CITY OF MANCHESTER

NEW HAMPSHIRE 03101

July 1, 2011
SEALED PROPOSAL INVITATION

FY12-130-10
NOTICE is hereby given that the City of Manchester will receive sealed proposals in the Office of the Information Systems Department, City of Manchester, State of New Hampshire until two o'clock p.m. (2:00 PM) on Monday, July 25, 2011 for the furnishing of the supplies, materials, equipment, or services, as indicated by the items hereunder listed in accordance with the applicable specifications:

Telephone System
The right is reserved to accept any proposal or any part or parts thereof, or to reject any or all proposals.

Any name appearing on the Comptroller General's list of ineligible contractors for Federally-financed and assisted work is not an eligible Bidder.  In addition thereto, a proposal based upon the furnishing of equipment or components thereof, manufactured by such an ineligible contractor, will be ineligible for consideration.

The Contractor will be required to comply with all applicable Equal Employment Opportunity Laws and Regulations.

All proposals are subject to the terms and conditions and specifications set forth in this Sealed Proposal Invitation.

BY:
Jennie L Angell

Director, Information Services
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I. GENERAL TERMS AND CONDITIONS

A. Bidder's Conference


Date:
 
Monday, July 11, 2011

Time:
 
1:00 PM


Location: 
Central Fire Station, 100 Merrimack St


Contact: 
Jennie Angell, Director, Information Services


Email:
JAngell@ManchesterNH.gov


Phone #: 
(603) 624-6577 Ext 2310


Fax #: 

(603) 624-6320
Attendance is mandatory.

So that we may be prepared with answers at the Bidder's Conference, please submit your questions pertaining to the Request for Proposal to the contact person listed above so that they are received at least two business days prior to the conference.  Questions that are emailed shouls have “Sealed Proposal FY12-130-10” in their subject line.  If any questions cannot be answered then, or if changes to the Request for Proposal are required, they will be contained in an addendum to be issued as soon as possible following the conference.  Verbal questions will also be discussed at this conference.  There is no intention to write and issue minutes of the Bidder's Conference.  Written questions concerning the meaning of the specifications or terms and conditions of the Invitation may be submitted as specified in Section I. GENERAL TERMS AND CONDITIONS  L. Interpretations.

B. Proposals - Where Received
Proposals will be received by the Information Systems Department, City of Manchester, State of New Hampshire, at the place and until the time specified in the Notice and then publicly read aloud for the information of persons submitting proposal and others properly interested who may be present either in person or by representative.  NO PROPOSAL WILL BE ACCEPTED AFTER THE TIME AND DATE SPECIFIED.

C. Definitions
The following meanings are attached to the defined words when used herein:

1. The word "Department" means the City of Manchester Information Systems Department.

2. The word "City" means the City of Manchester, New Hampshire.

3. The word "Bidder" means the person, firm, or corporation with whom the Contract is made by carrying out the provisions of this Sealed Invitation and the Contract.

4. The word "Contractor" means the person, firm, or corporation with whom the Contract is made by carrying out the provisions of this Sealed Invitation and the Contract.

5. The words "firm price" shall mean a guarantee against price increase during the life of the Contract.

6. The word “System” includes all of the components, software and hardware, with the configuration setup that is required for a functioning telephone system with all of the purchased features.

D. Contract Agreement
The Contract Agreement will be in the form customarily employed by the City and will incorporate the following documents in the order of precedence listed:

1. The Contractor’s Purchase Agreement.

2. The Contractor’s response to the Invitation

3. This Sealed Proposal Invitation
E. Submission of Proposal
Eight (8) complete paper copies and one electronic copy must be returned to us when submitting a proposal.   Strict compliance with the requirements of the Notice, Terms, and Conditions, and the instructions printed on this form is necessary.  All designations and prices shall be fully and clearly set forth.  All blank spaces in the proposal forms shall be suitably filled in.  For the convenience of Bidders, this document can be downloaded at http://www.ManchesterNH.gov/CityGov/MIS/BidsProposals.html.
F. Signatures on Proposal Forms
Each proposal must give the full business address of the Bidder and be signed by the Bidder with the usual signature.  Proposals by partnerships must be furnished with the full names of all partners and must be signed with the partnership name by one of the members of the partnership or by an authorized representative, followed by the signature and title of the person signing.  Proposals by corporations must be signed with the legal name of the corporation, followed by the State of Incorporation and by the signature and title of the president, secretary or other person duly authorized to bind it in the matter.  The name of each person signing shall also be typed or printed below the signature.  A proposal by a person who affixes to his signature the word "president", "secretary", "agent", or other title without disclosing his principal may be held to be the proposal of the individual signing.  Satisfactory evidence of the authority of the officer signing on behalf of the corporation shall be furnished, and duly sworn to before a Justice of the Peace or Notary Public.

G. Proposal Security
Proposal security, in the form of a proposal bond, deposit of cash, or certified check, or bank cashier's check drawn on a solvent bank, payable to the City in the amount of not less than ten percent (10%) of the total amount of the must accompany each proposal as a guarantee that if the proposal is accepted a Contract will be entered into.  The total proposal amount used to calculate the 10% includes all hardware (excluding Ethernet POE switches), software and installation, configuration and training for all systems listed under “Must Haves” within the Municipal Complex and the Station 4 fire station.  Such proposal deposits of all Bidders will be held by the City until all proposals submitted have been canvassed and the proposals have either been rejected in whole or in part or the award of Contract or Contracts has been made.  The proposal deposit of the successful Bidder will be held until a Contract is duly executed.  Proposal deposits will be returned to unsuccessful Bidders within one (1) week after award of the contract.  If the successful Bidder, to whom a Contract shall have been awarded, refuses to execute the Contract and to furnish the performance and payment bonds hereinafter described, within ten (10) working days after award of the Contract, the amount of the proposal deposit shall be forfeited to and retained by the City as liquidated damages for such neglect or refusal.

H. Performance Bond
The successful Bidder will be required to furnish a performance bond to the City in the amount of one hundred percent (100%) of the total amount of the Contract for the Highway Administration Building as a guarantee of the faithful performance thereof.

I. Sealed and Marked
Proposals with the required proposal security, must be securely sealed in a suitable envelope, addressed and marked on the outside as follows:

Sealed Proposal Invitation FY12-130-10
Information Systems Department

100 Merrimack St

Manchester, NH 03101

The City is not responsible for proposals not properly marked.

J. Indemnification and Insurance

1. The Contractor agrees to protect, defend, and save the City harmless against any demand for payment for the use of any patented, material, process, article, or device that may enter into the manufacture, construction, or form a part of the work covered by either order or contract.

2. The Contractor agrees to defend, indemnify, and save harmless the City from all damages to life and property arising out of the performance of this Contract due to the Contractor's negligence, that of his employees, subcontractors, etc., or due to the negligence of the City of Manchester, NH, their employees, representatives, agents, etc.

3. If, in the judgment of the City, any property is needlessly damaged by an act or omission of the Contractor or his employees, servants, or agents, the amount of such damages shall be determined by the City and such amount shall be deducted from any money due the Contractor or may be recovered from said Contractor in actions at law.

K. Equal Opportunity - Affirmative Action
1. In connection with the execution of the Contract, the Contractor shall not discriminate against any employee or applicant for employment because of race, religion, color, sex or national origin.  The Contractor shall take affirmative action to insure that applicants are employed, and that employees are treated during their employment, without regard to their race, religion, color, sex or national origin.  Such actions shall include, but not be limited to, the following: employment upgrading, demotion, or transfer; recruitment, or recruitment advertising; layoff, or termination; rates of pay, or other forms of compensation, and in selections for training, including apprenticeship.

2. In connection with the performance of the Contract, the Contractor will cooperate with the City in meeting his commitments and goals with regard to the maximum utilization of minority business enterprises and will use its best efforts to insure that minority business enterprises shall have the maximum practicable opportunity to compete for subcontract work under this Contract.

L. Interpretations
No oral interpretations will be made to any Bidder as to the meaning of the specifications or terms and conditions of the Invitation.  Every request for such interpretation or request for a change in the specifications or terms and conditions shall be made in writing and addressed and forwarded to Jennie Angell, Director, Information Services, 100 Merrimack Street, Manchester, NH 03101 or by email at jangell@ManchesterNH.gov, five (5) or more working days before the date fixed for the opening of proposals.  Every interpretation made to a Bidder will be in the form of an Addendum to the Sealed Proposal Invitation which, if issued, will be posted on the City’s website and www.ManchesterNH.gov/bids.  All such Addenda shall become a part of the Proposal Invitation.

M. Incomplete Proposals
Proposals which are incomplete, not properly endorsed, or signed, or otherwise contrary to these instructions may be rejected as informal by the Director of Information Services.

N. Conditional Proposals
Conditional proposals will not be accepted.

O. Alternative Proposals
While it is the desire of the City of Manchester to acquire a state-of-the-art IP based telephone system(s) including all necessary hardware, software and services required to implement a fully redundant and converged communication system, budget considerations may preclude the implementation of this desire.  Therefore, alternative proposals which do not conform to all of the listed specifications may be considered as long as the proposal is listed as an alternative proposal and any deviation from the listed specifications is noted as such.  We suggest that if a vendor plans to propose an alternate that they feel is appropriate to accommodate the City’s needs, they should also submit a fully compliant system.  Both proposals will be evaluated.
P. Withdrawal of Proposal
Proposals may be withdrawn upon written or faxed request received from Bidders 5 days prior to the time affixed for opening.  Negligence on the part of the Bidder in preparing the proposal confers no right for the withdrawal of the proposal after it has been opened.  If any proposal is withdrawn after time and date specified, the Bidder shall forfeit his proposal security as liquidated damages.

Q. Default
In case of default by the Bidder, the City may procure the articles or services from other sources and hold the Bidder responsible for any excess costs occasioned thereby.

R. Guarantees
1. The Bidder to whom a Contract is awarded guarantees to the City that all items furnished under this Contract shall be free of defects in design, materials, and workmanship (warranteed) and, for a period of one (3) years after final inspection and acceptance, shall replace promptly any defective equipment, materials, and/or workmanship required without additional cost to the City.  Replacement equipment during the 3 year warranty will be new and not refurbished.   If the implementation of a particular function is delayed, the warranty period for that function will not begin until final inspection and acceptance of that function.

2. The Bidder to whom a Contract is awarded guarantees to the City that all warranties of merchantability and fitness for a particular purpose as provided for in New Hampshire 382A-2-314 and 2-315 shall remain in full force and effect and are not disclaimed.  New Hampshire 383A-2-314 and 2-315 may be found at http://www.gencourt.state.nh.us/rsa/html/XXXIV-A/382-A/382-A-2-314.htm and http://www.gencourt.state.nh.us/rsa/html/XXXIV-A/382-A/382-A-2-315.htm.

3. Prior to the expiration of the warranty period, whenever Equipment is shipped for mechanical replacement purpose, the Contractor shall bear all costs, including, but not limited to, costs of packing, transportation, rigging, drayage, and insurance.  This warranty shall apply to a replacement machine beginning the first day of its acceptance.

S. Transportation, Installation, Relocation, and Return of Equipment
Quotations should include all charges for delivery, packing, crating, containers, etc.  Unless otherwise stated by the Bidder, prices quoted will be considered as being based on delivery and installation, to the destination designated in this Proposal Invitation and to include all delivery and packing charges.  Inside delivery could be required in some places and must be provided.
1. Transportation
The Contractor shall prepay the transportation charges.  Authorization for the method of transportation shall be furnished by the Contractor prior to shipment.  Transportation charges for the shipment of empty packing cases shall be paid by the Contractor.  Transportation charges, regardless of point of origin or destination of the equipment, should not exceed the cost of shipment between City location and the location of the Contractor's nearest plant of manufacture.  The Contractor shall bear the cost of transportation whenever the equipment is shipped for mechanical replacement purposes unless the replacement was due to the fault or negligence of the City.  The Contractor shall pay those rigging and drayage costs incurred at the City location, and shall pay all rigging and drayage costs when the equipment is moved for mechanical replacement purposes.

2. Installation
The Contractor shall furnish such labor as may be necessary for the packing, unpacking, placement of, and installation of Equipment.
3. Relocation
Except in an emergency, Equipment shall not be moved from the general location in which installed, unless the Contractor has been notified that a move is to be made.  Upon written notification to the Contractor, Equipment may be transferred from one City location to another without maintenance charges during the period of transfer not to exceed thirty (30) calendar days. The Contractor shall supervise packing, unpacking, relocation of Equipment, and install in good operating condition.

