered in each?  Please describe.



c) Please provide link (URL) to SOAP and REST specifications.





6.2.4.3 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) Describe the intelligent routing capabilities of the system.  

6.2.4.4 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



6.2.4.5 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



6.2.4.6 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification

a) Describe any area of the system that does not track changes.



6.2.4.7 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) Describe the capabilities and features of your solution and the speech engine that its built on.

b) Describe the tuning options that can be used to increase accuracy and what reports are available to highlight discrepancies.



6.2.4.8 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) Provide the options available for additional language options and describe how they are bundled or if they can be purchased individually.  

b) Does the system offer the ability to translate speech to text in multiple languages?

If so, which languages? 

c) If the City chooses to purchase additional language options or packages, are these languages applicable to speech recognition and text to speech?  







6.2.4.9 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification

a) Does the system offer the ability to translate text to speech in multiple languages?  If so, which languages? 



6.2.4.10 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) [bookmark: _Hlk522545951]Describe  tools available to assist in creating natural sounding speech.  

b) Do these tools have or use a synthesized text to speech option with the ability to change the tone and other qualities? 



6.2.4.11 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification

DESIRED 

6.2.4.12 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) How does this affect the inbound capability of the IVR? 

b) Is outbound routing capable of multimedia communications such as SMS, Fax, etc.?



6.2.4.13 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



6.2.4.14 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification

a) Are the proposed chat bots native to the system or a 3rd party solution? 



6.2.4.15 	_____Acknowledges / Complies

	_____Acknowledges / Complies with the following clarification



a) Describe how your solution meets the speech to text requirements.

b) Is it a 3rd Party solution? 

c) Does the transcription technology require a separate license agreement or is it bundled into the Software RTU?

Additional Questions:

1) Is there a method or tool that can be used to import existing scripts into the new IVR?

2) [bookmark: _Hlk519085634]Describe the proposed configuration to support dynamically allocated IVR ports / licenses rather than dedicated ports / licenses in the new system for each of the public facing applications identified in Section 3 Background. 

What parameters can be set in the configuration to take advantage of the dynamic allocations so that one application does not use all the system resources?   

Does the City need to plan for a one-port to one license model or what rule of thumb can be applied to reduce the number of licenses needed?  

3) Describe how your platform supports artificial intelligence (AI) / machine learning.

4) How could the City take advantage of AI / machine learning to improve the customer experience when dealing with the many facets of the City’s services?   

5)  How are other large public sector clients using AI today? 



6.2.5 [bookmark: _Toc527471589]Reports 

6.2.5.1 	_____ Acknowledges / Complies  

	______Acknowledges / Complies with the following clarification



a) How often are real time metrics updated in the system? 



b) Are charts or dashboards available as “web parts” or widgets for embedding in web pages?





6.2.5.2 	_____ Acknowledges / Complies  

	______Acknowledges / Complies with the following clarification	



a) Is the system capable of discerning if the caller hangs up or is disconnected?

b) If a caller is transferred to a non-contact center phone number in the UC system, will that transfer be reflected on contact center reports?



6.2.5.3 	_____ Acknowledges / Complies  

	______Acknowledges / Complies with the following clarification



a) What are the storage limitations to keep historical data on the system and is it configurable (i.e., log in/log out data one month, interval data 6 months, daily data 1 year, monthly data 3 years, etc.)?  

b) Describe the data architecture for reporting and analytics.

c) What is the system’s minimum interval for reporting metrics?

d) How is historical data moved off the system to a storage location provided by the City? 	

6.2.5.4 	_____ Acknowledges / Complies  

	______Acknowledges / Complies with the following clarification	



6.2.5.5 	_____ Acknowledges / Complies  

	______Acknowledges / Complies with the following clarification	



6.2.5.6 	_____ Acknowledges / Complies  

	______Acknowledges / Complies with the following clarification	



6.2.5.7 	_____ Acknowledges / Complies  

	______Acknowledges / Complies with the following clarification	



6.2.5.8 	_____ Acknowledges / Complies  

	______Acknowledges / Complies with the following clarification	



6.2.5.9 	_____ Acknowledges / Complies  

	______Acknowledges / Complies with the following clarification	



6.2.5.10 	_____ Acknowledges / Complies  

	______Acknowledges / Complies with the following clarification



6.2.5.11 _____ Acknowledges / Complies  

	______Acknowledges / Complies with the following clarification



6.2.5.12 _____ Acknowledges / Complies  

	______Acknowledges / Complies with the following clarification





	General questions 	

1. If an agent is allowed to extend after-call work time, how is this additional time reported? 





6.2.6 [bookmark: _Toc527471590]Call Recording 

6.2.6.1 	_____ Acknowledges / Complies  	

	_____ Acknowledges / Complies with the following clarification



a) Describe the proposed system and provide a brief overview of all the features including the evaluation tools and capabilities. 

b) How does an agent view their evaluations?

c) How does the system track an agent’s review of their evaluation and acceptance of it?

d) How are call recordings accessed?  Is a scorecard used?

e) What is the storage capacity of the system?  

f) What is the process to upload to the City’s storage warehouse? 

g) Describe how the proposed solution complies with PCI requirements.



6 [bookmark: _Toc527008274][bookmark: _Toc527008394][bookmark: _Toc527008933][bookmark: _Toc527009589][bookmark: _Toc527019613][bookmark: _Toc527464330][bookmark: _Toc527470953][bookmark: _Toc527471138][bookmark: _Toc527471418][bookmark: _Toc527471591]

6.2.1 [bookmark: _Toc527008275][bookmark: _Toc527008395][bookmark: _Toc527008934][bookmark: _Toc527009590][bookmark: _Toc527019614][bookmark: _Toc527464331][bookmark: _Toc527470954][bookmark: _Toc527471139][bookmark: _Toc527471419][bookmark: _Toc527471592]

6.2.2 [bookmark: _Toc527008276][bookmark: _Toc527008396][bookmark: _Toc527008935][bookmark: _Toc527009591][bookmark: _Toc527019615][bookmark: _Toc527464332][bookmark: _Toc527470955][bookmark: _Toc527471140][bookmark: _Toc527471420][bookmark: _Toc527471593]

6.2.3 [bookmark: _Toc527008277][bookmark: _Toc527008397][bookmark: _Toc527008936][bookmark: _Toc527009592][bookmark: _Toc527019616][bookmark: _Toc527464333][bookmark: _Toc527470956][bookmark: _Toc527471141][bookmark: _Toc527471421][bookmark: _Toc527471594]

6.2.4 [bookmark: _Toc527008278][bookmark: _Toc527008398][bookmark: _Toc527008937][bookmark: _Toc527009593][bookmark: _Toc527019617][bookmark: _Toc527464334][bookmark: _Toc527470957][bookmark: _Toc527471142][bookmark: _Toc527471422][bookmark: _Toc527471595]

6.2.5 [bookmark: _Toc527008279][bookmark: _Toc527008399][bookmark: _Toc527008938][bookmark: _Toc527009594][bookmark: _Toc527019618][bookmark: _Toc527464335][bookmark: _Toc527470958][bookmark: _Toc527471143][bookmark: _Toc527471423][bookmark: _Toc527471596]

6.2.6 [bookmark: _Toc527008280][bookmark: _Toc527008400][bookmark: _Toc527008939][bookmark: _Toc527009595][bookmark: _Toc527019619][bookmark: _Toc527464336][bookmark: _Toc527470959][bookmark: _Toc527471144][bookmark: _Toc527471424][bookmark: _Toc527471597]

6.2.6.1 [bookmark: _Toc527008281][bookmark: _Toc527008401][bookmark: _Toc527008940][bookmark: _Toc527009596][bookmark: _Toc527019620][bookmark: _Toc527464337][bookmark: _Toc527470960][bookmark: _Toc527471145][bookmark: _Toc527471425][bookmark: _Toc527471598]

6.2.6.2 	_____ Acknowledges / Complies  	

	_____Acknowledges / Complies with the following clarification



a) How does the system capture call/screen recording for teleworking employees? 



6.2.6.3 	_____ Acknowledges / Complies  	

	_____ Acknowledges / Complies with the following clarification



a) Describe how encryption for both call recording and screen recording is accomplished.



6.2.6.4 	_____ Acknowledges / Complies  	

	_____ Acknowledges / Complies with the following clarification



a) Explain what method you use to conduct screen capture, streaming or snapshots?   



b) If snapshot is used, how frequently are the images collected?   





6.2.6.5 	_____ Acknowledges / Complies  	

	_____ Acknowledges / Complies with the following clarification





6.2.6.6 	_____ Acknowledges / Complies  	

	_____ Acknowledges / Complies with the following clarification



a) Describe the steps to search and retrieve a call/screen record.



b) Can you search based on how the contact ended?



c) Can you search based on the contact length? 



d) Can you search based on what is pre-defined as a short call? 



e) Can you search based on call direction, inbound or outbound? 



f) What other criteria or fields can be searched?  



6.2.6.7 	_____ Acknowledges / Complies 

	_____ Acknowledges / Complies with the following clarification



a) Describe the process and what the agent hears when a customer is entering a credit card number?   



b) What is the process for a caller when entering a credit card number and what do they hear?  



c) Describe how a caller is returned to the originating agent.





6.2.6.8 	_____ Acknowledges / Complies  	

	_____ Acknowledges / Complies with the following clarification



6.2.6.9 	_____ Acknowledges / Complies  	

	_____ Acknowledges / Complies with the following clarification



a) How are agents notified when they are being monitored?  



b) Can the monitoring be done silently or anonymously so the agent is unaware?



c) Describe live, anonymous monitoring capabilities for all contact types, and if the supervisor can in any case, take control.



6.2.6.10 	_____ Acknowledges / Complies  	

	_____ Acknowledges / Complies with the following clarification



a) What steps does an agent take to retrieve their own recorded calls/screens?

b) Is there tracking when agents review their recordings?



6.2.6.11 	_____ Acknowledges / Complies  	

	_____ Acknowledges / Complies with the following clarification



6.2.6.12 	_____ Acknowledges / Complies  	

	_____ Acknowledges / Complies with the following clarification



a) Describe the evaluation tools available within the recording component. 

b) Describe configurable scorecards.





6.2.6.13 	_____ Acknowledges / Complies  	

	_____ Acknowledges / Complies with the following clarification



6.2.6.14 	_____ Acknowledges / Complies  	

	_____ Acknowledges / Complies with the following clarification



a) Describe what capabilities the system has to conduct ad-hoc surveys to capture reporting for customer experiences with agents. 

b) Are surveys available using text?



6.2.6.15 	_____ Acknowledges / Complies  	

	______Acknowledges / Complies with the following clarification



a) Provide a brief overview of the survey options and methodology of the solution.



	OPTIONAL 
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6.2.6.16 	_____ Acknowledges / Complies  	

	______Acknowledges / Complies with the following clarification



a) Describe the capabilities, including additional languages, and features of your solution if it includes real time analytics.   Mark this section as N/A if your solution provides post call analytics only.

b) Describe how the system tracks speech patterns.  

c) Does the system capture a caller’s tone or sentiment?  

d) How can words or phrases be customized for each queue?

e) How is a manager or supervisor alerted about a call in-progress that requires intervention? 
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6.2.7 

6.2.7.1 	_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



a) Describe the proposed solution and the sources of information necessary to develop a schedule. 

b) Can historical data from another source be migrated or mapped to the new system? 

c) Does the system allow schedules to be created through the use of wizards?

d) Describe forecasting tool functionality based on different scenarios (Average Handle Time reduction of X, Service Level, After Call Work, Not Ready) = This amount of staffing.

e) Describe forecasting tools ability to know historically that a day was a non-working day (holiday). Is this automatic or manual?

f) Describe how the forecasting tool allows the administrator to easily see historical anomalies and exclude these from forecasting.

g) Does the system provide a historical view of adherence and exceptions indicating what was excused?

h) When the administrator is accepting an agent’s adherence or exception to their schedule, can the administrator undo or change once they have excused the agent’s adherence?

i) Can the system identify if queued contacts answered by an agent outside of their schedule?



6.2.7.2 	_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.3 	_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification

a) Describe how the system measures adherence when an agent is delayed on a queued contact resulting in a missed schedule, so they are late to lunch/break.



6.2.7.4 	_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.5 	_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



	DESIRED 

6.2.7.6 	_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification

a) Does the system have the ability to validate budget forecasts based on total Contact Center FTE hours budgeted? For example, can the system be given a forecasted total number of hours per week/month/year and calculate on a running basis available total.   If so, describe how the data could be used in determining available budget before approving overtime, temporary staff, etc.?



6.2.7.7 	_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.8 	_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.9 	_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.10 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.11 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.12 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.13 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.14 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification

a) Describe the process; is it automated or does shrinkage need to be manually entered into the system?



6.2.7.15 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.16 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification

a) Describe how the tool can forecast when breaks and lunches should occur and how many based on intervals.

b) Describe how the tool meets these including: ability to rank using Union requirements and staff rotation.  

c) Are APIs available which could be used to validate PTO balances in the City’s PeopleSoft HRIS system?  If so, please describe.

d) Additionally, are APIs available two way allowing an agent’s log in / log out activity to report reconciliation with their timesheet? 

e) Describe any documentation that confirms the accuracy of the proposed tool.

f) Describe ability to upload other data points (i.e., billing cycle, customer notifications.)





6.2.7.17 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.18 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.19 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification

a) Describe how seniority is set up.



6.2.7.20 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.21 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.22 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.23 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.24 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.2.7.25 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



Additional Question



1. What additional features and functionality are available that have not been requested in this RFP? 



6.2.8 [bookmark: _Toc527471630]Contact Center / IVR Licenses

6.2.8.1 	_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification

Provide a matrix of the different license models that easily identify what features and functionality are included with each license.  For example, agent licenses include email chat but not web chat or SMS or social media. 



The description of the license should not assume readers of the response have knowledge of the acronyms used within the Proposers organization or make assumptions about the technical background of any reviewer. 

  

For IVR licenses:

a) Define what features are included with each, (i.e., outgoing for agent call back, etc.)  

b) Describe the licensing model based on the proposed design.

[bookmark: _Toc495311711]
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[bookmark: _Toc527471633]6.3	Telemangement Software (TMS)



	Provide an overview of the proposed product including all hardware and software 	components.    



	Is the proposed solution a 3rd party product? 



	What is the backend operating system? 



What operational efficiencies does the product provide as it relates to inventory of carrier services and dial plan as well as service order processing?  



If proposal is to provision phone software through the TMS system:  

a. For service order processing, does the system allow scheduling of future dates/time for the order to complete?   

b. Describe the complexity (# of steps, screens of data to complete) from simple name changes to multi-site moves.







6.3.1 _____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



a) Describe the billing module of the solution.

b) Describe the degree to which this module is configurable. For example, carrier long distance charges are received via an EDI file to be paid in bulk but wireless carrier charges (EDI) are processed through to departments through custom integration (ABD) to PeopleSoft.





6.3.2		_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification







6.3.2 

6.3.3 	_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification





6.3.4 	_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification

a. Describe the ability to deliver (i.e. database/APIs) or integrate to City’s financial systems (custom ABD, PeopleSoft)



6.3.5		_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



a) Are there fields that can be defined to include items like department names, cost centers or other custom data as desired by the City?



b) Explain how the integrations with both UC system integrates with both the UC solution.   

c) How often can the data be refreshed?  

d) Describe the automated process in which the TMS is resynced with the UC solution.  Can this be scheduled?

e) Is there any inherent cross referencing or checks that can identify if the information is incomplete or invalid or not in the correct format?   

f) Can the system push information back to Active Directory to include corrected or additional details?  



6.3.6		_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification





a) Describe the expense management capabilities and provide an overview including samples of the reports available.  



b) Can custom reports be developed?  



6.3.7		_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification





a) From a development perspective, what is necessary to process Electronic Data Interchange (EDI) imports from carriers?   

b) Do you have a tool that eliminates complexity when using these imported files? 

c) What is the length of time it takes to process these files?

d) Is there a performance impact to daily operation when these files are imported?

e) Are there any limitations to daily operation when these files are imported?

  

6.3.8		_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



Explain how your solution tracks the following:



a) 	POTS numbers

b) 	Mobile phone numbers, data cards and other mobile billing 

c) 	Data and voice circuits 

d) 	Assigned / unassigned DID numbers and any virtual, software or phantom numbers used within the dial plan

e) 	All potential data fields available from the UC system to provide detailed reporting for feature use or other criteria.  For example, tracking the class of service or class of restrictions within the UC system.

f)  Can the City customize fields to meet their reporting or inventory needs? 



6.3.9		_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



a) What reports are available within each function of the system?  Services, Service orders, expense management, subscriber data, etc. 

 

6.3.10		_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.3.11		_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



6.3.12		_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification



	

a) Describe the different levels of permissions typically created for access to administration and for reports. 



6.3.13		_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification







6.3.14		_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification





6.3.15		_____ Acknowledges / Complies  

	_____ Acknowledges / Complies with the following clarification














[bookmark: _Toc527471634]6.4 	Meeting Room Technology - (OPTIONAL TO BID - NOT SCORED)



[bookmark: _Hlk525052508]

1. Fully describe the proposed solution components and all options

2. Describe the user experience for:

a. Meeting organizer

b. Presenter

c. In-room attendees

d. Remote attendees

e. Attendees limited to mobile device participation

3. Define how the solution is secure and what network connections and capacity is required for optimal performance.

4. Describe reporting capabilities

5. Using your solution, how will the City leverage existing Surface Hubs?

6. Describe how the solution integrates with MS Outlook for managing scheduling



[bookmark: _Toc527471635]6.5.	Robotic Process Automation - (OPTIONAL TO BID - NOT SCORED)



[bookmark: _Toc527471636]6.5.1 	Provide the following information to allow the City to assess any software and services 	your company provides that might assist in this effort.



a) Provide a list of the software or software service(s) and a description of each. 

b) Describe what components of the software are installed on the desktop.

c) Describe what components of the software are installed on server(s) and whether there are options to host those on premise or in the cloud. 

d) If there are multiple major components to the software describe the purpose of each component. 

e) Describe how the software interacts with the CCB and other applications to perform its function. For example, does it sit on top of the existing application or does it integrate more directly into an API or similar within CCB and other applications.  

f) What capabilities does the software have to communicate or present information to a CIS User or customer of the Utility – e.g. email alerts, email or text summaries of actions taken during a call/session, 

g) Describe the administration/security available to control or otherwise restrict access by user or group to portions of the software (screens, workflows, etc.).

h) Describe the underlying software platform used to implement your software and identify any desktop or server OS/software required for proper operation of your software (e.g. .NET, Java, supported operating systems). 

[bookmark: _Toc527471637]6.5.2 	For each software or software service(s):

a) Describe how the software can be licensed or otherwise purchased to include initial purchase costs, any monthly or annual fees and any renewal fees.

b) If the cost of the software is tied to a workflow, provide the contract definitions of workflow so the City can understand how the number of workflows impacts the cost of the service or software. 

c) If the costs are tied to the amount of time the service or software is used, provide your contract definition for those options. 

d) Describe if the software or service is provided on premise and/or in the cloud and include the costs for each option in the pricing section of the response form. 

e) The City typically supports four software environments – development, evaluation, test and production. Does your application support these environments? What additional licensing or costs do you charge to maintain your software in four environments such as this?  Can these be set up in a virtual environment? 

[bookmark: _Toc527471638]6.5.3	Provide a list and short description of the available reports, interfaces and/or KPIs for 	measuring, reporting, and assessing system and CIS User performance.

[bookmark: _Toc527471639]6.5.4   Provide an overview of the services you can offer in these areas:

a)  Workflow analysis

b) Implementation / Installation

c) Testing

d) Training for IT or other defined users

e) Support



[bookmark: _Toc527471640]6.5.5	Describe how each of the services listed above are typically delivered, including options 	such as on premise versus online training. 





[bookmark: _Toc527471641]6.5.6	Describe the payment structure for each these categories of services (i.e., lump sum, 	period/duration-based, hourly labor rate, travel, etc.)



[bookmark: _Toc527471642]6.5.7	Describe your typical service engagement process to include durations and tasks for a 	typical workflow.



[bookmark: _Toc527471643]6.5.8	What do you expect to be in place or available at the City when you begin a new 	implementation (i.e., servers, network access, phone systems, subject matter experts, 	documentation, etc?)



[bookmark: _Toc527471644]6.5.9	What job title or designation (designer, engineer, etc.)  is required to develop these work 	flow processes?  



[bookmark: _Toc527471645]6.5.10	What is the hourly rate?  Are there different tiers based on complexity? 



[bookmark: _Toc527471646]6.5.11	Based on these sample use cases, provide an estimate to develop this process and 	provide in the pricing sheet, one line per business case.   Cost to include development, 	installation or deployment, training and support.  




















[bookmark: _Toc527471647]6.6	Price Submittal 	



Vendors must complete the pricing worksheet attachments as noted below.  

Pricing shall include all supervision, labor, materials, equipment, and testing instrumentation required for the work associated with this RFP, as well as any overtime for pre-installation, installation, and cutover work that may occur.  

Vendors shall provide line-item pricing that is consistent with any potential bill of materials that shall be subsequently issued for the system orders.  Costs shall be identified with the same detail (breakdown) in which they shall appear on any future order, invoice, or support contract.

For maintenance and software support quotes, the Vendor shall calculate the appropriate amounts to enable the co-termination of both the maintenance and support contracts approximately 24 months (2 years) after the start of implementation.  After the initial term, the City of Seattle will contract for the manufacturers’ software support and software assurance (including upgrades) for three consecutive one-year terms.  The City will not pre-pay for all three years as a single amount – each year shall be invoiced individually for the appropriate amount for that year.

Where appropriate, the Vendor may separately identify and plainly label additional capabilities or options that carry costs beyond the baseline design.



6. [bookmark: _Toc527008331][bookmark: _Toc527008451][bookmark: _Toc527008990][bookmark: _Toc527009646][bookmark: _Toc527019670][bookmark: _Toc527464387][bookmark: _Toc527471010][bookmark: _Toc527471195][bookmark: _Toc527471475][bookmark: _Toc527471648]

6.4 [bookmark: _Toc527008332][bookmark: _Toc527008452][bookmark: _Toc527008991][bookmark: _Toc527009647][bookmark: _Toc527019671][bookmark: _Toc527464388][bookmark: _Toc527471011][bookmark: _Toc527471196][bookmark: _Toc527471476][bookmark: _Toc527471649]

6.5 [bookmark: _Toc527008333][bookmark: _Toc527008453][bookmark: _Toc527008992][bookmark: _Toc527009648][bookmark: _Toc527019672][bookmark: _Toc527464389][bookmark: _Toc527471012][bookmark: _Toc527471197][bookmark: _Toc527471477][bookmark: _Toc527471650]

6.6.1 [bookmark: _Toc527471651]Unified Communications

1. Complete the pre-formatted MS-Excel worksheets in Attachment B “Unified Communications Pricing Worksheets” and submit as an unlocked spreadsheet.  

2. All formulas and calculations must be shown, including extended cost (multiply quantity times line item price), and summation totals for various categories.  DO NOT CUT AND PASTE VALUES IN PLACE OF FORMULAS ON THE PRICING TABS.

3. The total firm fixed price must include all charges (installation, hardware, software, training, Professional Services and labor) to deliver the proposed solution and services.  If the vendor has any travel costs associated with the project, they must be included in the quote as a fixed amount and will not be reimbursed separately.



6.6.2 [bookmark: _Toc527471652]IVR and Contact Center 

1. Complete the pre-formatted MS-Excel worksheets in Attachment C “IVR and contact center Pricing Worksheets” and submit as an unlocked spreadsheet.  

