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[bookmark: _Toc331942191]INTRODUCTION
[bookmark: _Toc40861002][bookmark: _Toc40861362][bookmark: _Toc40861722][bookmark: _Toc42588015][bookmark: _1_Introduction][bookmark: _Audience][bookmark: _Toc331942192][bookmark: _Toc40689621][bookmark: _Toc40844512]PATHFINDER INTERNATIONAL 
For more than 50 years, Pathfinder International has been a global leader in reproductive health care.  Pathfinder’s mission is to ensure that people everywhere have the right and opportunity to live a healthy reproductive life.  

Pathfinder is a registered 501 (c) 3 non-profit, headquartered in Watertown, MA with remote field offices in 22 countries in Africa, Asia and the Near East and Latin America. We maintain another small US field office located in Washington D.C. Our total worldwide workforce is approximately 850 people.

Phone communications are a critical tool to manage Pathfinder’s everyday work, at the same time, our geographical reach makes everyday communications especially challenging.

More information about Pathfinder can be found at our web site www.pathfinder.org.
[bookmark: _Toc331942193]VOIP System
Pathfinder is seeking proposals for a new IP-based phone system and domestic and international dailing for our US-based locations from vendors that have experience working with international nonprofit organizations. The system proposed should include options for future extension into areas where Pathfinder works (primarily low-resource areas). 
UNIFIED COMMUNICATIONS
Pathfinder is very interested in proposals that can expand for additional unified communucations functionality; our priority today is on voice call quality and cost.
[bookmark: _Toc40861004][bookmark: _Toc40861364][bookmark: _Toc40861724][bookmark: _Toc42588017][bookmark: _How_to_respond][bookmark: _Toc331942194]RFP TERMS AND CONDITIONS
By responding to this RFP the Vendor signifies agreement with and is bound by the following Terms and Conditions.
[bookmark: _Toc331942195]Definition of Terms
Participating vendor:  a company that has submitted a proposal in response to this Request for Proposals (whether or not it is successful).
Proposal:  A response to this RFP submitted by a Participating Vendor.
RFP:  Request for Proposals.
Vendor:  any company or individual that has received a copy of this Request for Proposals.
[bookmark: _Toc331942196]Confidentiality
Pathfinder International expects the Vendor to respect the confidentiality of our information.  The Vendor shall treat all information gained through participation in this RFP as confidential and shall not use or disclose the information beyond the intended purpose, being the Vendor’s preparation and response to this RFP; and shall not disclose the information to any third party, except where the information exists in the public domain and/or is exempt from protection under applicable law.  Any other distribution, copying or disclosure is strictly prohibited.
If the Vendor is required to release any of the information to a third party for the purposes of preparing for its proposal, the Vendor is required to solicit at least the same confidentiality obligations from this third party prior to releasing the information.
Pathfinder International will consider proposals submitted by Vendors as confidential.  All materials submitted by the Vendor will become the property of Pathfinder International and will not be returned.
[bookmark: _Toc150429104][bookmark: _Toc151434316][bookmark: _Toc162681744][bookmark: _Toc331942197]Marketing References
All Vendors responding to this RFP shall be prohibited from making any reference to Pathfinder International in any literature, promotional material, brochures, or sales presentations without the express written consent of Pathfinder International as applicable.
[bookmark: _Toc385671895][bookmark: _Toc42417438][bookmark: _Toc104606290][bookmark: _Toc162415115][bookmark: _Toc331942198][bookmark: _Toc385671888][bookmark: _Toc42417434][bookmark: _Toc104606286][bookmark: _Toc162415112]Proposal Validity
Proposals must be valid for 120 days from the Proposal Due Date. 
[bookmark: _Toc331942199]Acceptance or Rejection of Submissions
Pathfinder International is not obligated to accept the lowest cost or any proposal.
Pathfinder International reserves the right to:

· Reject any or all proposals;
· Issue no contract for any of the services described within this RFP;
· Negotiate any or all of the scope and terms of any contract that flows, directly or indirectly, from this RFP;
· Add or remove scope into the contract negotiation process;
Pathfinder International has no obligation to reveal the basis for contract award or to provide any information to vendors regarding the evaluation or negotiation processes.
All participating vendors will be notified promptly of bid acceptance or rejection.
[bookmark: _Toc385671901][bookmark: _Toc42417441][bookmark: _Toc104606293][bookmark: _Toc162415118][bookmark: _Toc331942200]Contract Negotiation and Execution
It is the intent of Pathfinder International that, after the successful vendor has been selected, Pathfinder International and the selected vendor will enter into contract negotiations containing all terms and conditions of the proposed service.  Any acceptance of a proposal is contingent upon the execution of a written contract and Pathfinder International shall not be contractually bound to any vendor prior to the execution of such written contractual agreement. 
[bookmark: _Toc331942201]RFP SCHEDULE