T. Delivery
1. The Contractor shall commence the delivery of items contracted for as instructed by the Director of Information Services.  Approximate dates are listed in II.C.  Initial Systems to be Purchased.
2. The City, through the Director of Information Services, reserves the right to postpone the delivery date for up to sixty (180) days from the dates listed to allow for any change in operating conditions or for any other cause not now foreseen.  In the event the City elects to exercise this right, all prices quoted pursuant to this Proposal Invitation will remain firm, and the City shall incur no additional obligation to the Contractor due to any delay of delivery date ordered by the Director of Information Services.

3. The City, through the Director of Information Services, reserves the right to divert delivery from one location to another, and to allow for any change in operating conditions or for any other cause not now foreseen and to proportion deliveries according to available storage facilities.

4. It is agreed that deliveries and/or completion are subject to strikes, lockouts, accidents, and acts of God.

U. Delivery Failure
1. If the beginning or execution of the work shall be delayed or suspended due to any act or omission of the City, and not by any fault of the Contractor, then the time for completion of the work shall be increased by a period of time equal to the aggregated time, expressed in calendar days or parts of days, during which the beginning or execution of the work has been so delayed or suspended

2. All delivery times quoted must be firm, FOB destination, City of Manchester, Information Systems Department, 100 Merrimack St, Manchester, New Hampshire, unless otherwise indicated by the City.  TIME IS OF THE ESSENCE.
V. Proposal Prices
Proposal quotations submitted on the Proposal Forms shall remain firm for a period of two (2) years after the time set for the opening of the proposals.  Pricing must include all shipping charges.
W. Unit Pricing
Prices shall be stated in units of quantities specified.  In case of discrepancy in computing the amount of the proposal, the unit prices will govern.  Pricing must include all shipping charges.
X. Price Reductions
It is understood and agreed that should any price reductions occur between the opening of this proposal and the delivery of any order, the benefit of any such reductions shall be extended to the City.

Y. Method of Payment
1. Payment for hardware, software, installation and training will be made in accordance with the following schedule:

a) Each System purchased will be considered separate and subject to the following payment terms.

b) Certified payroll records that comply with Davis Bacon must be submitted with the invoice for payment when compliance is required.  The compliance requirement for each system is listed in I. HH. Federal Participation
c) Ninety percent (90%) of net contract price:

(1) not earlier than fifteen (15) days nor longer than forty-five (45) days after delivery, installation and acceptance of all contracted items including licensing documents.

(2) upon rendering an original and two (2) copies of an itemized invoice.

d) Ten percent (10%) of the net contract price:
(1) ninety-one (91) days after delivery, installation, and acceptance of all contracted items.

(2) upon rendering an original and two (2) copies of the final invoice.
Z. Discounts
1. Cash discounts will be considered when determining the low proposal except when cash discounts hold for a period of less than fifteen (15) days.  Cash discounts for payment within a period of less than the above number of days will not be taken into consideration when determining the low proposal.

2. Time, in connection with discount offered, will be computed from date of System Acceptance or once a valid bill or voucher properly certified by the Contractor is received if the latter date is later than the date of System Acceptance.
AA. Taxes
As the City is exempt from the payment of Federal Excise Taxes, all prices quoted herein are not to include these taxes.

AB. Evaluation Of Work
To assure compliance with this agreement, the City shall have the right to enter into the Contractor's premises during the normal business hours to inspect, monitor, or otherwise evaluate the work performed or being performed therein.

AC. Ownership of Information
The Contractor agrees to abide by the following restrictions regardless of whether or not the information in question is considered public under any applicable Right-To-Know law.

All information acquired by the Contractor from the City or from others at the expense of the City in performance of the agreement, shall be and remain the property of the City.   All records, data files, computer records, worksheets, deliverable products complete and incomplete, and all other types of information prepared or acquired by the contractor for delivery to the City shall be and remain the property of the City.

The Contractor agrees that it will use this information only as required in the performance of this agreement and will not, before or after the completion of this agreement, otherwise use said information, nor copy, nor reproduce the same in any form, except pursuant to the sole written instructions of the City.  The contractor further agrees to return said information in whatever form it is maintained by the contractor.

AD. Rights to Submitted Material
All proposal, response inquiries, or correspondence relating to or in reference to this RFP, and all reports, charts, displays, schedules, exhibits, and other documentation submitted by Bidders shall become the property of the City when received. Prior to final selection, Bidders may be required to submit any additional information, which the City may deem necessary to determine the Bidder's qualifications to respond to the RFP.  Should any of the information requested by the City be considered by the bidder to be confidential, it should also be stated.

AE. Compliance with Specifications
Unless otherwise clearly stated by the Bidder, the Proposal will be considered as being in strict accordance with the specifications and terms and conditions outlined in this Proposal Invitation.  References to a particular trade name, manufacturers' catalogue, or model number, are made for descriptive purposes only to guide the Bidder in interpreting the requirements of the City.  They should not be construed as excluding any other types of materials, equipment and supplies. However, the Bidder, if awarded a Contract, will be required to furnish the particular item referred to in the specifications or descriptions unless a departure or substitution is clearly noted and described in the proposal.

AF. Assignment of Work

Assignment of any portion of the work by subcontract must be approved in advance by the Information Systems Department.  Please identify all subcontractors that you intend to use on this project.

AG. Non-Collusion
The Bidder must certify that no official or employee of the City or of the State of New Hampshire, is pecuniarily interested in the proposal or in the Contract which the Bidder offers to execute or in the expected profits to arise there from, and that this proposal is made in good faith without fraud or collusion or connection with any other person submitting a proposal.

AH. Federal Participation

1. Any proposed change in the Contract shall be submitted to the Director, Information Services for prior approval.

2. Federal wage standards and reporting required under Davis Bacon must be complied with for systems purchased for the Municipal Complex.  Systems purchased for Fire Station 4 do not need to comply with Davis Bacon.  Other systems which might be purchased will specify if Davis Bacon compliance is required.
3. No member of or delegate to the Congress of the United States shall be admitted to any share or part of the Contract or to any benefit arising there from.

4. No member, officer, or employee of the State of New Hampshire, the City of Manchester, NH or Hillsborough County, NH, during his tenure or one (1) year thereafter, shall have any interest, direct or indirect, in the Contract or the proceeds thereof.

5. In connection with the execution of the Contract, the Contractor shall not discriminate against employee or applicant for employment because of race, religion, color, sex, or national origin.  The Contractor shall take affirmative action to insure that applicants are employed, and that employees are treated during their employment, without regard to their race, religion, color, sex, or national origin.  Such actions shall include, but not be limited to, the following: employment, upgrading, demotion, or transfer; recruitment, or recruitment advertising; layoff, or termination; rates of pay, or other forms of compensation; in selections for training, including apprenticeship.

6. In connection with the performance of the Contract, the Contractor will cooperate with the Office in meeting its commitments and goals with regard to the maximum utilization of minority business enterprises and will use its best efforts to insure that minority business enterprises shall have the maximum practicable opportunity to compete for subcontract work under this contract.

AI. Basis of Award of Contract
1. The City reserves the right to waive any informality in proposals and to reject any and all proposals, in whole or in part, and to make awards in a manner deemed in the best interests of the City.

2. Proposals will be evaluated and selection made on the basis of demonstrated competence and qualification for the services required at a fair and reasonable price.  In addition to price, the following is a partial list of criteria which will be used in the evaluation process:

a) functional capabilities of the proposed system
b) hardware and system software integration

c) implementation plan

d) Bidder experience and future commitment

e) Bidder-provided documentation and training

f) the ability, capacity, and skill of the Bidder to perform the Contract and provide service required

g) whether the Bidder can perform the Contract or provide the service promptly, or within the time specified, without delay or interference

h) the character, integrity, reputation, judgment, experience, and efficiency of the Bidder
i) the quality of performance of previous contracts or services

j) the previous and existing compliance by the Bidder with laws and ordinances relating to the Contract or service

k) the sufficiency of the financial resources and ability of the Bidder to perform the Contract or service

l) the ability of the Bidder to provide future maintenance and service for the use of the subject of the Contract

m) the number and scope of conditions attached to the proposal

n) the disaster recovery procedures available in case of extended System failure

o) the Bidder's responses to items in this request for proposals
p) the Bidder’s proximity to Manchester
q) the total cost of the system over a 10 year period

r) upgrade costs

s) common carrier circuit costs required to utilize the proposed system

t) the ability to reuse some of the City’s existing equipment
u) total cost to implement the system including bidder supplied equipment, software and services, common carrier services, third party hardware, software and services and any other costs required to implement system  

v) the guarantees against price increases for the proposed systems and for additional systems that could be added at a later date
w) sound quality of voice connections
AJ. Governing Law
This Contract shall be construed according to the law of the State of New Hampshire.

AK. Statues and Ordinances

The Revised Statutes Annotated of the State of New Hampshire, the Charter of the City of Manchester, and all City Ordinances insofar as they apply to the laws of competitive bidding, contracts, and purchases, are made a part hereof.

AL. Disputes
Any dispute concerning a question of fact arising under this Contract which is not disposed of by agreement shall be decided by the Director of Information Services, who shall cause its discussion to be reduced to writing and shall furnish a copy thereof to the Contractor.  The decision of the Director of Information Services shall be final and conclusive unless within ten (10) days from the date of receipt of such copy the Contractor mails or otherwise furnishes to the City a written appeal addressed to the Mayor and Board of Aldermen.  The decision of the Mayor and Board of Aldermen or their duly authorized agent or representative for the determination of such appeal shall be final and conclusive unless determined by the Hillsborough County Superior Court or other court of competent jurisdiction to have been unreasonable.  Pending final decision of a dispute hereunder, the Contractor shall proceed diligently with the performance of the Contract and in accordance with the Director of Information Services.

AM. Nonappropriation of Funds
Continuation of this Agreement is contingent upon continued City appropriation of funds.  In the event that adequate funds are not so appropriated, the City may cancel this agreement upon giving sixty (60) days written notice.  In such event, no penalty of any form shall be levied against the City as a result of such cancellation.

AN. Interpretations
Any interpretations of this contract must be in writing; that is, oral interpretations will have no effect.

AO. Survival Beyond Completion
The terms, provisions, representations and warranties contained in this contract shall survive the delivery of the product and the payment of the purchase price.

AP. Headings Not Controlling
Headings used in this contract are for reference purposes only and shall not be deemed a part of this contract.

AQ. Successors and Assigns
1. The City and the Contractor each binds themselves, their partners, successor, assigns, and legal representatives to the other party to this Agreement and to the partners, successors, assigns, and legal representatives of such other party with respect to all covenants of this Agreement.  The Contractor shall not assign, sublet or transfer his interest in this Agreement without the written consent of the City.

2. This Agreement represents the entire and integrated Agreement between the City and Contractor and supersedes all prior negotiations, representations or agreements, either written or oral.  This Agreement may be amended only by written instrument signed by both the City and the Contractor.
AR. Severability
1. Compliance:


Each party agrees that it will perform its obligations hereunder in accordance with all applicable laws, rules and regulations now or hereafter in effect.

2. Partial Invalidity:

If any clause, term or provision of this agreement shall be found to be illegal or unenforceable by any court of competent jurisdiction, then, notwithstanding, this agreement shall remain in full force and effect and the remainder of such clause, term or provision shall be enforceable pursuant to the original intent of the parties hereto.

AS. Nonperformance  

If the Systems(s) fail(s) to meet the specifications or fail(s) to perform effectively or has results other than those which the City expected, the System may be rejected and this contract may be terminated at the option of the City.

AT. Term of License
The City's right to use all software shall continue in perpetuity.

AU. Future Documentation
In the event that the documentation is changed, upgraded, improved or added to the package without changing the basic functions of the package such documentary change, upgrading, improvement or addition shall be made available to the City whenever it is made available to any other user of the package.

AV. Rights to Future Options
In the event that the package is enhanced, upgraded or improved which changes the function of the package or if options result in enhancement, upgrading of the package resulting in changes to its function by expansion or provisions of additional options and if such options, changes, upgrades and or enhancements are offered to any one of the package users, then such options, changes, upgrades and or enhancements must be offered to the City upon terms that are as favorable to the City as offered to any other user of the package.

AW. Right to Modify
The City shall have the right to modify the package during the term of the contract.  If any such modifications are made, the Contractor is relieved of its agreement of maintenance of the package.

AX. Nontaxable as Property
No taxes, (including any construction or interpretations of the terms) shall be added to the contract stated prices.  If any such taxes are held to be applicable, they shall be paid by the Contractor.