2. All formulas and calculations must be shown, including extended cost (multiply quantity times line item price), and summation totals for various categories.  DO NOT CUT AND PASTE VALUES IN PLACE OF FORMULAS ON THE PRICING TABS.

The total firm fixed price must include all charges (installation, hardware, software, training, Professional Services and labor) to deliver the proposed solution and services.  If the vendor has any travel costs associated with the project, they must be included in the quote as a fixed amount and will not be reimbursed separately.

-END-
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Attachment B UC Pricing Worksheet.xls
UC Instructions

		PRICING SHEET INSTRUCTIONS - UC / IVR-CC RFP #

		1		Base your pricing to adequately service the City of Seattle environment, specified as:

				14,750 UC endpoints across 300+ sites

				80 Contact Centers

				700 Agents

				The City is hoping to contract with a single Vendor for a complete solution and encourage Vendors to bid on both UC and IVR/Contact Center, but the City will also accept proposals from vendors for only UC or only IVR/Contact Center, recognizing there may be some economies by using a single Prime Vendor UC and IVR/Contact Center. The forms within this RFP are identified as UC or IVR/Contact Center to simplify the process. In many cases these are the same forms (noted). The vendor should take care to completely fill out all pricing forms that apply (i.e., UC and IVR/Contact Center).   Leaving information blank may be considered non-responsive.  If a section does not apply, please mark it with "N/A."

				The proposal pricing is structured in 3 parts:

				-        UC

				-        IVR/Contact Center

				-        Combined UC/IVR/Contact Center

				Vendor should submit separate pricing response for all proposed solutions (UC, IVR/Contact Center, and combined UC/IVR/Contact Center).

				*Note: If proposing a combined solution, Vendor is required to complete separate and combined responses as the City reserves the right to award any combination of the proposed solutions.  (For example, if you are providing a response for both UC and IVR-CC, you must fill out all three workbooks.)

		2		Proposals may be submitted by a team that incorporates more than one vendor and/or that leverages the resources of multiple firms or manufacturers, provided there is a single “prime” contractor responsible for the contract.  The City reserves the right to award all or portions of any proposal to one or multiple vendors.

		3		The City is open to considering solutions that are Hosted, On-Premises or Hybrid and reserves the right to award to the highest ranked solution and application(s) that best meets the City’s needs.  In either case, the proposals must meet the City’s business and financial requirements, which will include a seven-year life cycle cost analysis.

		4		Optional Services to Bid:  For UC responses, Vendors have the option to bid on Meeting Room Technology (Section 6.3).  For IVR-Contact Center responses, Vendors have the option to bid on Robotics Process Automation (Section 6.5). These optional services are outlined in a separate tab labeled "UC Meeting Room-optional" and "IVR-CC RPA-optional" and will NOT be scored.

		5		Pricing shall include all supervision, labor, materials, equipment, and testing instrumentation required for the work associated with this RFP, as well as any overtime for pre-installation, installation, and cutover work that may occur.  
Proposers shall provide line-item pricing that is consistent with any potential bill of materials that shall be subsequently issued for the system orders.  Costs shall be identified with the same detail (breakdown) in which they shall appear on any future order, invoice, or support contract.
For maintenance and software support quotes, the Proposer shall calculate the appropriate amounts to enable the co-termination of both the maintenance and support contracts approximately twenty-four (24) months after the start of implementation.  After the initial term, the City will contract for the manufacturers’ software support and software assurance (including upgrades) for three consecutive one (1) year terms.  The City will not pre-pay for all three (3) years as a single amount – each year shall be invoiced individually for the appropriate amount for that year.
Where appropriate, the Proposer may separately identify and plainly label additional capabilities or options that carry costs beyond the baseline design.   
All formulas and calculations must be shown, including extended cost (multiply quantity times line item price), and summation totals for various categories.  DO NOT CUT AND PASTE VALUES IN PLACE OF FORMULAS ON THE PRICING TABS. The total firm fixed price must include all charges to deliver the proposed solution and services to achieve Acceptance from the City.  If the Proposer has any travel costs associated with the project, they must be included in the quote as a fixed amount and will not be reimbursed separately.





 UC Summary

				UC Cost Summary

				Category		Total

				System Hardware		$0.00

				Software and Licenses		$0.00

				Professional Services		$0.00

				Software Support and Upgrades – 5 years		$0.00

				Hardware Maintenance - 5 years		$0.00

				TOTAL		$0.00

				Software Suppport & Upgrades		Total

				2-year Interim period		$0.00

				Year 3		$0.00

				Year 4		$0.00

				Year 5		$0.00

				TOTAL		$0.00

				Maintenance		Total

				2-year Interim period		$0.00

				Year 3		$0.00

				Year 4		$0.00

				Year 5		$0.00

				TOTAL		$0.00

				Professional Services Category		Hourly Rate

				(Please insert resource categories from PS tab, ie architecture, engineering, database collection)		$0.00

						$0.00

						$0.00

						$0.00

						$0.00

						$0.00

				GRAND TOTAL ALL (UC)		Total

						$0.00

				OPTIONAL: Category or Description of  Product or Service		Total



&LRequest for Proposal #XXXX
Attachment B Mitel Pricing Worksheets

&LMitel Cost Summary



System Hardware 

		Pricing Detail - Core System Hardware

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent Bill of Materials (BOM)

		Insert rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Primary Data Center

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		Secondary  Data Center

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		Hardware at City sites/locations

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

								Combined Total		0.00

		OPTIONAL ITEMS

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

				Expand E911 solution for temporary integration with Nortel / Avaya						0.00

				Expand voicemail solution for temporary integration with Nortel / Avaya						0.00

										0.00

										0.00

										0.00

										0.00

										$0.00



&L
Request for Proposal #XXXX
Attachment B Mitel Pricing Worksheets

&LMitel System Components



Sets

		Sets

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent Bill of Materials (BOM)

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL		$0.00



&L
Request for Proposal #XXXX
Attachment B Mitel Pricing Worksheets

&LMitel Desktop Components



Software and Licenses

		Core and End User Software and Licenses

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent Bill of Materials (BOM)

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Primary Data Center  - Core Software and Licensing

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		Secondary  Data Center  - Core Software and Licensing

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		End User Licensing

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

								Combined Total		$0.00



&L
Request for Proposal #XXXX
Attachment B Mitel Pricing Worksheets



Professional Services 

		Professional Services

		This sheet must be completed in the format shown, dividing the professional services into logical categories.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Category		Item Description		Hours		Per Hour Cost		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL		$0.00



&L
Request for Proposal #XXXX
Attachment B Mitel Pricing Worksheets

&LMitel Professional Services



Training

		Training Services

		This sheet must be completed in the format shown, dividing the training services into logical categories.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Category		Item Description		Hours		Per Hour Cost		Total Price

		End-user training		Vendor shall provide hands-on instructor-led classes for employees.  Classes shall be ninety (90) minutes per class with up to fifteen (15) employees per class, up to four (4) classes per day per trainer.  Classes are to be provided no more than three (3) calendar days in advance of a scheduled cutover and if feasible, shall be scheduled for the day before the cutover.  Training shall cover use of basic telephone set features, voicemail and unified messaging, and the Skype for Business client plug-in tools.  It is estimated that sixty percent (60%) of the twelve thousand (12,000) licensed users shall attend hands-on training and pricing for these Professional Services shall reflect that quantity.						0.00

		Custom interactive computer-based training with attendance reporting		Vendor shall provide the City with recording of a live session delivered by the Vendor plus training material uniquely designed for the City of Seattle.  Material shall include printed guides for basic and softphone users plus printed Quick Reference Guides for all.  Access to other standard resources shall be provided so the City may include these user guides on the intranet.  Additional training material shall include any interactive training developed by the manufacturer.						0.00

		System Certification		Manufacturer shall provide the training required for fourteen (14) IT staff to become  certified in order to assume full responsibility for all components of the proposed solution.  Training must cover all aspects of the proposed design, hardware, and software and system administration including any components that do not utilize the UC system administrative tools.  The training must include the use of a live system for hands on training.   Training may be conducted through any combination of onsite classes, virtual instructor led classes or training conducted at the manufacturer or VARs training center.  
Training shall also include detailed informal “knowledge transfer” on all elements of the proposed solution during the course of the project as IT staff continue to gain certification credentials.						0.00

		Telecom Coordinator Training		Vendor shall provide approximately forty (40) on-site instructor-led “train-the-trainer” classes.  Training shall be provided with the intent that Telecom Coordinators will actively assist in the project by providing department level support for end users and to the project team.  These classes and the train-the-trainer concept will not be considered as a substitute for the on-site user training or the other tools and methods of providing user knowledge transfer.  These classes shall be for approximately eight (8) students at a time, and shall be scheduled over the course of the project.						0.00

		Other Recommended Training List Below								0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL		$0.00





Hardware Support

		Hardware Support Including Upgrades

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent invoice.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Interim Period, during first 2 years of project; 8x5xNBD (Section 9.9.10)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						8x5xNBD		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; 24x7x365 (Section 9.9.11)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						24x7x365		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; Out of hours support, per occurrence (section 9.9.12)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year Five		$0.00

						24x7x365		5-year TOTAL		$0.00



&L
Request for Proposal #XXXX
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Software Maintenance

		Software Support Including Upgrades

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent invoice.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		If upgrades are not part of software support, identify as a separate line item for each time frame.

		Interim Period, during first 2 years of project; 8x5xNBD (Section 9.9.10)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						8x5xNBD		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; 24x7x365 (Section 9.9.11)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						24x7x365		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; Out of hours support, per occurrence (section 9.9.12)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year Five		$0.00

						24x7x365		5-year TOTAL		$0.00
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Telemanagement 

				Telemanagement  Cost Summary

				Category		Total

				System Hardware		$0.00

				Software and Licenses		$0.00

				Professional Services		$0.00

				Software Support and Upgrades – 5 years		$0.00

				Hardware Maintenance - 5 years		$0.00

				TOTAL		$0.00

				Software Suppport & Upgrades		Total

				2-year Interim period		$0.00

				Year 3		$0.00

				Year 4		$0.00

				Year 5		$0.00

				TOTAL		$0.00

				Maintenance		Total

				2-year Interim period		$0.00

				Year 3		$0.00

				Year 4		$0.00

				Year 5		$0.00

				TOTAL		$0.00

				Professional Services Category		Hourly Rate

				Senior Architect		$0.00

				Senior Engineer		$0.00

				Engineer		$0.00

				Training		$0.00

				Database Administrator		$0.00

				Technician		$0.00

				OPTIONAL: Category or Description of  Product or Service		Total





UC Meeting Rooms -Optional

		Meeting Rooms Cost Summary												Sample Room Sizes				Written Description

				High Estimate		High Estimate		Low Estimate		Low Estimate				Focus Room (capacity 2-4) / small office				Describe the solution and what components are included (ie, type of monitor, # of screens, mic config, etc.)

		Category		Total		Notes		Total		Notes				Component		Total

		System Hardware		$0.00				$0.00

		Software and Licenses		$0.00				$0.00

		Professional Services		$0.00				$0.00

		Software Support and Upgrades – 5 years		$0.00				$0.00

		Hardware Maintenance - 5 years		$0.00				$0.00

		Meeting Rooms Cost Summary		$0.00				$0.00

		Software Support & Upgrades		Total				Total						Sample Room Sizes				Written Description

		2-year Interim period		$0.00				$0.00						Small Room (capacity 4-8) / approx 11x14				Describe the solution and what components are included (ie, type of monitor, # of screens, mic config, etc.)

		Year 3		$0.00				$0.00						Component		Total

		Year 4		$0.00				$0.00

		Year 5		$0.00				$0.00

		TOTAL		$0.00				$0.00

		Maintenance		Total				Total

		2-year Interim period		$0.00				$0.00

		Year 3		$0.00				$0.00

		Year 4		$0.00				$0.00						Sample Room Sizes				Written Description

		Year 5		$0.00				$0.00						Medium Room (capacity 8-12) / approx 12x20				Describe the solution and what components are included (ie, type of monitor, # of screens, mic config, etc.)

		TOTAL		$0.00				$0.00						Component		Total

		Professional Services Category		Hourly Rate				Hourly Rate

		Senior Architect		$0.00				$0.00

		Senior Engineer		$0.00				$0.00

		Engineer		$0.00				$0.00

		Training		$0.00				$0.00

		Database Administrator		$0.00				$0.00

		Technician		$0.00				$0.00

														Sample Room Sizes				Written Description

														Large Room (capacity 12-40) / approx 24x28				Describe the solution and what components are included (ie, type of monitor, # of screens, mic config, etc.)

		OPTIONAL: Category or Description of  Product or Service		Total				Total						Component		Total

								$0.00

								$0.00

								$0.00

								$0.00
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Attachment C IVR_CC Pricing Worksheet.xls
IVR - CC Instructions

		PRICING SHEET INSTRUCTIONS - UC / IVR-CC RFP #

		1		Base your pricing to adequately service the City of Seattle environment, specified as:

				14,750 UC endpoints across 300+ sites

				80 Contact Centers

				700 Agents

				The City is hoping to contract with a single Vendor for a complete solution and encourage Vendors to bid on both UC and IVR/Contact Center, but the City will also accept proposals from vendors for only UC or only IVR/Contact Center, recognizing there may be some economies by using a single Prime Vendor UC and IVR/Contact Center. The forms within this RFP are identified as UC or IVR/Contact Center to simplify the process. In many cases these are the same forms (noted). The vendor should take care to completely fill out all pricing forms that apply (i.e., UC and IVR/Contact Center).   Leaving information blank may be considered non-responsive.  If a section does not apply, please mark it with "N/A."

				The proposal pricing is structured in 3 parts:

				-        UC

				-        IVR/Contact Center

				-        Combined UC/IVR/Contact Center

				Vendor should submit separate pricing response for all proposed solutions (UC, IVR/Contact Center, and combined UC/IVR/Contact Center).

				*Note: If proposing a combined solution, Vendor is required to complete separate and combined responses as the City reserves the right to award any combination of the proposed solutions.  (For example, if you are providing a response for both UC and IVR-CC, you must fill out all three workbooks.)

		2		Proposals may be submitted by a team that incorporates more than one vendor and/or that leverages the resources of multiple firms or manufacturers, provided there is a single “prime” contractor responsible for the contract.  The City reserves the right to award all or portions of any proposal to one or multiple vendors.

		3		The City is open to considering solutions that are Hosted, On-Premises or Hybrid and reserves the right to award to the highest ranked solution and application(s) that best meets the City’s needs.  In either case, the proposals must meet the City’s business and financial requirements, which will include a seven-year life cycle cost analysis.

		4		Optional Services to Bid:  For UC responses, Vendors have the option to bid on Meeting Room Technology (Section 6.3).  For IVR-Contact Center responses, Vendors have the option to bid on Robotics Process Automation (Section 6.5). These optional services are outlined in a separate tab labeled "UC Meeting Room-optional" and "IVR-CC RPA-optional" and will NOT be scored.

		5		Pricing shall include all supervision, labor, materials, equipment, and testing instrumentation required for the work associated with this RFP, as well as any overtime for pre-installation, installation, and cutover work that may occur.  
Proposers shall provide line-item pricing that is consistent with any potential bill of materials that shall be subsequently issued for the system orders.  Costs shall be identified with the same detail (breakdown) in which they shall appear on any future order, invoice, or support contract.
For maintenance and software support quotes, the Proposer shall calculate the appropriate amounts to enable the co-termination of both the maintenance and support contracts approximately twenty-four (24) months after the start of implementation.  After the initial term, the City will contract for the manufacturers’ software support and software assurance (including upgrades) for three consecutive one (1) year terms.  The City will not pre-pay for all three (3) years as a single amount – each year shall be invoiced individually for the appropriate amount for that year.
Where appropriate, the Proposer may separately identify and plainly label additional capabilities or options that carry costs beyond the baseline design.   
All formulas and calculations must be shown, including extended cost (multiply quantity times line item price), and summation totals for various categories.  DO NOT CUT AND PASTE VALUES IN PLACE OF FORMULAS ON THE PRICING TABS. The total firm fixed price must include all charges to deliver the proposed solution and services to achieve Acceptance from the City.  If the Proposer has any travel costs associated with the project, they must be included in the quote as a fixed amount and will not be reimbursed separately.





 IVR-CC Summary 

				IVR / Contact Center  Cost Summary

				Category		Total

				System Hardware		$0.00

				Software and Licenses		$0.00

				Professional Services		$0.00

				Software Support and Upgrades – 5 years		$0.00

				Hardware Maintenance - 5 years		$0.00

				TOTAL		$0.00

				Software Suppport & Upgrades		Total

				2-year Interim period		$0.00

				Year 3		$0.00

				Year 4		$0.00

				Year 5		$0.00

				TOTAL		$0.00

				Maintenance		Total

				2-year Interim period		$0.00

				Year 3		$0.00

				Year 4		$0.00

				Year 5		$0.00

				TOTAL		$0.00

				Professional Services Category		Hourly Rate

				(Please insert resource categories from PS tab, ie architecture, engineering, database collection)		$0.00

						$0.00

						$0.00

						$0.00

						$0.00

						$0.00

				GRAND TOTAL ALL (IVR/CONTACT CENTER)		Total

						$0.00

				OPTIONAL: Category or Description of  Product or Service		Total

				Speech analytics		$0.00

				Real time speech analytics		$0.00

						$0.00

						$0.00



&LRequest for Proposal #XXXX
Attachment C Genesys Pricing Worksheets

&LGenesys Cost Summary



System Hardware

		IVR / Contact Center Pricing Detail - Core System Hardware

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent Bill of Materials (BOM)

		Insert rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Primary Data Center

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		Secondary  Data Center

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		Hardware at City sites/locations

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

								Combined Total		0.00

		OPTIONAL ITEMS

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										$0.00

								TOTAL		$0.00
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 Software and Licenses

		Core and End User Software and Licenses

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent Bill of Materials (BOM)

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Primary Data Center  - Core Software and Licensing

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		Secondary  Data Center  - Core Software and Licensing

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		End User Licensing

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

								Combined Total		$0.00



&L
Request for Proposal #XXXX
Attachment C Genesys Pricing Worksheets

&LGensys Software and Licenses



Professional Services

		Professional Services

		This sheet must be completed in the format shown, dividing the professional services into logical categories.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Category		Item Description		Hours		Per Hour Cost		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL		$0.00
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Training Services

		Training Services

		This sheet must be completed in the format shown, dividing the training services into logical categories.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Category		Item Description		Hours		Per Hour Cost		Total Price

		Contact Center Agent Training		Vendor shall provide hands-on, on-site instructor-led classes for Agents.  Classes shall be (2) hours per class with up to fifteen (15) employees per class, up to three (3) classes per day, per trainer.  Training shall cover, but is not limited to, the following topics: 
• Use of call center and telephone features 
• Use of Agent desktop functionality 
• Remote Agent functionality 
• Use of After Call Work Codes and Transaction Codes 
• Access to individual metrics as appropriate						0.00

		Contact Center Supervisor Training		Vendor shall provide hands-on, on-site instructor-led classes for Supervisors.  Classes shall include up to six (6) employees per class, up to two (2) classes per day, per trainer.  Training shall cover, but is not limited to, the following topics: 
• Use of Supervisor desktop functionality 
• Use of mobile apps 
• Assigning and changing agent attributes
• Access, view and modify real-time displays
• Historical reports including creating custom reports
• Changing announcements during emergencies or when other operational requirements as needed.  
• Call recording and quality monitoring procedures, as needed						0.00

		Work Force Management Administration		Vendor shall provide on-site instruction for three (3) classes with up to six (6) employees per class.  Classes may be a combination of IT staff and contact center administrators or Supervisors.						0.00

		Follow up Contact Center Supervisor Training		Vendor shall be provided 30 days post cutover with an emphasis on historical reporting metrics.  This follow up shall include a design review for all contact center configurations.						0.00

		3rd Party Product Training		Administrative training shall be provided for any 3rd Party components.						0.00

		Certifications		Vendor shall provide the training required for fourteen (14) IT staff to become certified in order to assume full responsibility for all components of the proposed solution.  Training must cover all aspects of the proposed design, hardware, and software and system administration including any components that do not utilize the Genesys administrative tools.  Training shall cover all elements including IVR scripting, database integration and design, call flows, agent provisioning, call recording and quality management, reports and Work Force Management.   The training must include the use of a live system for hands on training.
Training may be conducted through any combination of onsite classes, virtual instructor led classes or training conducted at the manufacturer or VARs training center.  
Training shall also include detailed informal “knowledge transfer” on all elements of the proposed solution during the course of the project as IT staff continue to gain certification credentials.						0.00

		List all other recommended training below:								0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL		$0.00





Hardware Maintenance 

		Hardware Maintenance

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent invoice.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Interim Period, during first 2 years of project; 8x5xNBD (Section 9.9.10)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						8x5xNBD		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; 24x7x365 (Section 9.9.11)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						24x7x365		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; Out of hours support, per occurrence (section 9.9.12)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year Five		$0.00

						24x7x365		5-year TOTAL		$0.00
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Software Support

		Software Support Including Upgrades

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent invoice.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		If upgrades are not part of software support, identify as a separate line item for each time frame.

		Interim Period, during first 2 years of project; 8x5xNBD (Section 9.9.10)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						8x5xNBD		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; 24x7x365 (Section 9.9.11)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						24x7x365		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; Out of hours support, per occurrence (section 9.9.12)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year Five		$0.00

						24x7x365		5-year TOTAL		$0.00
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IVR-CC RPA - Optional 

				Robotic Process Automation Cost Summary						Robotic Process Automation Cost Summary

				Use Case 1						Use Case 2

				Category		Total				Category		Total

				System Hardware		$0.00				System Hardware		$0.00

				Software and Licenses		$0.00				Software and Licenses		$0.00

				Professional Services		$0.00				Professional Services		$0.00

				Software Support and Upgrades – 5 years		$0.00				Software Support and Upgrades – 5 years		$0.00

				Hardware Maintenance - 5 years		$0.00				Hardware Maintenance - 5 years		$0.00

				TOTAL		$0.00				TOTAL		$0.00

				Software Suppport & Upgrades		Total				Software Suppport & Upgrades		Total

				2-year Interim period		$0.00				2-year Interim period		$0.00

				Year 3		$0.00				Year 3		$0.00

				Year 4		$0.00				Year 4		$0.00

				Year 5		$0.00				Year 5		$0.00

				TOTAL		$0.00				TOTAL		$0.00

				Maintenance		Total				Maintenance		Total

				2-year Interim period		$0.00				2-year Interim period		$0.00

				Year 3		$0.00				Year 3		$0.00

				Year 4		$0.00				Year 4		$0.00

				Year 5		$0.00				Year 5		$0.00

				TOTAL		$0.00				TOTAL		$0.00

				Professional Services Category*		Hourly Rate				Professional Services Category*		Hourly Rate

				Senior Architect		$0.00				Senior Architect		$0.00

				Senior Engineer		$0.00				Senior Engineer		$0.00

				Engineer		$0.00				Engineer		$0.00

				Training		$0.00				Training		$0.00

				Database Administrator		$0.00				Database Administrator		$0.00

				Annual  or Renewal Fees		Total				Annual  or Renewal Fees		Total

						$0.00						$0.00

						$0.00						$0.00

						$0.00						$0.00

						$0.00						$0.00

				OPTIONAL: Category or Description of  Product or Service		Total				OPTIONAL: Category or Description of  Product or Service		Total

						$0.00						$0.00

						$0.00						$0.00

						$0.00						$0.00

						$0.00						$0.00

				* Substitute the appropriate title for the professional services categories if these are not applicable or  inaccurate.
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Attachment D UC_CC COMBINED Pricing
 COMBINED Instructions

		PRICING SHEET INSTRUCTIONS - UC / IVR-CC RFP #

		1		Base your pricing to adequately service the City of Seattle environment, specified as:

				14,750 UC endpoints across 300+ sites

				80 Contact Centers

				700 Agents

				The City is hoping to contract with a single Vendor for a complete solution and encourage Vendors to bid on both UC and IVR/Contact Center, but the City will also accept proposals from vendors for only UC or only IVR/Contact Center, recognizing there may be some economies by using a single Prime Vendor UC and IVR/Contact Center. The forms within this RFP are identified as UC or IVR/Contact Center to simplify the process. In many cases these are the same forms (noted). The vendor should take care to completely fill out all pricing forms that apply (i.e., UC and IVR/Contact Center).   Leaving information blank may be considered non-responsive.  If a section does not apply, please mark it with "N/A."