August 8th 2012	RFP Issued
August 10th 2012, 5pm ET	Vendor notifies Pathfinder International of intent to respond – note that this is a communication item and vendors can still participate without notification
August 14th 2012, 5pm ET	Deadline for written vendor questions 
August 17th 2012, 5pm ET	Responses to all written questions sent to all vendors
August 22th 2012, 10am-12pm ET 	First live Q&A session
August 23st 2012, 2pm-4pm ET	Second live Q&A session
August 27th 2012, 5pm ET	RFP Responses due 
August 31st 2012	Initial vendor selection notifications
Proposals that are late may be rejected.  
Selection
Please note that depending on the proposals received, Pathfinder may select a single vendor or choose to hold an additional round of discovery that may include site visits, hands-on demonstrations of the components of the proposed system and testing.
[bookmark: _Toc135470540][bookmark: _Toc331942202][bookmark: _Toc162681734][bookmark: _Toc385671884][bookmark: _Toc42417431][bookmark: _Toc104606283][bookmark: _Toc162415110]COMMUNICATIONS
[bookmark: _Toc331942203]How to communicate with Pathfinder International
Vendor’s intent to respond, written questions and final proposals should be sent to: 
phone_rfp@pathfinder.com
[bookmark: _Toc331942204]No other methods are acceptable
Any additional attempts or methods used to contact Pathfinder staff are not acceptable for the purposes of this RFP and may be counted against the vendor in the final evaluation of proposals.  
[bookmark: _Toc331942205]QUESTIONS
[bookmark: _Toc331942206][bookmark: _Ref159131755][bookmark: _Toc385671883]Methodology
It is the Vendor’s responsibility to clarify their interpretation of any item in the RFP of which they are not certain. Pathfinder International will respond to question in two ways.  
1) Written question period
We will accept questions via email until the end of the question period. We will prepare a response to all questions received and send the responses to all vendors.
2) Live Q&A sessions 
Subsequent to the written question period, we will host an open call for vendor’s to ask any additional questions. The call will be hosted on Webex should there be a need for screen-sharing or video. Vendors will submit questions via chat and Pathfinder International staff will respond to each question. 
[bookmark: _Toc331942207]First Live Q&A Session Information
	
Date:	August 22nd 2012
	Time:	10am-12pm ET
	Dial in phone:	+1-866-546-3377
	Meeting ID:	3436966450
	Web link (as necessary):	https://pathfind.webex.com/pathfind/j.php?ED=187593552&UID=1302412572&RT=MiMxMQ%3D%3D
[bookmark: _Toc331942208]Second Live Q&A Session Information

	Date:	August 23rd 2012
	Time:	2pm-4pm ET
	Dial in phone:	+1-866-546-3377
	Meeting ID:	3436966450
	Web link (as necessary):	 
https://pathfind.webex.com/pathfind/j.php?ED=187593557&UID=1302412582&RT=MiMxMQ%3D%3D
[bookmark: _Toc331942209][bookmark: _GoBack]Written Questions
All questions must include: 

· A clear and concise question
· References to specific sections and paragraphs within this RFP


[bookmark: _Toc331942210]Format of Proposal 
All proposal must be submitted electronically and consist of at least three parts
· The proposal itself that contains the details of the proposed system, company, relevant customer materials and statistics
· Answers to the relevant questions herein
· Completion of the cost spreadsheet in Appendix A
Proposals should consist of not more than 25 readable pages of content in addition to answers to questions and work sheets.
[bookmark: _Toc134253076][bookmark: _Toc134253286][bookmark: _Toc134253496][bookmark: _Toc134321112][bookmark: _Toc331942211]Withdrawal or Modification
A Vendor may, without prejudice to itself, modify or withdraw its response by written request, provided that the request is received by Pathfinder prior to the proposal due date.  
[bookmark: _Toc331942212]Costs Information
Cost and pricing shall be provided for all functionality included and be broken down by each system element covered in the Vendor’s response.  An overall aggregated price for the entire response with no breakdown shall not be accepted.
Vendor shall state all assumptions used for pricing.
[bookmark: _Toc135470564][bookmark: _Toc331942213]EVALUATION CRITERIA
Pathfinder will evaluate participating vendor proposals on all elements of each response.  The approximate criteria for evaluation will be:

1) Cost							25%
2) Reputation, customer service, service 			25%
quality, availability and resiliency
3) System Security						10%
4) Breadth of services included and match with		10%
Pathfinder need
5) Potential scalability for use in other Pathfinder 		10%
locations abroad
6) Implementation support and planning			10%
7) Quality of proposal						10%

[bookmark: _Toc40861010][bookmark: _Toc40861370][bookmark: _Toc40861730][bookmark: _Toc42588023][bookmark: _Toc493322772]

