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HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Award

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"




5
3.5.1

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"


HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Selection

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"and

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Notification

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"



5
4

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"


HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Scope

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"of

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Work

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw", 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Specifications

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" & 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Requirements

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"
6
4.1 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Client

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Management

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Features

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"
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4.2 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Call

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Center

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Features

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"
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4.3 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Administrative

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Features

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"
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4.4 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Security

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"and

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Integration

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"
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4.5 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Employee

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Relationship

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Management

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" (

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"ERM

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw") 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Features

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"
8
4.6 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Field

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Management

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Features

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"
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4.7 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Knowledge

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Management

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Features

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"
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4.8 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Call

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"/

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Project

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Management

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Features

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"
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4.9 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Reporting

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Features

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"
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4.10 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Time

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Management

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Features

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"
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4.12 
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HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"Specifications
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HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"and

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw" 

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"References

HYPERLINK "http://www.google.com/url?q=http%3A%2F%2Ffiles%2F%2FContent.Outlook%2F%2F1U1Y9TPA%2F%2Fl&sa=D&sntz=1&usg=AFQjCNGPh-DngKrtPlzRSbqJ7XKRwCSyTw"
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6.3 
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1
Statement of Work
1.1
Purpose

The purpose of this Request for Proposal (RFP) is to invite prospective vendors to submit a proposal to supply a help desk software solution to Colville School District #115. The RFP provides vendors with the relevant operational, performance, application, and architectural requirements of the system. 

1.2
Coverage & Participation

The intended coverage of this RFP, and any agreement resulting from this solicitation, shall be for the use of all departments at Colville School District #115 along with any satellite offices. Colville School District #115 reserves the right to add and/or delete elements, or to change any element of the coverage and participation at any time without prior notification and without any liability or obligation of any kind or amount.

2
General Information

2.1
Original RFP Document

Colville School District #115 shall retain the RFP, and all related terms and conditions, exhibits and other attachments, in original form in an archival copy. Any modification of these, in the vendor’s submission, is grounds for immediate disqualification.

2.2
Existing Technology Environment

We have approximately 1200 computers (approximately 60% PCs and 40% Macs) in five geographical locations. The PCs are running Windows 2000, XP, Vista, and 7 and are a mixed bag of Dells, HPs, Compaqs, Toshibas, and whitebox computers. The Macs are running OS X 10.4, 10.5, and 10.6. We also run Microsoft Office (2000, 2003, 2004, 2007, 2008, 2010) on all platforms, in addition to Adobe Creative Suite, FileMaker Pro, and other software.

The network is comprised of mixed medium wireless, copper, fiber between buildings, and T-1s to the outside world.

Core networking equipment is Cisco; servers are Dells and whiteboxes running Windows 2000, 2003, and 2008 server operating systems, and one Mac OS X 10.5.8 Server. The network uses Active Directory for authentication, Microsoft Exchange for email, a Websense content filter, and a Cisco Pix firewall.

There is currently no standardized method of submitting work orders or help desk software. Asset tracking is done by hand using Excel.

2.3
Schedule of Events

The following is a tentative schedule that will apply to this RFP, but may change in accordance with the organization’s needs or unforeseen circumstances.

Issuance of RFP


Wednesday, May 4, 2011, 10:00 a.m. PDT

Technical Questions/Inquiries Due
Wednesday, May 25, 2011, 4:00 p.m. PDT

RFP Closes



Wednesday, June 1, 2011, 4:00 p.m. PDT

Complete Initial Evaluation

Friday, June 10, 2011, 4:00 p.m. PDT

Final Award Notification


Thursday, July 7, 2011, 4:00 p.m. PDT

3
Proposal Preparation Instructions

3.1
Vendor’s Understanding of the RFP

In responding to this RFP, the vendor accepts the responsibility fully to understand the RFP in its entirety, and in detail, including making any inquiries to Colville School District #115 as necessary to gain such understanding. Colville School District #115 reserves the right to disqualify any vendor who demonstrates less than such understanding. Further, Colville School District #115 reserves the right to determine, at its sole discretion, whether the vendor has demonstrated such understanding. That right extends to cancellation of award if award has been made. Such disqualification and/or cancellation shall be at no fault, cost, or liability whatsoever to Colville School District #115.