				The proposal pricing is structured in 3 parts:

				-        UC

				-        IVR/Contact Center

				-        Combined UC/IVR/Contact Center

				Vendor should submit separate pricing response for all proposed solutions (UC, IVR/Contact Center, and combined UC/IVR/Contact Center).

				*Note: If proposing a combined solution, Vendor is required to complete separate and combined responses as the City reserves the right to award any combination of the proposed solutions.  (For example, if you are providing a response for both UC and IVR-CC, you must fill out all three workbooks.)

		2		Proposals may be submitted by a team that incorporates more than one vendor and/or that leverages the resources of multiple firms or manufacturers, provided there is a single “prime” contractor responsible for the contract.  The City reserves the right to award all or portions of any proposal to one or multiple vendors.

		3		The City is open to considering solutions that are Hosted, On-Premises or Hybrid and reserves the right to award to the highest ranked solution and application(s) that best meets the City’s needs.  In either case, the proposals must meet the City’s business and financial requirements, which will include a seven-year life cycle cost analysis.

		4		Optional Services to Bid:  For UC responses, Vendors have the option to bid on Meeting Room Technology (Section 6.3).  For IVR-Contact Center responses, Vendors have the option to bid on Robotics Process Automation (Section 6.5). These optional services are outlined in a separate tab labeled "UC Meeting Room-optional" and "IVR-CC RPA-optional" and will NOT be scored.

		5		Pricing shall include all supervision, labor, materials, equipment, and testing instrumentation required for the work associated with this RFP, as well as any overtime for pre-installation, installation, and cutover work that may occur.  
Proposers shall provide line-item pricing that is consistent with any potential bill of materials that shall be subsequently issued for the system orders.  Costs shall be identified with the same detail (breakdown) in which they shall appear on any future order, invoice, or support contract.
For maintenance and software support quotes, the Proposer shall calculate the appropriate amounts to enable the co-termination of both the maintenance and support contracts approximately twenty-four (24) months after the start of implementation.  After the initial term, the City will contract for the manufacturers’ software support and software assurance (including upgrades) for three consecutive one (1) year terms.  The City will not pre-pay for all three (3) years as a single amount – each year shall be invoiced individually for the appropriate amount for that year.
Where appropriate, the Proposer may separately identify and plainly label additional capabilities or options that carry costs beyond the baseline design.   
All formulas and calculations must be shown, including extended cost (multiply quantity times line item price), and summation totals for various categories.  DO NOT CUT AND PASTE VALUES IN PLACE OF FORMULAS ON THE PRICING TABS. The total firm fixed price must include all charges to deliver the proposed solution and services to achieve Acceptance from the City.  If the Proposer has any travel costs associated with the project, they must be included in the quote as a fixed amount and will not be reimbursed separately.





COMBINED SUMMARY

				UC Cost Summary						IVR / Contact Center  Cost Summary

				Category		Total				Category		Total

				System Hardware		$0.00				System Hardware		$0.00

				Software and Licenses		$0.00				Software and Licenses		$0.00

				Professional Services		$0.00				Professional Services		$0.00

				Software Support and Upgrades – 5 years		$0.00				Software Support and Upgrades – 5 years		$0.00

				Hardware Maintenance - 5 years		$0.00				Hardware Maintenance - 5 years		$0.00

				TOTAL		$0.00				TOTAL		$0.00

				Software Suppport & Upgrades		Total				Software Suppport & Upgrades		Total

				2-year Interim period		$0.00				2-year Interim period		$0.00

				Year 3		$0.00				Year 3		$0.00

				Year 4		$0.00				Year 4		$0.00

				Year 5		$0.00				Year 5		$0.00

				TOTAL		$0.00				TOTAL		$0.00

				Maintenance		Total				Maintenance		Total

				2-year Interim period		$0.00				2-year Interim period		$0.00

				Year 3		$0.00				Year 3		$0.00

				Year 4		$0.00				Year 4		$0.00

				Year 5		$0.00				Year 5		$0.00

				TOTAL		$0.00				TOTAL		$0.00

				Professional Services Category		Hourly Rate				Professional Services Category		Hourly Rate

				(Please insert resource categories from PS tab, ie architecture, engineering, database collection)						(Please insert resource categories from PS tab, ie architecture, engineering, development)

						$0.00						$0.00

						$0.00						$0.00

						$0.00						$0.00

						$0.00						$0.00

						$0.00						$0.00

						$0.00						$0.00

				GRAND TOTAL ALL (UC)		Total				GRAND TOTAL ALL (IVR/CONTACT CENTER)		Total

												$0.00

				Notes:

				Please break out cost for the test lab separately.

				OPTIONAL: Category or Description of  Product or Service		Total				OPTIONAL: Category or Description of  Product or Service		Total

										Speech analytics		$0.00

										Real time speech analytics		$0.00

												$0.00

												$0.00





UC- Summary

				UC Cost Summary

				Category		Total

				System Hardware		$0.00

				Software and Licenses		$0.00

				Professional Services		$0.00

				Software Support and Upgrades – 5 years		$0.00

				Hardware Maintenance - 5 years		$0.00

				TOTAL		$0.00

				Software Suppport & Upgrades		Total

				2-year Interim period		$0.00

				Year 3		$0.00

				Year 4		$0.00

				Year 5		$0.00

				TOTAL		$0.00

				Maintenance		Total

				2-year Interim period		$0.00

				Year 3		$0.00

				Year 4		$0.00

				Year 5		$0.00

				TOTAL		$0.00

				Professional Services Category		Hourly Rate

				(Please insert resource categories from PS tab, ie architecture, engineering, database collection)		$0.00

						$0.00

						$0.00

						$0.00

						$0.00

						$0.00

				GRAND TOTAL ALL (UC)		Total

						$0.00

				OPTIONAL: Category or Description of  Product or Service		Total

						$0.00

						$0.00

						$0.00

						$0.00



&LRequest for Proposal #XXXX
Attachment B Mitel Pricing Worksheets

&LMitel Cost Summary



UC-System Hardware 

		Pricing Detail - Core System Hardware

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent Bill of Materials (BOM)

		Insert rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Primary Data Center

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		Secondary  Data Center

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		Hardware at City sites/locations

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

								Combined Total		0.00

		OPTIONAL ITEMS

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

				Expand E911 solution for temporary integration with Nortel / Avaya						0.00

				Expand voicemail solution for temporary integration with Nortel / Avaya						0.00

										0.00

										0.00

										0.00

										0.00

										$0.00



&L
Request for Proposal #XXXX
Attachment B Mitel Pricing Worksheets

&LMitel System Components



UC-Sets

		Sets

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent Bill of Materials (BOM)

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL		$0.00



&L
Request for Proposal #XXXX
Attachment B Mitel Pricing Worksheets

&LMitel Desktop Components



UC -Software and Licenses

		Core and End User Software and Licenses

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent Bill of Materials (BOM)

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Please break out cost for the test lab.

		Primary Data Center  - Core Software and Licensing

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		Secondary  Data Center  - Core Software and Licensing

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		End User Licensing

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

								Combined Total		$0.00



&L
Request for Proposal #XXXX
Attachment B Mitel Pricing Worksheets



UC-Professional Services 

		Professional Services

		This sheet must be completed in the format shown, dividing the professional services into logical categories.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Please break out cost for the test lab.

		Category		Item Description		Hours		Per Hour Cost		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL		$0.00



&L
Request for Proposal #XXXX
Attachment B Mitel Pricing Worksheets

&LMitel Professional Services



UC-Training

		Training Services

		This sheet must be completed in the format shown, dividing the training services into logical categories.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Category		Item Description		Hours		Per Hour Cost		Total Price

		End-user training		Vendor shall provide hands-on instructor-led classes for employees.  Classes shall be ninety (90) minutes per class with up to fifteen (15) employees per class, up to four (4) classes per day per trainer.  Classes are to be provided no more than three (3) calendar days in advance of a scheduled cutover and if feasible, shall be scheduled for the day before the cutover.  Training shall cover use of basic telephone set features, voicemail and unified messaging, and the UC client.  It is estimated that sixty percent (60%) of the twelve thousand (12,000) licensed users shall attend hands-on training and pricing for these Professional Services shall reflect that quantity.						0.00

		Custom interactive computer-based training with attendance reporting		Vendor shall provide the City with recording of a live session delivered by the Vendor plus training material uniquely designed for the City of Seattle.  Material shall include printed guides for basic and softphone users plus printed Quick Reference Guides for all.  Access to other standard resources shall be provided so the City may include these user guides on the intranet.  Additional training material shall include any interactive training developed by the manufacturer.						0.00

		System Certification		Manufacturer shall provide the training required for up to fourteen (14) IT staff to become  certified in order to assume full responsibility for all components of the proposed solution.  Training must cover all aspects of the proposed design, hardware, and software and system administration including any components that do not utilize the UC system administrative tools.  The training must include the use of a live system for hands on training.   Training may be conducted through any combination of onsite classes, virtual instructor led classes or training conducted at the manufacturer or VARs training center.  
Training shall also include detailed informal “knowledge transfer” on all elements of the proposed solution during the course of the project as IT staff continue to gain certification credentials.						0.00

		Telecom Coordinator Training		Vendor shall provide approximately forty (40) on-site instructor-led “train-the-trainer” classes.  Training shall be provided with the intent that Telecom Coordinators will actively assist in the project by providing department level support for end users and to the project team.  These classes and the train-the-trainer concept will not be considered as a substitute for the on-site user training or the other tools and methods of providing user knowledge transfer.  These classes shall be for approximately eight (8) students at a time, and shall be scheduled over the course of the project.						0.00

		Other Recommended Training List Below								0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL		$0.00





UC -Hardware Support

		Hardware Support Including Upgrades

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent invoice.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Please break out cost for the test lab.

		Interim Period, during first 2 years of project; 8x5xNBD (Section 9.9.10)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						8x5xNBD		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; 24x7x365 (Section 9.9.11)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						24x7x365		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; Out of hours support, per occurrence (section 9.9.12)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year Five		$0.00



&L
Request for Proposal #XXXX
Attachment B Mitel Pricing Worksheets

&LMitel Software Support



UC-Software Maintenance

		Software Support Including Upgrades

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent invoice.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		If upgrades are not part of software support, identify as a separate line item for each time frame.

		Please break out cost for the test lab.

		Interim Period, during first 2 years of project; 8x5xNBD (Section 9.9.10)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						8x5xNBD		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; 24x7x365 (Section 9.9.11)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						24x7x365		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; Out of hours support, per occurrence (section 9.9.12)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year Five		$0.00

						24x7x365		5-year TOTAL		$0.00



&L
Request for Proposal #XXXX
Attachment B Mitel Pricing Worksheets

&LMitel Warranty and Maintenance



UC-Telemanagement 

				Telemanagement  Cost Summary

				Category		Total

				System Hardware		$0.00

				Software and Licenses		$0.00

				Professional Services		$0.00

				Software Support and Upgrades – 5 years		$0.00

				Hardware Maintenance - 5 years		$0.00

				TOTAL		$0.00

				Software Suppport & Upgrades		Total

				2-year Interim period		$0.00

				Year 3		$0.00

				Year 4		$0.00

				Year 5		$0.00

				TOTAL		$0.00

				Maintenance		Total

				2-year Interim period		$0.00

				Year 3		$0.00

				Year 4		$0.00

				Year 5		$0.00

				TOTAL		$0.00

				Professional Services Category		Hourly Rate

				Senior Architect		$0.00

				Senior Engineer		$0.00

				Engineer		$0.00

				Training		$0.00

				Database Administrator		$0.00

				Technician		$0.00

				OPTIONAL: Category or Description of  Product or Service		Total





UC-Meeting Room-Optional

		Meeting Rooms Cost Summary												Sample Room Sizes				Written Description

				High Estimate		High Estimate		Low Estimate		Low Estimate				Focus Room (capacity 2-4) / small office				Describe the solution and what components are included (ie, type of monitor, # of screens, mic config, etc.)

		Category		Total		Notes		Total		Notes				Component		Total

		System Hardware		$0.00				$0.00

		Software and Licenses		$0.00				$0.00

		Professional Services		$0.00				$0.00

		Software Support and Upgrades – 5 years		$0.00				$0.00

		Hardware Maintenance - 5 years		$0.00				$0.00

		TOTAL		$0.00				$0.00

		Software Suppport & Upgrades		Total				Total						Sample Room Sizes				Written Description

		2-year Interim period		$0.00				$0.00						Small Room (capacity 4-8) / approx 11x14				Describe the solution and what components are included (ie, type of monitor, # of screens, mic config, etc.)

		Year 3		$0.00				$0.00						Component		Total

		Year 4		$0.00				$0.00

		Year 5		$0.00				$0.00

		TOTAL		$0.00				$0.00

		Maintenance		Total				Total

		2-year Interim period		$0.00				$0.00

		Year 3		$0.00				$0.00

		Year 4		$0.00				$0.00						Sample Room Sizes				Written Description

		Year 5		$0.00				$0.00						Medium Room (capacity 8-12) / approx 12x20				Describe the solution and what components are included (ie, type of monitor, # of screens, mic config, etc.)

		TOTAL		$0.00				$0.00						Component		Total

		Professional Services Category		Hourly Rate				Hourly Rate

		Senior Architect		$0.00				$0.00

		Senior Engineer		$0.00				$0.00

		Engineer		$0.00				$0.00

		Training		$0.00				$0.00

		Database Administrator		$0.00				$0.00

		Technician		$0.00				$0.00

														Sample Room Sizes				Written Description

														Large Room (capacity 12-40) / approx 24x28				Describe the solution and what components are included (ie, type of monitor, # of screens, mic config, etc.)

		OPTIONAL: Category or Description of  Product or Service		Total				Total						Component		Total

								$0.00

								$0.00

								$0.00

								$0.00





IVR-CC Summary 

				IVR / Contact Center  Cost Summary

				Category		Total

				System Hardware		$0.00

				Software and Licenses		$0.00

				Professional Services		$0.00

				Software Support and Upgrades – 5 years		$0.00

				Hardware Maintenance - 5 years		$0.00

				TOTAL		$0.00

				Software Suppport & Upgrades		Total

				2-year Interim period		$0.00

				Year 3		$0.00

				Year 4		$0.00

				Year 5		$0.00

				TOTAL		$0.00

				Maintenance		Total

				2-year Interim period		$0.00

				Year 3		$0.00

				Year 4		$0.00

				Year 5		$0.00

				TOTAL		$0.00

				Professional Services Category		Hourly Rate

				(Please insert resource categories from PS tab, ie architecture, engineering, database collection)		$0.00

						$0.00

						$0.00

						$0.00

						$0.00

						$0.00

				GRAND TOTAL ALL (IVR/CONTACT CENTER)		Total

						$0.00

				OPTIONAL: Category or Description of  Product or Service		Total

				Speech analytics		$0.00

				Real time speech analytics		$0.00

						$0.00

						$0.00



&LRequest for Proposal #XXXX
Attachment C Genesys Pricing Worksheets

&LGenesys Cost Summary



IVR-CC System Hardware

		IVR / Contact Center Pricing Detail - Core System Hardware

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent Bill of Materials (BOM)

		Insert rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Please break out cost for the test lab.

		Primary Data Center

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		Secondary  Data Center

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		Hardware at City sites/locations

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

								Combined Total		0.00

		OPTIONAL ITEMS

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										$0.00

								TOTAL		$0.00



&L
Request for Proposal #XXXX
Attachment C Genesys Pricing Worksheets

&LGenesys System Components



 IVR-CC Software and Licenses

		Core and End User Software and Licenses

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent Bill of Materials (BOM)

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Please break out cost for the test lab.

		Primary Data Center  - Core Software and Licensing

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		Secondary  Data Center  - Core Software and Licensing

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

		End User Licensing

		Part Number		Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								SUB-TOTAL		$0.00

								Combined Total		$0.00



&L
Request for Proposal #XXXX
Attachment C Genesys Pricing Worksheets

&LGensys Software and Licenses



IVR- CC Professional Services

		Professional Services

		This sheet must be completed in the format shown, dividing the professional services into logical categories.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Please break out cost for the test lab.

		Category		Item Description		Hours		Per Hour Cost		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL		$0.00



&L
Request for Proposal #XXXX
Attachment C Genesys Pricing Worksheets

&LGenesys Professional Services



IVR-CC Training Services

		Training Services

		This sheet must be completed in the format shown, dividing the training services into logical categories.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Category		Item Description		Hours		Per Hour Cost		Total Price

		Contact Center Agent Training		Vendor shall provide hands-on, on-site instructor-led classes for Agents.  Classes shall be (2) hours per class with up to fifteen (15) employees per class, up to three (3) classes per day, per trainer.  Training shall cover, but is not limited to, the following topics: 
• Use of call center and telephone features 
• Use of Agent desktop functionality 
• Remote Agent functionality 
• Use of After Call Work Codes and Transaction Codes 
• Access to individual metrics as appropriate						0.00

		Contact Center Supervisor Training		Vendor shall provide hands-on, on-site instructor-led classes for Supervisors.  Classes shall include up to six (6) employees per class, up to two (2) classes per day, per trainer.  Training shall cover, but is not limited to, the following topics: 
• Use of Supervisor desktop functionality 
• Use of mobile apps 
• Assigning and changing agent attributes
• Access, view and modify real-time displays
• Historical reports including creating custom reports
• Changing announcements during emergencies or when other operational requirements as needed.  
• Call recording and quality monitoring procedures, as needed						0.00

		Work Force Management Administration		Vendor shall provide on-site instruction for three (3) classes with up to six (6) employees per class.  Classes may be a combination of IT staff and contact center administrators or Supervisors.						0.00

		Follow up Contact Center Supervisor Training		Vendor shall be provided 30 days post cutover with an emphasis on historical reporting metrics.  This follow up shall include a design review for all contact center configurations.						0.00

		3rd Party Product Training		Administrative training shall be provided for any 3rd Party components.						0.00

		Certifications		Vendor shall provide the training required for up to six (6) IT staff to become certified in order to assume full responsibility for all components of the proposed solution.  Training must cover all aspects of the proposed design, hardware, and software and system administration including any components that do not utilize the Genesys administrative tools.  Training shall cover all elements including IVR scripting, database integration and design, call flows, agent provisioning, call recording and quality management, reports and Work Force Management.   The training must include the use of a live system for hands on training.
Training may be conducted through any combination of onsite classes, virtual instructor led classes or training conducted at the manufacturer or VARs training center.  
Training shall also include detailed informal “knowledge transfer” on all elements of the proposed solution during the course of the project as IT staff continue to gain certification credentials.						0.00

		List all other recommended training below:								0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL		$0.00





IVR-CC Hardware Maintenance 

		Hardware Maintenance

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent invoice.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		Please break out cost for the test lab.

		Interim Period, during first 2 years of project; 8x5xNBD (Section 9.9.10)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						8x5xNBD		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; 24x7x365 (Section 9.9.11)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						24x7x365		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; Out of hours support, per occurrence (section 9.9.12)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year Five		$0.00

						24x7x365		5-year TOTAL		$0.00



&L
Request for Proposal #XXXX
Attachment C Genesys Pricing Worksheets

&LGenesys Warranty and Maintenance



IVR-CC Software Support

		Software Support Including Upgrades

		This sheet must be completed in the format shown, providing the equivalent information to any subsequent invoice.

		Add rows as necessary to complete the table; do not remove the formulas in Column E, and make sure the final total is shown.

		Do not paste in output from an external source that drops the formulas or changes the presentation of information.

		If upgrades are not part of software support, identify as a separate line item for each time frame.

		Please break out cost for the test lab.

		Interim Period, during first 2 years of project; 8x5xNBD (Section 9.9.10)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  8x5xNBD

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						8x5xNBD		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; 24x7x365 (Section 9.9.11)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5:  24x7x365

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 5		$0.00

						24x7x365		5-year TOTAL		$0.00

		OPTION:  Interim Period, during first 2 years of project; Out of hours support, per occurrence (section 9.9.12)

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Interim Period		$0.00

		Year 3: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 3		$0.00

		Year 4: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year 4		$0.00

		Year 5: Out of hours support, per occurrence

				Item Description		Quantity		Per Item Price		Total Price

										0.00

										0.00

										0.00

										0.00

										0.00

								TOTAL for Year Five		$0.00

						24x7x365		5-year TOTAL		$0.00



&L
Request for Proposal #XXXX
Attachment C Genesys Pricing Worksheets

&LGenesys Software Support



IVR-CC RPA-Optional 

				Robotic Process Automation Cost Summary						Robotic Process Automation Cost Summary

				Use Case 1						Use Case 2

				Category		Total				Category		Total

				System Hardware		$0.00				System Hardware		$0.00

				Software and Licenses		$0.00				Software and Licenses		$0.00

				Professional Services		$0.00				Professional Services		$0.00

				Software Support and Upgrades – 5 years		$0.00				Software Support and Upgrades – 5 years		$0.00

				Hardware Maintenance - 5 years		$0.00				Hardware Maintenance - 5 years		$0.00

				TOTAL		$0.00				TOTAL		$0.00

				Software Suppport & Upgrades		Total				Software Suppport & Upgrades		Total

				2-year Interim period		$0.00				2-year Interim period		$0.00

				Year 3		$0.00				Year 3		$0.00

				Year 4		$0.00				Year 4		$0.00

				Year 5		$0.00				Year 5		$0.00

				TOTAL		$0.00				TOTAL		$0.00

				Maintenance		Total				Maintenance		Total

				2-year Interim period		$0.00				2-year Interim period		$0.00

				Year 3		$0.00				Year 3		$0.00

				Year 4		$0.00				Year 4		$0.00

				Year 5		$0.00				Year 5		$0.00

				TOTAL		$0.00				TOTAL		$0.00

				Professional Services Category*		Hourly Rate				Professional Services Category*		Hourly Rate

				Senior Architect		$0.00				Senior Architect		$0.00

				Senior Engineer		$0.00				Senior Engineer		$0.00

				Engineer		$0.00				Engineer		$0.00

				Training		$0.00				Training		$0.00

				Database Administrator		$0.00				Database Administrator		$0.00

				Annual  or Renewal Fees		Total				Annual  or Renewal Fees		Total

						$0.00						$0.00

						$0.00						$0.00

						$0.00						$0.00

						$0.00						$0.00

				OPTIONAL: Category or Description of  Product or Service		Total				OPTIONAL: Category or Description of  Product or Service		Total

						$0.00						$0.00

						$0.00						$0.00

						$0.00						$0.00

						$0.00						$0.00

				* Substitute the appropriate title for the professional services categories if these are not applicable or  inaccurate.
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City of Seattle


Inclusion Plan




		Solicitation Number & Title:

		



		Your Company Name:

		     





Bidders must complete and submit this form with their RFP response. Carefully read the attached instructions.

For questions, call Miguel Beltran, 206-684-4525 Miguel.Beltran@seattle.gov

The RFP instructions for this project identify how many points this Inclusion Plan is given during RFP evaluation.  

Aspirational WMBE Goals.