[bookmark: _Toc331942214]Proposal Contents
[bookmark: _Toc331942215]Vendor proposals should include the following information
[bookmark: _Toc331942216]Executive Overview
Provide an executive summary of the system being proposed.
[bookmark: _Toc331942217]Company Background
[bookmark: _Toc35073867][bookmark: _Toc42919108]Provide an overview of your company, ownership, number of employees, revenue, number of years in business, sample customer list, number of customers, and three to five year growth and development plans. 
[bookmark: _Toc331942218]Voice-over-IP (VoIP) Experence
Describe your experience with and approach to VoIP systems.  Include market share, industry recognition, awards, certifications, relevant patents etc.
[bookmark: _Toc331942219]Proposed System and Questions
Describe the proposed system for Pathfinder International and the answer to all relevant questions in Section 4 of this RFP+. Answers to specific questions do not count against the 25 page limit.
[bookmark: _Toc331942220]Statistics
Please submit statistics that you consider relevant to evaluate your service, including at least the following or equivalents:
1) Measured system uptime in the last 5 years
2) Customer retention rates
3) Customer satisfaction rates
4) System automated, measured and customer-submitted call quality metrics that you maintain such as:

· % dropped calls
· Call placement speed
· Packet loss
· Latency
· Jitter
· Latency
· R-factor
· Mean Opinion Score
· Burst density
· Gap density
[bookmark: _Toc331942221]Customer References
Please submit at least 3 customer references where you have implemented a similar system over the past two years including individual contact information.  Please include at least one reference that is similar in scope and size to what is being proposed.
Pathfinder will give particular weight to references that match the following similar criteria:

· Work with international non-profits
· Demonstrate experience working in low-resource settings
· Work with frequent travel to Africa, Asia and South America
[bookmark: _Toc331942222][bookmark: _Toc35073870][bookmark: _Toc42919111]Relevant Certifications
Please list all relevant certifications or standards that you maintain that are relevant to the proposed system.  This list includes but is not limited to: SAS70, SSAE16, ISO, SafeHarbor, PCI. Please include a statement of compliance with Massachusetts 201 CMR 17 regulations on personally-identifiable information.
[bookmark: _Toc331942223]Completion of Appendix Spreadsheets
Please include a completed version of the spreadsheet in the appendices to this RFP.  These do not count against the 25 page limit.

Appendix A: System Costs and Dialing Rates
[bookmark: _Toc331942224]Additional Materials
Please any additional materials you think relevant to distinguish your proposal.


[bookmark: _Toc331942225]Desired System Overview
[bookmark: _Toc331942226]VOIP System
The system proposed must support Voice-Over-IP (VOIP). Pathfinder will consider proposals for systems that hosted, partially hosted, onsite hardware PBX or onsite software PBX.  Some of the questions or information below will only apply to one of these system options; please answer as relevant.
[bookmark: _Toc331942227]SCOPE: Pathfinder US Offices
Pathfinder International is seeking a replacement phone system for two offices:
		
1) Headquarters – Watertown, MA
		110 people 
		8 conference rooms
		10 lines for shared spaces
		Receptionist

2) E2A office – Washington, DC
		30 people
		2 conference rooms
		1 shared space
		Receptionist
[bookmark: _Toc331942228]EXPANDABILITY WORLDWIDE
While this system covers only two US offices, the system proposed should be expandable in the future to additional Pathfinder offices in Africa, Asia and South America, if conditions and budgets are suitable. Please reference our web site (http://www.pathfinder.org) for any further information on where Pathfinder maintains offices.  Please describe interim or permanent options for routing international IP or phone traffic at least cost.
[bookmark: _Toc331942229]Current Situation
[bookmark: _Toc331942230]Phone System
We currently use the following setup for our phone systems:

1) Headquarters – Watertown, MA

· Nortel Norstar system 
· PRI card for 199 DID lines - 1-617-972-1200 through 1399
· Attendant system
· Duvoice voicemail system with 8 extensions – voicemail to email capability
· One toll-free number: 1-888-603-6500 that is forwarded to the main number 1-617-924-7200

		
2) E2A office – Washington, DC

· Nortel Norstar CallPilot 100 
· Attendant system
· 40 mailboxes and 4 simultaneous connections 
· 4 DID lines 
[bookmark: _Toc331942231]Network / Server Setup
Pathfinder’s server & network is as follows:
· Gigabit to the desktop
· Desktops connected to HP ProCurve 24 port 1Gbps switches
· Core systems use redundant Dell 6248 1Gbps or Dell 8024 10Gbps switches with stacking modules
· Each office location in the US has a 100mb Cogent internet connection
· Juniper firewalls (Watertown HQ is scheduled to transition to FortiNet in the fall 2012) 
· Windows 7 desktop OS
· Windows 2008 R2 server OS
· Fully virtualized servers using Hyper-V clusters
· Dell EqualLogic storage
· Worldwide Juniper VPN
· Microsoft Active Directory
· Microsoft Exchange 2010
· Microsoft SharePoint 2010
· Substantial use of Skype 
[bookmark: _Toc331942232]Conferences Rooms
We currently use the following in all our small and medium-sized conference rooms:
· Konftel 300W wireless conference phone 
· Phoenix Audio Quattro USB speaker/microphone for Skype and other computer-based applications
[bookmark: _Toc331942233]DESIRED FEATURES
[bookmark: _Toc331942234]Call Audio Quality
Our work in low-resource and developing countries means that call quality is often a challenge given the distances, networks and options available remotely. Call quality is of paramount importance in a phone system
[bookmark: _Toc331942235]System Features
The following features are required in any proposed system:
· Voicemail
· Voicemail to email
· Call forwarding
· Integration with Microsoft Exchange 2010 for user directory information
· Presence information 
· Hunt Groups
· Call transfer
· 3 or more party conferencing using the phone only
· Soft clients
· Pathfinder self-management options
· Receptionist phone features (multiple lines, expandable attendant console)
· Auto-attendant
· E911
· Call Redirect