3.2
Good Faith Statement

All information provided by Colville School District #115 in this RFP is offered in good faith. Individual items are subject to change at any time. Colville School District #115 makes no certification that any item is without error. Colville School District #115 is not responsible or liable for any use of the information or for any claims asserted there from.

3.3
Communication

Verbal communication shall not be effective unless formally confirmed in writing by specified procurement official in charge of managing this RFP process. In no case shall verbal communication govern over written communication.

Vendors’ inquiries, questions, and requests for clarification related to this RFP are to be directed in writing to:

Colville School District #115 

154 Hwy 20 E

Colville, WA 99114

Attention:
Technology Department

Telephone:
509.684.7869

Fax:

509.684.7809

E-mail:

csdtech@colsd.org

Applicable terms and conditions herein shall govern communications and inquiries between Colville School District #115 and vendors as they relate to this RFP.

Informal Communications shall include, but are not limited to: requests from/to vendors or vendors’ representatives in any capacity, to/from any Colville School District #115 employee or representative of any kind or capacity for information, comments, speculation, etc. Inquiries for clarifications and information that will not require addenda may be submitted verbally to the Technology Department staff at any time.
Formal Communications shall include, but are not limited to:
· Questions concerning this RFP must be submitted in writing and be received prior to 4:00 p.m. PDT Wednesday, May 25, 2011.

· Errors and omissions in this RFP and enhancements: Vendors shall bring to Colville School District #115 any discrepancies, errors, or omissions that may exist within this RFP. With respect to this RFP, vendors shall recommend to Colville School District #115 any enhancements, which might be in Colville School District #115 best interests. These must be submitted in writing and be received prior to 4:00 p.m. PDT Wednesday, May 25, 2011.

· Inquiries about technical interpretations must be submitted in writing and be received prior to 4:00 p.m. PDT Wednesday, May 25, 2011.

· Inquiries for clarifications/information that will not require addenda may be submitted verbally to the buyer named above at any time during this process.

· Verbal and/or written presentations and pre-award negations under this RFP.

· Addenda to this RFP.

Addenda: Colville School District #115 will make a good-faith effort to provide a written response to each question or request for clarification that requires addenda within three business days. Please email all inquiries to csdtech@colsd.org 
Colville School District #115 will not respond to any questions/requests for clarification that require addenda, if received by Colville School District #115 after  4:00 p.m. PDT Wednesday, May 25, 2011.

3.4
Proposal Submission

Proposals must be delivered by email to:

Technology Department

Colville School District #115 

csdtech@colsd.org

on or prior to 4:00 p.m. PDT Wednesday, June 1, 2011. Colville School District shall not accept proposals received by fax. 

3.5
Method of Award

The evaluation of each response to this RFP will be based on its demonstrated competence, compliance, format, and enterprise. The purpose of this RFP is to identify those suppliers that have the interest, capability, and financial strength to supply Colville School District #115 with a help desk software solution identified in the Scope of Work.

Evaluation Criteria:

Colville School District may choose to use a second round of evaluation criteria to determine final bidder.

1. Completeness of bid package.

2. Prices of software and installation.

3. Ability to meet need.

4. Reference checks.

3.5.1  Selection and Notification

Vendors determined by Colville School District #115 to possess the capacity to compete for this contract will be selected to move into the negotiation phase of this process. Written notification will be sent to these vendors via mail. Those vendors not selected for the negotiation phase will not be notified.

4
Scope of Work, Specifications & Requirements
4.1 Client Management Features

1.
Contact Management
The management of all the tasks and information related to providing technology support to our end-users.

2.
Customizable Fields
Unlimited user-defined fields can be added anywhere data can be entered. Allow for the removal of extraneous fields.

3.
Contact History
An easy-to-read log of all calls the end-user or hardware device has previously had with the help desk. This includes analyst notes, as well as escalation and resolution history. Such records must be available for each end-user or hardware device within the enterprise, and they must be kept in a central repository.  

4.
Contact Information
This includes, but is not limited to, contact name, role/position, department, phone, address, e-mail, fax, Web address, hardware inventory, etc.  and should be LDAP aware so users’ information is automatically available when their network account is built.

5.
Activity Management
The management of all activities performed per help desk analyst per contact every day.

6.
Call Entry
Allows for the manual entry of inbound calls by help desk analyst on behalf of client contact.

7.
Self-Service
Allows for end-users to enter their own calls online through a web-based interface or email. This would also allow end-users to check status of open calls without IT staff intervention.