AY. Quiet Enjoyment
The City shall be entitled to use the software packages with all modifications described hereunder without disturbance, subject only to its obligation to make required payments hereunder.  Contractor represents that this agreement is not subject or subordinate to any right of Contractor's creditors, or if such subordination exists, that the agreement or instrument creating the same provides for no disturbance of the City so long as it shall not be in default hereunder.

AZ. Rights upon Business Termination
1. In the event of the termination of business of the Contractor either by voluntary termination, bankruptcy, the commission of an act of bankruptcy which leads to bankruptcy, Chapter XI proceedings, common law or statutory assignment for the benefit of creditors or insolvency proceedings of any nature or description, the City shall be considered owner in fee simple title to the said software and systems without obligation to the Contractor or his successors or assigns. 

2. In the event of the termination of business of the Contractor, within the meaning of the preceding paragraph, occurs during a warranty period, the City's payment shall be proportional to the warranty period less the cost of correction of future discovered errors in the system.

BA. Installation and Support
The Contractor shall provide to the City installation and configuration services,  installation of the system, and any adjustments to the configuration of the system that are required to enable the City to use the System or to adapt the System to the needs of the City.  Such assistance shall be provided and such changes in the System configuration shall be made by the Contractor if the City requires such assistance or such changes to render the System usable to the City.

BB. Right to Reproduce Documentation

The City shall have the right to reproduce all documentation supplied hereunder, provided that such reproduction shall be solely for the use of the City, and that such reproduction shall be subject to the same restrictions on use and disclosure as are contained in this contract with respect to the original documentation.

BC. Guarantee of Ownership

The Contractor warrants that it is the sole owner of the software and all modifications described hereunder or has distribution rights and full power and authority to grant the rights herein granted and will indemnify and hold the City harmless from and against any loss, cost, liability and expense (including but not limited to court costs, all related fees as well as reasonable counsel fees) arising out of any breach or claimed breach of this warranty.  During the pendency of any claim against Contractor or the City with respect to Contractor's ownership and/or authority, the City may withhold payment of any sums otherwise required to be paid hereunder.  The Contractor shall execute at time of delivery or each portion an affidavit stating his rights, title and interest to said portion.  

BD. Infringement

The Contractor warrants that any software package, including any modifications and/or customizations that may be added, is either original to the Contractor or the manufacturer for which the bidder is an authorized dealer for, and that neither the base package, modified package, nor any of its elements, nor the use thereof does or will violate or infringe upon any patent, copyright, trade secret or other property right of any other person, and the Contractor will indemnify and hold the City harmless from and against any loss, cost, liability and expenses (including, but not limited to, court costs, all related fees as well as reasonable counsel fees) arising out of any breach or claimed breach of this warranty.  During the pendency of any claim against the Contractor or the City with respect to infringement, the City may withhold payment of any sums otherwise required to be paid hereunder and the City may continue to use the modified package as delivered and in the event of any injunction brought against the City on grounds of breach, the Contractor shall post appropriate bond(s).

BE. Copying

The City reserves the right to copy systems and application software for backup and recovery purposes.

BF. Audited Financial Information
The Bidder shall provide audited financial information to allow the City to evaluate the Bidder’s financial position and stability, such as annual reports, Securities and Exchange Commission (“SEC”) Forms 8K, 10K, or 10Q, or other financial reports for the last three years.
II. SCOPE OF SERVICES

D. Project General Description

This proposal is for an on premise IP telephone system.  The initial purchase will be for the buildings described in this RFP.  The expectation, however, is the system that is selected through this RFP will become the City standard for the next several years.
The City has two (2) construction projects that will be completed in 2011 and 2012.  The first, which has the earliest target completion date of September 2011, will be a fire station on Hackett Hill Road.  This station will be referred to at Station 4.  The second project is the Municipal Complex.  This will be occupied in several phases and at completion will house the Police Department and the Public Works Department which includes Highway, Traffic, Facilities Management, Vehicle Maintenance and Parks and Recreation.  These will be new facilities that will require new phone systems.  Funding has been reserved for telephone systems for these projects.     The City is also applying for grant funds to replace the phone system at the Central Fire Station and the other 11 sub stations.
Many changes and improvements have evolved in telephone systems during the last several years so the City is looking for a comprehensive communication solution platform that could be extended to other City facilities when additional funds become available.  

In additional to basic telephone and voicemail service, the City wants to implement many of the features available with convergence including but not limited to fault tolerance and replication, email and cell phone integration and line consolidation.  If there is a money saving opportunity to reuse some of the City’s existing Comdial digital telephones and if this option does not impact the availability of needed features, the Bidders are encouraged to include this option in their proposals.
We hope the selected platform will serve the City’s communication needs for the next ten to fifteen years.
E. Current City Environment
1. Fiber Connectivity

The City has 49 facilities that are fiber connected in a campus environment..  Dark fiber is available at most locations.  Information about fiber locations will be made available at the bidder’s conference.

2. Centrex Service

The City has 737 Centrex POTs lines in approximately 90 locations throughout the City including the School District and Manchester/Boston Regional Airport which is actually located in Londonderry.  Most of these POTS lines connect to key systems.  The all inclusive rate the City pays for the Centrex service for all features is around $15.50 per line per month.  A current Centrex feature list will be provided at the Bidder’s conference.  The Centrex  contract is for one year with five (5) one year extension options.  The City can cancel up to 20% of the Centrex lines without penalty.  If the number of POTs lines goes below 590, the City could incur substantial increases in the per line cost in locations that still require POTs lines.  Common carrier requirements that require changes to the Centrex contract must be designed early enough to allow for timely contract adjustments so the City avoids penalties.
3. Premise Equipment

The phone systems currently in most City buildings are various models of Comdial systems.  The phone systems in the schools might vary.  Within the City, many of the calls are between City departments.  The City is not expecting to replace all of these systems at this time.  This information is being provided as background information to help the bidders consider our long term needs.

4. Data Network

The City of Manchester NH currently has an extensive fiber optic network that we would utilize for a VOIP deployment.  We currently have enough dark fiber to deploy VOIP on its own dedicated network. A more detailed description of this network and buildings will be presented at the bidder’s conference. We currently have a main computer room and a DR facility and as part of the new DPW facility project we will have another data center facility. These facilities have uninterruptable power supplies, emergency generators and air conditioning.

Our preferred network vendor for switches and routers is Cisco and we would expect the VOIP solution to function with that switching solution. Buildings with larger user concentrations have dedicated data closets and all networking equipment is on uninterruptable power supplies. In most locations there is sufficient data wiring to provide dedicated cabling for telephones.  In some locations it might be necessary to share cabling with the data network. Network cabling in most locations is a minimum of Category 5.
The City is currently in the process of converting our current network architecture of end to end VLANs/centralized routing to a distributed routing and localized VLAN architecture.  The new VOIP network could utilize either architecture. The VOIP network would interconnect with the City data network at centralized routers to allow interaction with email services etc.
5. New Construction Included Infrastructure
The following items are already included in the construction contract so the bidder should not include pricing for these items unless the bidder needs something different from what is listed.

a) All workstation locations will be wired with a minimum of three (3) CAT6 cables.  The installed cables are terminated on jacks at both ends.
b) All MDFs are equipped with 19” racks and appropriately sized UPSs.

c) The computer rooms are equipped with 19” racks.

d) All MDFs are connected together via single mode fiber and six (6) CAT6 cables.
e) All MDFs have the following cabling infrastructure to the IDFs in the buildings they serve

(1) Minimum of 12 strands of single mode fiber terminated in patch panels

(2) 6 CAT6 cables terminated in patch panels

(3) 100 pairs of CAT 5 twisted pair cable terminated on 110 blocks on a plywood backboard.
f) Generator Power will be provided at the Municipal Complex and all Fire Station locations in the event of a power failure.
g) Network patch cables will be provided by the City.
h) Common Carrier service such as PRIs, SIP trunks, POTs lines and Internet Access will be provided by the City.  The Contractor must work closely with the City so required circuits are installed in a time frame that insures the circuits are available when needed but not ordered so early that the City incurs charges for circuits before they are ready to use them.
F. Initial Systems to be purchased

1. Through this RFP, the City expects to purchase systems for the following projects.  The number in parenthesis is the estimated number of telephone extensions in each building.  The date is the target “substantial completion” date.  These dates are target dates and could change.  Information Systems will provide written notification 30 days before the actual “substantial completion” date. Telephone system installation should be completed within 30 days after the substantial completion date.  Installation dates for the new construction is critical.  Installation dates for system replacements will be agreed to at the time of purchase.
a) Station 4 – Hackett Hill Fire Station (14)  11/15/2011
b) Municipal Complex – 227 Maple St
(1) Highway Administration Building (150) 3/1/2012
(2) Vehicle Maintenance Building (16)  3/1/2012
(3) Fuel Island and salt shed (8)  3/1/2011

(4) Vehicle Storage (8) 11/1/2012
(5) Police Department (200) 11/15/2012
(6) Shops Building (16) at a mutually agreed upon time.
c) All other Fire Stations
(7) The Fire Department has applied for a grant to replace the phone systems in all other fire stations.  If the grant application is successful, the main system that the other fire stations connect to will be located in the computer room at 100 Merrimack St. which is the main fire station. 

(8) Extension Information

(a) Fire Central – 100 Merrimack St.
(i) Fire (96 Extensions)

(ii) Information Systems (33 extensions)

(b) Station 2 – 527 South Main St (8 extensions)

(c) Station 3 – 233 South Willow St (16 extensions)

(d) Station 5 – 44 Webster St (8 extensions)

(e) Station 6 – 134 Amory St (8 extensions)
(f) Station 7 – 679 Somerville St (12 extensions)

(g) Station 8 – 280 East Industrial Park Drive (16 extensions)

(h) Station 9 – 575 Calef Rd (8 extensions)

(i) Station 10 – 630 Mammoth Rd (8extensions
(j) Ambulance Service – 35 Pine St (8 extensions) 
2. The City must be allowed to purchase additional systems at the proposed price for two (2) years after the contract execution date.
3. All equipment should have at minimum a 3 year replacement warranty.
G. Standardized Switches

1. The City has standardized on Cisco switches and expects to use Cisco POE switches to connect the telephones when Ethernet switches are required.  The Bidders should provide pricing information for these switches in their bid. The City will compare these prices to other prices available to the City and will purchase the switches from the most cost competitive qualified bidder.
2. The telephone system will run on a network that is separate from the data network.
H. General System Requirements
1. Onsite equipment will be mountable in a two post rack or a plywood backboard.  Equipment will operate on 120 VAC power, the amperage per device will not exceed 10 amps.
2. Replication of system data and user data may be in real time or asynchronous with a maximum out of sync time of 1 hour.  System data and user data must be at a minimum of two locations.  This requirement must be fulfilled when the second major site is installed.  The 3 major sites are the Highway Administration Building, the Police Administration Building, and Fire Central at 100 Merrimack St.
3. The system must support multiple paging groups, paging through the phones and external paging systems in a campus environment.
4. The phone systems network will be connected to two layer 3 links at the network core.
5. Telephone patch cables will be provided by the vendor and should be purple in color.

a. Telephone patch cables should have connectors that are molded by the manufacturer.

6. All equipment should have at minimum a 3 year replacement warranty.
I. Station 4 Hacket Hill Fire Station

1. There is dedicated fiber optic cable between Station 4 and Fire Central at 100 Merrimack St.

2. Station 4 will be the first system installation because of the construction completion dates.  This will pose some challenges because there will be no existing backend equipment for this small site to connect to.  Any centralized telephone equipment including voice mail that must be installed will be located in the City’s main computer room at Fire Central.
3. Currently Station 4 has an analog circuit from the phone system located at Fire Central.  If technically feasible, we would like to continue this type of connectivity until Fire Central is upgraded with the VOIP telephone system.
4. There is no need for any other common carrier circuits at Station 4.
J. Highway

1. Highway has a mix of telephone user types.  They have general office personnel, outside inspectors, outside supervisors, vehicle mechanics and 24/7 dispatchers
2. Highway provides after hours answering services for other city divisions and departments.  They need the ability to have calls routed based on time of day, source of call, and actual number called.  The system needs to integrate with PC based software that provides question and answer trees that can generate automated calls, email, texts and pages.
3. Dispatcher telephones must be digital phones.
4. Wireless phones for the mechanics and yard personnel are desirable.
5. Mobile phone integration will be used by inspectors, outside supervisors and top management.