The following features are desirable in any proposed system:

· Integration with Microsoft Active Directory for all user authentication and grouping
· Voice to text in SMS or email
· Skype integration
· Integration with Microsoft SharePoint 2010
· Up to 4 party conferencing using the phone only
· Video calling
· IM integration with AIM, Skype, Yahoo, Facebook
· SMS
[bookmark: _2__]

[bookmark: _Toc331942236]System Details
[bookmark: _Toc331942237]System Network Architecture
Using diagrams and descriptions, illustrate your proposed IP network design from the end-user phone through to the Public Switched Telephone Network (PSTN).  Please include all equipment that will participate in the proposed system.  Indicate any differences between Pathfinder offices.
[bookmark: _Toc331942238]System Hardware Overview
Identify the hardware components and their locations and features for:

· Network components
· PBX or server components or equivalents
· End-user systems
· Desktop
· Conference room
· Attendant
· System Management
[bookmark: _Toc331942239]Software Release of the Proposed System
Please identify the current software release for each product/model proposed and a three year history of major and minor software upgrades. 
[bookmark: _Toc331942240]Integration with Pathfinder Network
Explain how your proposed system design will function in the Pathfinder network and, if necessary, where new network equipment or setup will be required.
[bookmark: _Toc331942241]Vendor Infrastructure
Where relevant, describe the infrastructure that will handle the direct voice traffic, system management and general support of the proposed system. 
[bookmark: _Toc331942242]Direct Inward Dialing
Describe the process to support Pathfinder’s current DID numbers and port them to the proposed system. Are further DID blocks available in DC or Boston? 
[bookmark: _Toc331942243]Resiliency
As relevant, describe the proposed system’s resiliency and the operational failover capabilities in the face of:

At the Pathfinder facilities:

· Power loss 
· Network, server or storage hardware loss 
· Whole site events that render a complete site unusable
· Regional / city-wide events 

At the vendor or host facilities:

· Power loss 
· Network, server or storage hardware loss 
· Whole site events that render a complete site unusable
· Regional / city-wide events 

In the face of these events, describe which services will be affected and which will persist: regular voice traffic, local/long-distance/international dialing/E911. Describe any single points of failure.
[bookmark: _Toc331942244]Uptime History
If relevant, describe the proposed system’s uptime statistics since January 2009 – for any significant uptime event (system was unavailable for 15 minutes or more), describe the event’s origin, duration and steps taken to prevent further recurrence.
[bookmark: _Toc331942245]Security
[bookmark: _Toc331942246]Authentication
Describe how the IP system’s authentication process prevents: unauthorized access to common control elements and data resources, and abuse of telephony services (e.g., toll fraud).
[bookmark: _Toc331942247]Confidentiality and Privacy (Packet Sniffing)
Describe how the proposed IP system’s embedded features will secure communications privacy. How will the system counter packet sniffing attempts?   What parts of the network traffic is encrypted or non-encrypted?
[bookmark: _Toc331942248]Voicemail
What security features are included with voicemail system to prevent abuse and unauthorized access?  Describe how each works to provide this security.
[bookmark: _Toc331942249]EXPANSION OUTSIDE THE UNITED STATES
Describe the options for expanding the system for use in additional Pathfinder offices in locations such as Kenya, Nigeria, Vietnam, Peru and Burundi. Please describe the necessary conditions (such as bandwidth, local telecom companies or capabilities, PSTN bridging) for the system to work; and the limitations (no local calling, no E911) that the system would have should those conditions not be available.
[bookmark: _Toc331942250]MONITORING AND QoS
How does the proposed system provide end-to-end quality of service? Which industry standards are employed to guarantee this quality of service?
[bookmark: _Toc331942251]CONFERENCES
[bookmark: _Toc331942252]Multi-Party Conference Calls
Does the system provide multiple-party conference calls?  What are the limitations on user counts / location of participants?  Does the system provide video or screen-sharing?
Outline any and all hardware and software requirements necessary to support multi-party add-on conference call requirements. Indicate whether peripheral hardware, e.g., conference bridge servers, is required.
[bookmark: _Toc331942253]non-required features
Briefly describe additional options that Pathfinder has not specified in this RFP such as complex sales support, call centers, touch-to-talk and instant conferencing.
ABNORMAL CONDITIONS
[bookmark: _Toc331942254]VoIP Overflow Traffic
Describe how the proposed situation handle situations if WAN links are unavailable or traffic conditions are unacceptable.
Non-User PHONE LINES
Describe the options for services that typically need dedicated phone lines such as alarms, fax, and physical monitoring systems.
[bookmark: _Toc331942256]stations 
[bookmark: _Toc331942257]Station Types
Describe your recommended stations for the following types of end users:

· Standard
· Executive
· Executive Assistant
· Other – any other delineated type you recommend
User Station Features
Does the proposed communications system support each of the user features listed below. Identify any of the features listed below that require additional hardware and/or software because they are not included as part of the standard software package. Indicate differences between the user station and soft-client for each feature.