Propose WMBE utilization goals in the spaces below. These goals represent WMBE utilization the Bidder intends to achieve during contract performance.  The goals should represent a realistic and achievable commitment. WMBE Bidders  may indicate your self-performance as well as work you intend to subcontract to other WMBE firms. See page 4 for instructions. These goals do not need to match, and are not expected to match WMBE Guarantees.

		Project Goals

		



		Specify the percentage participation by woman owned firms.  

		%



		Specify the percentage participation by minority owned firms.

		%



		TOTAL

		%





Strategies.


Describe strategies you intend to use to achieve the aspirational WMBE utilization for this contract.  This may include such strategies as negotiated award to a WMBE firm in lieu of competitive subcontract bids, using WMBE as a tiebreaker per RCW 35.22.650, strategies for self-performance and subcontracting, providing mobilization payments, and offering rapid invoice payments. 

Past Performance


As evidence of your good faith intentions to achieve the WMBE aspirational goals you provide on page 1, describe your past performance on contracts with similar work.  The City may review your past performance on previous City contracts.  Your response should concentrate on achievement when your effort was voluntary (i.e. goals were not mandatory such as a federally-funded DBE requirement), or where you exceeded the regulatory minimum requirement.  

WMBE Guarantees.

This section gives the option to guarantee utilization of certain WMBE firms as evidence of good faith efforts.  If you choose to list WMBE firms, you guarantee to the City and WMBE firm they will be used.  Provide the percentage of total contract value that you guarantee. Please see instructions below.

		WMBE Business Name

		Percent of Contract



		     

		     



		     

		     



		     

		     



		     

		     



		     

		     





		     

		     



		

		     





Diverse Employment.

If you have a mission or program uniquely committed to hiring workers with employment barriers, veterans, disabled, the chronically unemployed or low income individuals, or woman and minority (if they are underutilized in your profession such as. construction trades), please describe.  The City expects a substantive and highly integrated program, instead of a standard EEO or Affirmative Action policy 

Describe how this mission or commitment would translate directly into placement of such workers to perform the scope of work for this City contract opportunity.


 Inclusion Plan Instructions

WMBE firms include any self-identified or state-certified firm that is at least 51% woman or minority owned (per SMC 20.42). The following may assist bidders:  https://wald1.seattle.gov/dea/registration/ and http://www.omwbe.wa.gov/certification/certification_directory.shtml).   A WMBE does not need to be self-identified and registered within the City’s on-line business registration at time of bid, but must do so before contract execution. 

1. When the City places the Inclusion Plan into the solicitation requirements, the “Bidder” must complete and submit this WMBE Inclusion Plan as part of the RFP response.  If the form is not completed and submitted as part of the response, the bid will be considered non-responsive.

2. The RFP provides the evaluation scoring matrix, which includes how many points this Inclusion Plan will be given in RFP evaluation.  Notes below provide you the context of how points will be considered. The Plan will be evaluated by the City based upon the strength of the good faith efforts to utilize WMBE-owned firms

3. A Prime (i.e. the Bidder, Vendor, the company submitting the proposal) who self-identifies (or is state certified) as a WMBE firm, must complete this form. even if it intends to self-perform.  

4. If you are a WMBE Prime and chose to self-perform elements that are eligible for subcontracting (i.e. work that is discretionary, which a prime may chose to self-perform or subcontract) , you may include your self-performance as part of your aspirational goal, and may name your self-performance for such discretionary work within your Guaranteed WMBE utilization. 


5. All work identified in the Plan to be performed by a WMBE firm must be a commercially useful function for the contract scope.


6. The City may discuss the Plan with the apparent successful bidder before incorporating into the contract; the Plan may be amended by mutual consent.


7. For phased work, (for example, an IT project), provide responses as thorough as possible given the scope known.  If future phases require, the City will review the Plan for mutually-agreed upon updates.

Aspirational WMBE Goals (Page 1)


8. These goals are a serious commitment the Prime (i.e. Bidder or Proposer)  can reasonably and realistically achieve given good faith efforts.  


9. These aspirational goals, good faith efforts, progress reports, and collaboration with the City are material to the contract. 

10. The Bidder is to provide an Aspirational Goal that is achievable.  Failure to achieve the goal itself is not a material breach, but substantial variance below the Aspirational goal volunteered by the Bidder  may measure failed good faith efforts, to establish a reasonable goal and/or build an appropriate effort to achieve the aspirational goal.

11. The Aspirational Goal percentage applies to the entire contract cost.  If change to the contract requires a modification to the percentage, then the City and Prime will discuss whether a greater or lesser goal is appropriate and modify the Plan.


12. The bidder should enter a total WMBE goal on page 1 where indicated.  The City seeks a separate percentage WBE and MBE goal. If the bidder does not provide such goals separately and only gives a total, then the City may seek the two separate percentages after bid opening and rely upon the total for scoring. If the Bidder provides a WBE and MBE goal, but does not total the percentage, the City shall total those percentages to become the total. 

WMBE Guarantee (Page 2)


13. The Prime has the option to list WMBE firms with whom the Prime commits to contract. This does not need, and is not expected, to equal your aspirational goal on page 1.  You may have WMBE firms you can commit at time of bid, but may have other opportunities you are not yet prepared to guarantee. 


14. A WMBE Guarantee should be secured with the WMBE firm in advance of listing on the form.  The City does not require a signed contract in place with the WMBE.

15. Changes to named WMBE Guarantees:   


a.         A named firm includes any WMBE named in the Inclusion Plan with whom the Bidder would Contract if awarded the Contract.  


b.         Any such WMBE that the Prime wishes to substitute during the course of the project must have City Buyer consent through a change order and a demonstrated “good cause.”  “Good cause” shall include the following:


1. Failure of the WMBE to execute a written contract after a reasonable period of time.


2. Bankruptcy of the WMBE.


3. Failure of the WMBE to provide the required bond.


4. The WMBE is unable to perform the work because they are debarred, not properly licensed, or in some other way is ineligible to work.


5. Failure of the WMBE to comply with a requirement of law applicable to subcontracting.


6. The death or disability of the WMBE (if the WMBE is an individual)


7. Dissolution of the WMBE (if the WMBE is a corporation or partnership).


8. If there is a series of failures by the WMBE to perform in accordance with previous contracts.


9. Failure or refusal of the WMBE to perform the work.


c.         If the Prime is making a change to a named WMBE Subcontractor, then the Prime shall use good faith efforts to recruit another WMBE to do the Work. 


Diverse Employment (Page 3)


a. Corporate EEO policies and affirmative action policies are not indicative of a unique employment mission.


b. A response is not required, if you have no such program within your company and/or you do not have a unique mission as part of your business purpose.
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Form    W-9
(Rev. November 2017)
Department of the Treasury  
Internal Revenue Service 


Request for Taxpayer 
Identification Number and Certification


▶ Go to www.irs.gov/FormW9 for instructions and the latest information.


Give Form to the  
requester. Do not 
send to the IRS.
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1  Name (as shown on your income tax return). Name is required on this line; do not leave this line blank.


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


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


Individual/sole proprietor or 
single-member LLC


 C Corporation S Corporation Partnership Trust/estate


Limited liability company. Enter the tax classification (C=C corporation, S=S corporation, P=Partnership) ▶ 


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


Other (see instructions) ▶ 


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


Exempt payee code (if any)


Exemption from FATCA reporting


 code (if any)


(Applies to accounts maintained outside the U.S.)


5  Address (number, street, and apt. or suite no.) See instructions.


6  City, state, and ZIP code


Requester’s name and address (optional)


7  List account number(s) here (optional)


Part I Taxpayer Identification Number (TIN)
Enter your TIN in the appropriate box. The TIN provided must match the name given on line 1 to avoid 
backup withholding. For individuals, this is generally your social security number (SSN). However, for a 
resident alien, sole proprietor, or disregarded entity, see the instructions for Part I, later. For other 
entities, it is your employer identification number (EIN). If you do not have a number, see How to get a 
TIN, later.


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


Social security number


– –


or
Employer identification number 


–


Part II Certification
Under penalties of perjury, I certify that:


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


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


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


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


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


Sign 
Here


Signature of 
U.S. person ▶ Date ▶


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


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


Purpose of Form
An individual or entity (Form W-9 requester) who is required to file an 
information return with the IRS must obtain your correct taxpayer 
identification number (TIN) which may be your social security number 
(SSN), individual taxpayer identification number (ITIN), adoption 
taxpayer identification number (ATIN), or employer identification number 
(EIN), to report on an information return the amount paid to you, or other 
amount reportable on an information return. Examples of information 
returns include, but are not limited to, the following.
• Form 1099-INT (interest earned or paid)


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


• Form 1099-MISC (various types of income, prizes, awards, or gross 
proceeds)
• Form 1099-B (stock or mutual fund sales and certain other 
transactions by brokers)
• Form 1099-S (proceeds from real estate transactions)
• Form 1099-K (merchant card and third party network transactions)
• Form 1098 (home mortgage interest), 1098-E (student loan interest), 
1098-T (tuition)
• Form 1099-C (canceled debt)
• Form 1099-A (acquisition or abandonment of secured property)


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


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


Cat. No. 10231X Form W-9 (Rev. 11-2017)
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INSURANCE REQUIREMENTS AND TRANSMITTAL FORM 

CITY PURCHASING 


REF: ITD-4620

City of Seattle


Attachment 1

This Insurance Requirements and Transmittal Form shall serve as an attachment and/or exhibit form to the       (“Contract”), and shall be interpreted and applied together as a single contractual instrument between the City of Seattle (“City”) and       (“Vendor”).


VENDOR: SEND THIS FORM TO YOUR INSURANCE PROFESSIONAL TO COMPLETE THE GREEN BOX AND TO ENSURE COMPLIANCE WITH ALL THE COVERAGE REQUIREMENTS, TERMS AND CONDITIONS REQUIRED BY THE CITY OF SEATTLE.

INSURANCE AGENT/BROKER: 

( PLEASE COMPLETE THESE FIELDS SO THAT WE MAY CONTACT YOU IF NECESSARY.                 *REQUIRED FIELDS


*NAME:      


TITLE:      


*NAME OF COMPANY         


*EMAIL:      

*TELEPHONE:      

FAX:        

( SEND ORIGINAL CERTIFICATION WITH COPY OF CGL ADDITIONAL INSURED ENDORSEMENT OR BLANKET ADDITIONAL   INSURED POLICY WORDING and applicable endorsements that evidences the coverage required TO:

THE CITY OF SEATTLE PURCHASING SERVICES DIVISION

              ATTN: Presley Palmer

 


PO Box 94687

              SEATTLE, WA 98124-4678

1. In the “Certificate Holder” field of the certificate of insurance, write “Attention: City of Seattle.” 

2. Upon award of the Contract, Vendor shall, at its sole expense and for the entire term of the Contract, provide insurance coverage to the City of Seattle (“City”) as checked below within 15 days or the City may withdraw its intent to award:

· ( COMMERCIAL GENERAL LIABILITY (CGL), MARINE GENERAL LIABILITY (MGL) OR EQUIVALENT INCLUDING: 


( PREMISES 


( PRODUCTS-COMPLETED OPERATIONS 



( CONTRACTUAL LIABILITY  



( STOP GAP/EMPLOYER’S LIABILITY (UNLESS NO OBLIGATION TO INSURE WA STATE WC)

   XCU AND SUBSIDENCE PERILS NOT EXCLUDED

  PRODUCTS/COMPLETED OPNS. ADD’L INSURED FOR THREE (3) YEARS FOLLOWING END OF CONTRACT

· MINIMUM LIMITS OF LIABILITY SHALL BE:   


		    $1,000,000

		EACH OCCURRENCE COMBINED SINGLE LIMIT BODILY INJURY AND PROPERTY DAMAGE (CSL)



		    $2,000,000   

		PRODUCTS/COMPLETED OPERATIONS AGGREGATE



		    $2,000,000   

		GENERAL AGGREGATE



		    $1,000,000   

		EACH ACCIDENT/ DISEASE—POLICY LIMIT/ DISEASE—EACH EMPLOYEE STOP GAP/EMPLOYER’S LIABILITY 





· ( BUSINESS AUTOMOBILE LIABILITY INSURANCE FOR OWNED, NON-OWNED, LEASED AND HIRED VEHICLES AS APPROPRIATE written on a form CA 00 01 or equivalent WITH MINIMUM LIMITS OF LIABILITY OF $1,000,000 CSL.

· NOTE: GARAGE LIABILITY WITH APPROPRIATE COVERAGES AND LIMITS OF LIABILITY MAY SUBSTITUTE FOR CGL AND AUTOMOBILE INSURANCE:

·    Garage Keeper’s Legal Liability (GKLL) insurance to cover vehicles in vendor’s bailment.  Minimum limit of liability of   

  $        each vehicle and $       each occurrence.   


·         “On-Hook” GKLL coverage required with minimum limit of liability of $      each vehicle.


 IN-TRANSIT POLLUTION LIABILITY CA 99 48/MCS-90 (N/A IF COVERED UNDER AN IN-TRANSIT EXTENSION OF     A CONTRACTOR’S POLLUTION LIABILITY INSURANCE POLICY)


· (  WORKER'S COMPENSATION INSURANCE FOR WASHINGTON STATE AS REQUIRED BY TITLE 51 RCW.


  UMBRELLA/EXCESS/BUMBERSHOOT LIABILITY INSURANCE OVER CGL/MGL/AUTOMOBILE LIABILITY  

MINIMUM LIMIT OF LIABILITY SHALL BE  $      CSL ($      MINIMUM TOTAL LIMITS REQUIREMENT)


   CONTRACTOR’S POLLUTION LIABILITY INSURANCE. MINIMUM LIMITS OF LIABILITY SHALL BE  $1,000,000  $      EACH CLAIM WITH A MINIMUM AGGREGATE LIMIT OF 200% OF THE EACH CLAIM LIMIT.  THERE SHALL BE NO REQUIREMENT FOR A DEDICATED PROJECT AGGREGATE LIMIT PROVIDED THAT THE CONTRACTOR SHALL (1) SUBMIT TO THE CITY WITH ITS INSURANCE CERTIFICATION A WRITTEN STATEMENT FROM ITS AUTHORIZED INSURANCE REPRESENTATIVE THAT THE FULL MINIMUM AGGREGATE LIMIT IS AVAILABLE AND HAS NOT BEEN IMPAIRED BY ANY CLAIMS RESERVED ON ANOTHER PROJECT, AND (2) THEREAFTER, UNTIL THE COMPLETION OF THE WORK, THE CONTRACTOR SHALL PROVIDE NOTICE IN WRITING TO THE CITY WITHIN TEN (10) DAYS OF CONTRACTOR’S CONSTRUCTIVE KNOWLEDGE OF ANY PENDING OR ACTUAL IMPAIRMENT OF THE AGGREGATE LIMIT.

   AVIATION LIABILITY INSURANCE WITH MINIMUM LIMITS OF $1,000,000 CSL OR  $      CSL

   PROFESSIONAL LIABILITY INSURANCE WITH MINIMUM LIMIT OF LIABILITY $      EACH CLAIM


 
   WATERCRAFT/P&I LIABILITY INSURANCE WITH MINIMUM LIMITS OF LIABILITY $     

   SHIP REPAIRER’S OR MARINA OPERATOR’S LEGAL LIABILITY INSURANCE COVERING THE VENDOR’S LIABILITY FOR LOSS OR DAMAGE, INCLUDING LOSS OF USE, TO OWNERS OF WATERCRAFT WHILE IN THE VENDOR’S CARE, CUSTODY AND CONTROL FOR THE PURPOSE OF BEING REPAIRED OR SERVICED.  


MINIMUM LIMITS OF LIABILITY SHALL BE $      EACH VESSEL

  TOWER’S LEGAL LIABILITY INSURANCE 
Any tower hired by the Vendor or any subcontractor shall carry for any tow of the vessel within    …….. Such insurance limits shall be for not less than the portion of the Total Contract Price allocable to such vessel (and in no event less than the replacement cost for such vessel), to cover loss, damage and/or expense to the City of Seattle arising out of such towage.

   JONES ACT LIABILITY WITH MINIMUM LIMITS   $1,000,000 OR $     .

   U.S.L. & H. LIABILITY INSURANCE WITH MINIMUM LIMITS OF LIABILITY $     

 FORMCHECKBOX 
   Crime Fidelity, Theft, Disappearance & Destruction Liability (to include Employee THEFT, wire transfer, forgery & mail coverage, and client coverage): WITH MINIMUM LIMIT $

 FORMCHECKBOX 
   TECHNOLOGY ERRORS & OMISSION / Professional Liability Insurance with an aggregate limit of liability not less than $10 Million Dollars ($10,000,000).  Such insurance shall cover any and all errors, omissions or negligent acts in the delivery or performance of products, services and/or licensed programs under this agreement. Such Professional Liability insurance shall include coverage for claims and losses with respect to network risks (such as data breaches, unauthorized access/use, identity theft, invasion of privacy, damage/loss/theft of or to data, degradation, downtime, etc.) and intellectual property infringement, such as copyrights, trademarks, service marks and trade dress.  The Professional Liability Insurance retroactive coverage date shall be no later than the effective date of this agreement. Suppler/Vendor shall continuously maintain such insurance or purchase an extended reporting period providing that claims first made and reported to the insurance company within three (3) years after termination of the agreement will be deemed to have been made during the policy period.

 FORMCHECKBOX 
   Information Technology –Cyber Liability (Network Security Liability and Privacy Liability) with minimum limit $

An attack that has the intent to affect, alter, copy, corrupt, destroy, disrupt, damage, or provide unauthorized access or unauthorized use of Vendor’s computer system; Computer Crime or Information Theft; Denial of Service; Extortion; Introduction, implantation, or spread of a Computer Virus; Loss of Service; Identity Theft; Infringement; Electronic data loss and restoration; Unauthorized Access or Use, including the gaining of access to Vendor’s computer systems by an unauthorized person or persons or an authorized person in an unauthorized manner.

 FORMCHECKBOX 
 Sublimit for Notification Costs: $

.   OTHER:        WITH MINIMUM LIMIT $       

TERMS AND CONDITIONS:

1. City of Seattle as Additional Insured: The CGL/MGL insurance shall include “the City of Seattle” as an additional insured for primary and non-contributory limits of liability.


2. No Limitation of Liability: Insurance coverage and limits of liability as specified herein are minimum coverage and limit of liability requirements only; they shall not be construed to limit the liability of Vendor or any insurer for any claim that is required to be covered hereunder to less than the applicable limits of liability stated in the declarations. Moreover, the City shall be an additional insured, where additional insured status is required, for the full available limits of liability maintained by vendor, whether those limits are primary, excess, contingent or otherwise. Vendor expressly understands and agrees that this provision shall override any limitation of liability or similar provision in any agreement or statement of work between the City and Vendor.

3. Required Separation of Insured Provision; Cross-Liability Exclusion and other Endorsements Prohibited: Vendor’s insurance policy shall include a “separation of insureds” or “severability” clause that applies coverage separately to each insured and additional insured, except with respect to the limits of the insurer’s liability. Vendor’s insurance policy shall not contain any provision, exclusion or endorsement that limits, bars, or effectively precludes the City of Seattle from coverage or asserting a claim under the Vendor’s insurance policy on the basis that the coverage or claim is brought by an insured or additional insured against an insured or additional insured under the policy. Vendor’s CGL policy shall NOT include any of the following Endorsements (or their equivalent endorsement or exclusions): (a) Contractual Liability Limitation, (CGL Form 21 39 or equivalent), b) Amendment Of Insured Contract Definition, (CGL Form 24 26 or equivalent),  (c) Limitation of Coverage to Designated Premises or Project, (CGL Form 21 44 or equivalent), (d) any endorsement modifying or deleting the exception to the Employer’s Liability exclusion, (e) any “Insured vs. Insured” or “cross-liability” exclusion, and (f) any type of punitive, exemplary or multiplied damages exclusion. Vendor’s failure to comply with any of the requisite insurance provisions shall be a material breach of, and grounds for, the immediate termination of the Contract with the City of Seattle; or if applicable, and at the discretion of the City of Seattle, shall serve as grounds for the City to procure or renew insurance coverage with any related costs of premiums to be repaid by Vendor or reduced and/or offset against the Contract. 

4. Claims Made Form: If any policy is written on a claims made form, the retroactive date shall be prior to or coincident with the effective date of this contract. Claims made coverage shall be maintained by the Vendor for a minimum of three (3) years following the expiration or earlier termination of this contract, and the Vendor shall provide the City with evidence of insurance for each annual renewal. If renewal of the claims made form of coverage becomes unavailable or economically prohibitive, the Vendor shall purchase an extended reporting period (“tail”) or execute another form of guarantee acceptable to the City to assure financial responsibility for liability assumed under the contract.


5. Deductibles and Self-Insured Retentions:  Any self-insurance retention or deductible in excess of $ 25,000 that is not “fronted” by an insurer and for which claims the vendor or its third-party administrator is directly responsible for defending and indemnifying must be disclosed on the certificate of liability insurance. Vendor agrees to defend and indemnify the City under its self-insured or deductible layer and upon City’s request advise the full delivery address of the individual or department to whom a tender of a claim should be directed.   


6. Notice of Cancellation:   Under RCW 48.18.290 (“Cancellation by insurer”) applicable to insurers licensed to do business in the State of Washington, the City, as a certificate holder for the insurance requirements specified herein and an additional insured, has an interest in any loss which may occur; written notice of cancellation must therefore be actually delivered or mailed to the City not less than 45 days prior to cancellation (10 days as respects non-payment of premium). As respects surplus lines placements, written notice of cancellation shall be delivered not less than 30 days prior to cancellation (10 days as respects non-payment of premium).


7. Qualification of Insurers:  Insurers shall maintain A.M. Best’s ratings of A- VII unless procured as a surplus lines placement under RCW chapter 48.15, or as may otherwise be approved by the City.


8. Changes in Insurance Requirements: The City shall have the right to periodically review the adequacy of coverages and/or limits of liability in view of inflation and/or a change in loss exposures and shall have the right to require an increase in such coverages and/or limits upon ninety (90) days prior written notice to the Vendor. Should Vendor, despite its best efforts, be unable to maintain any required insurance coverage or limit of liability due to deteriorating insurance market conditions, it may upon thirty (30) days prior written notice request a waiver of any insurance requirement, which request shall not be unreasonably denied.


9. Evidence of Insurance:  Vendor must provide the following evidence of insurance:

a. A certificate of liability insurance evidencing coverages, limits of liability and other terms and conditions as specified herein;


b. An attached City of Seattle designated additional insured endorsement or blanket additional insured wording to the CGL/MGL (and if required Contractor’s Pollution Liability insurance policy).


c. A copy of all other amendatory policy endorsements or exclusions of Vendor’s insurance CGL/MGL policy that evidences the coverage required.

At any time upon the City’s request, Vendor shall also cause to be timely furnished a copy of declarations pages and schedules of forms and endorsements. In the event that the City tenders a claim or lawsuit for defense and indemnity invoking additional insured status, and the insurer either denies the tender or issues a reservation of rights letter, Vendor shall also cause a complete and certified copy of the requested policy to be timely furnished to the City.

Send evidence of insurance to the City at the addresses at the top of this form. 

For questions or issues about insurance, contact the City of Seattle Risk Management at (206) 615-1507 or by email at Sheila.Barker@seattle.gov 

NOTE: CERTIFICATES WITHOUT ATTACHED ADDITIONAL INSURED ENDORSEMENT OR BLANKET ADDITIONAL INSURED COVERAGE FOR THE CITY OF SEATTLE WILL NOT BE APPROVED![image: image1][image: image2][image: image3][image: image4][image: image5][image: image6]
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TECHNOLOGY CONTRACT

City of Seattle

[bookmark: _Hlk507157802]Unified Communications and Contact Center Replacement

 

This Contract is made and entered into by and between City of Seattle (“City” or “City of Seattle”), a Washington municipal corporation; and ________________ (“Vendor”), a corporation of the State of _______, and authorized to do business in the State of Washington.