6. The Highway Dept. currently uses Trivium software to create reports to track incoming and outgoing calls by extensions.  This allows the Highway Dept. to create reports by date, time and extensions.  Highway needs to maintain this functionality.
K. Police Department

1. The Police department has 8 dispatch workstations that operate 24/7.  Dispatch answers calls that come in on the business lines and 911 calls.  We anticipate that the business lines will be on T1 circuits.  The 911 lines are provided by the state and currently are POTS lines.  This might be changed to VOIP around the time of installation.  Final configuration of the 911 lines will be decided just before installation.

2. Dispatcher telephones must be digital phones

3. There is a 2nd 911 standalone phone system.  We expect to install this existing system as a backup as long as it is still compatible with the state provided lines.

4. There is an existing call recording system manufacturered by Verint Audiolog that Police plans to move to the new site.  This system taps into the calls on the handset cord.  This system is used in dispatch.  The vendor will be expected to assist with the installation of this system.

5. All police officers have cell phones.  We anticipate that at least the detectives and higher ranking officers will use mobile phone integration.
6. Network connected substations will have VOIP connectivity to the main telephone system. Currently there are 3 substations that might require VOIP telephones.  These stations are small with only 1 or 2 phones each.
7. System failover and/or replication will be implemented for all VOIP systems purchased under this contract.  The expectation is the Police System will be the second main system installed so replication will be required for system installation completion.
L. Fire Stations
1. Dispatcher telephones must be digital phones
2. There is a 2nd 911 standalone phone system.  We expect to install this existing system as a backup as long as it is still compatible with the state provided lines

3. There is an existing call recording system manufactured by Eventide Software.  This system taps into the call by plugging the handset into a Zetron Model 21 instant recorder.
III. PROPOSAL DESCRIPTION
A. General Instruction on Vendor Responses
1. It is critical that Bidders carefully respond to questions.  

2. If you respond “Included” in the proposal, you will be required to provide that capability at all locations at the proposed price.  

3. It is equally important that all hardware, software and services required for this system to work are listed even if the product or service will be provided by others. 

4. Failure to provide information on a complete system will result in the bidder being required to pay for the missing item(s) or service(s).
B. Summary Description
1. Describe the proposed solution.  Include information on why this solution will meet the City’s long term needs.

C. Project Management

1. We understand that Project Management and System Analysis is very time consuming when done comprehensively and can substantially add to the cost.  The budget for this project is very minimal. The City will assign a project manager who will work with the Vendor’s project manager to implement this project.   The City has experienced IT and telephone staff that will be available to work with the vendor.  City staff can provide assistance with network integration, user interviews, feature selection and user setup.  A list of staff certifications will be provided at the bidders’ conference.
Describe in detail the project management plan being proposed detailing who will be responsible for each item.  Include information about options for City support staff to assist with the implementation where appropriate.  If there are opportunities to reduce the installation cost through the use of qualified City staff, the City will consider these savings when evaluating the proposal.
a) Configuration Data gathering process

b) Network Configuration and integration

c) User Configuration

d) Administrator Training

e) User Training.

2. Number and type of onsite meetings.

3. Describe the means of tracking and communicating the status of the project including problem status, i.e. secure web site, MS Project, spreadsheets, etc.

4. Indicate the skill set recommended for the City’s IT people to have in order to be able to implement and support the new system

5. Describe any recommended training and/or certifications for the support staff.
6. Expectations you have of the City.
D. Training And Support
1. Provide a complete description of the proposed training and available support facilities including the following:

2. A proposed training plan shall be included which is calculated to meet the City's needs.

a) Describe the system administrator training that is included

(1) How many City employees will be trained?

(2) If additional training is available or recommended, describe the training in detail.  Include coarse numbers, locations and estimated costs.

b) Describe your approach for training all of the end users,

c) End users should be trained in small groups not to exceed 20 employees on working equipment. This training should be on site.

d) If a train the trainer approach decreases the system installation cost, provide information on this option.

3. A brief overview of each course including the course goals and objectives must be included.

4. Four (4) complete sets of both descriptive and technical manuals for the System shall be included.

5. User manuals and quick reference guides must be provided for all end users.  

6. The available telephone support facilities shall be described.

7. The online help/support facility, as it relates to the proposed system, shall be included.
8. The location from where onsite support is dispatched from shall be listed.

E. System Features
1. Required Features

The proposed system must meet the following functional specifications and features.  Failure to meet these specifications and features will result in the immediate disqualification of the proposal as not meeting the minimum specifications.  The proposal pricing must include these specifications.

Vendors are instructed to complete the following form as described below:
Coding Key:

YES 
Enter an “X” in the column if the proposed system meets and/or exceeds the requirement.

Enter a “TP” in the column if third party hardware or software is required to meet this requirement
Enter an “AM” in the column if the vendor has an alternate method to satisfy the requirement.  Please add additional pages(s) describing the alternative method.

	MINIMUM REQUIREMENTS

	

	REQUIREMENTS
	YES
	NO

	1. 
	All applications/modules are fully integrated from a single contractor.  
	
	

	2.
	The proposed telephone system must support digital, analog and VOIP telephones.
	
	

	3.
	The proposed telephone system must support POTS lines (Centrex) and T1/PRI circuits and SIP trunks.
	
	

	4.
	The proposed telephone system must include paging through the internal speaker of each telephone with multiple paging zones/groups with a minimum of 50 groups per site.
	
	

	5.
	The proposed telephone system must interface to external paging systems.

	
	

	6.
	The proposed telephone system must include a voice mail system with a minimum of 100 auto attendants and multiple guest mailboxes.
	
	

	7.
	The proposed telephone system must include conferencing capabilities at the telephone and multiple analog conference telephones.
	
	

	8.
	System must display Callerid with name and number.
	
	

	9.
	Systems must provide Call Forwarding extension to extension. 
	
	

	10.
	System must transfer calls to another extension
	
	

	11.
	System must transfer calls (TAP) to another POTS line or T1 line.
	
	

	12.
	System must include Music on hold.
	
	

	13.
	System must include White noise.
	
	

	14.
	System must include Unified Messaging.
	
	

	15.
	System must include Call Management for Cost Accounting.
	
	

	16.
	System must include global system configuration management from a single desktop
	
	

	17.
	System must be scalable to at least 10,000 end users.
	
	

	18.
	System  must support fault tolerance/fail-over
	
	

	19.
	The proposed system must include Enhanced 911 (E911) Operation
	
	

	20.
	The proposed system must include toll restriction capabilities.
	
	

	21
	The proposed system must include call parking to all telephones and endpoints.  There must be a minimum of 100 call park zones.
	
	

	22.
	The proposed system must include station hunting.
	
	

	23.
	The proposed system must be headset compatible.
	
	

	24.
	The proposed system must support a minimum of 20 operator consoles.
	
	

	25.
	The proposed system must support messaging waiting indication on all VOIP, Digital and Analog telephones.
	
	


2. Desired Features
The following features are highly desired.  While failure of the Bidder to be able to provide some of these features will not disqualify them, the more of these features that are available and provided the more desirable the proposal will be considered.

Bidders are instructed to complete the following form by placing an “X” in the correct column for each requirement as described below:  Any additional information that will assist with the proposal evaluation can be entered into the Comment area.
Coding Key:

Fully Compliant
Indicates the Bidder’s proposed solution meets or exceeds the requirement.

Available as an Option
Indicates the feature is available as an option at additional cost.  Enter the cost amount in the Comment column.
Third Party
Indicates the feature is available as a third party add-on.  Enter the cost amount and information about the product in the Comment section.

Not Available
Indicates that the proposed solution does not and cannot provide this feature.

	
	
	Fully Compliant – INCLUDED IN PROPOSAL

	
	
	
	Available as an Option

	
	
	
	
	Third Party

	
	
	
	
	
	Not Available

	
	Feature
	
	
	
	
	Comments

	
	
	
	
	
	
	

	1.
	Twinning
	
	
	
	
	

	2.
	Use existing Comdial/Vertical digital telephones
	
	
	
	
	

	4.
	Soft Telephones
	
	
	
	
	

	5
	Instant Messaging
	
	
	
	
	

	6
	VPN End Points
	
	
	
	
	

	7.
	Wi-Fi End Points
	
	
	
	
	

	8.
	Conference Bridging
	
	
	
	
	

	9.
	Conference Management
	
	
	
	
	

	10.
	Multiple Language Choices
	
	
	
	
	

	11.
	Interactive Voice Response (IVR)
	
	
	
	
	

	12.
	Support Analog Fax Machines
	
	
	
	
	

	13.
	Call Monitoring - Supervisor
	
	
	
	
	

	14.
	TTY
	
	
	
	
	


IV. TELEPHONE SYSTEM FEATURE SUMMARY
The chart that follows summarizes the features available in the proposed telephone system.  Answer with a check mark signifying feature availability as Standard (Std), Optional (Opt.), or Not Available (N/A).  The column to the far right is provided for comments if needed.  If Bidder marks Standard—It is included in the proposal price.

	PBX Telephony Features:
	Fully Compliant –
 INCLUDED IN PROPOSAL


	Available as an 
Option
	Third

Party
	Not 
Available
	Comments:

	Account Codes - Voluntary 
	
	
	
	
	

	Account Codes - Forced     
	
	
	
	
	

	Account Codes - Verified   
	
	
	
	
	

	Automatic Number Identification (ANI)
	
	
	
	
	

	 - ANI Call History
	
	
	
	
	

	 - ANI Callback
	
	
	
	
	

	Automatic Route Selection
	
	
	
	
	

	Call Logging
	
	
	
	
	

	Call Recording
	
	
	
	
	

	Call Screening
	
	
	
	
	

	Call Waiting
	
	
	
	
	

	Caller ID
	
	
	
	
	

	 - Caller ID History
	
	
	
	
	

	 - Caller ID Callback
	
	
	
	
	

	Camp-On
	
	
	
	
	

	Customized Call Handling
	
	
	
	
	

	Dialed Number ID Service (DNIS)
	
	
	
	
	

	Direct Inward Dialing (DID)
	
	
	
	
	

	Call Coverage Groups
	
	
	
	
	

	Call Forward - Routing List
	
	
	
	
	

	Call Forward - External & Remote Change
	
	
	
	
	

	Call Forward - System-wide Default
	
	
	
	
	

	Call Pickup - Directed Station 
	
	
	
	
	

	Call Pickup - Station Group 
	
	
	
	
	

	Call Pickup - Holding/Parked 
	
	
	
	
	

	Call Transfer Immediate 
	
	
	
	
	

	Call Transfer with Announcement 
	
	
	
	
	

	Call Transfer with Camp-on 
	
	
	
	
	

	Call Transfer Recall
	
	
	
	
	

	Call Record to Voice Mail
	
	
	
	
	

	Conference
	
	
	
	
	

	Disconnect Supervision
	
	
	
	
	

	Distinctive CO/Intercom Ringing
	
	
	
	
	

	Distinctive Station Ringing
	
	
	
	
	

	Enhanced 911 Operation
	
	
	
	
	

	Feature Prompting on Telephone
	
	
	
	
	

	 - LCD Feature Prompting with Soft Keys
	
	
	
	
	

	 - Verbal Menus
	
	
	
	
	

	Flexible Button Assignment by User
	
	
	
	
	

	Flexible Station Numbering
	
	
	
	
	

	Flexible Line Ringing Assignment
	
	
	
	
	

	Graphical User Interface (GUI)
	
	
	
	
	

	Ground Start Lines
	
	
	
	
	

	Handset Volume Control 
	
	
	
	
	

	Headset Compatible 
	
	
	
	
	

	Hearing Aid Compatible 
	
	
	
	
	

	Hold with Recall
	
	
	
	
	

	Instant Messaging
	
	
	
	
	

	ISDN Basic Rate Interface
	
	
	
	
	

	ISDN Primary Rate Interface
	
	
	
	
	

	Interactive Voice Response (IVR)
	
	
	
	
	

	LED Two-Color Indicators
	
	
	
	
	

	LED Flash Rates By Condition
	
	
	
	
	

	LED Line in Use (I-Use) Indication
	
	
	
	
	

	LED Line on Hold (I-Hold) Indication
	
	
	
	
	

	Message Waiting Indication
	
	
	
	
	

	 - Digital Telephone LED 
	
	
	
	
	

	 - Analog 2500 Set LED
	
	
	
	
	

	 - 2500 Set Stutter Dial Tone
	
	
	
	
	

	 - GUI Visual Indication
	
	
	
	
	

	 - GUI Tone Indication
	
	
	
	
	

	Multiple Directory Number Call Coverage 
	
	
	
	
	

	Multiple Language Choice
	
	
	
	
	

	Music-on-Hold Interface
	
	
	
	
	

	Networking of Multiple Systems
	
	
	
	
	

	Night Service
	
	
	
	
	