1) Add-On Conference (six party or more)
2) Automatic Callback
3) Intercom
4) Automatic Intercom
5) Bridged Call Appearance
6) Call Log / History – missed/received/duration & call back
7) Call Back Last Internal Caller
8) Call Coverage (Programmed)
a. Internal and External Call Programming
b. Time of Day/Day of Week Call Programming
c. Internal Caller ID Programming
9) Call Forwarding – All Calls
10) Call Forwarding – Busy/Don’t Answer
11) Call Forwarding – Find Me/Follow Me
12) Call Forwarding – Off Premises
13) Call Forwarding – Ringing
14) Call Hold
15) Call Park
16) Call Pickup – Individual
17) Call Pickup – Group
18) Call Transfer
19) Call Waiting
20) Caller ID of current calls
21) Caller ID linked to Microsoft Exchange or Other Contact List
22) Company-Wide 3 or 4-Digit dialing
23) Consecutive Speed Dialing
24) Consultation Hold
25) Dial by Name
26) Distinctive Ringing
27) Do Not Disturb
28) Elapsed Call Timer
29) Emergency Access to Attendant
30) Executive Access Override
31) Executive Busy Override
32) Facility Busy Indication
33) Group Listening
34) Hands-Free Dialing
35) Instant Messaging
36) Last Number Redialed
37) Line Lockout
38) Loudspeaker Paging Access
39) Malicious Call Trace
40) Message Waiting Activation
41) Multiple Lines on One Station
42) Music On Hold
43) Off-Hook Alarm
44) Personal Speed Dialing
45) Personalized Ringing
46) Priority Calling
47) Privacy – Attendant Lockout
48) Privacy – Manual Exclusion
49) Recall Signaling
50) Ringing Tone Control
51) Screen Sharing
52) Speed Dial List
53) Text Messages
54) Trunk Flash
55) Trunk-to-Trunk Connections
56) Video calling
57) Whisper Page
58) Other
[bookmark: _Toc331942258]Additional Desktop Options and Accessories
Provide a brief description of all necessary and optional additional desktop options and accessories.
[bookmark: _Toc331942259][bookmark: _Toc331942260]Service Extensions
Does the proposed system handle service extensions for particular message delivery, such as office closings or inclement weather?
Inter and Intra-Office Commnucations
Describe the system’s capabilities for communications between and within Pathfinder offices including 3 or 4 digit dialing and all other appropriate features.
Conference Rooms
Describe your recommendations for stations for conference rooms that handle 1-10 people, 10-20 people and larger than 20 people. Does the system have wireless options for conference room equipment?
Unified Communications
Describe the unified communications features of your proposed system. How will the end-user access:

· Directory information
· Presence across multiple communications streams (Skype, IM, Voice, Video)
· Routing of all communications streams across multiple devices (hardware station, soft-phone, personal mobile devices and tablets, Pathfinder-owned mobile devices and tablets
[bookmark: _Toc331942261]ATTENDANT
Describe the physical hardware, software and system options available for handling typical attendant functionality. Include options for automated and manual handling and the options for switching between these two modes (which first, time-based, night-attendant, manual changeover, # rings, etc.).  Describe options for manual attendant mobility (attendant who can perform other duties around the office but still handle inbound calls).
Additional Inbound Calling Features
Describe the additional features such as (auto-callback, click-to-call-me) that the proposed system offers for external parties who wish to make contact with Pathfinder International.
[bookmark: _Toc331942262]System Capacity
List the maximum number of independent stations that can be supported by the proposed system. 
[bookmark: _Toc331942263]Integration
[bookmark: _Toc331942264]Conference Room Control Systems
Describe the options for integration with conference room control systems? If options are available, please list the most recommended control systems that the vendor has experience integrating with.
[bookmark: _Toc331942265]Skype
Describe the proposed systems ability to integrate with Skype including the following questions:
1. Can a user dial out to a Skype connection?
2. How does the soft-client interact with Skype – voice, video, IM and screen-sharing?
3. How does the system interact with Skype presence information?
4. Can the system’s directory integrate with Skype?
[bookmark: _Toc331942266]Instant Messaging (IM)
Does the proposed system include an IM client? Indicate whether the IM client integrates with any of the following:
· Skype
· AIM
· Microsoft Lync
· MSN Messenger
· Facebook
· Twitter
· Others 
[bookmark: _Toc331942267]Microsoft Active Directory
Describe the proposed system’s integration options with Microsoft Active Directory for user administration, authentication and role management.
[bookmark: _Toc331942268]Microsoft Exchange Global Address List 
Describe the proposed system’s integration options with the Global Address List (or other directory options) in Microsoft Exchange for the maintenance of user contact information.
[bookmark: _Toc331942269]Microsoft SharePoint
Describe the proposed system’s integration options with Microsoft SharePoint for click-to-dial, directory information and any other available options.
[bookmark: _Toc331942270]Standards
Describe the standards such as LDAP that he proposed system supports.
[bookmark: _Toc331942271]APIs
Describe any APIs that the proposed system offers that Pathfinder could use to integrate with other information systems.  Should APIs be available, please provide copies of documentation (this will not count against the 25 page limit).
[bookmark: _Toc331942272]Call Detail records
Please indicate which of the listed fields are included in your call detail record data. 