4.2 Call Center Features

1.
Call Management
Managing the information, processes, and systems used to control the flow of customer requests in and out of the help desk. Call management processes apply solely to end-user requests received by telephone.

2.
Scripting
Scripts (step-by-step troubleshooting) can be created, stored, and retrieved for various support scenarios.

3.
Problem Management
The help desk software solution automatically tracks a contact’s activities and flags them when certain user-defined criteria are met. This facilitates trend identification and root cause analysis of repeat issues.

4.3 Administrative Features

1.
Online Account Management
Self-care allows end-users to look up their personal information online. It should allow a certain degree of self-serve functionality. 

2.
Service Level Agreement Management
The help desk software solution can automatically generate a service level agreement, given the correct parameters and meeting the required business logic. The system should supply sample SLA templates and also allow users to customize and store their own SLA templates. The help desk software solution can store SLAs related to the provision of technical support services at all tiers of the support organization, These SLAs should be viewable to all staff and related resources, and should be viewable on-screen.

3.
Ticket/Incident Management
The help desk software solution allows for the creation and management of support or incident reports (or tickets). The system should handle the ticket throughout its lifecycle, including, but not limited to the opening of the ticket, the assigning of the ticket, and the resolution of the ticket, and possibly re-opening the ticket.

4.
Warranty Management
The help desk software solution can store product warranty information per contact. These warranties can be accessed by designated help desk analysts and viewed on-screen.

5.
Routing, Escalation, and Prioritizing
The help desk software solution allows tickets and activities to be prioritized, assigned to individuals and teams; for tickets and activities to be re-assigned, escalated in severity, and resolved.

6.
Knowledge Base
A knowledge base is a searchable database that contains the accumulated knowledge of human specialists in a particular field. The knowledge base should support canned answers, FAQs, customer interaction histories, problems solved, and self-help question and answer pairs. It should also facilitate easy integration of new expertise as it becomes available.  It should provide for a “public” knowledge base that can be searched by end users and a “private” knowledge base available only to tech staff.  The knowledge base should self populate from tickets. Category would be applied by the technician working the ticket by entry into the associated area or setting flags on the entries.

7.
Create & Link Activities/Tasks/Appointments to Tickets
Activities, tasks, and appointments can be linked to an open ticket within the system and assigned to an individual or team.

8.
Maintain History of Activities per Ticket
A history of each incident should be available to designated users.

9.
Automated E-mail Response
A user-defined automated e-mail response can be sent from the help desk software solution when certain customer-initiated activities occur.  Replies from end users would automatically be added to the ticket history and available to the technician.

10.
Interactive Support
The help desk software solution allows for live customer support (via chat or other technology) between a help desk analyst and the end-user via a designated Web site.

4.4 Security and Integration

1.
Secure Transaction Capabilities
The help desk software solution uses encryption or other coding to encode sensitive information to prevent unauthorized viewing.

2.
Active Directory
Integrates with Active Directory for authentication and automatically populates with user information.

3.
E-mail to Ticket Integration
Automatically creates a ticket from an e-mail.

4.
Other Security Features
Describe other security features that are available on this help desk software solution.

5.
Personalization
Using continually adjusted user profiles to match content or services to individuals, personalization includes determining a user’s interests based on his or her preferences or behavior, constructing business rules to select relevant content based on those preferences or behaviors, and presenting the content to the user in an integrated, cohesive, and meaningful format.

6.
Portal Capabilities
Usually used as a marketing term to describe a Web site that is or is intended to be the first place people see when using the Web. Must include a search engine, and the ability to include links from a variety of Web sites.

7.
Content Management
The help desk software solution includes the ability to collect, manage, and publish information – either internally or to a Web site.

4.5 Employee Relationship Management (ERM) Features

1.
Employee Performance
Allows managers to track and manage help desk analyst performance within the help desk software solution. Reports would be exportable to external tools for additional analysis.

2.
Equipment Management
Allows for the management, tracking, and booking of company equipment through the help desk software solution.

4.6 Field Management Features

1.
PDA/SmartPhone Synchronization
The ability to synchronize hand held remote devices with the main database of the help desk software solution.

2.
Wireless Synchronization
The ability of the help desk software solution to synchronize with a wireless system. This supports desk-side support efforts and remote technician dispatch.

3.
E-mail Synchronization/Integration
The ability of the help desk software solution to synchronize and integrate with an e-mail system, such as Exchange 2007/2010.

