Housing New Zealand's national contact centre is planning to improve and enhance operations through the purchase of a new telephony application that builds on the growing use of text messaging, email and web-based transactions. 

The National Contact Centre (NCC) is a 24/7 operation with a roster of 55 customer service representatives (Housing Advisors) working a variety of fixed shifts.  

Primarily an inbound calls contact centre, the NCC currently receives between 17,000 - 20,000 calls per week. The majority of telephony traffic comes from mobile calls. 

Housing New Zealand Corporation (HNZC) has undertaken an SMS trial using Datasquirt. This proved popular with customers and offered a range of operational efficiencies. 

Enquiries from the corporation's website total around 400 emails per month, but this is expected to grow. 

However, because of the age and limited capacity of the current platform, NCC is experiencing increased system outages and a widening gap between the current service offering and growing customer and stakeholder expectations. 

To improve service delivery, the corporation has issued an RFP for a technology solution that is currently available, is supported in New Zealand, is cost effective and is compatible with the corporation's existing technology infrastructure. 

The successful tender will need to provide the following core products and services: 

· Provision of a core contact centre telephony application. 

· Solution maintenance (break, fix and upgrades) and third level support 

· Provision of implementation resources 

· User training on the new solution for existing staff and train the trainer for NCC trainers (trainer and material) 

· Training for First and Second level support staff 

· Provision of a forecasting and scheduling system 

· Provision of a performance reporting system across the core application, quality system, and forecasting and scheduling system. 

· The solution must integrate to the existing corporate telephony and computer network; 

·   

· The corporate network uses Cisco IP telephony with extension mobility enabled. 

· Many of the PSTN gateways on the network are common to the contact centre and the corporate network. 

· Integration with NICE Perform quality management system 

To get further information, vendors should contact Eustie Kamath by February 20 at 

 HYPERLINK "mailto:eustie.kamath@hnzc.co.nz" 
eustie.kamath@hnzc.co.nz
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Responses to the RFP close at 4pm on March 2, and a short list of candidates will be made by March 16. The successful supplier will be selected by April 6, and it is expected the contract will commence on April 27, 2009. 