· Date of call
· Time of call
· Call duration
· Dialed number
· Calling number
· Account code
· Authorization code
· Billing Code
· Call bandwidth
· Time to place call
· Measured call quality
[bookmark: _Toc331942273]Call Recording
Describe automatic and manual call recording functionality. Can this functionality be accessed:

· At the station by the end user?
· By administrative staff through the management system?
[bookmark: _Toc331942274]Directory functionality
[bookmark: _Toc331942275]Inward Dialing
Are directories separated by site? Can a caller access directories for all sites? Does the proposed system enable callers to individuals by extension; search by first or last name; or with operator assistance?
[bookmark: _Toc331942276]Search
What directory search options are available to users?
[bookmark: _Toc331942277]Contact Information
Should the directory not integrate with Microsoft Exchange, what fields of user information are available?
[bookmark: _Toc331942278]voicemail
For the following list of scenarios please describe how the user can manage voicemail on the station, remotely, through email, through a web browser, in a soft-phone or other option.  Please also indicate whether and how these features are integrated:  for instance if voicemail is forwarded to email and also available from the station, if the voicemail is deleted in email will it be deleted from the station’s voicemail box? In that scenario, if the station has a voicemail received physical indicator, will it turn off after the voicemail is deleted from email?
[bookmark: _Toc331942279]Greetings
Describe the individual user automated greeting options that the system provides?
[bookmark: _Toc331942280]Message Indication
How does the proposed system indicate the receipt of voice mail at the station (i.e., a message-waiting light, altered dial tone, or another way)?
[bookmark: _Toc331942281]Voicemail Status
How does the proposed system reveal the number of new and total messages? 
[bookmark: _Toc331942282]Message Reply
How does the proposed system enable the mailbox owner to respond to a message from someone within the system?
[bookmark: _Toc331942283]Remote Retreival
How does a person retrieve voicemail when outside the office?
[bookmark: _Toc331942284]Voicemail Handling
Does the system support:

· voicemail to email
· voicemail to SMS
· voice transcription to text 
[bookmark: _Toc331942285]User Controls
Which of the following functions will the mailbox user be able to control? List any additional functions in the proposed system.

· play back messages
· skip to next message
· replay message
· replay faster or slower
· pause
· append information
· forward message to one or more individuals
· forward message with introduction


[bookmark: _Toc331942286]System Management 
GENERAL
Describe the management system and options for the proposed system. For each option please denote:

1) Is the option is available to Pathfinder administrative staff or requires further vendor assistance
2) Does the option require any system reset
3) Does the option incur additional cost

Describe how Pathfinder will manage the proposed system for the following actions:

· Add a phone and/or line
· Change user information
· Remove a line and/or phone
· Re-assign a line
· Add a soft-phone
· Install a soft-phone
· Remove a soft-phone
· Manage a user’s voicemail
· System capacity management

Describe any differences in how Pathfinder staff will manage the system for the two offices in the US or, if the system is further expanded, outside the US.
Monitoring and Reporting
Describe all available VoIP monitoring records and reports and all available parameters monitored, including:

· % dropped calls
· Call placement speed
· Packet loss
· Latency
· Jitter
· Latency
· R-factor
· Mean Opinion Score
· Burst density
· Gap density
· Uptime / system availability
Can a system administrator monitor call quality statistics in real time?  
[bookmark: _Toc331942288]Reports
Describe the proposed system’s usage, quality, directory, maintenance and inventory reports. Describe additional reporting capabilities.
[bookmark: _Toc331942289]Alarm Conditions AND ALERTS
Describe how the proposed management system defines major, minor, and warning alarms, and the options for delivery of alarm conditions to system administrators.