	 - Day/Night Ring Patterns
	
	
	
	
	

	 - Scheduled Auto Activation 
	
	
	
	
	

	On-hook Dialing with Hot Dialpad 
	
	
	
	
	

	Outgoing Call Restriction 
	
	
	
	
	

	Paging - External Interface
	
	
	
	
	

	Park Zones
	
	
	
	
	

	Power Failure Transfer 
	
	
	
	
	

	Redial
	
	
	
	
	

	 - Last Number Dialed
	
	
	
	
	

	 - Last Number Received
	
	
	
	
	

	 - Voice Mail Callback
	
	
	
	
	

	Remote Maintenance/Administration
	
	
	
	
	

	Ringing Line Preference
	
	
	
	
	

	Speakerphone
	
	
	
	
	

	Speed Dial Buttons
	
	
	
	
	

	Speed Dial Directory Dialing on LCD
	
	
	
	
	

	Station Hunting
	
	
	
	
	

	Station Status
	
	
	
	
	

	 - Do Not Disturb
	
	
	
	
	

	 - Out of Office
	
	
	
	
	

	 - User Definable
	
	
	
	
	

	Speed Dial Directory Dialing
	
	
	
	
	

	Toll Restriction 
	
	
	
	
	

	 - Toll Restriction Override
	
	
	
	
	

	 - Outgoing Call Restriction
	
	
	
	
	

	Trunk Analog Interface
	
	
	
	
	

	Trunk Groups
	
	
	
	
	

	Trunk-to-Trunk Connections
	
	
	
	
	

	T1 Interface
	
	
	
	
	

	Voice Over Internet Protocol (VoIP)
	
	
	
	
	

	Volume Control - Handset
	
	
	
	
	

	Volume Control - Ringing
	
	
	
	
	

	Volume Control - Speaker
	
	
	
	
	

	Wireless Telephone Integrated Interface
	
	
	
	
	

	     ACD Features:
	
	
	
	
	

	Automatic Call Distribution (ACD)
	
	
	
	
	

	Multiple Distribution Algorithms
	
	
	
	
	

	Multiple ACD Group Agent Login
	
	
	
	
	

	Call Priority
	
	
	
	
	

	Call Recording
	
	
	
	
	

	Call Center Historical Reporting
	
	
	
	
	

	 - Export to External Database
	
	
	
	
	

	 - Run Reports Manually
	
	
	
	
	

	 - Run Auto Scheduled Reports
	
	
	
	
	

	Agent Monitoring
	
	
	
	
	

	On-line Status Display
	
	
	
	
	

	Held Calls Transfer Out of Queue
	
	
	
	
	

	Intelligent Announcements
	
	
	
	
	

	Overflow
	
	
	
	
	

	Remote Agent Connection
	
	
	
	
	

	Wrap-up Time
	
	
	
	
	

	     Automated Attendant Features:
	
	
	
	
	

	Automated Attendant Answering
	
	
	
	
	

	Multi-level Menus
	
	
	
	
	

	Scheduled Routing by Time of Day/Week
	
	
	
	
	

	     Voice Mail Features:
	
	
	
	
	

	Called Identification
	
	
	
	
	

	Call Screening
	
	
	
	
	

	Callback
	
	
	
	
	

	Distribution Lists
	
	
	
	
	

	Forwarding Messages
	
	
	
	
	

	Greetings
	
	
	
	
	

	 - Length Control
	
	
	
	
	

	 - Personal
	
	
	
	
	

	 - System Default
	
	
	
	
	

	Message Playback Options
	
	
	
	
	

	 - Playback Order Flexibility
	
	
	
	
	

	 - Priority (Urgent Message)
	
	
	
	
	

	 - Private Message
	
	
	
	
	

	 - Via Telephone
	
	
	
	
	

	 - Via GUI on-screen Display
	
	
	
	
	

	Message Bookmarks
	
	
	
	
	

	Message Date & Time
	
	
	
	
	

	Message Delete & Undelete
	
	
	
	
	

	Message Purging
	
	
	
	
	

	Message Length Control
	
	
	
	
	

	Message Reply
	
	
	
	
	

	Message Waiting Indication
	
	
	
	
	

	 - Digital Telephone LED 
	
	
	
	
	

	 - Analog 2500 Set LED
	
	
	
	
	

	 - 2500 Set Stutter Dial Tone
	
	
	
	
	

	 - GUI Visual Indication
	
	
	
	
	

	 - GUI Tone Indication
	
	
	
	
	

	Multiple System Languages
	
	
	
	
	

	Pager Notification
	
	
	
	
	

	Email Notification
	
	
	
	
	

	     IVR Features:
	
	
	
	
	

	Custom Applications
	
	
	
	
	

	Packaged Applications
	
	
	
	
	

	Software Developer’s Kit
	
	
	
	
	


A. System Management

1. Does the system provide a GUI based interface for system Administration?       
2. Is this a web-based interface using MS Internet Explorer?       
3. Does the system support remote access to the Administration interface?       
4. How does the Administrative interface support role-based security?       
5. Does GUI interface support downloaded (caching) to improve performance over a dial up connection?       
6. What aspects of the system can be administered through the Admin GUI?  Include information on the following:
a. Users  (Including individual and groups of users)       
b. Phones (Including individual phones and templates applied to groups of telephones / users)       
c. IP Telephony settings       
7. Does the Administration application include system diagnostics?   Describe the capabilities of the diagnostics tools in the Administration application including:       
· Uptime

· System Information (hardware, software, users)

· Graphical System Status View

· Performance Monitoring

· Remote System Restart

· CDR Reports

· SNMP Notifications

Network Diagnostics

· Network Monitoring 

· Ping Test

· Netstat

· IP Configuration

· ARP Test

· Bandwidth Monitoring

· WAN Statistics

Trunk Diagnostics

· Analog Trunk Monitoring

· Digital Trunk Monitoring (“T-Bird” like functionality)

· Call Trace Monitoring (real time monitoring)

· Loopback Testing

· Trace Routing

· Trunk Configuration (PBX and CO configuration)

Station Monitoring

· Call and Traffic Monitoring (real time)

8. Multi-site Management

a) Does the system support centralized multi-site management for tasks such as backups, software upgrades, software patches and configuration changes?       
B. Installation Service and Maintenance

1. Explain in detail the installation and warranty coverage, and time period of the warranty.       
2. After the warranty period, what does your company offer in regards to service arrangements?       
3. What are your standard maintenance hours? What are your optional plans, if any?  Cost?       
4. Does cabling provided under a separate contract affect maintenance or warranty plans and costs?  If so, how?       
5. Is your maintenance rate based upon a per-port charge, a device charge, or a combination of the two?       
6. If not solely per port, list each item and its monthly charge.       
7. If the long-term service agreements are subject to price increases, please state the basis on which these increases can be made.       
8. Explain in detail how additional equipment added to the basic system will increase service costs.       
9. How often would service rates be adjusted due to additions to the system?       
10. Is preventive maintenance included during the warranty period and while the system is under a maintenance agreement?       
11. How often is preventive maintenance performed?       
12. What, specifically, is performed during each preventive maintenance session?       
13. Does your company offer a software maintenance plan which assures the user will have the most current version of system features installed?       
14. What are your response times during and after the warranty period? Any differences?  Explain.       
15. Service Calls — What are your response times for:

a) Complete system failure (define a system failure)?  
b) Major service malfunction (define a major failure)?  
c) Minor service malfunction (define a minor failure)?  
d) Station outages (define a station outage)?  
16. Explain in detail your service capabilities to resolve the following:
a) A major problem. (as defined above)?     
b) A minor problem. (as defined above)?  
17. Is service available 24 hours a day, 7 days per week?       
18. What is your guaranteed response time for Move and Change activity?  Define exceptions, if any.       
19. Where is your local installation/maintenance office located?       
20. How many installation/maintenance personnel do you have located within 25 miles of Manchester who are factory au​tho​rized to work on the system(s)?       
a) Do you stock adequate spare parts to meet your service agreement commitments?   Explain.       

D. System Information
1. Overall System Architecture – System Description

a) Provide a high level description of the proposed solutions technology.  Include an overall description of hardware and operating system or systems utilized and options.  Include communications interfaces available.  Describe the basic approach employed for all communications applications being proposed including voice mail, call center, conferencing, graphical user interface and administration.  
b) Provide a system diagram that includes all of the main system components for Station 4 and all of the buildings in the Municipal Complex.  Provide a second diagram that adds the Main Fire Station and the other nine (9) sub stations.  Include switches, telephone and voicemail hardware and servers, network and carrier service connections and any other required components.  Indicate which equipment is provided by others.  Position critical equipment in locations that provide the best fault tolerance.  Refer to the information provided on City Computer Rooms in the Current Environment section.  This diagram will be used to help the City understand the architecture of the proposed system.  The actual system purchased may have modifications to this diagram.
2. Environmental Consideration
a) What are the power requirements for the proposed solution?  What AC voltage is required to run the system?  What amp circuit is required?  Does it require a dedicated circuit?  
b) What are the environmental requirements for the proposed solution?  
c) Is the System unit rack mountable:  
3. Power Surge Protection and UPS Backup

a) Is the proposed telephone platform equipped with an Uninterruptible Power Supply (UPS) with fully isolated power conditioner or auxiliary power source that prevents damage to the system as a result of a power surge due to lightning or other voltage spikes?  
b) If an AC power outage occurred, how long would the telephone system server continue to operate?  
c) Does the system immediately switch over from AC to auxiliary or UPS-provided power, or does the system have to be restarted?  
d) What happens to the calls in progress during a loss of AC power and switchover to UPS?  
4. Power Failure Transfer

a) Does the proposed communication server system have a power failure transfer capability to switch CO lines to standard analog telephones if AC power fails and auxiliary power is not available?  
b) Describe what equipment is required, if any, to accomplish power failure transfer.  
c) Is the transfer immediate after a loss of power, or is a manual transfer procedure required?  
d) Does the communication server automatically restart when power is restored?  If not, what is required?  
e) Please list in your price proposal the option of having a hard copper cut over in event of a total extended power outage beyond the capacity of the UPS to support 4 fail over CO lines into a minimum of 4 designated, existing stations on the phone system to give voice only in and out bound calling capabilities.  
5. Fault Tolerance

a) Describe the proposed system’s approach to fault tolerance and failover.  Include information on hardware and software the system has to support fault tolerance.  
6. UL and FCC Standards

a) Verify the proposed system conforms to all UL and FCC requirements.  
b) Describe how the system supports the North American Transmission Standards.  (DNIS, ANI).  
7. Security Features

a) Describe the security features of the phone system.       
b) Describe how the proposed system handles toll fraud.       
c) What is the Minimum/maximum password length?       
d) Who controls the length?       
e) Can the passwords of other users be viewed by the system administrator?       
f) Can passwords be reset?  By whom?       
8. Can they be locked after a certain number of invalid attempts?       
9. Manufacturer’s Support

a) Describe whether the proposed system is the latest available version of both hardware and software and if not, explain what is being proposed and why.  
10. Capacity and Expansion Requirements

a) How many digital and/or analog trunks are supported by the system?  
b) What is the maximum number of users supported on the system without adding an additional PBX switch?  Both IP and Digital.  
c) How does the system scale up in terms of users, trunks and network circuits?  Describe in detail how new expansion cards are added and what the capacities are for each type of card.  
d) What are the hard drive capacities included with the system?  
11. IP Compatible
The system must be IP ready, meaning it must be equipped with interfaces to provide IP telephone sets with their own IP addresses.  This communication server system shall be considered “a device on the network.”  It must support VoIP trunk and station interfaces.  Integrated solutions are highly desired without requiring the purchase of external equipment.

a) Describe briefly here the attributes of the proposed system as it relates to this, and in more detail in the Trunk Interface and Telephone Interface sections.  
b) State the number of stations and trunks that can be on the system at one time as proposed.  Additionally, does the system have a native IP architecture for handling IP packet switched data without converting packets from the legacy TDM world?  
c) Which VoIP protocols does the proposed system support?  
E. Networking
1. Network Requirements

a)
The communication server system must be able to interface with our local area network, preferably using Microsoft networking over TCP/IP.  Describe the attributes and requirements of the proposed system as it relates to this.  
2. Non-network Configuration

a) Is it possible to run the proposed communication server system without being connected to our LAN?  Describe the ramifications of doing so in terms of features and capabilities of the proposed system.  
3. Networking of Multiple Systems

The proposed telephone system must be capable of networking multiple similar communication systems together to work as one large system, both for the purpose of expanding capacity in one location, and to serve multiple locations with transparent operation.

a) Describe how these needs will be met with the proposed telephone system now and in the future.  
b) What additional software and hardware components are required?  
4. Telephone User Interface (TUI)

The proposed system must provide a telephone user interface that makes features easy to use.

a) Provide cut sheets or manufacturer’s literature for all telephones available for use with the proposed system.  