4.
Call Handling/Dispatching/Scheduling
A system that allows calls to be routed to appropriate individuals, scheduled, or for calls to be dispatched to remote individuals.

5.
Workforce Management
The help desk software solution can forecast call load, calculate staff requirements, organize schedules, and track real-time performance of individuals and/or groups.

6.
Remote Knowledge Management Tools
System must allow for the saving and retrieval of information, documents, best practice methodologies, templates, libraries, and other pertinent information. Hierarchical views of the entire enterprise, knowledge repositories, company policies, corporate handbook, and collaboration are available remotely.

4.7 Knowledge Management Features

1.
Information Feeds
Integrates with third party information systems or allows for importing/exporting of third party data.

2.
Information Attachment
Allows outside files (such as doc, pdf, rtf, etc.) to be linked to data within the help desk software solution.

3.
Inference Engine
The part of the help desk software solution responsible for drawing new conclusions form the current data and rules.

4.
Document Management
The part of the help desk software solution handling the electronic retrieval, analysis, communication, and management of digitized images of paper documents.

5.
Integration with MS Office Tools
Allows users to create files within the MS Office suite of products and import/export them to the system, or integrates seamlessly with the products themselves.

4.8 Call/Project Management Features

1.
Activity Reporting

The system includes the custom reporting of support activities per end-user.

2.
Project/Task Deliverables

The system can automatically track and report on call-related tasks and deliverables on a per-call basis.

3.
Project Resource Allocation

The help desk software solution can automatically allocate resources to specific calls given pre-defined variables. The resources can be physical, financial, or human.

4.
Track Billable Hours

The system automatically tracks work effort hours associated with a given call that are billable to a school building or department.

5.
Track Invoices per Project

The system automatically issues and tracks per call any invoices to be sent to a third party.

4.9 Reporting Features

1.
Pre-defined Reports
A set number of pre-packaged reports are available to both help desk managers and analysts from the help desk software solution.

2.
User-defined Reports
The user can create their own reports based on their defined set of criteria from within the help desk software solution.

3.
Ad-hoc Query Generator
The user can easily create their own queries based on their own defined set of criteria.

4.
Automatic Roll-Up/Drill Down Capabilities
The system includes tools that analyze data from a lower and higher level of the hierarchy.

5.
Forecasting/Planning Tools
Tools that help to estimate future demands on the support environment based on compiled data are available in the system.

6.
Dashboard for Key Indicators
The system includes a set of metrics that provide an “at-a-glance” summary of current help desk activity levels.

7.
Alert/Alarm Capabilities
The system includes an automatic notification system that can be triggered to alert a user when a defined event occurs.

4.10 Time Management Features

1.
Calendar
The system uses a native (or integrated with an existing calendaring system, e.g. Outlook, GMail) calendar. The calendar allows for the entry of appointments, scheduling tasks, inputting special dates and appointments, etc. Ideally the calendar should sync with existing calendaring/e-mail software already in use (e.g. Outlook, GMail).

2.
Task Lists
The system uses a native (or integrated) task list, usually part of an e-mail or calendar system.

3.
E-mail
The system uses a native (or integrated with existing e-mail system, e.g. Outlook, GMail) e-mail system. The e-mail system allows for correspondence, marketing, and sending of information to clients and partners. Ideally the e-mail should sync with existing e-mail in use.

4.
Notes
The system allows unlimited notes to be added to each contact. Each note is categorized in sequence according to date and time entered.

5.
Transaction/Audit Log
The system logs all activities for each contact and end-user and allows for the easy retrieval of this information.

4.11 Purchase orders

1. Customizable Purchase Order forms 

System allows for the creation of customized purchase orders that utilize vendor listings, items, tax rates, shipping costs from drops downs or auto fill entries from the central software database.

2. Order Tracking

Open PO’s can be easily viewed and monitored centrally to ensure items are received in a timely manner.

3. Received Items

Items purchased can be received in by a tech and the items automatically added to the asset inventory of the software.  The software should create an electronic or printable form that can be sent to the Finance Office or signed by the end user as a proof of receipt.  The PO then becomes part of one or more assets in the database which can be assigned to a user or included as a subcomponent of another piece of hardware.

4. Reporting


All PO costs can be tracked by various reports based on location, department, or timeframe.
4.12 Workflow Management Features

1.
Process Configurability
Processes within the system can be configured by the help desk analysts to meet their workflow needs.