[bookmark: _3__][bookmark: _5__][bookmark: _Toc331942290]SERVICES
[bookmark: _Toc331942291]MAINTENANCE AND SUPPORT
[bookmark: _Toc331942292]Standard Contracts / Service-Level Agreements
Please provide a copy of their standard contract agreements for procurements, maintenance, and/or licensing for all proposed products and services.  These agreements do not count against the 25 page limit.
[bookmark: _Toc331942293]Maintenance
If relevant, what maintenance programs are you proposing? Specifically, describe the program, features, services, response times, and costs.
[bookmark: _Toc331942294]Maintenance Personnel and Response Times
If relevant, please describe the capabilities and location of your maintenance personnel. Define your company’s policy regarding major & minor outages, including definition of a major & minor outage, response time and dispatch procedure.
[bookmark: _Toc331942295]Maintenance Access
Describe the proposed system’s support for remote maintenance operations for customer access and for an outside maintenance service provider. Specify the following: how the system alerts a remote service center when an alarm condition occurs and security measures to prevent unauthorized access.
[bookmark: _Toc331942296]Support
Describe the standard policies and procedures for handling system support:

· Online
· Online Chat
· Call-back
· Call-in
· Ticketing
[bookmark: _Toc331942297]WARRANTY AND REPAIR
If relevant, describe the warranty program including the standard warranty and any extended warranty coverage available for the proposed system. 
[bookmark: _3.1_Overview_of][bookmark: _Proposed_System][bookmark: _Toc40861124][bookmark: _Toc40861484][bookmark: _Toc40861844][bookmark: _Toc42588137][bookmark: _5.1_Proposed_System][bookmark: _Toc40861127][bookmark: _Toc40861487][bookmark: _Toc40861847][bookmark: _Toc42588140][bookmark: _3.3_Proposed_System][bookmark: _5.2_Proposed_System][bookmark: _3.4_Hardware_Configuration][bookmark: _5.3_Hardware_Configuration][bookmark: _Toc331942298]PROFESSIONAL SERVICES
Describe your professional services to implement and support the proposed system. Describe any services that further integrate or customize the system. These services would be “above and beyond” the normal services provided as part of the standard offerings.
[bookmark: _Toc40689658][bookmark: _Toc40861141][bookmark: _Toc40861501][bookmark: _Toc40861861][bookmark: _Toc42588154][bookmark: _3.5_System_Software][bookmark: _5.4_System_Software][bookmark: _Toc331942299]Project Management for Implementation
Describe the project management approach, methodology and staffing for the implementation of the proposed system.
[bookmark: _Toc331942300]SUBCONTRACTORS
Disclose the planned use, name, and address of any subcontractor that will perform twenty percent or more of the services described in your proposal.  In addition, you may choose to identify any other subcontractor that you believe may add value. Describe the work the subcontractor will be performing.
[bookmark: _Toc331942301]IMPLEMENTATION 
[bookmark: _Toc331942303]Two Phases
Pathfinder intends to implement a VoIP system in two phases:

Phase 1: E2A project in Washington DC
Phase 2: Headquarters in Watertown, MA

Depending on the system implementation requirements, we may include a break of 1-2 months between phases. For answers to the implementation questions, provide answers that consider this phased approach. 
Duration
Please describe the typical duration of an implementation project. If available, please supply a sample project plan that delineates the phases and requirements for a successful implementation.
Pathfinder Personnel
Describe the commitments of Pathfinder personnel necessary for a successful implementation.
[bookmark: _Toc331942304]Project Start
Please indicate when an implementation project could begin and the dates between September 2012 and January 2013 where implementation would be unavailable.
[bookmark: _Toc331942305]Cutover
Describe the methodology, processes and procedures, and test plan for the logical and physical cutover of the proposed system.  Describe the recovery procedures should the cutover be unsuccessful.
[bookmark: _Toc331942306]Acceptance
The acceptance of the VoIP Service is to ensure that capacity and quality have been provisioned successfully.  Describe the process / procedures for acceptance or dispute after the transition has been completed. 
[bookmark: _Toc40689660][bookmark: _Toc40861143][bookmark: _Toc40861503][bookmark: _Toc40861863][bookmark: _Toc42588156][bookmark: _Toc40689664][bookmark: _Toc40861147][bookmark: _Toc40861507][bookmark: _Toc40861867][bookmark: _Toc42588160][bookmark: _Toc40861150][bookmark: _Toc40861510][bookmark: _Toc40861870][bookmark: _Toc42588163][bookmark: _Toc331942307]TRAINING 
[bookmark: _Toc331942308]Implementation Training
What initial training is necessary and available for our personnel to use and support the proposed system?

· End users for physical stations and soft clients
· Conference room equipment
· Attendant
· System administrators
[bookmark: _Toc331942309]Methodology
Outline the methodology of the trainings offerings (such as on-site, off-site, online, self-paced).
[bookmark: _Toc331942310]On-going Training
Describe additional or ongoing training requirements and methodologies.
[bookmark: _Toc331942311]BILLING
Describe your billing processes and timing.
[bookmark: _Toc331942312]Billing Codes
Describe the proposed system’s support for individual user, individual call or administrative billing codes (entered as part of a line or end user’s profile) and consequent reporting in a billing cycle.