Vendor Business:

Name of Representative: 			

Vendor Address:		

Vendor Phone:		

Vendor Fax:		

Vendor e-mail:		



WHEREAS, the purpose of this contract is to provide the City with hardware, software and implementation services for the Unified Communications and Contact Center Replacement; and



WHEREAS, Vendor was selected as a result of a Request for Proposal process initiated _______20__ as required by Seattle Municipal Code since costs are anticipated to exceed $52,000 in value; and



WHEREAS, funds for this purpose are authorized through the City of Seattle annual budget;



NOW, THEREFORE, in consideration of the terms, conditions, covenants, and performance of the Statement of Work contained herein, as attached and made a part hereof, the City and Vendor mutually agree as follows:



General Terms and Conditions



1. [bookmark: _Toc283649607][bookmark: _Toc458524744]Term of Contract

This Contract shall be for five (5) years. Continuous one-year extensions shall continue thereafter for licensing, maintenance and support. Such extensions shall be automatic, and shall go into effect without written confirmation, unless the City provides advance notice of the intention to not renew.  The Vendor may provide also provide a notice to not extend, but must provide such notice at least 30 days prior to the otherwise automatic renewal date.  


2. [bookmark: _Toc458524745]Survivorship

All purchase transactions and deliverables executed pursuant to the authority of this Contract shall be bound by all of the terms, conditions, prices and price discounts set forth herein, notwithstanding the expiration of the initial term of this Contract or any extensions thereof.  Further, the terms, conditions and warranties contained in this Contract that by their sense and context are intended to survive the completion of the performance, cancellation or termination of this Contract.  In addition, the terms of the sections titled or includes the terms Overpayments to Vendor, Warranties, Publicity, Section Headings, Incorporated Documents and Order of Precedence, Publicity, Review of Vendor Records, Patent and Copyright Indemnification, Disputes and Limitations of Liability, shall survive the termination of this Contract.



3. [bookmark: _Toc458524746]Statement of Work

Vendor shall provide the following products and/or services as attached in Exhibit B: Statement of Work, (“SOW”). These products and/or services shall be termed “Work” herein.     



4. [bookmark: _Toc458524747]Expansion Clause

This Contract may be expanded as mutually agreed, if such expansion is approved in writing by the RFP Coordinator from the City Purchasing Office of the Department of Finance and Administrative Services, City of Seattle.  No other City employee is authorized to make such written notices.  The RFP Coordinator will ensure the expansion meets the following criteria collectively:  (a)  it could not be separately bid, (b) the change is for a reasonable purpose, (c) the change was not reasonably known to either the City or Vendors at time of bid or else was mentioned as a possibility in the bid (such as a change in environmental regulation or other law); (d) the change is not significant enough to be reasonably regarded as an independent body of work; (e) the change could not have attracted a different field of competition, and (f) the change does not vary the essential identity or main purpose of the contract.  The RFP Coordinator shall make this determination, and may make exceptions for immaterial changes, emergency or sole source conditions, or for other situations as required in the opinion of the RFP Coordinator.  Certain Work Orders or changes are not considered an expansion of scope, including an increase in quantities ordered, the exercise of options and alternates in the bid, change in design and specifications that does not expand the work beyond the limits provided for above, or ordering of work originally identified within the originating solicitation. If such changes are approved, changes are conducted as a written order issued by the City Purchasing RFP Coordinator in writing to the Vendor.



The Vendor shall not proceed unless authorized by a mutually agreed upon amendment.  Such extra work shall be in compliance with Section 4 (Expansion Clause) and shall be authorized in writing only by the City Purchasing RFP Coordinator, Department of Finance and Administrative Services.  Any costs incurred due to the performance of extra work will not be reimbursed until or unless an amendment is agreed upon.





5. [bookmark: _Toc458524748]Work Order Process

Work shall not begin on any Statement of Work task until a formal signed Work Order is issued by the City’s designated Project Manager.  The Work Order(s) shall provide authorization to the Vendor to proceed with specifically identified tasks.  Unless additional Contract Amendments are approved by the City, Work Orders may only be issued for tasks expressly defined in the SOW.  Such tasks shall be in accordance with the duration of days provided for in Exhibit C, Project Schedule, incorporated by this reference, or as otherwise mutually agreed. 



Each work order shall be subject to all of the terms and conditions of this Contract, and incorporated into this Contract by this reference. 



The City may choose to authorize all, some or none of the tasks.  The Vendor agrees that the City is not obligated to authorize any tasks.  The City’s decision to issue Work Orders that authorize all, some or no tasks on the SOW will not increase the costs to the City as they are presented in this Contract.  No other damages or costs are incurred by the Vendor by the City decisions to authorize or not authorize tasks. 



If a change to a Work Order is required, the City’s designated Project Manager may authorize a Change Order as described for in the SOW:  Statement of work, which may add, delete or modify any part of any Work Order by giving Vendor notice of such change within the time period specified in the applicable Work Order.  Within seven (7) days after the date of such notice, the Vendor shall deliver to the City Project Manager an amended Work Order reflecting the change in description, schedule and/or dollar amount due using the unit prices as proposed for the specific work order in Vendor’s Proposal, subject to an equitable adjustment for work scheduled and can’t be unscheduled or performed prior to receipt of the change notice and other factors reasonably affecting the Vendor’s cost or time of performance. For any subsequent work order(s) requested by either party, the Vendor shall submit a detailed proposal for the change. The Vendor shall analyze, record, estimate and submit to the City, for its approval, the proposed scope for the changed or new work, a work schedule, and a rate or price adjustment for completion of the work to be changed or added.  Once this proposal is received and approved by the City, a new work order will be issued for the changed or additional work. Upon the City’s written approval and notice to proceed, the Vendor shall implement the change or additional work and invoice for the changed or additional work consistent with the City’s approval notice and the terms and conditions of this Contract. 



The City may, at its option, add, delete or modify any part of any work order by giving Vendor notice of such change within the time period specified in the applicable work order.  Within seven (7) days after the date of such notice, the Vendor shall deliver to the City an amended work order reflecting the change in description, schedule and/or dollar amount due using the unit prices as proposed for the specific work order in Vendor’s Proposal.



The City does not guarantee utilization of goods and services provided for in this Contract for which the City has not issued a work order(s).  The City may itself provide these goods or services or may award contracts to other Vendors for similar goods and services.  In such instances, the Vendor shall not be responsible for the operation, performance or maintenance for equipment so obtained.



6. [bookmark: _Toc458524749]Documentation

Unless specified otherwise in Contract attachments, Vendor will provide two (2) complete sets of documentation for each Software/Hardware order or System delivered, including technical and maintenance information, and, where applicable, installation information.  Vendor shall also provide two (2) complete sets of documentation for each updated version of Software that Vendor provides.  Vendor shall provide the documentation on or before the date Vendor delivers its respective Software.  There shall be no additional charge for this documentation or the updates, in whatever form provided.  Vendor’s Software documentation shall be comprehensive, well structured, and indexed for each reference.  If Vendor maintains its technical, maintenance and installation documentation on a web site, Vendor may fulfill the obligations set forth in this section by providing Purchaser access to its web-based documentation information.  



The City reserves the right to withhold payment for a deliverable, modification or enhancement until it receives all documentation associated with the same.  



7. [bookmark: _Toc458524750]Payment Procedures

Vendor shall only invoice upon the City’s approval of the deliverable and in a manner consistent with the payment schedule attached, if any.  Once the City has received and approved the invoice, the City will provide payment within thirty (30) days.  The aggregate amount represents the full and final amount to be paid by the City for all expenses incurred and incidentals necessary to complete the work. 



The City shall not be obligated to pay any other compensation, fees, charges, prices or costs, nor shall Vendor charge any additional compensation for completing the work order of the Statement of Work. All costs invoiced to the City, shall be associated with an active and open work order.



Invoices for hardware and software installed in City facilities and other work performed under this Contract shall be submitted, in writing to the City’s Project Manager.  Invoices shall include such information as prescribed in the Specifications or Statement of Work, and is necessary for the City to determine the exact nature of all expenditures and shall reference this Contract.  Additional payment terms or invoice instructions may be mutually agreed upon by the City and the Vendor. 



Payment does not constitute whole or partial acceptance; City acceptance of the System shall only occur by formal written notice to that effect.



7.1	Advance Payment Prohibited

The City does not accept requests for early payment, down payment or partial payment, unless the Bid or Proposal Submittal specifically allows such pre-payment proposals or alternates within the bid process.  Maintenance subscriptions may be paid up to one year in advance provided that should the City terminate early, the amount paid shall be reimbursed to the City on a prorated basis; all other expenses are payable net 30 days after receipt and acceptance of satisfactory compliance.



7.2	Travel and Other Direct Charges

If the specifications and scope of work for this purchase have specifically identified travel and/or other direct costs that the City intends to reimburse, then the following requirements shall apply.  All such expenses must be pre-approved in writing by the Project Manager.  If the specifications and scope of work do not clearly identify such costs for compensation, than no compensation will be given.



· City will reimburse the Contractor at actual cost for expenditures that are pre-approved by the City in writing and are necessary and directly applicable to the work required by this Contract provided that similar direct project costs related to the contracts of other clients are consistently accounted for in a like manner.  Such direct project costs may not be charged as part of overhead expenses or include a markup.  Other direct charges may include, but are not limited to the following types of items: travel, printing, cell phone, supplies, materials, computer charges, and fees of subconsultants or subcontractors.



· The billing for third party direct expenses specifically identifiable with this project shall be an itemized listing of the charges supported by copies of the original bills, invoices, receipts, subconsultant/subcontractor paid invoices, and other supporting documents used by the Contractor to generate invoice(s) to the City.  The original supporting documents shall be available to the City for inspection upon request.  All charges must be necessary for the services provided under this Contract.



· The City will reimburse the actual cost for travel expenses incurred as evidenced by copies of receipts (excluding meals) supporting such travel expenses, and in accordance with the City of Seattle Travel Policy, details of which can be provided upon request.  



· Airfare: Airfare will be reimbursed at the actual cost of the airline ticket.  The City will reimburse for Economy or Coach class fare only.  Receipts detailing each airfare are required. Unusual itineraries or multi-leg trips shall be prorated to the business requirements of this contact at the sole discretion of the City.



· Meals:  Meals will be reimbursed at the Federal Per Diem daily meal rate (excluding the “Incidental” portion of the published CONUS Federal M&I Rate) for the city in which the work is performed (the current Federal Per Diem daily meal rate used by the City for reimbursement will be provided upon request).  Receipts are not required as documentation.  The invoice shall state “the meals are being billed at the Federal Per Diem daily meal rate”, and shall detail how many of each meal is being billed (e.g. the number of breakfasts, lunches, and dinners).  The City will not reimburse for alcohol at any time.



· Lodging:  Lodging will be reimbursed at actual cost incurred up to a maximum of the published Runzheimer Cost Index for the city in which the work is performed (the current maximum allowed reimbursement amount can be provided upon request).  Receipts detailing each day / night lodging are required. The City will not reimburse for ancillary expenses charged to the room (e.g. movies, laundry, mini bar, refreshment center, fitness center, sundry items, etc.)



· Vehicle Mileage:  Vehicle mileage will be reimbursed at the Federal Internal Revenue Service Standard Business Mileage Rate in affect at the time the mileage expense is incurred.  Documentation of mileage incurred is required.  Please note: payment for mileage incurred for long distances traveled shall not be more than an equivalent trip round-trip airfare on a commercial airline for a coach or economy class ticket.



· Rental Car: Rental car expenses will be reimbursed at the actual cost of the rental.  Rental car receipts are required for all rental car expenses.  The City will reimburse for a standard car of a mid-size class or less.  The City will not reimburse for ancillary expenses charged to the car rental (e.g. GPS unit).



· Miscellaneous Travel (e.g. parking, rental car gas, taxi, shuttle, toll fees, ferry fees, etc.):  Miscellaneous travel expenses will be reimbursed at the actual cost incurred.  Receipts are required for each expense of $10.00 or more.



· Miscellaneous other business expenses (e.g. printing, photo development, binding): Other miscellaneous business expenses will be reimbursed at the actual cost incurred and may not include a markup.  Receipts are required for all miscellaneous expenses that are billed.



· Subcontractor: Subcontractor expenses will be reimbursed at the actual cost incurred and may not include a markup.  Copies of all subcontractor invoices that are rebilled to the City are required.



7.3   Disputed Work

Notwithstanding all above, if the City believes in good faith that some portion of Work has not been completed satisfactorily, the City may require Vendor to correct such work prior to The City payment.  In such event, the City will provide to Vendor an explanation of the concern and the remedy that the City expects.  The City may withhold from any payment that is otherwise due, an amount that the City in good faith finds to be under dispute, or if the Vendor does not provide a sufficient remedy, The City may retain the amount equal to the cost to The City for otherwise correcting or remedying the work not properly completed.





8. [bookmark: _Toc458524751]Taxes, Fees and Licenses

a. Taxes:  Where required by state statute, ordinance or regulation, Vendor shall pay for and maintain in current status all taxes that are necessary for contract performance.  Unless otherwise indicated, The City agrees to pay State of Washington sales or use taxes on all applicable consumer services and materials purchased.  No charge by the Vendor shall be made for federal excise taxes and The City agrees to furnish Vendor with an exemption certificate where appropriate. 

 

b. Fees and Licenses:  Vendor shall pay for and maintain in a current status, any license fees, assessments, permit charges, etc., which are necessary for contract performance.  It is the Vendor’s sole responsibility to monitor and determine any changes or the enactment of any subsequent requirements for said fees, assessments, or charges and to immediately comply with said changes during the entire term of this Contract. Vendor must pay all custom duties, brokerage or import fees where applicable as part of the contract price.  Vendor shall take all necessary actions to ensure that materials or equipment purchased are expedited through customs.

  

c. Vendor is to calculate and enter the appropriate Washington State and local sales tax on the invoice.  Tax is to be computed on new items after deduction of any trade-in, in accordance with WAC 458-20-247. 



9. [bookmark: _Toc184999733][bookmark: _Toc185000046][bookmark: _Toc185000312][bookmark: _Toc185002964][bookmark: _Toc185003256][bookmark: _Toc185003403][bookmark: _Toc185003529][bookmark: _Toc185003705][bookmark: _Toc185003825][bookmark: _Toc185004136][bookmark: _Toc185054797][bookmark: _Toc185054901][bookmark: _Toc185055007][bookmark: _Toc185055702][bookmark: _Toc185055790][bookmark: _Toc185057762][bookmark: _Toc185057906][bookmark: _Toc185058589][bookmark: _Toc184999735][bookmark: _Toc185000048][bookmark: _Toc185000314][bookmark: _Toc185002966][bookmark: _Toc185003258][bookmark: _Toc185003405][bookmark: _Toc185003531][bookmark: _Toc185003707][bookmark: _Toc185003827][bookmark: _Toc185004138][bookmark: _Toc185054799][bookmark: _Toc185054903][bookmark: _Toc185055009][bookmark: _Toc185055704][bookmark: _Toc185055792][bookmark: _Toc185057764][bookmark: _Toc185057908][bookmark: _Toc185058591][bookmark: _Toc184999743][bookmark: _Toc185000056][bookmark: _Toc185000322][bookmark: _Toc185002974][bookmark: _Toc185003266][bookmark: _Toc185003413][bookmark: _Toc185003539][bookmark: _Toc185003715][bookmark: _Toc185003835][bookmark: _Toc185004146][bookmark: _Toc185054807][bookmark: _Toc185054911][bookmark: _Toc185055017][bookmark: _Toc185055712][bookmark: _Toc185055800][bookmark: _Toc185057772][bookmark: _Toc185057916][bookmark: _Toc185058599][bookmark: _Toc458524761]Risk of Loss, Freight, Overages or Underage

Regardless of FOB point, Vendor agrees to bear all risks of loss, injury, or destruction of goods and materials ordered herein which occur prior to delivery and acceptance.  Such loss, injury, or destruction shall not release Vendor from any obligations under.  Prices include freight prepaid and allowed.  Vendor assumes the risk of every increase, and receives the benefit of every decrease, in delivery rates and charges.  Shipments shall match the Work Order; any unauthorized advance or excess shipment is returnable at Vendor’s expense.



10. [bookmark: _Toc458524762]Protection of Persons and Property

10.1 [bookmark: _Toc184995028][bookmark: _Toc184995499][bookmark: _Toc184995537][bookmark: _Toc184996019][bookmark: _Toc184996122][bookmark: _Toc184996152][bookmark: _Toc184996182][bookmark: _Toc184996211][bookmark: _Toc184996241][bookmark: _Toc184996657][bookmark: _Toc184996788][bookmark: _Toc184996831][bookmark: _Toc184996901][bookmark: _Toc184996955][bookmark: _Toc184997969][bookmark: _Toc184999032][bookmark: _Toc184999758][bookmark: _Toc185000072][bookmark: _Toc185000340][bookmark: _Toc185003003][bookmark: _Toc185003295][bookmark: _Toc185003442][bookmark: _Toc185003568][bookmark: _Toc185003739][bookmark: _Toc185003859][bookmark: _Toc185004170][bookmark: _Toc184995031][bookmark: _Toc184995502][bookmark: _Toc184995540][bookmark: _Toc184996022][bookmark: _Toc184996125][bookmark: _Toc184996155][bookmark: _Toc184996185][bookmark: _Toc184996214][bookmark: _Toc184996244][bookmark: _Toc184996660][bookmark: _Toc184996791][bookmark: _Toc184996834][bookmark: _Toc184996904][bookmark: _Toc184996958][bookmark: _Toc184997972][bookmark: _Toc184999035][bookmark: _Toc184999761][bookmark: _Toc185000075][bookmark: _Toc185000343][bookmark: _Toc185003006][bookmark: _Toc185003298][bookmark: _Toc185003445][bookmark: _Toc185003571][bookmark: _Toc185003742][bookmark: _Toc185003862][bookmark: _Toc185004173]Person

The Vendor and the City shall each take reasonable precautions for the safety of employees of the other, and shall each comply with all applicable provisions of federal, state, and local laws, codes and regulations to prevent or avoid any accident or injury to a person on, about or adjacent to any premises where work under this Contract is being performed.



10.2	Property

The Vendor shall take reasonable steps to protect the City’s property from injury or loss arising in connection with the Vendor’s performance or failure of performance under this Contract.



10.3	No Smoking

The Vendor shall not allow any employee of the Vendor or any sub or agent thereof to smoke inside any City facility.



10.4	OSHA/WISHA

Note to RFP Coordinator and Project Manager:  This section establishes that Vendor warrants that its products are designed to meet federal and state safety and health regulations.



The Vendor certifies that products are designed and manufactured to meet the current federal and state safety and health regulations, including Federal Occupational Safety and Health Act of 1970 (OSHA), the Washington Industrial Safety and Health act of 1973 (WISHA).  Vendor shall indemnify, defend, and hold the City harmless from all damages assessed against the City as a result of the failure of the products furnished under this Contract to so comply.



[bookmark: _Toc380671290]10.5	Workers Right to Know

“Right to Know” legislation required the Department of Labor and Industries to establish a program to make employers and employees more aware of the hazardous substances in their work environment.  WAC 296-62-054 requires among other things that all manufacturers/distributors of hazardous substances, including any of the items listed on this ITB, RFP or contract bid and subsequent award, must include with each delivery completed Material Safety Data Sheets (MSDS) for each hazardous material.  Additionally, each container of hazardous material must be appropriately labeled with:  the identity of the hazardous material, appropriate hazardous warnings, and the Name and Address of the chemical manufacturer, improper, or other responsible party.



Labor and Industries may levy appropriate fines against employers for noncompliance and agencies may withhold payment pending receipt of a legible copy of the MSDS.  OSHA Form 20 is not acceptable in lieu of this requirement unless it is modified to include appropriate information relative to “carcinogenic ingredients: and “routes of entry” of the product(s) in question.



11. [bookmark: _Toc458524763]Contract Notices, Deliverable Materials and Invoices Delivery

Official Contract notices shall be delivered to the following addresses (or such other address(es) as either party may designate in writing):



 	If delivered by the U.S. Postal Service, it must be addressed to:

 		Presley Palmer, CPPB

 		City of Seattle Purchasing and Contracting Services 

PO Box 94687

		Seattle, WA  98124-4687



	If delivered by any other company, it must be addressed to:

 		Presley Palmer, CPPB

 		City of Seattle Purchasing and Contracting Services 

		Seattle Municipal Tower

		700 5th Ave. #4112

		Seattle, WA  98104-5042

Phone: 206-233-7158

E-Mail: Presley.Palmer@Seattle.gov 



Project work, invoices and communications shall be delivered to the City Project Manager: 

			City of Seattle

			Attention:



If to the Vendor:  

			Vendor Contact

			Vendor Name

			Vendor Address

Vendor Phone

Vendor E-Mail



12. [bookmark: _Toc458524764]Representations 

Vendor represents and warrants that it has the requisite training, skill and experience necessary to provide Work and is appropriately accredited and licensed by all applicable agencies and governmental entities.



13. [bookmark: _Toc458524765]Inspection

Work shall be subject, at all times, to inspection by and with approval of the City, but the making (or failure or delay in making) such inspection or approval shall not relieve Vendor of responsibility for performance of the Work in accordance with this Contract, notwithstanding the City’s knowledge of defective or noncomplying performance, its substantiality or the ease of its discovery.  Vendor shall provide sufficient, safe, and proper facilities and equipment for such inspection and free access to such facilities.



14. [bookmark: _Toc458524766]Affirmative Efforts for Utilization of Women and Minority Subcontracting, Non-Discrimination 

Employment Actions:  Vendor shall not discriminate against any employee or applicant for employment because of race, color, age, sex, marital status, sexual orientation, gender identity, political ideology, creed, religion, ancestry, national origin, honorably discharged veteran or military status or the presence of or any sensory, mental or physical handicap, unless based upon a bona fide occupational qualification.  The Vendor shall affirmatively try to ensure applicants are employed, and employees are treated during employment, without regard to race, color, age, sex, marital status, sexual orientation, gender identify, political ideology, creed, religion, ancestry, national origin, honorably discharged veteran or military status or the presence of or any sensory, mental or physical handicap.  Such efforts include, but are not limited to: employment, upgrading, demotion, transfer, recruitment, layoff, termination, rates of pay or other compensation, and training.



In accordance with Seattle Municipal Code Chapter 20.42, Vendor shall actively solicit the employment and subcontracting of women and minority group members when there are commercially useful purposes for fulfilling the scope of work.  



If a WMBE Inclusion Plan is requested by and submitted to the City, the WMBE Inclusion Plan is material to the contract.  The requirements and conditions stated in the WMBE Inclusion Plan shall be enforced as a contract requirement. 



If upon investigation, the Director of Purchasing and Contracting Services finds probable cause to believe that the Vendor has failed to comply with the requirements of this Section, the Vendor shall be notified in writing.  The Director of Finance and Administrative Services shall give Vendor an opportunity to be heard with ten calendar days’ notice.  If, after the Vendor’s opportunity to be heard, the Director of Finance and Administrative Services still finds probable cause, s/he may suspend the Contract and/or withhold any funds due or to become due to the Vendor, pending compliance by the Vendor with the requirements of this Section.