2.
Task Reassignment
Tasks can be reassigned from one user to another easily.

3.
Create Triggers for Follow-up
Tasks can be assigned to others and alerts or alarms can be set to remind them to initiate follow-up. This ability should be supported through all tiers of the support organization.

4.13 Technical Specifications

1.
Client Operating Systems Supported
What client operating systems are supported by the help desk software solution?

2.
Server Operating Systems Supported
What server operating systems are supported by the help desk software solution?

3.
Scalability
Supports multiple concurrent users, including technicians. 

4.
OS Agnostic Web-Based User Interfaces
Has web-based interfaces for users and technicians that will work with, at a minimum, Firefox and Internet Explorer 7.

5.
Technician Client
Does the help desk solution require a technician software client? 

4.
Programming Language Used
What programming language(s) is/are used in this application?

5.
Minimum Hardware Requirements
Describe the minimum and recommended hardware requirements for both client and server.

6.
Database Servers Supported
What database servers are natively supported and/or used by this product?

7.
Hosted or Client-Server Based
Identify if this is a hosted solution or a traditional desktop or client-server application.

4.14 Asset Management

1.
Remote Desktop Access
Allows remote desktop access to client systems. Technicians should be able to ‘shadow’ a user to monitor their actions, or take control of a remote system.

2.
Remote System Integration
Automatically locates and installs client management software on remote systems.

3.
Automated Client Hardware Detection
Automatically detects client hardware components and reports back to the asset management database.

4.
Automated Microsoft Keys Detection
Automatically detects Microsoft software keys and reports back to the asset management database.

5.
Automated Peripheral Detection
Automatically detects peripherals (e.g., printers, scanners) directly attached to the client system and reports back to the asset management database.

6.
Automated Software Detection
Automatically detects client software and version and reports back to the asset management system

7.
Barcode Scanner Integration
Application integrates with barcode scanner to allow technicians or staff to quickly scan and inventory equipment.  Includes reporting and correction capabilities.

5
Vendor Qualifications and References

All vendors must provide the following information in order for their proposal to be considered:

1.
A brief outline of the vendor company and services offered, including:

· Full legal name of the company

· Year business was established

· Number of people currently employed

2.
An outline of the product line-up currently supported.

3.
Information on current software clients, including:

· Total number of current clients

· A list of clients with similar needs using the same software

4.
References: Contact information for three references (if possible) from projects similar in size, application, and scope and a brief description of their implementation.

6
Budget & Estimated Pricing

Colville School District #115 has a total budget of approximately $10,000 for this project.

All vendors must fill out the following cost breakdown for the implementation of their help desk software solution for Colville School District #115’s project as described in this RFP. The vendor must agree to keep these prices valid 120 days as of June 1, 2011.

6.1 Deployment Models

The following pricing sheets are to be used as a guide for your response. Please indicate the types of pricing/installation models offered by your enterprise by placing an ‘X’ under the “Available” column. If a model is not offered, please indicate this by placing an ‘X’ under the “Not Offered” column.

	Deployment Models
	Available
	Not Offered

	Client Server Model
	
	

	ASP or Hosted Model
	
	

	Other (please specify)
	
	


6.2 Software Features

Bidders are responsible for completing the attached Table, reflecting whether or not their solution has these features.

6.3 Five Year Total Cost Summary

For all available deployment models listed above, provide a five year cost summary as displayed below.

	Five Year Total Cost Summary
	
	
	
	
	
	

	Costs
	Total
	Year 1
	Year 2
	Year 3
	Year 4
	Year 5

	Hardware
	
	
	
	
	
	

	Software Licensing
	
	
	
	
	
	

	Third Party Software 
	
	
	
	
	
	

	Application Software
	
	
	
	
	
	

	Documentation & Training
	
	
	
	
	
	

	Maintenance
	
	
	
	
	
	

	Installation
	
	
	
	
	
	

	Integration
	
	
	
	
	
	

	Legacy Data Loading
	
	
	
	
	
	

	Project Management
	
	
	
	
	
	

	Misc.
	