5. PC User Interface

Desktop integration for call center and answering service types of activities along with administrative tasks is very important.
a) Describe the desktop integration and Graphical User Interface (GUI) of the proposed system.  
b) What additional software or equipment is required to use this capability?  
c) What system features that can be accessed by the phones are not available via the GUI interface?  (Examples are conference calling, transfers, voice mail playback, etc.)  
6. Remote PC User Access via Internet

The proposed system must provide GUI call control and feature use to remote users as well as local users.

a) Describe the GUI feature use attributes of the proposed system that are available to remote users.  
b) Do remote users have the same capabilities available to them as local users?  
c) How do remote users connect to the communication server system?  
d) What additional software or equipment is required to use this capability?  
e) Are there any software phone (soft-phone, no hardware phone set needed) capabilities in the system?  
F. Trunk Interfaces
1. Digital Trunk T1 Interface

a) Can the proposed system support T1 interface?  
b) What software or equipment is required?  
c) How many T1 interfaces and trunks will the system support?  
2. Analog Trunk Interface

a) Can the proposed system support standard analog loop start trunk lines?  Describe required equipment.  
G. Telephone Equipment
Cut Sheets for all telephones proposed should be provided in Part 4: System Literature of the proposal.
1. Analog Telephones

Requirements include; Caller ID, Call Waiting ID, Message waiting lights, 4-6 feature buttons that are soft programmable, POTS interface.  

a) Can the system proposed support standard POTS wireless phone sets?  
2. Executive Display Speaker Phones and Accessories

These phones are required to have programmable displays, soft keys, CID, call waiting CID, direct access to full system features such as conferencing, transfers, parking, etc.

a) Describe the different type of display telephones available with the proposed system.  
b) Identify what features they support including CID, call waiting CID, conference calling, etc.  
c) Include accessories that can be used in conjunction with these telephones including built in headset jacks, data ports, etc.  
3. Phones for Call Center Users
a) These phones have the same requirements as the executive display phones, but must have direct plug-in jacks for both 2.5mm headsets and RJ-11 modular headsets. The phone must control the headset volume and the on/off hook status of the headsets with out requiring the hand set to be lifted off hook.  (List any other description or caveats to the required specifications for this phone.)       
4. Low-End phones for lobby, wall mount and other areas
a) These phones require minimal access to system features other than CID, call waiting CID, transfer and park capabilities.  
5. IP Telephones
a) These phone sets are required to support the same type of features as the Executive Display phone. If they do not, describe the differences between them.  
b) Describe the IP telephone models that can be used with the proposed system.  
c) Are the IP phones designed around open standards to work with other systems?  
d) Please describe the feature sets, system accessibility and the open communications standards supported by these phones.  
H. IP-PBX Telephone System Features
1. Caller Identification 

a) Can the proposed system interface with Caller ID offered from the local operating company?  
b) Does Caller ID display name, number, or both?  
c) Does the system capture call history for both abandoned (unanswered) and answered calls for later viewing or speed dialing?  
d) If a second call rings while on the first call, can the Caller ID display the second call information?  
2. Call Screening

a) Can the proposed system provide call screening functions, using Caller ID or PIN input?  
b) Can the caller name screening select which calls to screen based on no CID or the contact not being listed in the contact database?  
3. Call Waiting
a) Can the proposed system provide call waiting notification of a second call ringing at a busy telephone? What methods of multiple call handling does the user have?       
4. Call Recording

a) Can the proposed system record telephone calls on an on-demand basis?  
b) On an automated basis?  
c) How are they stored in the system?  
d) How can recorded calls be accessed and reviewed?  
e) What format is the recording exported?  
5. Call Management
Requirements:  Call logs must be user accessible for that user’s logs or admin accessible for the system logs. They must be directly exportable into a Microsoft Excel spreadsheet format with full log data and proper column names.

a) Can the proposed system keep a list of all calls made and received?  
b) Is the call log accessible by individual users as well as the system administrator?  
6. Customized Call Handling

a) Does the proposed system enable each individual user to set the parameters of how their calls are routed based upon who is calling, or by time of day?  
b) Can the system play custom greetings the user establishes for each of these actions?  
a) Does the proposed system support DNIS?  
b) Are DNIS digits passed through the system as calls are transferred or forwarded?  
c) Is DNIS routing sensitive to day/night modes?  
d) Can DNIS route calls outside the system?  
e) Can DNIS digits be received simultaneously with ANI digits?  
7. Music On Hold

Requirements: The system must come with one standard music-on-hold interface and be capable of supporting multiple interfaces that are selectable by user, queue or rules.  

a) What type of music interface is provided or available with the proposed system?  
b) Is additional equipment required?  
c) How many music source interfaces are supported on the proposed system?       
8. Call Forward

Requirements: The system must be capable of routing calls to external users via their cell, home or other phone while providing them call-screening, voice mail monitoring and other telephone user interface features as offered for a local office user.  

a) Describe the call forward modes and capabilities available.  
b) Can calls be forwarded to a succession of destinations via a call routing list?  
c) Can calls be forwarded externally?  

d) Can the call forward external destination be changed remotely by the user when out of the office?  
e) What features are typically not available to an external person using only a cell phone for their station?  
9. Station Hunting

a) Describe the station hunting capabilities available with the proposed system.  
b) Can a station be in more than one hunt group simultaneously?  
c) How many hunt groups can be defined within the proposed system?  
d) Describe how station hunting compliments or works in conjunction with call coverage groups.  
10. Call Transfer Options

Requirements: Any notes and contact information associated with the incoming call be automatically transferred to the next party.  All phones, including POTS phones must be able to transfer calls via the TUI.  

a) Can calls be transferred either immediately, without waiting for the destination party to answer, or after announcing the call to the answering party?  
b) Will the transferred call follow the receiving station’s forwarding?  
c) Will a transferred call recall to the transferring station if the destination does not answer within a programmable amount of time, or forwarding does not cause the call to reach a destination that answers?  
11. CO Line/Trunk Groups

a) How many CO line or trunk groups are supported on the proposed system?  
b) How are they accessed?  
12. Conference
a) How many parties can be on a conference?  
b) How many simultaneous conferences can occur?  
c) Can joined parties continue in the conference after the originating station has hung up?  
d) How are additional parties added to a conference after the conference has been established – can a party who has called in join, or must an outbound call be placed to add additional parties?  
13. Conference bridging

a) Does the proposed solution support conference bridges (where an access code can be distributed to multiple parties, who can call in at a designated time and join the conference)?  
b) What additional equipment is needed for this feature?  
c) How many parties can join a conference bridge?  
14. Conference Management
a) Does the proposed solution allow conference resources to be scheduled and pre-setup for an automatically created conference call?  
15. Disconnect Supervision

a) What type of disconnect supervision does the proposed system provide, if a holding caller hangs up?  
b) What type of calls does it work with?  
c) Is it programmable by CO line?  
16. Distinctive Ringing

a) Can station ringing be different for incoming line calls and internal calls?  
b) State the number of different station ring settings available with the system.  
c) Is the ring setting programmable by the user or system administrator or both?  
17. Ringing Line Preference

a) Can a telephone be programmed to answer the ringing line by simply depressing the speaker button or lifting the handset?  
b) Is it programmable by station?  
18. On‑hook Dialing with Hot Dialpad

a) Is the station user able to dial and monitor an external number before having to lift the handset?  
b) Is this feature available on all digital telephone models or only on speakerphones?  

c) Do the proposed executive display telephones have a hot dialpad, meaning that it is not necessary for the station user to press an intercom or outside line button first to begin on-hook dialing?  
19. Flexible Station Status
a) Can individual users set their station status according to various conditions like “Do Not Disturb,”  “Out of Office,” etc?  
b) Are they user definable?  
c) Can station status be set to ring certain types of calls and forward others?  
20. Enhanced 911 (E911) Operation

a) Does the proposed system support Enhanced 911 operation to provide locator information to Public Safety 911 Agencies?  
b) How does this work?  
c) What additional equipment is required?  
21. Flexible Button Assignment

a) Discuss how features are assigned to programmable buttons at the station.  
b) Can most, if not all, features be assigned under feature buttons?  
c) Can individual station users program their own feature buttons on their telephone?  
22. LED Indicators

a) Describe all the different LED indications available from the proposed telephones.  
b) Describe the flash rates and colors used for In Use, Incoming Call, On‑Hold, Camp‑On, and Busy Station Ringing, etc. conditions.  
23. Headset Compatible
a) Are the proposed telephone sets capable of connecting a headset?  
b) What additional equipment or interface is required?  
24. Multiple Language Choices

a) Does the telephone’s LCD feature prompting or the speaker’s verbal feature prompting support language choices?  
b) Which languages are supported?  
c) Can languages be customized to any language of the user’s choice?  
25. Automatic Route Selection (ARS)

a) Does the proposed system provide automatic routing services that include individual route plans, time schedules, and station classes?  
b) How many route plans, time schedules, and station routing classes are available?  
c) Describe the internal procedures that take place in the routing of calls.  
d) Does ARS conform to all current North American Numbering Plan requirements?  
e) Does ARS require any additional software or equipment?  
26. Message Waiting Indicator
a) Can a message waiting light be set on IP, digital and standard analog stations on the proposed system?  
b) How does the station user retrieve a voice message?  
c) If a message waiting light cannot be set on a standard analog telephone, is stutter dial tone supported?  
d) Is email, texting and/or pager notification supported to alert the user while away from their telephone?  
27. Supervise calls in progress
a) Can a supervisor silently monitor a call and provide call taker coaching without the caller hearing the supervisor?

b) Can a supervisor monitor a call and then takeover the call?  
28. Business Hours Service

a) Indicate the number of day and night modes available.  
b) State the differences between day and night ringing and answering.  
c) Can system switching between day and night modes be programmed for automatic activation by time of day and day of week?  
29. Operator Console

Requirements: The operator must be able to seamlessly and effortlessly manage many calls at one time, easily transfer via the telephone or using a mouse to drag and drop them on any extension, to do supervised or blind transfers and to know the status of any extension, on hook, off hook or their personal status such as on break, do not disturb, on vacation or on queue calls only. Secondary operators, managers and any users must be able to be given rights to do the same.  

a) Describe in detail your operator console, its feature set and its ability to be displayed on a Windows interface.  
b) Can the operator put calls directly into voice mail?  
c) Can they see the personal status of the user as well as their phone hook position?  
30. Paging

Requirements: Paging must be done via speakerphones as setup by the administrator and over ridden by individual users. Paging groups must be capable of being setup by the administrator. The proposed system must be able to support overhead paging through external speakers or paging by using the speaker phone. 

a) How is overhead paging equipment connected to the system?  
b) How do users initiate a page?  
c) What additional equipment is required for these paging capabilities?  
d) How many paging groups/zones can be setup?  
e) Can the same phone be in multiple groups/zones?  
f) Can paging be done through the phones?       
g) How many IP phones can be in a paging group?       
31. Call Park 

Requirements: Call parking with up to 100 parked calls. Parked calls must be visible to GUI users.

a) Does the proposed system offer park orbit zones?  
b) How many park orbit zones are available?  
c) How are calls announced and retrieved from Park?  
32. Redial Capabilities

a) Can the proposed telephone store the last number the user dialed, and allow the user to redial the number by pressing a key?  
b) Can the proposed telephone store the telephone number of the last caller, and allow the user to dial the number by pressing a key?  
c) Can the proposed system callback the number the caller left in a voice message?  
33. Toll Restriction

a) Describe all the toll restriction capabilities available with the proposed system.  
b) Can toll restriction be overridden by certain authorized users?  
c) Does the system conform to current North American Numbering Plan requirements?  
34. Outgoing Call Restriction
a) Can selected stations on the proposed system be restricted from making any outgoing calls?  
35. Dial Plan

a) Describe your system’s dial plan structure.  
b) Will it allow calls to be routed according to area code to different trunks to take advantage of lower long distance cost?  
c) Will it allow automatic routing of calls via IP trunks to remote offices outside lines to avoid toll charges?  
I. Automatic Call Distribution (ACD) Features
1. System Integration

ACD features and call center management information system (MIS) reporting must be an integrated built-in part of the basic telephone system without requiring a separate server or external system to run the ACD application.  

a) Describe how ACD/MIS features are either part of the standard telephone system or can optionally be added.  
b) Describe what additional, if any, software or other components are required to add ACD features.  
2. ACD Operational Overview

a) Provide a brief overview of the system’s ACD capabilities.  
b) Discuss the ACD functional routing capabilities and related capabilities available.  
c) Indicate whether there are different ACD software offerings available, and what differentiates one offering from another.  
d) Is ACD a standard or optional capability?
3. Call Recording

a) Do the proposed system’s ACD capabilities include the ability to record all calls to ACD agents?  
b) Can calls be recorded selectively by ACD group?  
c) Is call center recording a standard part of the ACD package, or an optional add-on?  
d) What additional software or hardware is required?  
4. Call Center Reports

Requirements:  Call center reports are to be standardized reports running on Microsoft Excel so they can be easily customized and adapted to the customer’s needs. They must include both data and graphical display of the information requested below and easily reconfigured for the time period of information needed, the user, groups or queues covered and the types of data reporting needed. They must be capable of breaking down information needed into discreet areas such as specific customers, users, groups, queues, time periods, shifts, and agents. Report should be able to be generated from any Windows workstation given the rights to do so.  Areas required for detailed reporting include:

· Trunk & station usage

· Abandoned calls wait times, talk times

· Agent performance, state, history, activity and trends

· Queue performance, wait time

a) Provide a detailed list of all call standard reports for the call center.  
b) Is call center reporting a standard part of the ACD package, or an optional add-on?  
c) What additional software or hardware is required? What is the output format of the reports (i.e. Excel, text, etc)?  
5. Call Center Alarms. 

