UNIVERSITY OF ARKANSAS                                                               Request for Proposal   

	SUBMIT BID TO:
	Purchasing Department
	BU:
	VPFI
	
	R582581

	
	321 Administration Building
	Buyer:
	ELLEN FERGUSON
	
	

	
	Fayetteville, AR 72701
	Bid Opening Date:
	11/19/15
	Time:
	2:30 P.M.

	
	(479) 575-2551
	Bid Description:
	VOIP SYSTEM
	
	



	VENDORS WHO DO NOT WISH TO RESPOND TO A BID ARE NOT REQUIRED TO DO SO. 

HOWEVER, VENDORS NOT RESPONDING AND/OR SUBMITTING A “NO BID” RESPONSE TO THREE CONSECUTIVE BID INVITATIONS FOR THE REQUESTED COMMODITY MAY BE REMOVED FROM THE UNIVERSITY’S BIDDERS LIST.


Please Print or Type

	Company Name:
	
	
	Phone:
	

	Address:
	
	
	
	

	
	
	
	Fax:
	

	
	
	
	
	

	City:
	
	
	EMail:
	

	State:
	
	
	Web Site:
	

	Zip Code:
	
	
	
	


	SIGNATURE REQUIRED FOR RESPONSE

THIS OFFICIAL BID SHEET MUST BE SIGNED AND RECEIVED IN A SEALED ENVELOPE  WITH VENDOR NAME, BID NUMBER, AND BID OPENING DATE CLEARLY NOTED ON OUTSIDE OF ENVELOPE IN ORDER FOR BID TO BE ACCEPTED.  BID WILL BE ACCEPTED EITHER SIGNED IN INK OR WITH ELECTRONIC OR FACSIMILE SIGNATURE.
BIDS MAY NOT BE FAXED DIRECTLY TO UNIVERSITY IN RESPONSE TO THIS REQUEST FOR PROPOSAL.
NOTE: The above listed date and time is the LATEST the bid will be accepted. ANY bids received after that time will NOT be considered.
NOTE:  Pricing awarded on a resulting contract from this bid shall be available to all University of Arkansas departments.  Terms stated in the bid response, including pricing and delivery, are available for use outside of the Northwest Arkansas region, but may result in higher shipping costs.

NOTE:  All Arkansas state agencies and institutions of higher education may utilize or "Piggy Back"

onto this contract if it is acceptable to the supplier and in the best interest of the institution and the

taxpayers of the state of Arkansas.

By signing below, bidder agrees to furnish the items and/or services listed herein at the prices and/or under the conditions indicated in the official Bid Document.
Name (Type or Print): ________________________________        Title: _______________________________
                  Signature:  ________________________________        Date:_______________________________ 




STANDARD TERMS AND CONDITIONS

	1.
	PREPARATION OF BIDS
	

	
	
	

	
	1.1
	Failure to examine any drawings, specifications, and instructions will be at bidder’s risk.

	
	1.2
	All prices and notations must be printed in ink or typewritten.  No erasures permitted.  Errors may be crossed out and corrections printed in ink or typewritten adjacent, and must be initialed in ink by person signing bid.

	
	1.3
	Brand Name References: Unless specified “No Substitute” any catalog brand name or manufacturer’s reference used in the bid invitation is descriptive only, not restrictive, and used to indicate the type and quality desired.  If bidding on other 
than referenced specifications, the bid must show the manufacturer, brand or trade name, and other descriptions, and 
should include the manufacturer’s illustrations and complete descriptions of the product offered.  The University reserves the right to determine whether a substitute offered is equivalent to and meets the standards of the item specified, and the University may require the bidder to supply additional descriptive material, samples, or demonstrators.   The bidder guarantees that the product offered will meet or exceed the referenced product and/or specifications identified in this bid invitation.   If the bidder takes no exception to the specifications, bidder will be required to furnish the product exactly as specified in the invitation.



	
	1.4
	Samples: Samples or demonstrators, when requested, must be furnished free of expense to the University.   Samples not destroyed during reasonable examination will become property of the University unless bidder states otherwise.  All 
demonstrators will be returned after reasonable examination.  Each sample should be marked with the bidder’s name 
and address, bid number and item number.

	
	1.5
	Time of Performance: The number of calendar days in which delivery will be made after receipt of order shall be stated in the bid.