	
	
	
	
	

	Other (specify)
	
	
	
	
	
	

	Total:
	
	
	
	
	
	


Descriptions:

Hardware: List, describe, and record the cost of each piece of hardware that is required to optimally run the software.
Software Licensing: List, describe, and record the licensing, implementation, maintenance, support, and training fees associated with your proposed software.
Third-Party Software (Middleware): List, describe, and record the cost of each piece of software (including operating systems) that is required to optimally run the software.
Installation: Describe any labor, equipment, supplies, or other costs associated with installing your proposed software.
Integration: Describe any labor, equipment, supplies, or other costs associated with integrating your software into our current architecture and back-end systems.
Legacy Data Loading: Describe any labor, equipment, or other costs associated with importing legacy data from current systems into your help desk software.
Maintenance: Describe and cost out any other ongoing costs associated with the operation and maintenance of your proposed software.
Documentation & Training: If there are fees associated with your user or technical documentation, list them here.
Project Management: If there are project management fees associated with your proposed software, list and describe them here.
Miscellaneous: List and describe any other costs associated with your proposed software solution.
7
Vendor Certification

This certification attests to the vendor’s awareness and agreement to the content of this RFP and all accompanying calendar schedules and provisions contained herein.

The vendor must ensure that the following certificate is duly completed and correctly executed by an authorized officer of your company.

This proposal is submitted in response to Request for Proposal for Help Desk Software issued by Colville School District #115. The undersigned is a duly authorized officer, hereby certifies that:

	


(Vendor Name)
agrees to be bound by the content of this proposal and agrees to comply with the terms, conditions, and provisions of the referenced RFP and any addenda thereto in the event of an award. Exceptions are to be noted as stated in the RFP. The proposal shall remain in effect for a period of 120 calendar days as of the Due Date of the RFP.

The undersigned further certify that their firm (check one):

_____  IS

_____  IS NOT

currently debarred, suspended, or proposed for debarment by any federal entity. The undersigned agree to notify Colville School District #115 of any change in this status, should one occur, until such time as an award has been made under this procurement action.

Person(s) authorized to negotiate on behalf of this firm for purposes of this RFP are:

	Name:
	
	Title:
	

	Signature:
	
	Date:
	

	Name:
	
	Title:
	

	Signature:
	
	Date:
	


Signature of Authorized Officer:
	Name:
	
	Title:
	

	Signature:
	
	Date:
	


6.2 Software Features

Bidders are responsible for competing this Table and submitting it with their proposals. Bids submitted without this table will not be considered. For explanations of these features, please see the appropriate section in the Request for Proposal.

	Feature
	Fully Supported
	Not Supported
	Paid Add-On
	3rd-
Party Add-On

	4.1 Client Management
	
	
	
	

	Contact Management
	
	
	
	

	Customizable Fields
	
	
	
	

	Contact History
	
	
	
	

	Contact Information
	
	
	
	

	Activity Management
	
	
	
	

	Call Entry
	
	
	
	

	Self-Service
	
	
	
	

	
	
	
	
	

	4.2 Call Center
	
	
	
	

	Call Management
	
	
	
	

	Scripting
	
	
	
	

	Problem Management
	
	
	
	

	
	
	
	
	

	4.3 Administrative
	
	
	
	

	Online Account Management
	
	
	
	

	Service Level Agreement Management
	
	
	
	

	Ticket/Incident Management
	
	
	
	

	Warranty Management
	
	
	
	

	Routing, Escalation, and Prioritizing
	
	
	
	

	Knowledge Base - Public
	
	
	
	

	Knowledge Base - Private
	
	
	
	

	Knowledge Base - Self Populate from Tickets
	
	
	
	

	Activity Links/Creation, Tasks/Appointments to Tickets
	
	
	
	

	Automated E-mail response
	
	
	
	

	Interactive Support
	
	
	
	

	
	
	
	
	

	4.4 Security and Integration
	
	
	
	

	Secure Transaction Capabilities
	
	
	
	

	Active Directory
	
	
	
	

	E-mail to Ticket Integration
	
	
	
	

	Other Security Features
	
	
	
	

	Personalization
	
	
	
	

	Portal Capabilities
	
	
	
	

	Content Management
	
	
	
	

	
	
	
	
	

	4.5 Employee Relationship Management
	
	
	
	

	Employee Performance
	
	
	
	

	Equipment Management
	
	
	
	

	
	
	
	
	

	4.6 Field Management
	
	
	
	

	PDA/Smart Phone Synchronization
	
	
	
	

	Wireless Synchronization
	
	
	
	

	E-mail Synchronization/Integration
	
	
	