Can the system generate alarms to activate external devices such as alarms, lights, etc. for preset queue statistics that have been exceeded?  This would also include notification of preset users by email or phone call automatically from the system.

a) Describe in the proposed system how it has the capability to trigger hardware alarms.  
b) How does it trigger software notifications via email?  
c) Can it place phone calls based on the triggering of preset alarm points?  
d) Can the system automatically add additional agents to the system during times of long wait times, large number of queue calls, etc.? If so describe in detail how it works.  
J. Automated Attendant Features
1. System Integration

Requirements: Automated Attendant features must be integrated with the basic telephone system.  There needs to be support for minimum of (100) auto attendants.  
a) Describe how auto attendant is either part of the standard telephone system or can optionally be integrated with it.  
b) Describe what additional, if any, software or other components are required to add auto attendant features.  
2. Automated Attendant Functionality

a) Does the auto attendant provide multi-level menus to make it easy for users to navigate through it?  
b) Can the automated attendant automatically change greetings and route calls by time of day, day of week, and holidays?  
c) Is it totally accessible via a Windows interface?  
d) How many levels of menu choices are supported?  
e) Can auto attendant greetings and choices automatically change during non-business hours, holidays, etc.?  
K. Voice Mail Features
1. System Integration

Voice mail features must be integrated with the basic telephone system.
a) Describe how voice mail is either part of the standard telephone system or can be integrated with it.  
b) Describe what additional, if any, software or other components are required to add voice mail features.  
c) What equipment, software and licensing is needed to expand voice mail/recording space?  
d) What would be the approximate cost of an additional 1,000 hours of space for voice mail at a later date, including all labor, hardware, software and licensing?  
2. Call Screening

a) Describe the call screening capabilities of the proposed system.       
b) Can the ringing call be sent directly to voice mail if you don’t want to talk to the caller?       
c) Can callers leaving voicemail be monitored silently and pulled back out of voicemail?       
3. Callback

a) Does the proposed system support the ability to callback the number the caller left in a voice message based upon their Caller ID?  How does this work?       
b) Does this feature also work with messages forwarded from another user?       

c) Does the system support reverse lookup to the internet for calls in voicemail?       
4. Distribution Lists

a) Does the proposed system support group distribution lists for sending messages to groups of users?       
b) Can all users in the system appear in one distribution list to be used as a system-wide broadcast list?       
c) Is there any limit to the number of mailboxes that can be included in a distribution list?       
5. Forwarding Messages

a) Does the proposed system enable the subscriber to forward a message with or without comments to another subscriber or group of subscribers?       
b) Can the message be re-forwarded by other subscribers upon their receipt?       
c) Will all the introductory remarks attached to the message be retained?       
6. Greetings

a) How many different greetings are available with the proposed voice mail?      
b) Can the greetings be affected by time of day, day of week, holiday, and emergency?  

c) Can the greetings change automatically or must they be manually activated?       
7. Message Playback Order and Priority

a) What order are messages played when retrieving messages from a user mailbox?       
b) Can this be changed or selected between oldest first or newest first?      
c) Does playback order distinguish new messages from saved messages?       
d) Can messages be market urgent for priority order?       
8. Message Playback Privacy

a) Can messages be market private, so they cannot be forwarded or shared by others       
9. Message Playback by Telephone

a) Describe the message playback commands available from the telephone.       
b) Can the user replay, skip, pause, etc. during messages?       
c) Is there an undelete function?       
d) Is the undelete function available after the session that deleted the message is terminated?
10. Message Playback on-Screen Control

a) Describe the message playback commands available from the Graphical User Interface (GUI) at the user workstation PCs.  

b) Can the subscriber use the same message playback commands available from the telephone?       
c) What additional message playback functions are available from the GUI?       
11. Message Bookmarks

a) Can the proposed system segment a portion of a voice message to be saved in this shortened format, or just play the segmented message between the “bookmarks?”  Describe how this works.       
12. Message Purging

a) Describe the system’s procedure for purging deleted messages.       
b) When does purging occur?       
c) Is it automatic, manual, both?       
d) Is the purge timing controllable by the system administrator?       
13. Message Delete and Undelete

a) After a message has been deleted, is there an undelete function?  How does this work?       
14. Message Date and Time 

a) Does the proposed voice processing system play the time and date of messages?       
15. Message Length Control

a) Can the system administrator control the length of incoming messages in an effort to manage hard disk space usage?       
16. Message Waiting Indication 

a) Can a message waiting light be set on both digital and standard analog stations on the proposed system when a voice mail message is received?       
b) If a message waiting light cannot be set on a standard analog telephone, is stutter dial tone supported?       
c) Does the GUI provide a visual or tone indication of a message?       
17. Exchange synchronization 

Requirement:  (For all users) The voice mail system must be integrated to synchronize with Exchange email so that voice messages in the Exchange store and on the phone voice mail store are in synchronization at least once per minute. This should support opened, deleted, and forwarded voice mail status. 

a) Describe the proposed system’s ability to fully synchronize with Exchange for all users.       
18. Pager, Email and Text Notification

Requirements: Page and email notification of any user after a voice mail is left. A hierarchical system of persistent paging is also required for select users that will continue to page them at customizable intervals for a customizable length of time. If the first person does not respond to the voicemail, then a second and then a third person would be paged in hierarchical order with separate but the same category of parameters. There has to be the ability for different voicemail boxes to have separate group parameters and responders or to use the same parameters and responders.  

a) Can the system notify users by calling their pager, texting and/or emailing them when they have a new voice mail message?       
b) Do you have any exceptions or enhancements to the requirements of this feature?       
c) Describe in detail your systems paging, texting and emailing capabilities.       
19. Multiple System Languages

a) What languages does the proposed voice mail system offer?       
b) Can different languages run concurrent? How many?  

c) Describe how a caller might move from one language to another.       
L. Interactive Voice Response (IVR) Features

1. Operational Overview

a) Describe the IVR capabilities of the proposed communication server system.       
b) Is IVR a standard feature of the communication server system or is it an optional feature set?       
c) If optional, what additional items are required (software, memory, processing power, etc.)?      
2. Voice XML Standard

a) Does the IVR application utilize VoiceXML scripting for the actual IVR application call-flows and prompts?       
b) Does the proposed system provide a programming capability through which custom voice prompt and response entries can be created?       
c) Do the IVR programmed responses reside on the same server as the rest of the IVR application?       
3. System Integration 

a) Does the IVR application run on the same server as the telephony, voice mail, and other applications?       
b) Can all of these applications run concurrently in an integrated fashion?       
c) Can the IVR application easily integrate with backend database applications not local to the IVR system?  Describe the deployment options for the IVR system.       
4. Software Developer’s Kit

a) Does the proposed system support a software developer’s kit that a customer or third party developer could use to create their own applications?       
b) What open standards does the software developer’s kit comply with?       
5. Third party software applications

a) Does the proposed solution integrate with other business solutions or applications? List sample partners and their business solution.
V. SOFTWARE PRICING
1. Describe in detail how software pricing and on going software maintenance is charged.  If the responses are different for individual pieces of software, provide an answer sheet for each software package


Software Name ________________________

a) Is the software purchased or leased?

b) Is a software license fee payment required every year to use the system?

c) What is the % cost for annual software maintenance?

d) Does software maintenance include patch releases (to the right of the dot)?

e) Does software maintenance include software upgrades (to the left of the dot)?

f) Does software maintenance include software support?

g) Do most of your customers install their own patch releases

(1) If they don’t, what is the average cost for you do the install?

h) Do most of your customers install their own software upgrades?

(1) If they don’t, what is the average cost for you do the install?

i) Do most of your customers install their own version releases?

(1) If they don’t, what is the average cost for you to do the install?

j) Is your software alacart or all inclusive

(1) If alacart:
(k) Do you have concurrent licensing?

(l) Can we move the licenses around?

(m) Which licenses are alacart?

k) Does your proposal include 3rd party software

(1) If yes, please describe.  Answer the following questions for each package

(n) The name with the manufacturer of the software

(o) Is the software purchased or leased?

(p) Is software maintenance available?

(q) Is a software license fee payment required every year?

(r) What is the annual % cost for software maintenance?

(s) Does software maintenance include patch releases?

(t) Does software maintenance include software upgrades?

(u) Does software maintenance include software support?
VI. CITY PROVIDED EQUIPMENT AND SERVICES

1. Provide a list of required user supplied equipment.  All systems will be replicated for fault tolerance so this should be taken into consideration.  

a) File servers – provide purpose, quantity, minimum specifications, operating system, database software and whether it is VMware capable

b) Data Storage – 

(1) Estimated minimum requirement per mail box 

(2) Estimated minimum requirements per mail box to receive voice mail in Exchange email

(3) Estimated requirements for other needs

c) Fiber strands between locations

d) Ethernet POE switches are included on the Price Data Sheets
2. Provide a list of common carrier circuit options that the Bidder is recommending to connect to this System
VII. VENDOR INFORMATION
1. General Information
a) List your company’s legal name, address, and telephone number.  Include parent company information if applicable.  
b) How long has your company been in business?  
c) How long has your company or division been providing business telephone systems, support services and related equipment?  
d) Indicate whether your company is the manufacturer or the distributor of the proposed equipment.  If your company is a dealer of the product, describe the manufacturer’s level of support, and what contingencies they have in place should your company fail to continue to support the product for any reason.  
e) If your company is a dealer or integrator of the proposed product, is your company authorized by the manufacturer to do so and how long has your company been authorized?  
f) How many employees do you have?  
g) How many technicians are certified on the proposed equipment?  
2. Vendor Installation Experience

a) The City realizes there are many systems available that can accommodate the City’s needs and that the implementation success is dependent on the skills and experience of the Contractor.  The following items must be included in Part 6 of the proposal responses..

b) Resumes for the Bidder’s staff who will be designing and configuring the system

c) List of technical and project management certifications held by staff of the Bidder

d) Details of any outside assistance such as manufacturers’ support
e) Provide descriptions of similar (or larger) projects using the proposed system that incorporated email integration, replication and disaster recovery.
3. Vendor History
Provide a vendor history including any major acquisitions of other companies.  Provide a history of the application(s) including original and subsequent owners of the application(s) if originally purchased versus developed in-house.

VIII. VENDOR REFERENCES

List, below, those customers, cities or towns of similar size, to whom you have supplied the same or similar System as proposed.  Indicate which customer could be available for a site visit.
Municipality/Company
Address
Contact Name

Telephone & Email

IX. ACCEPTANCE CRITERIA

The City reserves the right to reject the items delivered under this contract as not conforming to the specifications unless the following performance criteria are met:


The proposed equipment and software must perform in accordance with the manufacturer’s specifications and comply with the Standard of Performance as outlined in this RFP.  The equipment and software shall not be considered ready for use until the Vendor provide(s) the City with the documentation of a successful system audit performed at the site which demonstrates that the System meets the specifications.