Any violation of the mandatory requirements of this Section, or a violation of Seattle Municipal Code Chapter 14.04 (Fair Employment Practices), Chapter 14.10 (Fair Contracting Practices), Chapter 20.45 (City Contracts – Non-Discrimination in Benefits), or other local, state, or federal non-discrimination laws, shall be a material of contract for which the Vendor may be subject to damages and sanctions provided for by the Vendor Contract and by applicable law.   In the event the Vendor is in violation of this Section shall be subject to debarment from City contracting activities in accordance with Seattle Municipal Code Section 20.70 (Debarment).



15. [bookmark: _Toc458524767]Assignment and Subcontracting

Assignment:  Vendor shall not assign any of its obligations under this Contract without the City’’s written consent, which may be granted or withheld in the City’s sole discretion.



[bookmark: _Toc380671296]Subcontracting: Vendor shall not subcontract any of its obligations under this Contract without the City’s written consent, which may be granted or withheld in the City’s sole discretion. Vendor shall ensure that all subcontractors comply with the obligations, requirements and terms and conditions of the subcontract, except for Equal Benefit provisions.  The City’s consent to subcontract shall not release the Vendor from liability under this Contract, or from any obligation to be performed under this Contract, whether occurring before or after such consent to subcontract.



16. Key Persons and Subcontractors

Vendor shall not transfer, reassign or replace any individual or subcontractor that is determined to be essential or that has been agreed upon in the Vendor’s Subcontracting (Inclusion) Plan, without express written consent of The City.  If during the term of this Contract, any such individual leaves the Vendor’s employment or any named subcontract is terminated for any reason, Vendor shall notify The City and seek approval for reassignment or replacement with an alternative individual or subcontractor. Upon The City’s request, the Vendor shall present to The City, one or more subcontractors or individual(s) with greater or equal qualifications as a replacement.  Continued achievement of the Subcontracting (Inclusion) Plan that was incorporated into this Contract by reference, if any, and the associated subcontract awards, aspirational goals and efforts, will be one of the considerations in approval of such changes. The City’s approval or disapproval shall not be construed to release the Vendor from its obligations under this Contract.  



17. [bookmark: _Toc458524769]Equal Benefits

Compliance with SMC Ch. 20.45: The Vendor shall comply with the requirements of SMC Ch. 20.45 and Equal Benefits Program Rules implementing such requirements, under which the Vendor is obligated to provide the same or equivalent benefits (“equal benefits”) to its employees with domestic partners as the Vendor provides to its employees with spouses.  At The City’s request, the Vendor shall provide complete information and verification of the Vendor’s compliance with SMC Ch. 20.45.   Failure to cooperate with such a request shall constitute a material breach of this Contract.  (For further information about SMC Ch. 20.45 and the Equal Benefits Program Rules review information at http://www.seattle.gov/city-purchasing-and-contracting/social-equity/equal-benefits)



Remedies for Violations of SMC Ch. 20.45:  Any violation of this Section shall be a material breach of Contract for which the City may:

· Require the Vendor to pay actual damages for each day that the Vendor is in violation of SMC Ch. 20.45 during the term of the Contract; or



· Terminate the Contract; or 



· Disqualify the Vendor from bidding on or being awarded a City contract for a period of up to five (5) years; or



· Impose such other remedies as specifically provided for in SMC Ch. 20.45 and the Equal Benefits Program Rules promulgated thereunder.



18. [bookmark: _Toc458524770]General Legal Requirements

a. General Requirement:  Vendor, at no expense to The City, shall comply with all applicable laws of the United States and the State of Washington; the Charter and ordinances of The City; and rules, regulations, orders, and directives of their administrative agencies and the officers thereof.  Without limiting the generality of this paragraph, the Vendor shall specifically comply with the following requirements of this section.



b. Licenses and Similar Authorizations:  Vendor, at no expense to The City, shall secure and maintain in full force and effect during the term of this Contract all required licenses, permits, and similar legal authorizations, and comply with all requirements thereof.



c. Performance Standard.   All duties by Vendor or designees shall be performed in a manner consistent with accepted practices for other similar Work. 



19. [bookmark: _Toc458524771]Indemnification

To the extent permitted by law, the Vendor shall protect, defend, indemnify and hold the City harmless from and against all claims, demands, damages, costs, actions and causes of actions, liabilities, fines, penalties,  judgments, expenses and attorney fees, resulting from the injury or death of any person or the damage to or destruction of property, or the infringement of any patent, copyright, trademark or trade secret, arising out of the Work performed or goods provided under this Contract, or any other acts or omissions by the Vendor, or the Vendor’s violation of any law, ordinance or regulation, contract provision or term, or condition of regulatory authorization or permit, except for damages resulting from the sole negligence of the City.  As to the City of Seattle, the Vendor waives any immunity it may have under RCW Title 51 or any other Worker’s Compensation statute.  The parties acknowledge that this waiver has been negotiated by them, and that the contract price reflects this negotiation.  



20. [bookmark: _Toc185003025][bookmark: _Toc185003317][bookmark: _Toc185003464][bookmark: _Toc185003590][bookmark: _Toc185003755][bookmark: _Toc185003875][bookmark: _Toc185004186][bookmark: _Toc185054845][bookmark: _Toc185054949][bookmark: _Toc185055055][bookmark: _Toc185055750][bookmark: _Toc185055838][bookmark: _Toc185057810][bookmark: _Toc185057936][bookmark: _Toc185058619][bookmark: _Toc185058855][bookmark: _Toc185003026][bookmark: _Toc185003318][bookmark: _Toc185003465][bookmark: _Toc185003591][bookmark: _Toc185003756][bookmark: _Toc185003876][bookmark: _Toc185004187][bookmark: _Toc185054846][bookmark: _Toc185054950][bookmark: _Toc185055056][bookmark: _Toc185055751][bookmark: _Toc185055839][bookmark: _Toc185057811][bookmark: _Toc185057937][bookmark: _Toc185058620][bookmark: _Toc185058856][bookmark: _Toc458524772]Insurance

Except as specified otherwise, Vendor shall obtain at time of award and maintain in force, minimum coverages and limits of liability of insurance specified below.  If the Vendor fails to obtain or maintain these coverages, the City may withdraw its intent to award.  All costs are borne by the Vendor.



20.1 MINIMUM COVERAGES AND LIMITS OF LIABILITY. Vendor shall at all times during the term of this Agreement maintain continuously, at its own expense, minimum insurance coverages and limits of liability as specified below:



a.	Commercial General Liability (CGL) insurance, including:

			- Premises/Operations	

			- Products/Completed Operations

			- Personal/Advertising Injury

			- Contractual 

			- Independent Contractors 

- Stop Gap/Employers Liability with minimum limits of liability of $1,000,000 each occurrence combined single limit bodily injury and property damage (“CSL”), except:

			$1,000,000    Personal/Advertising Injury

			$1,000,000    each accident/disease/employee Stop Gap/Employer’s Liability



b.	Automobile Liability insurance, including coverage for owned, non-owned, leased or hired vehicles with a minimum limit of liability of $1,000,000 CSL.



c.	Worker’s Compensation for industrial injury to Vendor’s employees in accordance with the provisions of Title 51 of the Revised Code of Washington. 



20.2 CITY AS ADDITIONAL INSURED.  The City of Seattle shall be included as an additional insured under CGL and Automobile Liability insurance for primary and non-contributory limits of liability.



20.3 LIMITS OF INSURANCE COVERAGE.  The limits of insurance coverage specified herein in subparagraph 29.1 are minimum limits of insurance coverage only and shall not be deemed to limit the liability of Vendor’s insurer except as respects the stated limit of liability of each policy.  Where required to be an additional insured, the City of Seattle shall be so for the full limits of insurance coverage required by Vendor, whether such limits are primary, excess, contingent or otherwise. Any limitations of insurance liability shall have no effect on Vendor’s obligation to indemnify the City. 



20.4 MINIMUM SECURITY REQUIREMENT.  All insurers must be rated A- VII or higher in the current A.M. Best's Key Rating Guide and licensed to do business in the State of Washington unless coverage is issued as surplus lines by a Washington Surplus lines broker.



20.5 SELF-INSURANCE.  Any self-insured retention not fronted by an insurer must be disclosed.  Any defense costs or claim payments falling within a self-insured retention shall be the responsibility of Vendor.



20.6 EVIDENCE OF COVERAGE. Prior to performance of any scope of work under paragraph 5., Vendor shall provide certification of insurance acceptable to the City evidencing the minimum coverages and limits of liability and other requirements specified herein.  Such certification must include a copy of the policy provision documenting that the City of Seattle is an additional insured for commercial general liability insurance on a primary and non-contributory basis.  Certification should be issued to The City of Seattle, Risk Management Division, Seattle, WA and shall be delivered in electronic form either as an email attachment to riskmanagement@seattle.gov or faxed to (206) 470-1270.



21. [bookmark: _Toc458524773]Review of Vendor Records

Vendor and its Subcontractors shall maintain books, records, documents and other evidence relating to this Contract, including but not limited to protection and use of City’s Confidential Information, and accounting procedures and practices which sufficiently and properly reflect all direct and indirect costs of any nature invoiced in the performance of this Contract.  Vendor shall retain all such records for six (6) years after the expiration or termination of this Contract.  Records involving matters in litigation related to this Contract shall be kept for six (6) years from the date the litigation is settled or complete.



All such records shall be subject at reasonable times and upon prior notice to examination, inspection, copying or audit by personnel so authorized by the City’s Contract Administration and/or the Office of the Auditor and federal officials so authorized by law, rule, regulation or contract, when applicable, at no additional cost to the City.  During this Contract’s term, Vendor shall provide access to these items at a mutually agreeable time and place.  Vendor shall be responsible for any audit exceptions or disallowed costs incurred by Vendor or any of its Subcontractors. Vendor shall incorporate in its subcontracts this section’s records retention and review requirements.



It is agreed that books, records, documents and other evidence of accounting procedures and practices related to Vendor’s cost structure, including overhead, general and administrative expenses, and profit factors shall be excluded from City’s review unless the cost or any material issue under this Contract is calculated or derived from these factors.



22. [bookmark: _Toc458524774]Independent Contractor 

The relationship of Vendor to The City by reason of this Contract shall be that of an independent contractor.  This Contract does not authorize Vendor to act as the agent or legal representative of the City for any purpose whatsoever.  Vendor is not granted any express or implied right or authority to assume or create any obligation or responsibility on behalf of or in the name of The City or to bind The City in any manner or thing whatsoever.



It is the intention and understanding of the Parties that Vendor shall be an independent contractor and that the City shall be neither liable for nor obligated to pay sick leave, vacation pay or any other benefit of employment, nor to pay any social security or other tax that may arise as an incident of employment.  The Vendor shall pay all income and other taxes as due.  Industrial or other insurance that is purchased for the benefit of the Vendor shall not be deemed to convert this Contract to any employment contract.  It is recognized that Vendor may or will be performing professional Work during the term for other parties and that The City is not the exclusive user of the Work that Vendor will provide.



23. [bookmark: _Toc458524775]No Conflict of Interest

Vendor confirms that Vendor does not have a business interest or a close family relationship with any City officer or employee who was, is, or will be involved in the Vendor selection, negotiation, drafting, signing, administration, or evaluating the Vendor's performance.  

	

24. [bookmark: _Toc458524776]No Gifts or Gratuities

Vendor shall not directly or indirectly offer anything of value (such as retainers, loans, entertainment, favors, gifts, tickets, trips, favors, bonuses, donations, special discounts, work or meals) to any City employee, volunteer or official, that is intended, or may appear to a reasonable person to be intended, to obtain or give special consideration to the Vendor.  Promotional items worth less than $25 may be distributed by the Vendor to City employees if the Vendor uses the items as routine and standard promotions for business. Any violation of this provision may result in termination of this Contract.  Nothing in this Contract prohibits donations to campaigns for election to City office, so long as the donation is disclosed as required by the election campaign disclosure laws of the City and of the State.



25. [bookmark: _Toc458524777]Campaign Contributions (Initiative Measure No. 122)

Elected officials and candidates are prohibited from accepting or soliciting campaign contributions from anyone having at least $250,000 in contracts with the City in the last two years or who has paid at least $5,000 in the last 12 months to lobby the City.  Please see Initiative 122, or call the Ethics Director with questions.  For questions about this measure, contact: Polly Grow, Seattle Ethics and Elections, 206-615-1248 or polly.grow@seattle.gov. 



26. [bookmark: _Toc458524778]Paid Sick Time and Safe Time Ordinance

Be aware that the City has a Paid Sick Time and Safe Time ordinance that requires companies to provide employees who work more than 240 hours within a year inside Seattle, with accrued paid sick and paid safe time for use when an employee or a family member needs time off from work due to illness or a critical safety issue. The ordinance applies to employers, regardless of where they are located, with more than four full-time equivalent employees.  This is in addition and additive to benefits a worker receives under prevailing wages per WAC 296-127-014(4). City contract specialists may audit payroll records or interview workers as needed to ensure compliance to the ordinance. Please see http://www.seattle.gov/laborstandards, or may call the Office of Labor Standards at 206.684.4500 with questions.



27. [bookmark: _Toc458524779]Other Labor Standards Requirements

The Vendor shall comply to the extent applicable with the City's Minimum Wage labor standards as required by SMC 14.19, setting wage standards for employees working within city limits as well as the Wage Theft labor standards as required by SMC 14.20, setting basic requirements for payment of wages and tips for employees working within city limits and providing various payment documentation to employees.



28. [bookmark: _Toc458524309][bookmark: _Toc458524404][bookmark: _Toc458524498][bookmark: _Toc458524592][bookmark: _Toc458524686][bookmark: _Toc458524780][bookmark: _Toc458524310][bookmark: _Toc458524405][bookmark: _Toc458524499][bookmark: _Toc458524593][bookmark: _Toc458524687][bookmark: _Toc458524781][bookmark: _Toc458524311][bookmark: _Toc458524406][bookmark: _Toc458524500][bookmark: _Toc458524594][bookmark: _Toc458524688][bookmark: _Toc458524782][bookmark: _Toc458524312][bookmark: _Toc458524407][bookmark: _Toc458524501][bookmark: _Toc458524595][bookmark: _Toc458524689][bookmark: _Toc458524783][bookmark: _Toc458524313][bookmark: _Toc458524408][bookmark: _Toc458524502][bookmark: _Toc458524596][bookmark: _Toc458524690][bookmark: _Toc458524784][bookmark: _Toc458524314][bookmark: _Toc458524409][bookmark: _Toc458524503][bookmark: _Toc458524597][bookmark: _Toc458524691][bookmark: _Toc458524785][bookmark: _Toc458524315][bookmark: _Toc458524410][bookmark: _Toc458524504][bookmark: _Toc458524598][bookmark: _Toc458524692][bookmark: _Toc458524786][bookmark: _Toc458524316][bookmark: _Toc458524411][bookmark: _Toc458524505][bookmark: _Toc458524599][bookmark: _Toc458524693][bookmark: _Toc458524787][bookmark: _Toc458524317][bookmark: _Toc458524412][bookmark: _Toc458524506][bookmark: _Toc458524600][bookmark: _Toc458524694][bookmark: _Toc458524788][bookmark: _Toc458524318][bookmark: _Toc458524413][bookmark: _Toc458524507][bookmark: _Toc458524601][bookmark: _Toc458524695][bookmark: _Toc458524789][bookmark: _Toc458524319][bookmark: _Toc458524414][bookmark: _Toc458524508][bookmark: _Toc458524602][bookmark: _Toc458524696][bookmark: _Toc458524790][bookmark: _Toc458524320][bookmark: _Toc458524415][bookmark: _Toc458524509][bookmark: _Toc458524603][bookmark: _Toc458524697][bookmark: _Toc458524791][bookmark: _Toc458524321][bookmark: _Toc458524416][bookmark: _Toc458524510][bookmark: _Toc458524604][bookmark: _Toc458524698][bookmark: _Toc458524792][bookmark: _Toc458524322][bookmark: _Toc458524417][bookmark: _Toc458524511][bookmark: _Toc458524605][bookmark: _Toc458524699][bookmark: _Toc458524793][bookmark: _Toc458524323][bookmark: _Toc458524418][bookmark: _Toc458524512][bookmark: _Toc458524606][bookmark: _Toc458524700][bookmark: _Toc458524794][bookmark: _Toc458524324][bookmark: _Toc458524419][bookmark: _Toc458524513][bookmark: _Toc458524607][bookmark: _Toc458524701][bookmark: _Toc458524795][bookmark: _Toc458524325][bookmark: _Toc458524420][bookmark: _Toc458524514][bookmark: _Toc458524608][bookmark: _Toc458524702][bookmark: _Toc458524796][bookmark: _Toc458524326][bookmark: _Toc458524421][bookmark: _Toc458524515][bookmark: _Toc458524609][bookmark: _Toc458524703][bookmark: _Toc458524797][bookmark: _Toc458524327][bookmark: _Toc458524422][bookmark: _Toc458524516][bookmark: _Toc458524610][bookmark: _Toc458524704][bookmark: _Toc458524798][bookmark: _Toc458524328][bookmark: _Toc458524423][bookmark: _Toc458524517][bookmark: _Toc458524611][bookmark: _Toc458524705][bookmark: _Toc458524799][bookmark: _Toc458524329][bookmark: _Toc458524424][bookmark: _Toc458524518][bookmark: _Toc458524612][bookmark: _Toc458524706][bookmark: _Toc458524800][bookmark: _Toc458524330][bookmark: _Toc458524425][bookmark: _Toc458524519][bookmark: _Toc458524613][bookmark: _Toc458524707][bookmark: _Toc458524801][bookmark: _Toc458524331][bookmark: _Toc458524426][bookmark: _Toc458524520][bookmark: _Toc458524614][bookmark: _Toc458524708][bookmark: _Toc458524802][bookmark: _Toc458524332][bookmark: _Toc458524427][bookmark: _Toc458524521][bookmark: _Toc458524615][bookmark: _Toc458524709][bookmark: _Toc458524803][bookmark: _Toc458524333][bookmark: _Toc458524428][bookmark: _Toc458524522][bookmark: _Toc458524616][bookmark: _Toc458524710][bookmark: _Toc458524804][bookmark: _Toc458524334][bookmark: _Toc458524429][bookmark: _Toc458524523][bookmark: _Toc458524617][bookmark: _Toc458524711][bookmark: _Toc458524805][bookmark: _Toc458524335][bookmark: _Toc458524430][bookmark: _Toc458524524][bookmark: _Toc458524618][bookmark: _Toc458524712][bookmark: _Toc458524806][bookmark: _Toc458524336][bookmark: _Toc458524431][bookmark: _Toc458524525][bookmark: _Toc458524619][bookmark: _Toc458524713][bookmark: _Toc458524807][bookmark: _Toc458524337][bookmark: _Toc458524432][bookmark: _Toc458524526][bookmark: _Toc458524620][bookmark: _Toc458524714][bookmark: _Toc458524808][bookmark: _Toc458524338][bookmark: _Toc458524433][bookmark: _Toc458524527][bookmark: _Toc458524621][bookmark: _Toc458524715][bookmark: _Toc458524809][bookmark: _Toc458524339][bookmark: _Toc458524434][bookmark: _Toc458524528][bookmark: _Toc458524622][bookmark: _Toc458524716][bookmark: _Toc458524810][bookmark: _Toc458524340][bookmark: _Toc458524435][bookmark: _Toc458524529][bookmark: _Toc458524623][bookmark: _Toc458524717][bookmark: _Toc458524811][bookmark: _Toc458524341][bookmark: _Toc458524436][bookmark: _Toc458524530][bookmark: _Toc458524624][bookmark: _Toc458524718][bookmark: _Toc458524812][bookmark: _Toc458524342][bookmark: _Toc458524437][bookmark: _Toc458524531][bookmark: _Toc458524625][bookmark: _Toc458524719][bookmark: _Toc458524813][bookmark: _Toc458524343][bookmark: _Toc458524438][bookmark: _Toc458524532][bookmark: _Toc458524626][bookmark: _Toc458524720][bookmark: _Toc458524814][bookmark: _Toc458524344][bookmark: _Toc458524439][bookmark: _Toc458524533][bookmark: _Toc458524627][bookmark: _Toc458524721][bookmark: _Toc458524815][bookmark: _Toc458524816]Current and Former City Employees, Officers, and Volunteers

Throughout the term of the Contract, Vendor shall provide written notice to City Purchasing and the City Project Manager of any current or former City employees, officials or volunteers that are working or assisting on solicitation of City business or on completion of the awarded contract.  The Vendor must be aware of the City Ethics Code, Seattle Municipal Code 4.16 and advise Vendor workers as applicable.



29. [bookmark: _Toc458524817]Contract Workers with 1,000 Hours

Throughout the term of the Contract, Vendor shall provide written notice to City Purchasing and the City Project Manager of any contract worker that shall perform more than 1,000 hours of contract work for the City within a rolling 12-month period.  Such hours include those that the contract worker performs for the Contract, and any other hours that the worker performs for the City under any other contract.  Such workers are subject to the requirements of the City Ethics Code, Seattle Municipal Code 4.16.  The Vendor shall advise their contract workers as applicable.



30. [bookmark: _Toc458524818]Errors & Omissions:  Correction

Vendor shall be responsible for the professional quality, technical accuracy, and the coordination of all designs, drawings, Statement of Work, and other services furnished by or on the behalf of the Vendor under this Contract.  The Vendor, without additional compensation, shall correct or revise any errors or omissions in the designs, drawings, Statement of Work, and/or other Vendor services immediately upon notification by The City.  The obligation provided for in this section with respect to any acts or omissions during the term of this Contract shall survive any termination or expiration of this Contract and shall be in addition to all other obligations and liabilities of the Vendor.



31. [bookmark: _Toc458524348][bookmark: _Toc458524443][bookmark: _Toc458524537][bookmark: _Toc458524631][bookmark: _Toc458524725][bookmark: _Toc458524819][bookmark: _Toc458524820]Intellectual Property Rights 

Patent:  Vendor hereby assigns to The City all rights in any invention, improvement, or discovery, together with all related information, including but not limited to, designs, Statement of Work, data, patent rights and findings developed in connection with the performance of Contract or any subcontract hereunder.  Notwithstanding the above, the Vendor does not convey to The City, nor does The City obtain, any right to any document or material utilized by Vendor that was created or produced separate from this Contract or was preexisting material (not already owned by The City), provided that the Vendor has clearly identified in writing such material as preexisting prior to commencement of the Work.  To the extent that preexisting materials are incorporated into the Work, the Vendor grants The City an irrevocable, non-exclusive, fully-paid, royalty-free right and/or license to use, execute, reproduce, display, and transfer the preexisting material, but only as an inseparable part of the Work.



Copyright:  All materials and documents prepared by Vendor in connection with the Contract and Vendor shall retain the copyright (including the right of reuse) whether or not the Contract Statement of Work is completed.  Vendor grants to The City a non-exclusive, irrevocable, unlimited, fully-paid, royalty-free license to use every document and all other materials prepared by the Vendor for The City under this Contract.  If requested by The City, a copy of all drawing, prints, plans, field notes, reports, documents, files, input materials, output materials, the media upon which they are located (including cards, tapes, discs and other storage facilities), software programs or packages (including source code or codes, object codes, upgrades, revisions, modifications, and any related materials) and/or any other related documents or materials which are developed solely for, and paid for by, The City in connection with the performance of the Work, shall be promptly delivered to The City. 



The City may make and retain copies of such documents for its information and reference in connection with their use on the project.  The Vendor does not represent or warrant that such documents are suitable for reuse by The City, or others, on extensions of the project, or on any other project. Vendor represents and warrants that it has all necessary legal authority to make the assignments and grant the licenses required by this Section.



32. [bookmark: _Toc458524821]Confidentiality 

The State of Washington’s Public Records Act (Release/Disclosure of Public Records) Under Washington State Law (reference RCW Chapter 42.56, the Public Records Act) deems all materials received or created by the City of Seattle public records.  These records include but are not limited to bid or proposal submittals, agreement documents, contract work product, or other bid material.  