[bookmark: _Toc331942313]PRICING
[bookmark: _Toc331942314][bookmark: _Toc119255877][bookmark: _Toc119256726]Disclose All Costs
All costs, inclusive of hardware, software, services, shipping, installation charges, manuals, training, etc. must be fully and plainly disclosed. All prices must remain in effect for 120 days from the proposal due date. Vendors must itemize all components, products, services, costs, etc. Include a fixed cost bid that includes all installer travel & per diem. 

Please complete the spreadsheet included in Appendix A including all system implementation pricing and pricing for local and long distance and international calling to the countries listed in the appropriate worksheet.
[bookmark: _Toc331942315]System and Contract Duration
Please provide pricing for 2, 3 and 5 year contract durations. Please complete additional Appendix A worksheets for each available option.
[bookmark: _Toc331942316]Hardware financing
If relevant and available, please describe options for hardware purchase or financing including the following options:

· Purchase
· As part of an increased monthly service fee
· 3 year financing


[bookmark: _Toc331942317]Appendix A – System Costs
Please complete the attached Costs.xls spreadsheet for all costs associated with the proposed system.  The spreadsheet has areas for implementation, ongoing recurring costs and dialing rates.

If multiple system options are being proposed, please complete one spreadsheet per option with all associated costs and rates. 
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Costs.xlsx


Costs.xlsx
Instructions

		Completion Instructions



		1) If multiple options are being proposed, please complete one spreadsheet workbook per option



		2) For all implementation costs, please complete the relevant sections in the "Implementation Costs" worksheet

		The workbook is for one time implementation, hardware, system, software and other costs

		Please add additional lines to each section if needed

		Please add additional sections as needed



		3) For all recurring or ongoing  costs, please complete the relevant sections in the Recurring Monthly Costs" worksheet

		If the cost is an annual one, please provide a monthly total

		If the service cost includes implementation costs, please note in the implementation cost worksheet

		Please add additional lines to each section if needed

		Please add additional sections as needed



		4) Please complete the following information

		System description label (if multiple system options are proposed)

		Number of user stations 

		System overview





Implementation Costs

		User Station Hardware

		Proudct Number		Description		Quantity		Unit Price		Total

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

		Attendant Hardware

		Product				Quantity		Unit Price		Total

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

		System Hardware

		Product				Quantity		Unit Price		Total

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00



		Software

		Product				Quantity		Unit Price		Total

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00



		Installation

		Product				Quantity		Unit Price		Total

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

		Professional Services

		Product				Quantity		Unit Price		Total

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

		Training

		Product				Quantity		Unit Price		Total

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

		Documentation

		Product				Quantity		Unit Price		Total

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

		Other - please describe

		Product				Quantity		Unit Price		Total

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00





Recurring Costs

		Monthly Service Costs

		Proudct Number		Description		Quantity		Unit Price		Total

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

		Monthly Maintenance Costs

		Product				Quantity		Unit Price		Total

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

		Federal, State and Local Charges

		Product				Quantity		Unit Price		Total

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

		Other - please describe

		Product				Quantity		Unit Price		Total

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00

						0		$0.00		$0.00





Dialing Rates

		Domestic Rates

		Interstate		Intrastate		Intralata

		$0.0000		$0.0000		$0.0000



		International Rates

		Country		Landline		Mobile Phone

		Angola		$0.0000		$0.0000

		Bangladesj		$0.0000		$0.0000

		Benin		$0.0000		$0.0000

		Botswana		$0.0000		$0.0000

		Brazil		$0.0000		$0.0000

		Burkina Faso		$0.0000		$0.0000

		Burundi		$0.0000		$0.0000

		China		$0.0000		$0.0000

		Côte D'Ivoire		$0.0000		$0.0000

		Democratic Republic of the Congo		$0.0000		$0.0000

		Denmark		$0.0000		$0.0000

		Ecuador		$0.0000		$0.0000

		Egypt		$0.0000		$0.0000

		Ethiopia		$0.0000		$0.0000

		France		$0.0000		$0.0000

		Ghana		$0.0000		$0.0000

		Guatemala		$0.0000		$0.0000

		Guinea		$0.0000		$0.0000

		India		$0.0000		$0.0000

		Indonesia		$0.0000		$0.0000

		Kenya		$0.0000		$0.0000

		Mali		$0.0000		$0.0000

		Mozambique		$0.0000		$0.0000

		Nepal		$0.0000		$0.0000

		Niger		$0.0000		$0.0000

		Nigerla		$0.0000		$0.0000

		Norway		$0.0000		$0.0000

		Pakistan		$0.0000		$0.0000

		Papua New Guinea		$0.0000		$0.0000

		Peru		$0.0000		$0.0000

		Rwanda		$0.0000		$0.0000

		South Africa		$0.0000		$0.0000

		South Sudan		$0.0000		$0.0000

		Spain		$0.0000		$0.0000

		Tanzania		$0.0000		$0.0000

		Uganda		$0.0000		$0.0000

		United Kingdom		$0.0000		$0.0000

		Viet Nam		$0.0000		$0.0000

		Yemen		$0.0000		$0.0000
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