A. Standard of Performance and Acceptance of the System
This section establishes the Standard of Performance which must be met before the System is accepted by the City. Since several locations will be implemented at different times, the following must be met at each location individually.
1. Standard of Performance, defined:

a) All System hardware and software is installed and configured.

b) The System does not crash.

c) The System has access to all lines and circuits allocated to the system.

d) Fault tolerance and/or replication is set up and working.

e) All users are created in the System (if a partnership for implementation was created with the city, a subset of users may be acceptable)

f) All telephones are installed and configured (if a partnership for implementation was created with the City, a mutually acceptable subset might be acceptable)

g) All users have access to voice mail.  

h) All proposed system interfaces are in place and demonstrated to be working.

i) The System is brought into active production usage.

j) The system operates acceptably at a full load with no call blocking or call quality degradation.
k) Sound quality of all calls is acceptable to the Director of Information Services

l) All licensing documents have been delivered to the City.
m) The installation and configuration is acceptable to the Director of Information Services

2. The performance period shall begin when the Vendor notifies the City that all of the requirements above in item 1 under the Standard of Performance have been completed and shall end when the System has met the Standard of Performance for a period of thirty (30) consecutive days without exception.

3. If the System does not meet the Standard of Performance during the initial thirty (30) consecutive days, the Standard of Performance test shall continue on a day-by-day basis until the Standard of Performance is met for a total of thirty (30) consecutive days.

4. If the System fails to meet the Standard of Performance after sixty (60) calendar days from the installation date, the City may require the vendor to consult with the manufacturer to recommend a consultant who can assist the City with correcting the problems.  The vendor will be responsible for payments to the consultant.  

If the System fails to meet the Standard of Performance after one hundred twenty (120) calendar days from the installation date, the City may reject the System and this contract may be terminated at the option of the City.

5. If the failure of the System is the result of the failure of equipment or system software which originated from sources other than the Vendor, then the Standard of Performance Period shall be interrupted during the period required to restore the equipment or system software to operability and shall resume as soon as operations are restored.

6. System failure downtime is that period of time when it is not possible to make or receive phone calls on all active lines, leave and access voice mail, or replicate the System to the Disaster Recovery site. 

7. During a period of system downtime, the City may use operable equipment when such action does not interfere with maintenance of the inoperable equipment as determined by Contractor's maintenance personnel.  The entire system will be considered down during such periods of use.

8. Downtime for each incident shall start from the time the City contacts the Contractor's designated representative at the prearranged contact point until the system or equipment is returned to the City in proper operating condition.

9. The Information Systems Department shall maintain appropriate daily records to satisfy the requirements of this performance test and shall notify the Contractor in writing of the date of the successful completion of the performance period.

10. Equipment shall not be accepted and no charges shall be paid until the Standard of Performance period has been met.

11. Should it be necessary, the Department may delay the start of the performance period, but such delay shall not exceed thirty (30) consecutive days; therefore, the performance period must start not later than the thirty-first (31st) day after the installation completion date?
12. Warranty periods for equipment begins once the Standard of Performance is met.
X. PRICE DATA EXHIBITS
A. Price Data Format for Purchase
1. Five (5) individual Pricing Data Sheets should be created; One for each of the following projects
a) Station 4 – Hacket Hill Fire Station

b) Highway Administration Building

c) Police Department

d) Other Municipal Complex Buildings
(1) Vehicle Maintenance Building

(2) Shops Building

(3) Vehicle Storage

(4) Various quasi building
e) All other Fire Stations excluding Station 4 
2. Create sixth pricing data sheet that lists the COST PER INDIVIDUAL COMPONENT of all components in the system..  These prices will be used if we need to make adjustments to the original proposal or if we want to expand the original scope of the project.  These adjustments could include but are not limited to changing the models or quantity of telephones purchased.

3. Include all charges that must be paid to use the system in perpetuity.

4. Do not include pricing for, file servers or carrier service.
5. Do not include annual maintenance.  This will be on a separate pricing exhibit.
B. PRICE DATA SHEET – Station 4 – Hackett Hill Fire Station





ONE TIME
ANNUAL
PRODUCT CODE
DESCRIPTION
COST
COST
Vendor Provided
3rd Party Provided

POE Switches

TOTAL COST




C. PRICE DATA SHEET – Highway Administration Building



ONE TIME
ANNUAL

PRODUCT CODE
DESCRIPTION
COST
COST
Vendor Provided

3rd Party Provided

POE Switches

TOTAL COST




D. PRICE DATA SHEET – Police Department



ONE TIME
ANNUAL

PRODUCT CODE
DESCRIPTION
COST
COST
Vendor Provided

3rd Party Provided

POE Switches

TOTAL COST




E. PRICE DATA SHEET – Other Municipal Complex Buildings


ONE TIME
ANNUAL

PRODUCT CODE
DESCRIPTION
COST
COST
Vendor Provided

3rd Party Provided

POE Switches


TOTAL COST





F. PRICE DATA SHEET – All Fire Stations (except Station 4)





ONE TIME
ANNUAL

PRODUCT CODE
DESCRIPTION
COST
COST
Vendor Provided

3rd Party Provided

POE Switches

TOTAL COST





G. PRICE DATA SHEET SUMMARY DOCUMENT

List the total ONE TIME and ANNUAL COSTS for the 5 proposal sheets





TOTAL
TOTAL




ONE TIME
ANNUAL





COST
COST

Station 4 Hackett Hill Fire Station




Highway Administration





Police Department






Other Municipal Complex Buildings




Fire Stations








TOTALS







H. PRICE DATA SHEET – COST PER INDIVIDUAL COMPONENTS

PRODUCT


ONE TIME
ANNUAL

CODE

DESCRIPTION
COST
COST
WARRANTY
I. PRICE DATA SHEET  - OPTIONAL HARDWARE, SOFTWARE, and SERVICES
If the Bidder desires (not required), specify any additional software, hardware and/or services which are not required to meet the bid specifications  but could provide added benefit to the City.  .

PRODUCT CODE
DESCRIPTION
COST
TOTAL COST   __________
XI. PRICE DATA MAINTENANCE
A. Price Data Format
All proposals must contain the following Price Data for System maintenance.  The Price Data must be presented in similar form and contain the information as illustrated in format below.  Provide maintenance costs for base monthly maintenance and 7/24 maintenance.  Provide costs for one (1), two (2) and three (3) year plans.
PRODUCT CODE
DESCRIPTION
COST
TOTAL COST   __________
Note 1 The base monthly maintenance cost will be for the Principal Period of Maintenance of 8-5 Monday through Friday excluding holidays.

Note 2 Briefly describe your various maintenance plans and the advantages of each.

XII. PRICE DATA – TEN YEAR SYSTEM COST
Provide information on the City’s cost to maintain the proposed systems for 10 years.  Include initial purchase with installation, licensing, software maintenance and 5 by 8 system support.
XIII. ADDITIONAL COSTS

If there are any additional costs that must be paid for the System to operate that have not been listed in any of the previous Price Data Sheets, list those costs here.  If any additional costs are required for the System to function in accordance with the RFP specifications and if these costs are not listed, the Contractor will be responsible to pay for these costs.  Do not include Common Carrier Circuits.  They should be listed in Part 8 Pricing Exhibits
DESCRIPTION

QUANTITY
UNIT COST
TOTAL COST


TOTAL COST  ___________
------------------------------------------------------------------------------------------------------------------
Note 1 Cost must identify a onetime cost, purchase price, monthly lease etc.
XIV. PROPOSAL FORMAT

All proposals shall contain seven (8) Parts, as described below.  NOTE:  The term "Section" as referenced below applies to the sections in this Request For Proposals, while the term "Part" shall apply to the Vendor responses.

Part 1: General
A statement indicating the Bidder's compliance with Section I. GENERAL TERMS AND CONDITIONS; the Bidder's agreement to enter into a contract agreement consisting of the PROPOSAL FORM, as shown in Section XVI, together with such other clarifying (but not inconsistent) language as may be appropriate to the City and the successful Bidder; evidence of the authority of the office submitting the proposal on behalf of the corporation; and required bid security.

Part 2: System Features
Responses to the features, abilities, and functionalities specified in Sections II. SCOPE OF SERVICES and III. PROPOSAL DESCRIPTION.

Part 3: System Questionnaire
Completed chart and responses in Section. IV. TELEPHONE SYSTEM FEATURE SUMMARY 
Part 4: Software Pricing

Responses to Section V. SOFTWARE PRICING
Part 5: City Provided Equipment and Services
Responses to Section VI. CITY PROVIDED EQUIPMENT AND SERVICES
Part 6: Vendor History, References and Financial Information
Responses to Sections VII. VENDOR INFORMATION, X. VENDOR REFERENCES, and, I.FFF. Audited Financial Information
Part 7: System Literature

Response to request for Cut Sheets and system specification sheets
Part 8: Pricing Exhibits

Responses to Section XII. PRICE DATA EXHIBITS and XIII. PRICE DATA MAINTENANCE, XIV PRICE DATA – TEN YEAR SYSTEM COST
Part 9: Additional Vendor Information
Any additional information that the Vendor wants to provide should be inserted here.
XV. PROPOSAL FORM

PROPOSAL FORM

TO:



City of Manchester

State of New Hampshire

In compliance with the invitation for proposals to furnish supplies, materials, equipment, and services on the accompanying schedules, the undersigned

(name)




 , a corporation organized and existing under the laws of the State of 




 or a general partnership consisting of 





 of 




 City of 




 State of 



 hereby proposes to furnish, within the time specified in the Request for Proposals, the supplies, materials, equipment, and supplies at the prices stated opposite the respective items listed on the schedule.

Upon receipt of written notice of the acceptance of this proposal, the undersigned will, if required, execute a form of contract in accordance with the proposal as accepted and give bonds, with good and sufficient surety or sureties, for the faithful performance of the Contract, and for payment for labor and materials, within ten (10) days after the prescribed forms are presented for signature.

Discount will be allowed for receipt of prompt payment as follows:

within
calendar days, 

percent (
%);

within
calendar days, 

percent (
%);

within
calendar days, 

percent (
%);

Time, in connection with discount offered, will be computed from date of completion and/or delivery and acceptance at destination, or from date, correct date or voucher properly certified by the Contractor is received if the later date is later than date of completion and acceptance and/or delivery acceptance.

Deliveries are to be made to The City of Manchester, Information Systems Department, 100 Merrimack St, Manchester, New Hampshire.

Delivery and/or completion to be made within 


 days from the date of notification by the City.  TIME IS OF THE ESSENCE.

If the undersigned fails to perform any of the promises made herein, the proposal security, which is deposited with the 






 shall be paid to the City of Manchester or payment of the bond herewith deposited will be enforced for the benefit of the City of Manchester as liquidated damages for such default; otherwise the proposal security will be returned to the undersigned.

The undersigned as Bidder, declares that only parties interested in the proposal as principals are named herein; and that this proposal is made without collusion with any other person, firm or corporation; that no officer or agent of the City is directly or indirectly interested in this proposal; and he proposes and agrees that if this proposal is accepted he will contract with the City in accordance with the Specifications, and the Terms and Conditions as spelled out in this Sealed Proposal.

Dated 


, 19
.

Authorized Signature of Bidder & Title
(please print or type name of Bidder & Title)

Address

Full names and addresses of all persons interested in this proposal as principals are as follows:

NAME




ADDRESS
XVI. SAMPLE CONTRACT

The City of Manchester

New Hampshire 03101

CONTRACT
Agreement made 




, 19
between the City of Manchester, a municipal corporation of the State of New Hampshire, herein referred to as "City", and 




 of (address)



, City of 





, County of 



, State of 





 herein referred to as "Contractor".

For the considerations set forth herein, the parties agree as follows:

1. (Contractor)




, being the lowest responsible Bidder, shall provide to the City the following equipment, material, supplies and services:

(General Description)



Such supplies, materials, equipment, and services shall be provided in accordance with the proposal made by (Contractor)



 pursuant to the Request for Proposals and Terms and Conditions contained in Sealed Proposal Invitation Proposal Number 


, which is hereby incorporated by reference and made a part hereof as if set forth herein in full.

2. The City shall pay (Contractor)



 the price and amount set out in Contractor's Proposal on delivery to and acceptance by the City of the supplies, materials, equipment and services herein described, and on filing by (Contractor)




 and approval by City of a verified claim for the amount due.

3. The agreement shall be inoperative during such period of time as delivery or acceptance may be rendered impossible by reason of fire, strike act of God, government regulation, or other cause beyond the control of either party.

4. This agreement shall be binding on the assigns and successors of the parties.

- SAMPLE -

- SAMPLE -

IN WITNESS WHEREOF, the parties have executed this agreement at (designated place of execution)



 the day and year first above written.

Signature

Typed Name

Title

City of Manchester

Acknowledged by:

Signature

Typed Name

Title 
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