The State of Washington’s Public Records Act requires that public records must be promptly disclosed by the City upon request unless that RCW or another Washington State statute specifically exempts records from disclosure.  Exemptions are narrow and explicit and are listed in Washington State Law (Reference RCW 42.56 and RCW 19.108).  



As mentioned above, all City of Seattle offices are required to promptly make public records available upon request.  However, under Washington State Law some records or portions of records may be considered legally exempt from disclosure.  A list and description of records identified as exempt can be found in RCW 42.56 and RCW 19.108. 



If the City receives a public disclosure request for any records or parts of records that Vendor has properly and specifically listed on the City Non-Disclosure Request Form (Form) submitted with Vendor’s bid/proposal, or records that have been specifically identified in this contract, the City will notify Vendor in writing of the request and will postpone disclosure.  While it is not a legal obligation, the City, as a courtesy, will allow Vendor up to ten business days to obtain and serve the City with a court injunction to prevent the City from releasing the records (reference RCW 42.56.540).  If you fail to obtain a Court order and serve the City within the ten days, the City may release the documents. 



The City will not assert an exemption from disclosure on Vendor’s behalf.  If Vendor believes that its records are exempt from disclosure, Vendor is obligated to seek an injunction under RCW 42.56.540. Vendor acknowledges that the City will have no obligation or liability to Vendor if the records are disclosed.

	. 

33. [bookmark: _Toc458524822]Publicity

No news release, advertisement, promotional material, tour, or demonstration related to the City’s purchase or use of the Vendor’s product or any work performed pursuant to this Contract shall be produced, distributed or take place without the prior, specific approval of the City’s Project Manager or his/her designee.



34. [bookmark: _Toc458524823]Inter-local Agreement Act

RCW Chapter 39.34 allows cooperative purchasing between public agencies, non profits and other political subdivisions.  Public agencies that file an Intergovernmental Cooperative Purchasing Agreement with the City of Seattle may purchase from contracts established by the City.  The seller agrees to sell additional items at the bid prices, terms and conditions, to other eligible governmental agencies that have such agreements with the City.  The City of Seattle accepts no responsibility for the payment of the purchase price by other governmental agencies.  Should the Vendor require additional pricing for such purchases, the Vendor is to name such additional pricing upon Offer to the City.



35. Background Checks and Immigrant Status

Background checks will be required for workers who will perform the Work under this Contract. The City has strict policies regarding the use of Background checks, criminal checks and immigrant status for contract workers.  The policies are incorporated into the Contract and available for viewing on-line at http://www.seattle.gov/city-purchasing-and-contracting/social-equity/background-checks. 

[bookmark: _Toc458524353][bookmark: _Toc458524448][bookmark: _Toc458524542][bookmark: _Toc458524636][bookmark: _Toc458524730][bookmark: _Toc458524824]

36. [bookmark: _Toc458524825]Dispute Resolution

The parties shall endeavor to resolve any dispute or misunderstanding that may arise under this Contract concerning Vendor’s performance, if mutually agreed to be appropriate, through negotiations between the Vendor’s Project Manager and the City’s Project Manager, or if mutually agreed, referred to the City’s named representative and the Vendor’s senior executive(s).  Either party may discontinue such discussions and may then pursue other means to resolve such disputes, or may by mutual agreement pursue other dispute alternatives such as alternate dispute resolution processes. Nothing in this dispute process shall in any way mitigate the rights, if any, of either party to terminate the Contract for cause or convenience.



37. [bookmark: _Toc458524826]Termination

a.	For Cause:  The City may terminate this Contract if the Vendor is in material breach of any of the terms of this Contract, and such breach has not been corrected to the City’s reasonable satisfaction in a timely manner.



b.	For City’s Convenience:  The City may terminate this Contract at any time, without cause and for any reason including the City’s convenience, upon written notice to the Vendor.  



c.	Nonappropriation of Funds:  The City may terminate this Contract at any time without notice due to nonappropriation of funds, whether such funds are local, state or federal grants, and no such notice shall be required notwithstanding any notice requirements that may be agreed upon for other causes of termination.



d.	Acts of Insolvency:  The City may terminate this Contract by written notice to Vendor if the Vendor becomes insolvent, makes a general assignment for the benefit of creditors, suffers or permits the appointment of a receiver for its business or assets, becomes subject to any proceeding under any bankruptcy or insolvency law whether domestic or foreign, or is wound up or liquidated, voluntarily or otherwise. 



e.	Termination for Gratuities and/or Conflict of Interest:  The City may terminate this Contract by written notice to Vendor if The City finds that a conflict of interest exists in violation of the city Ethics Code, or that any gratuity in the form of entertainment, a gift, or otherwise, was offered to or given by the Vendor or any agent therefore to any City official, officer or employee.



f.	Notice:  The City is not required to provide advance notice of termination.  Notwithstanding, the RFP Coordinator may issue a termination notice with an effective date later than the termination notice itself.  In such case, the Vendor shall continue to provide products and services as required by the RFP Coordinator until the effective date provided in the termination notice. 



g.	Actions Upon Termination:  In the event of termination not the fault of the Vendor, the following shall apply:

1. Vendor shall be paid for all products and services that have been ordered and accepted prior to the effective termination date or ordered before the effective termination date and ultimately accepted by the RFP Coordinator, together with any reimbursable expenses then due.



2. For System development projects, Vendor shall be paid for progress performed that has been accepted by the City on or prior to the effective termination date, but in no event shall such compensation exceed the maximum compensation to be paid under the Contract.  



3. Vendor agrees that such payment shall fully and adequately compensate Vendor and all subs for all profits, costs, expenses, losses, liabilities, damages, taxes, and charges of any kind whatsoever (whether foreseen or unforeseen) attributable to the termination of this Contract. 



4. Upon termination for any reason, Vendor shall provide The City with the most current design documents, contract documents, writings and other product it has completed to the date of termination, along with copies of all project-related correspondence and similar items.  The City shall have the same rights to use these materials as if termination had not occurred. 



5. In the event this Contract expires or is terminated for any reason, the City shall retain its rights in all Products, services and system progress that is in transit or delivered prior to the effective termination date.



For SaaS solutions:



Termination Assistance Support:  During the ninety (90) Day period prior to, and or following the expiration or termination of this Contract, in whole or in part, Vendor agrees to provide reasonable termination assistance services at no additional cost to the City, which may include:



a.	Developing a plan for the orderly transition of the terminated or expired SaaS from Vendor to the successor.



b.	Providing reasonable training to City staff or the successor in the performance of the SaaS then being performed by Vendor;



c.	Using its best efforts to assist and make available to City any third-party services then being used by Vendor in connection with the SaaS; and



d.	Such other activities upon which the parties may agree.



38. [bookmark: _Toc458524827]Force Majeure– Suspension and Termination

This section applies in the event that either party is unable to perform the obligations of this Contract because of a Force Majeure event as defined herein, to the extent that the Contract obligations must be suspended in full.  A Force Majeure event is an event that prohibits performance and is beyond the control of the party.  Such events may include natural or man-made disasters, or an action or decree of a superior governmental body, which prevents performance.



Force Majeure under this Section shall only apply in the event that performance is rendered not possible by either party or its agents.  Should it be possible to provide partial performance that is acceptable to the City under Section #39 (Emergencies or Disasters), Section #39 below shall instead be in force.



Should either party suffer from a Force Majeure event and is unable to provide performance, such party shall give notice to the remaining party as soon as practical and shall do everything possible to resume performance. 



Upon receipt of such notice, the party shall be excused from such performance as is affected by the Force Majeure Event for the period of such Event.  If such Event affects the delivery date or warranty provisions of this Agreement, such date or warranty period shall automatically be extended for a period equal to the duration of such Event.



39. [bookmark: _Toc458524828]Major Emergencies or Disasters

The City may undergo an emergency or disaster that may require the Vendor to either increase or decrease quantities from normal deliveries, or that may disrupt the Vendor’s ability to provide normal performance.  Such events may include, but are not limited to, a storm, high wind, earthquake, flood, hazardous material release, transportation mishap, loss of any utility service, fire, terrorist activity or any combination of the above.  In such events, the following shall apply.



a. The City shall notify the Vendor that the City is experiencing an emergency or disaster, and will request emergency and priority services from the Vendor.



b. Upon such notice by the City, the Vendor shall provide to the City goods and/or services in the quantities and schedule specified by the City, following the conditions named in this Section.



c. The City of Seattle shall be the customer of first priority for the Vendor.  The Vendor shall provide its best and priority efforts to provide the requested goods and/or services to the City in as complete and timely manner as possible.  Such efforts by the Vendor are not to be diminished as a result of Vendor providing service to other customers.  



d. If the Vendor is unable to respond in the time and/or quantities requested by the City, the Vendor shall make delivery as soon as practical.  The Vendor shall immediately assist the City to the extent reasonable, to gain access to such goods and/or services. This may include:



· Coordinating with other distributors or subsidiaries beyond those in the local region to fulfill order requests; 



· Offering the City substitutions provided the Vendor obtains prior approval from the City for such substitution.



e.	The Vendor shall charge the City the price determined in this Contract for the goods and services provided, and if no price has been determined, it shall charge the City a price that is normally charged for such goods and/or services (such as listed prices for items in stock).  However, in the event that the City’s request results in the Vendor incurring unavoidable additional costs and causes the Vendor to increase prices in order to obtain a fair rate of return, the Vendor shall charge the City a price not to exceed the cost/profit formula found in this Contract. 



40. [bookmark: _Toc458524829]Debarment

In accordance with SMC Ch. 20.70, the Director of Finance and Administrative Services or designee may debar a Vendor from entering into a Contract with the City or from acting as a sub on any Contract with the City for up to five years after determining that any of the following reasons exist: 

a. Vendor has received overall performance evaluations of deficient, inadequate, or substandard performance on three or more City Contracts.



b. Vendor failed to comply with City ordinances or Contract terms, including but not limited to, ordinance or Contract terms relating to small business utilization, discrimination, prevailing wage requirements, equal benefits, or apprentice utilization.  



c. Vendor abandoned, surrendered, or failed to complete or to perform work on or in connection with a City Contract.  



d. Vendor failed to comply with Contract provisions, including but not limited to quality of workmanship, timeliness of performance, and safety standards. 



e. Vendor submitted false or intentionally misleading documents, reports, invoices, or other statements to the City in connection with a Contract. 



f. Vendor colluded with another Vendor to restrain competition. 



g. Vendor committed fraud or a criminal offense in connection with obtaining, attempting to obtain, or performing a Contract for the City or any other government entity.



h. Vendor failed to cooperate in a City debarment investigation. 



i. Vendor failed to comply with SMC 14.04, SMC Ch. 14.10, SMC Ch. 20.42, or SMC Ch. 20.45, or other local, State, or federal non-discrimination laws. 



The Director may issue an Order of Debarment following the procedures specified in SMC 20.70.050.   The rights and remedies of the City under these provisions are in addition to any other rights and remedies provided by law or under the Contract. 



41. [bookmark: _Toc458524830]Recycle Products Requirements

As required by Seattle Municipal Code 20.60, whenever practicable, Vendor shall use reusable products, recyclable products and recycled-content products including recycled content paper on all documents submitted to the City.  

	

Vendors are to duplex all materials that are prepared for the City under this Contract, whether such materials are printed or copied, except when impracticable to do so due to the nature of the product being produced.  Vendors are to use 100% post-consumer recycled content, chlorine-free paper in such products that are produced for the City, whenever practicable, and to use other paper-saving and recycling measures in business they conduct with and for the City.  This directive is executed under the Mayor's Executive Order, issued February 13, 2005.



42. [bookmark: _Toc458524831]Section Headings, Incorporated Documents and Order of Precedence

a. The headings used herein are inserted for convenience only and do not define or limit the contents.



b. No verbal agreement or conversation between any officer, agent, associate or employee of The City and any officer, agency, employee or associate of the Vendor prior to the execution of this Contract shall affect or modify any of the terms or obligations contained in this Contract.



c. The following documents are incorporated.  Where there is conflict or gap between or among these documents, the controlling document will be resolved in the following order of precedence (first listed being the precedent):



i. Applicable federal, state and local statutes, laws and regulations;

ii. This Contract

iii. All Attachments to this Contract, including Pricing, Management, and Technical Specification Agreements

iv. Licensing and Maintenance Agreements

v. RFP issued by the City

vi. Vendor Proposal Response

vii. City Purchase Order documents issued, if any; and

viii. Vendor or manufacturer publications or written materials Vendor made available to City and used to effect the sale.



43. [bookmark: _Toc458524832]Entire Agreement

This Contract sets forth the entire agreement between the parties with respect to the subject matter hereof.  No changes to provisions, price, quality, or Statement of Work of this Contract will be effective without the written consent of both parties.



44. [bookmark: _Toc458524833]Authority for Modifications and Amendments

The Parties hereto reserve the right to make amendments or modifications to this Contract by written agreement, signed by an authorized representative of each party. No modification, amendment, alteration, or waiver of any section or condition of this Contract shall be effective or binding unless it is in writing and signed by the City RFP Coordinator and Vendor Contracting Officer.  Only the City RFP Coordinator shall have the express, implied, or apparent authority to alter, amend, modify, add, or waive any section or condition of this Contract on behalf of the City.



45. [bookmark: _Toc458524834]Severability

If any term or provision of this Contract is determined by a court of competent jurisdiction to be invalid or unenforceable, the remainder of this Contract shall not be affected thereby, and each term and provision of this Contract shall be valid and enforceable to the fullest extent permitted by law.



46. [bookmark: _Toc251155260][bookmark: _Toc458524835]Vendor Authorizations 

[bookmark: _Toc244317188]Vendor represents and warrants that:



a. Vendor is a [corporation duly incorporated], validly existing and in good standing under the laws of its state of incorporation and has all requisite corporate power and authority to execute, deliver and perform its obligations under this Contract; 



b. The execution, delivery and performance of this Contract has been duly authorized by Vendor and no approval, authorization or consent of any governmental or regulatory agency is required to be obtained in order for Vendor to enter into this Contract and perform its obligations under this Contract; 



c. Vendor is duly authorized to conduct business in and is in good standing in each jurisdiction in which Vendor will conduct business in connection with this Contract;



d. Vendor has obtained all licenses, certifications, permits, and authorizations necessary to perform the Services under this Contract and currently is in good standing with all regulatory agencies that regulate any or all aspects of Vendor’s performance of the Services. Vendor will maintain all required certifications, licenses, permits, and authorizations during the term of this Contract at its own expense.  Vendor must maintain any certifications that were specified as a minimum requirement in the selection process.  If during the period of the contract, a new certification is established as a minimum requirement for similar applications, the Vendor shall, within a reasonable time, obtain that certification.



e. Vendor has the full power and authority to grant to the City, the rights described in this Contract without violating any rights of any third party and that there is currently no actual or threatened suit by any such third party based on an alleged violation of such rights by Vendor.  Vendor further represents and warrants that the person executing this Contract for Vendor has actual authority to bind Vendor to each and every term, condition and obligation to this Contract, and that all requirements of Vendor have been fulfilled to provide such actual authority.







47. [bookmark: _Toc241400822][bookmark: _Toc251155261][bookmark: _Toc458524836]Ability to Perform

        Vendor represents and warrants that:

a. Vendor has and shall continue to have the financial ability, by itself or through a line of credit or other financial support, to perform the duties required under this contract and provide the City with any required on-going services and support during any period of this Contract; 



b. Vendor has and shall continue to have the financial resources to fund the capital expenditures required under this Contract without advances by the City or assignment of any payments by the City to a financing source;



c. Each subcontractor providing a substantial amount of the work under this Contract has and shall continue to have the financial resources to carry out its duties under this Contract; and 



d. Vendor’s methods of accounting are consistent with generally accepted accounting principles and are capable of segregating costs by release, stage, segment, or cost objective in order to support Change Order accounting.



e. Vendor represents and warrants that it has the requisite training, skill and experience necessary to provide Work and is appropriately accredited and licensed by all applicable agencies and governmental entities.



48. [bookmark: _Toc458524837]Miscellaneous Provisions 

48.1	Binding Contract:  This Contract shall not be binding until signed by both parties.  The provisions, covenants and conditions in this Contract shall bind the parties, their legal heirs, representatives, successors, and assigns.



48.2	Applicable Law/Venue:  This Contract shall be construed and interpreted in accordance with the laws of the State of Washington.  The venue of any action brought hereunder shall be in the Superior Court for King County.



48.3	Remedies Cumulative:  Rights under this Contract are cumulative and nonexclusive of any other remedy at law or in equity.  



48.4	Waiver:  No term or condition or breach thereof shall be deemed waived, except by written consent of the party against whom the waiver is claimed.  Any waiver of the breach of any term or condition shall not be deemed to be a waiver of any preceding or succeeding breach of the same or any other covenant, term or condition.  Neither acceptance by The City of Vendor performance nor payment to Vendor for any portion of Work shall constitute a waiver by The City of the breach or default of any term or condition unless expressly agreed to by The City in writing.



48.5	Negotiated Contract:  The parties acknowledge that this is a negotiated Contract, that they have had the opportunity to have this Contract reviewed by their respective legal counsel, and that the terms and conditions of this Contract are not to be construed against any party on the basis of such party's draftsmanship thereof.



48.6	Attorneys’ Fees:  Subject to the indemnification provisions set forth in this Contract, if any action or suit is brought with respect to a matter or matters covered by this Contract, each party shall be responsible for all its own costs and expenses incident to such proceedings, including reasonable attorneys’ fees.



48.7	Authority:  Each party represents that it has full power and authority to enter into and perform this Contract, and the person signing this Contract on behalf of each party has been properly authorized and empowered to enter into this Contract.  Each party further acknowledges that it has read this Contract, understands it, and shall be bound by it.



Software Terms & Conditions

49. [bookmark: _Toc79482537][bookmark: _Toc458524753]License for Use 

For SaaS solutions:



Subject to the terms and conditions set forth in this Contract, including payment of the subscription fees (annual License fee) by City to Vendor, Vendor hereby grants to City a non-exclusive, non-transferable access to the SaaS, as applicable, during the term of this Contract to achieve the purposes stated herein, as well as any Documentation and training materials.



For On-Premise solutions:



As part of the price of the System, the Vendor hereby grants to the City, and the City accepts from the Vendor, for so long as the City continues to use the System, a non-exclusive, fully paid, royalty free, perpetual license to unlimited use of the Software and related documentation for use on the System acquired by the City under this Contract.


50. [bookmark: _Toc458524754][bookmark: _Toc79482538]Software Upgrades and Enhancements and Optional Modules

Vendor shall:



a. Supply at no additional cost updated versions of the Software to operate on upgraded versions of operating systems, upgraded versions of firmware, or upgraded versions of hardware;

b. Supply at no additional cost updated versions of the Software that encompass improvements, extensions, maintenance updates, error corrections, or other changes that are logical improvements or extensions of the original Software supplied to City; and

c. Supply at no additional cost interface modules that are developed by Vendor for interfacing the Software to other Software products.

d. Supply additional optional modules that may be compatible with the system software per attached list.



51. [bookmark: _Toc458524755]Software Warranties 

For SaaS solutions:



51.1 Vendor warrants that during the Contract term, the General Service and SaaS Provided hereunder shall be free from significant programming Errors and when used in accordance with this Contract shall operate and conform to the Scope of Work, performance capabilities, functions and other descriptions and standards as identified in this Contract and all supplemental information Provided by Vendor. 



51.2 Vendor warrants that it has full power and authority to grant access to the Software, license or sublicense the Software and or SaaS as applicable to the Works purchased, and any applicable third party software, to the City without the consent of any other Person.



51.3 Vendor warrants that the Software and or SaaS, the License to the City to use the Software and or SaaS, instructions for use of the Software and or SaaS, Documentation and the performance by Vendor of the Software and or SaaS, shall be in compliance with all applicable laws, rules and regulations.



51.4 Vendor warrants the tapes, CD’s, DVD’s or other media delivered to the City to be free of defects in materials and workmanship under normal use for sixty (60) Days from the date of receipt by the City.



51.5 Vendor warrants that the Software and or SaaS Provided is free from intentional Viruses, disabling code or other intentional programming defects. Prohibited intentional programming defects include, but are not limited to, features such as “backdoor shutdown mechanisms”, “time bombs”, “automatic unauthorized connection to outside systems”, programming that responds to or Provides information to outside systems’ “pinging”, and features that can “retire”, “shut down”, “cripple” or “stop” the Service. Vendor further warrants that neither the Software and or SaaS alone or through Contract with the Vendor is capable of electronic self-help that may deprive the City of the use of the licensed Service.



51.6 Vendor warrants that future maintenance or Software and or SaaS releases shall not degrade the Software and or SaaS, cause a breach of any other warranty or require the City to purchase additional hardware or Software and or SaaS for continued operation of the Software and or SaaS.  Future releases shall function in generally accepted operating environments.



51.7 Vendor shall be responsible for Providing and implementing a Software and or SaaS system that is successfully integrated into the existing system environment of the City and meets the functional requirements as specified in this Contract. 



For On-Premise solutions:



51.1 Warranty of the System.  Commencing on the date that the City issues its Final Acceptance Certificate, and extending for a period of two (2) years, Vendor warrants that the Software furnished hereunder shall be free from programming errors and that the Software and hardware shall be free from defects in workmanship and materials and shall operate in conformity with the performance capabilities, Statement of Work, functions and other descriptions and standards applicable thereto and as set forth in this Contract including but not limited to the City’s Request for Proposals; that the services shall be performed in a timely and professional manner by qualified professional personnel; and that the services, Software and Hardware shall conform to the standards generally observed in the industry for similar services, Software and hardware. If Vendor is not the original Software or hardware manufacturer, Vendor shall obtain in writing the manufacturer’s consent to pass through all Software and hardware warranties for the City’s benefit.  During this warranty period, Vendor shall replace or repair any defect appearing in the Software or hardware, or deficiency in service provided at no additional cost to the City



51.2 Warranty Against Planned Obsolescence.  The Vendor warrants that the products proposed to and acquired by the City under this Contract are new and of current manufacture, and that it has no current plans for announcing a replacement line that would be marketed by Vendor as a replacement for any of the products provided to the City under this Contract and would result in reduced support for the product line within which the System furnished to the City is contained.  The Vendor further warrants that, in the event that a major change in hardware, software, or operating system occurs that radically alters the design architecture of the System and makes the current design architecture obsolete within three (3) years after full execution of this Contract, and if the City continues its annual maintenance Contract with the Vendor, the Vendor shall provide the City with a replacement hardware, software, or operating system(s) that continues the full functionality of the systems, at no extra cost to the City.  



51.3 No Surreptitious Code Warranty.  The Vendor warrants to the City that no copy of the licensed Software provided to the City contains or will contain any Self-help Code or any Unauthorized Code as defined below. This warranty is referred to in this Contract as the “No Surreptitious Code Warranty.”  



As used in this Contract, “Self-help Code” means any back door, time bomb, drop dead device, or other Software routine designed to disable a computer program automatically with the passage of time or under the positive control of a person other than the licensee of the Software.  The term “Self-help Code” does not include Software routines in a computer program, if any, designed to permit an owner of the computer program (or other person acting by authority of the owner) to obtain access to a licensee’s computer system(s) (e.g. remote access via modem) for purposes of maintenance or technical support.



As used in this Contract, “Unauthorized Code” means any “virus,” “Trojan horse,” “worm” or other Software routines or Equipment components designed to permit unauthorized access to disable, erase, or otherwise harm Software, Equipment, or data or to perform any other actions.  The term Unauthorized Code does not include Self-help Code.

The Vendor shall defend City against any claim, and indemnify the City against any loss or expense arising out of any breach of the No Surreptitious Code Warranty.