	

	Call Handling/Dispatching/Scheduling
	
	
	
	

	Workforce Management
	
	
	
	

	Remote Knowledge Management Tools
	
	
	
	

	
	
	
	
	

	4.7 Knowledge Management
	
	
	
	

	Information Feeds
	
	
	
	

	Information Attachment
	
	
	
	

	Inference Engine
	
	
	
	

	Document Management
	
	
	
	

	Integration with MS Office Tools
	
	
	
	

	
	
	
	
	

	4.8 Call/Project Management
	
	
	
	

	Activity Reporting
	
	
	
	

	Project/Task Deliverables
	
	
	
	

	Project Resource Allocation
	
	
	
	

	Tracking Billable Hours
	
	
	
	

	Tracking Invoices per Project
	
	
	
	

	
	
	
	
	

	4.9 Reporting
	
	
	
	

	Reporting by:
	
	
	
	

	 Pre-defined
	
	
	
	

	 User-defined
	
	
	
	

	 Status
	
	
	
	

	 Assets
	
	
	
	

	 Customers
	
	
	
	

	 Date Assigned
	
	
	
	

	 Date Closed
	
	
	
	

	 Software
	
	
	
	

	 Hardware
	
	
	
	

	 Asset Age
	
	
	
	

	 Technician
	
	
	
	

	 Call Category
	
	
	
	

	 Warranty Status
	
	
	
	

	Ad-hoc Query Generator
	
	
	
	

	Automatic Roll-Up/Drill-Down Capabilities
	
	
	
	

	Forecasting/Planning Tools
	
	
	
	

	Dashboard for Key Indicators
	
	
	
	

	Alert/Alarm Capabilities
	
	
	
	

	
	
	
	
	

	4.10 Time Management
	
	
	
	

	Calendar
	
	
	
	

	Task Lists
	
	
	
	

	Email
	
	
	
	

	Notes
	
	
	
	

	Transaction/Audit Log
	
	
	
	

	
	
	
	
	

	4.11 Purchase Orders
	
	
	
	

	Customizable Purchase Order Forms
	
	
	
	

	Order Tracking
	
	
	
	

	Received Items
	
	
	
	

	Reporting
	
	
	
	

	
	
	
	
	

	4.12 Workflow Management
	
	
	
	

	Process Configurability
	
	
	
	

	Task Reassignment
	
	
	
	

	Create Triggers for Follow-Ups
	
	
	
	

	
	
	
	
	

	4.13 Technical Specifications
	
	
	
	

	Client Operating Systems Supported:
	
	
	
	

	Mac 10.4
	
	
	
	

	Mac 10.5
	
	
	
	

	Mac 10.6
	
	
	
	

	Windows 2000
	
	
	
	

	Windows XP
	
	
	
	

	Windows Vista
	
	
	
	

	Windows 7
	
	
	
	

	Server Operating Systems Supported:
	
	
	
	

	Windows Server 2003
	
	
	
	

	Windows Server 2008
	
	
	
	

	Mac 10.5
	
	
	
	

	Mac 10.6
	
	
	
	

	Supports Multiple Concurrent Users
	
	
	
	

	OS Agnostic Web-Based User Interface
	
	
	
	

	OS Agnostic Web-Based Technician Interface
	
	
	
	

	Technician Client Required - Windows
	
	
	
	

	Technician Client Required - Mac
	
	
	
	

	
	
	
	
	

	4.14 Asset Management
	
	
	
	

	Remote Desktop Access:
	
	
	
	

	Windows 2000
	
	
	
	

	Windows XP
	
	
	
	

	Windows Vista
	
	
	
	

	Windows 7
	
	
	
	

	Mac 10.4
	
	
	
	

	Mac 10.5
	
	
	
	

	Mac 10.6
	
	
	
	

	Remote Client Installation:
	
	
	
	

	Windows 2000
	
	
	
	

	Windows XP
	
	
	
	

	Windows Vista
	
	
	
	

	Windows 7
	
	
	
	

	Mac 10.4
	
	
	
	

	Mac 10.5
	
	
	
	

	Mac 10.6
	
	
	
	

	Automated Client Hardware Detection
	
	
	
	

	Automated Microsoft Keys Detection
	
	
	
	

	Automated Peripheral Detection
	
	
	
	

	Automated Software Detection
	
	
	
	

	Barcode Scanner Integration
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