51.4 Title Warranty and Warranty against Infringement. The Vendor warrants and represents that the hardware and Software provided under this Contract is the sole and exclusive property of the Vendor or that the Vendor is authorized to provide full use of the hardware and Software to the City as provided herein. The Vendor warrants that it has full power and authority to grant the rights granted by this Contract to the City without the consent of any other person or entity.  



In the event of any claim by a third party against the City for software used in the United States asserting a patent, copyright, trade secret, or proprietary right violation involving the System acquired by the City hereunder or any portion thereof, Vendor shall defend, at its expense, and shall indemnify the City against any loss, cost, expense, or liability arising out of such claim, whether or not such claim is successful; provided, however, that Vendor is notified by the City in writing within a reasonable time after the City first receives written notice of any such claim, action, or allegation of infringement. In the event a final injunction or order is obtained against the City’s full use of either the System or any portion thereof as a result of any such claim, suit or proceeding, and if no further appeal of such ruling is practicable, Vendor shall, as mutually agreed upon and at Vendor’s expense:



a. procure for the City the right to continue full use of the System; or

b. replace or modify the same so that it becomes non‑infringing (which modification or replacement shall not affect the obligation to ensure the System conforms with applicable Statement of Work); or

c. if the product was purchased and the actions described in item (1) or (2) of Section 11.4, are not practicable, re-purchase the product from the City at a price mutually agreed upon, which shall relate to the value and utility of the product to the City; or

d. if  the System was leased, licensed, purchased or rented, and the actions described in item (1), (2), or (3) of Section 11.4, are not practicable, remove such System from the City’s site(s) and pay the City promptly after notification for all direct and consequential damages suffered by the City as a result of the loss of the infringing product and any other continued utility of which to the City is adversely affected by the removal of the infringing product, and hold the City harmless from any further liability therefore under any applicable Order, Settlement, or other Contract. 



In no event shall the City be liable to Vendor for any lease, rental, or maintenance payments after the date, if any, that the City is no longer legally permitted to use the System because of such actual or claimed infringement. In the event removal or replacement of the System is required pursuant to this paragraph, Vendor shall use reasonable care in the removal or modification thereof and shall, at its own expense, restore the City’s premises as nearly to their condition immediately prior to the installation of the System as is reasonably possible.



No settlement that prevents the City from continuing to use the Software, other products or Software documentation as provided in this Contract shall be made without the City’s prior written consent.  In all events, the City shall have the right to participate at its own expense in the defense of any such suit or proceeding through counsel of its own choosing.



The indemnification obligation set forth in this section shall survive the expiration or earlier termination of this Contract.

51.5 No Liens.  The Vendor warrants that the Software and Equipment is the sole and exclusive property of the Vendor and that the Vendor is authorized to provide full use of the Software to the City as provided herein and that such Software is not subject to any lien, claim or encumbrance inconsistent with any of the City’s rights under this Contract and that the City is entitled to and shall be able to enjoy quiet possession and use of the Software and Equipment without interruption by Vendor or any other person making a claim under or through the Vendor or by right of paramount title.

51.6 Maintenance Services Warranty.  The Vendor warrants that, it shall strictly comply with the descriptions and representations in the Annual Maintenance Agreement.

51.7 [bookmark: _Toc79482549]Merchantability and Fitness Warranty.  Vendor represents and warrants that the Software, other products and Software Documentation will be merchantable and will be fit for the particular purposes established in the City’s RFP and the Vendor’s response to the City’s RFP.

51.8 [bookmark: _Toc79482550]Warrant of Compliance with Applicable Law.  The Vendor warrants that the System, and the manufacture and production thereof, are in compliance with any and all applicable laws, rules, and regulations.

51.9 Physical Media Warranty.  Vendor warrants to City that each licensed copy of Software provided by Vendor is and will be free from physical defects in the media that tangibly embodies the copy (the “Physical Media Warranty.”).  The Physical Media Warranty does not apply to defects discovered more than thirty (30) calendar day after the date of Acceptance of the Software copy by the City.  Vendor shall replace, at Vendor’s expense, including shipping and handling costs, any Software copy provided by Vendor that does not comply with this Warranty.

51.10 Survival of Warranties and Representations.  The representations and warranties of the Vendor made pursuant to this Contract shall survive the delivery of the System, the payment of the purchase price, and the expiration or earlier termination of this Contract.



52. [bookmark: _Toc458524756][bookmark: _Toc79482540]Reauthorization Code Required

If a reauthorization code must be keyed in by Vendor for any Software supplied under this Contract to remain functional upon movement to another computer system, Vendor shall provide the reauthorization code to City within one (1) Business Day after receipt of City’s notice of its machine upgrade or movement.

[bookmark: _Toc79482539]

53. [bookmark: _Toc458524759]Ownership of Deliverables 

Except for the licensed System Software and its related documentation, all data and work products produced under this Contract shall be considered work made for hire under the U.S. Copyright Act, 17 U.S.C. 101 et seq, and shall be owned by the City.  



The City shall own all right, title and interest in and to the City’s Confidential Information the City’s intellectual property, and the City’s Property.   To the extent Vendor produces any Data, Vendor shall take all actions necessary and shall transfer ownership of the Data to the City following its development.  The Data shall be deemed City of Seattle work made for hire for all purposes of copyright law, and copyright shall belong solely to the City.  In the event that any such work is adjudged to be not a work made for hire, Vendor agrees to assign and hereby assigns all copyright in such work to the City.  Vendor shall, assist the City or its nominees to obtain copyrights, trademarks, or patents for all such works.  The Vendor agrees to execute all papers and to give all facts known to it necessary to secure United States copyrights and to transfer or cause to transfer to the City right, title and interest in and to such works.  



54. Data and Security 

54.1 Definitions

 “Authorized Persons” means (i) authorized Vendor employees; and (ii) authorized Subcontractors who have a legitimate need to know or otherwise access Data to enable Vendor to perform its obligations under this Contract, and who are bound in writing by confidentiality obligations sufficient to protect Personal Information in accordance with the terms and conditions of this Contract.



“Data” means all information provided to Vendor by or at the direction of the City, or to which access was provided to Vendor by or at the direction of the City, in the course of Vendor’s performance under this Contract.



“Personal Information” means Data provided to Vendor by or at the direction of the City, or to which access was provided to Vendor by or at the direction of the City, in the course of Vendor’s performance under this Contract that: (i) identifies or can be used to identify

an individual (including, without limitation, names, signatures, addresses, telephone numbers, e-mail addresses and other unique identifiers); or (ii) can be used to authenticate an individual (including, without limitation, employee identification numbers, government-issued identification numbers, passwords or PINs, financial account numbers, credit report information, biometric or health data, answers to security questions and other personal identifiers). 



“Security Breach” means (i) any act or omission that compromises either the security, confidentiality, or integrity of Personal Information or the physical, technical, administrative or organizational safeguards put in place by the Vendor, City, or any Authorized Persons that relate to the protection of the security, confidentiality, or integrity of Personal Information, or (ii) receipt of a complaint in relation to the privacy practices of Vendor or a breach or alleged breach of this Contract relating to such privacy practices. 



“Subcontractor” means any third party vendor, manufacturer, service provider, or other entity that is not the named Vendor in this Contract that is or may be subject to the Vendor’s performance of this Contract.



54.2 Data Use

a.	Vendor acknowledges and agrees that, in the course of its engagement by the City, Vendor may receive or have access to Data and Personal Information. Vendor shall comply with the terms and conditions set forth in this Contract in its collection, receipt, transmission, storage, disposal, use and disclosure of such Data and Personal Information and be responsible for the unauthorized collection, receipt, transmission, access, storage, disposal, use and disclosure of Personal Information under its control or in its possession by all Authorized Employees. Vendor shall be responsible for, and remain liable to, City for the actions and omissions of all Authorized Persons, employees, Subcontractors, and any other parties under Vendor’s control or direction concerning the safeguarding and treatment of Personal Information. Vendor may use the Data strictly as necessary to carry out its obligations under this Contract, and for no other purpose.



City Data and Personal Information is deemed to be Confidential Information of the City and is not Confidential Information of the Vendor. In the event of a conflict or inconsistency between this Section and any other section or exhibit related to confidentiality and compliance with laws, the terms and conditions set forth in this Section shall govern and control.



b.	In recognition of the foregoing, Vendor agrees and covenants that it shall: (i) keep and maintain all Data and Personal Information in strict confidence, using such degree of care as is appropriate to avoid unauthorized access, use or disclosure; (ii) use and disclose Data solely and exclusively for the purposes for which the Data, or access to it, is provided pursuant to the terms and conditions of this Contract, and not use, sell, rent, transfer, distribute, or otherwise disclose or make available Data or Personal Information for Vendor’s own purposes or for the benefit of anyone other than the City, in each case, without the City’s prior written consent; and (iii) not, directly or indirectly, disclose Data or Personal Information to any person other than Authorized Persons, including any, subcontractors, agents, service providers, or consultants (an “Unauthorized Third Party”) without express written consent from the City, unless and to the extent required by government authorities, to the extent expressly required, by applicable law. In which case, Vendor shall (i) notify the City before such disclosure or as soon thereafter as reasonably possible; (ii) be responsible for and remain liable to City for the actions and omissions of such Unauthorized Third Party concerning the treatment of such Personal Information as if they were Vendor’s own actions and omissions; and (iii) require the Unauthorized Third Party that has access to Personal Information to execute a written agreement agreeing to comply with the terms and conditions of this Contract relating to the treatment of City’s Data and Personal Information.



c.	Vendor warrants and represents that it shall store and process City data and content only in the continental United States.



d.	City retains the right to use the Vendor’s (and any Subcontractor’s) hosting systems and/or services to access and retrieve City Data stored on Vendor’s infrastructure at its sole discretion.



54.3 Data Security



a.	Vendor represents and warrants that its collection, access, use, storage, disposal and disclosure of Data and Personal Information does and will comply with all applicable federal, state, and local privacy and data protection laws, as well as any other applicable regulations and directives.



b.	Without limiting Vendor’s obligations in this Contract, Vendor shall implement administrative, physical, and technical safeguards to protect Data that are no less rigorous than accepted industry practices, including the International Organization for Standardization’s standards: ISO/IEC 27001:2005 - Information Security Management Systems - Requirements and ISO-IEC 27002:2005 - Code of Practice for International Security Management, the Information Technology Library (ITIL) standards, the Control Objectives for Information and related Technology (COBIT) standards, and/or other applicable industry standards for information security. To the extent that encryption is used in the performance of this Contract, expected acceptable encryption standards include National Institute of Standards and Technology’s (NIST) Federal Information Processing Standards (FIPS) 140-2 (Security Requirements for Cryptographic Modules) and FIPS-197. Vendor shall ensure that all such safeguards, including the manner in which Data and Personal Information is collected, accessed, used, stored, processed, disposed of and disclosed, comply with applicable data protection and privacy laws, as well as the terms and conditions of this Contract.



c.	At a minimum, Vendor’s safeguards for the protection of Data and Personal Information shall include: (i) limiting access of Data and Personal Information to Authorized Persons; (ii) securing business facilities, data centers, paper files, servers, back-up systems and computing equipment, including, but not limited to, all mobile devices and other equipment with information storage capability; (iii) implementing network, device application, database and platform security (including vulnerability management); (iv) securing information transmission, storage and disposal; (v) implementing authentication and access controls within media, applications, operating systems and equipment; (vi) encrypting Data and Personal Information stored on any mobile media; (vii) encrypting sensitive Data and Personal Information transmitted over public or wireless networks; (viii) strictly segregating the City’s Data from information of Vendor or its other customers so that the City’s Data is not commingled with any other types of information; (ix) implementing appropriate personnel security and integrity procedures and practices, including, but not limited to, conducting background checks consistent with applicable law; and (x) providing appropriate privacy and information security training to Vendor personnel.



d.	During the term of each Authorized Person’s employment or other relationship with Vendor, Vendor shall at all times cause such Authorized Persons to abide strictly by Vendor’s obligations under this Contract. Vendor further agrees that it maintains a disciplinary process to address any unauthorized access, use, or disclosure of Data by any of Vendor’s officers, partners, principals, employees, Agents, or contractors. Upon City’s written request, Vendor shall promptly identify and provide in writing all Authorized Persons.



e.	Upon City’s written request, Vendor shall provide City with a network diagram that outlines Vendor’s information technology network infrastructure and all equipment used in relation to fulfilling of its obligations under this Contract, including, without limitation: (i) connectivity to City and all third parties who may access Vendor’s network to the extent the network contains City’s Data and Personal Information; (ii) all network connections including remote access services and wireless connectivity; (iii) all access control devices (e.g., firewall, packet filters, intrusion detection systems, and access-list routers); (iv) all back-up or redundant servers; and (v) permitted access through each network connection.



54.4 Security Breach



a.	Vendor shall: (i) provide the City with the name and contact information for an employee of Vendor who shall serve as the City’s primary security contact and shall be available to assist, facilitate, and provide resources for the City twenty-four (24) hours per day, seven (7) days per week as a contact in resolving obligations associated with a Security Breach; (ii) notify the City of a Security Breach as soon as practicable, but no later than twenty-four (24) hours after Vendor becomes aware of a suspected or actual Security Breach; and (iii) notify the City of any Security Breaches by telephone at the following number: (206) 684-4357; e-mailing the City with a read receipt at ciso@seattle.gov and with a copy by e-mail to Vendor’s primary business contact within the City.



b.	Immediately following Vendor’s notification to the City of a suspected or actual Security Breach, the parties shall coordinate with each other to contain, mitigate, investigate, and respond to the Security Breach. Vendor agrees to fully cooperate with the City in the City’s handling of the matter, including, without limitation: (i) assisting with any investigation; (ii) providing the City with physical access to the facilities and operations affected; (iii) providing resources and facilitating interviews with Vendor’s personnel and others involved in the matter; and (iv) making available all relevant records, logs, files, data reporting, hard drives, and other media and materials required to comply with applicable law, regulation, industry standards, or as otherwise required by the City.



c.	Vendor shall take reasonable steps to/use best efforts to immediately remedy any Security Breach and prevent any further Security Breach at Vendor’s expense in accordance with applicable privacy rights, laws, regulations and standards. Vendor shall reimburse the City for actual costs incurred by the City in responding to, and mitigating damages caused by, any Security Breach, including all costs of notice and/or remediation.



d.	Vendor agrees that it shall not inform any third party of any Security Breach without first obtaining the City’s prior written consent, other than to inform a complainant that the matter has been forwarded to the City’s legal counsel. Further, Vendor agrees that the City shall have the sole right to determine: (i) whether notice of the Security Breach is to be provided to any individuals, regulators, law enforcement agencies, consumer reporting agencies or others as required by law or regulation, or otherwise in the City’s discretion; and (ii) the contents of such notice, whether any type of remediation may be offered to affected persons, and the nature and extent of any such remediation.



e.	Vendor agrees to fully cooperate at its own expense with the City in any litigation or other formal action deemed necessary by the City to protect its rights relating to the use, disclosure, protection and maintenance of the City’s Data and Personal Information. Notwithstanding any other provisions in this Contract, Vendor shall be liable for all damages, fines, and/or corrective action arising from such security incidents and/or unauthorized disclosure of Data caused by any failure or breach of Vendor’s data security or confidentiality provisions.



54.5 Assurance

a.	Upon the City’s written request, to confirm Vendor’s compliance with this Contract, as well as any applicable laws, regulations and industry standards, Vendor grants the City or, upon the City’s election, a third party on the City’s behalf, permission to perform an assessment, audit, examination, or review of Vendor’s internal controls and environment in relation to all Data and Personal Information being handled and/or services being provided to the City pursuant to this Contract. Vendor shall fully cooperate with such assurance activities by providing access to knowledgeable personnel, physical premises, documentation, infrastructure and application software that processes, stores, or transports Data for the City pursuant to this Contract. 



b.	Upon the City’s written request, to confirm compliance with this Contract, as well as any applicable laws and industry standards, Vendor shall promptly and accurately complete a written information security questionnaire provided by the City or a third party on the City’s behalf regarding Vendor’s business practices and information technology controls and environment in relation to all Data and Personal Information being handled and/or services being provided by Vendor to the City pursuant to this Contract. Vendor shall fully cooperate with such inquiries. 



c.	In addition, upon the City’s written request, Vendor shall provide the City with the reports and results of any audit by or on behalf of Vendor performed that assesses the effectiveness of Vendor’s information security program as relevant to the security and confidentiality of Data shared during the course of this Contract. Examples of acceptable audit reports include: (i) a Service Organization Control (SOC) 2 Type 2 audit performed at least one time each year addressing all applicable security, availability, processing integrity, confidentiality, and privacy controls applicable to the Vendor’s, and any Subcontractor’s, performance of this Contract performed in accordance with American Institute of Certified Public Accountants (AICPA) standards; and, for any third party (Subcontractor) data center and hosting arrangements, (ii) a SOC 3 audit performed at least one time each year addressing all applicable security, availability, processing integrity, confidentiality, and privacy controls applicable to the performance of this Contract and performed in accordance with AICPA standards.



d.	At least once per year, Vendor shall conduct site audits and test the security of the information technology and information security controls for all facilities used in complying with its obligations under this Contract, including, but not limited to, a network-level vulnerability assessment and internal and external penetration test performed by a qualified third party security firm based on the recognized industry best practices. Upon the City’s written request, Vendor shall make available to the City for review and inspection.



e.	In the event any issues and/or exceptions being identified through the performance of such assessments, the Vendor will provide timely and appropriate corrective action, and will validate the effectiveness of the corrective action(s), and will report progress and results to the City, as requested.

f.	Any third party assurance provisions intended to assess the security and compliance of the Vendor’s (and any Subcontractor’s) internal controls, such as for SOC 2 Type 2 audits and security vulnerability and penetration testing, shall be at the expense of the Vendor. Any corrective actions taken by the Vendor as a result of any issues and/or exceptions identified through the performance of assurance activities and assessments shall also be at the sole expense of the Vendor.



54.6 Services Provided by a Subcontractor

a.	Prior to the use of any Subcontractor under this Contract, Vendor shall notify the City of the Subcontractor(s) that are intended to be involved in providing any of the Contract systems and/or services to the City, and Vendor must obtain the City’s written consent in advance.  A list of the City-approved Subcontractor is detailed in Exhibit [TBD].



b.	In the event that Vendor terminates its agreement with a City-approved Subcontractor, Vendor shall first allow the City the option to assume any applicable rights and obligations of Vendor under the agreement and to transfer the agreement to the City, provided there shall be no changes in the services requirement.  Vendor shall provide the City with advance written notice of its intent to terminate the agreement and at least thirty (30) days to respond and indicate whether the City wishes to assume the rights and obligations under the agreement.

Hardware Terms and Conditions



55. Hardware Warranty

The Vendor warrants and represents that the Hardware provided meets the requirements of the Statement of Work shall be free from all defects, shall be in good operating order, and shall operate in conformity with the descriptions and standards as set forth in the Vendor’s Proposal and the City’s RFP for a period of two (2) years after the Go-Live date.  During the warranty period, Vendor shall promptly, without additional charge, repair or replace the equipment or any part thereof that fails to function according the Vendor’s Statement of Work or the Statement of Work of the manufacturer thereof.



56. [bookmark: _Toc458524758]Title to Equipment

Upon successful completion of Acceptance Testing and receipt of City’s letter of Acceptance (or upon delivery, if there is no Acceptance Testing), Vendor shall convey to City good title to the Equipment free and clear of all liens, pledges, mortgages, encumbrances, or other security interests.



Transfer of title to the Equipment shall include an irrevocable, fully paid-up, perpetual license to use the internal code (embedded software) in the Equipment.   If City subsequently transfers title to the Equipment to another entity, City shall have the right to transfer the license to use the internal code with the transfer of Equipment title.  A subsequent transfer of this software license shall be at no additional cost or charge to either City or City’s transfer.



Professional Services Terms and Conditions



57. Acceptance Process for Initial System Configuration

Upon completion of the base configuration of the Work, the Vendor will give the City “notice of completion” of Work in accordance with the requirements in the Contract for Initial System Configuration.



a.	The Acceptance process will commence. Acceptance shall be based on conformance with the Scope of Work for Initial System Configuration. After notice by Vendor of completion of the Initial System Configuration, City will issue a written notice of Acceptance or Provide Vendor with a notification of rejection, which will include documentation of the specific grounds for the rejection, outlining items not in compliance with the deliverables.



b.	Correction of Deficiencies Process. If a deliverable is rejected, Vendor will have ten (10) Days to correct items documented in the City’s notification of rejection. Following the receipt of Vendors’ notice that the Work has been corrected, the City will issue a written notice of Acceptance or provide Vendor with a notification of rejection, which will include documentation of the specific grounds for the rejection, outlining Work not in compliance with the milestone. The project schedule will be adjusted accordingly in the event that a dispute regarding the method or accuracy of the correction causes a delay. If the deliverable(s) fails to comply with the milestone after Vendor’s second attempt to correct the Work and no clear plan can be agreed upon between the City Project Manager and the Vendor’s Project Manager, the City will determine the appropriate corrective action(s) up to and, including declaring a breach of Contract.



58. Final Acceptance Process for Initial System Configuration

The City shall begin the Final Acceptance process as follows:

a. The parties shall agree on the start date for the Acceptance test.



b. The Acceptance test shall include ninety (90) Days of continuous operation of the Work without material defect in accordance with the Contract in the City’s fully implemented production environment.



c. If the City Accepts the Work, the City will send a notice of Final Acceptance to the Vendor.



d. If the City determines that the Work is not Acceptable, the City shall notify the Vendor in writing, describing the deficiencies.



e. The Vendor shall either Provide a detailed, written plan to achieve Final Acceptance or to make corrections or replacements within a mutually agreed upon time period. The parties shall mutually agree on a start date for beginning another Acceptance test.



f. Another ninety (90) Day successful, continuous operation period shall follow any corrections or replacements to the Work. 



g. If the City Accepts the Work following a second or subsequent Acceptance test the City will send a notice of Final Acceptance to the Vendor.



h. If the Vendor does not correct or replace the unacceptable Work the City may declare a breach of Contract.



59. Professional Services Warranties 

58 

59 

59.1 No Waiver of Warranties and Contract Rights Conducting of tests and inspections, review of Scope of Work or plans, payment for Work, or Acceptance or Final Acceptance of the Work by the City shall not constitute a waiver of any rights under this Contract or in law. The termination of this Contract shall in no way relieve the Vendor from its warranty/guarantee responsibility.



59.2 The Vendor warrants that the Work performed under this Contract shall be free from material defects in material and workmanship, and shall conform all requirements of this Contract. Any Work corrected shall be subject to this section to the same extent as the Work initially provided.



59.3 Warranty is applicable to Third Party Suppliers, Vendors, Distributors and Subcontractors.  The Vendor shall ensure that the warranty requirements of this Contract are enforceable through and against the Vendor's suppliers; vendors; distributors; and Subcontractors. The Vendor is responsible for liability and expense caused by any inconsistencies or differences between the warranties extended to the City by the Vendor and those extended to the Vendor by its suppliers, vendors, distributors and Subcontractors. Such inconsistency or difference shall not excuse the Vendor's full compliance with its obligations under this Contract. The Vendor shall cooperate with the City in facilitating warranty related Work by such suppliers, vendors, distributors and Subcontractors.








IN WITNESS WHEREOF, in consideration of the terms, conditions, and covenants contained herein, or attached and incorporated and made a part hereof, the parties have executed this Contract by having their authorized representatives affix their signatures below.



		 (Vendor)





By

		

		City of Seattle





By
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		Signature	Date







		

		(Printed Name)





		

		

		Liz Alzeer, City Purchasing Director
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