	2.
	SUBMISSION OF BIDS
	

	
	2.1
	Bids, modifications or corrections thereof received after the closing time specified will not be considered.



	3.
	ACCEPTANCE OF BIDS
	

	
	3.1
	The University reserves the right to accept or reject all or any part of a bid or any and all bids, to waive any informality, and to award the bid to best serve the interest of the University.

	
	3.2
	If a bidder fails to state the time within which a bid must be accepted, it is understood and agreed that the University shall have 60 days to accept.



	4.
	ERROR IN BID
	

	
	4.1
	In case of error in the extension of prices in the bid, the unit price will govern.  No bid shall be altered or amended after the specified time for opening bids.

	
	
	


	5.
	AWARD
	

	
	5.1
	Contracts and purchases will be made or entered into with the lowest responsible bidder meeting specifications or on the basis for best value.

	
	5.2
	When more than one item is specified in the Invitation, the University reserves the right to determine the low bidder either on the basis of the individual items or on the basis of all items included in its Invitation for Bids, or as expressly stated in the Invitation for Bid.

	
	5.3

5.4         
	A written purchase order or contract award mailed, or otherwise furnished, to the successful bidder within the time of acceptance specified in the Invitation for Bid results in a binding contract without further action by either party.  The contract shall not be assignable by the vendor in whole or part without the written consent of the University.

Vendors awarded contracts for commodities and/or services are encouraged to participate in our University Shopping Mall. This online catalog database is operated by a third party provider and will allow all University departments to place orders to multiple vendors online. A monthly maintenance fee, to be negotiated between each vendor and the shopping mall data base provider, is required.


	6.
	DELIVERY
	

	
	6.1
	The Invitation for Bid will show the number of days to place a commodity in the University designated location under normal conditions.  If the bidder cannot meet the stated delivery, alternate delivery schedules may become a factor in award.  The University has the right to extend delivery if reasons appear valid.

	
	6.2
	Delivery shall be made during University work hours only, 8:00 a.m. to 4:30 p.m.., unless prior approval for other shipment has been obtained.

	
	6.3
	Packing memoranda shall be enclosed with each shipment.



	7.
	ACCEPTANCE AND REJECTION
	

	
	7.1
	Final inspection and acceptance or rejection may be made at delivery destination, but all materials and workmanship shall be subject to inspection and test at all times and places, and when practicable.  During manufacture, the right is reserved to reject articles which contain defective material and workmanship.  Rejected material shall be removed by and at the expense of the contractor promptly after notification of rejection.  Final inspection and acceptance or rejection of the materials or supplies shall be made as promptly as practicable, but failure to inspect and accept or reject materials or supplies shall not impose liability on the University thereof for such materials or supplies as are not in accordance with the specification.  In the event necessity requires the use of materials or supplies not conforming to the specification, payment may be made with a proper reduction in price.



	8.
	TAXES AND TRADE DISCOUNTS
	

	
	8.1
	Do not include state or local sales taxes in bid price.

	
	8.2
	Trade discounts should be deducted from the unit price and net price should be shown in the bid.


	9.
	DEFAULT
	

	
	9.1
	Back orders, default in promised delivery, or failure to meet specifications authorize the University to cancel this contract to the defaulting contractor.  The contractor must give written notice to the University of the reason and the expected delivery date.


	
	9.2
	Consistent failure to meet delivery without a valid reason may cause removal from the bidders list or suspension of 
eligibility for award.



	10.
	WAIVER
	

	
	10.1
	The University reserves the right to waive any General Condition, Special Condition, or minor specification deviation when considered to be in the best interest of the University, so long as such waiver is not given so as to deliberately 
favor any single vendor and would have the same effect on all vendors.

	11.
	CANCELLATION
	

	
	11.1
	Any contract or item award may be canceled for cause by either party by giving 30 days written notice of intent to cancel.  
Cause for the University to cancel shall include, but is not limited to, cost exceeding current market prices for comparable purchases; request for increase in prices during the period of the contract; or failure to perform to contract 
conditions.  The contractor will be required to honor all purchase orders that were prepared and dated prior to the date of expiration or cancellation if received by the contractor within period of 30 days following the date of expiration or cancellation.  Cancellation by the University does not relieve the Contractor of any liability arising out of a default or nonperformance.  If a contract is canceled due to a request for increase in prices or failure to perform, that vendor shall be removed from the Qualified Bidders List for a period of 24 months.  Cause for the vendor to cancel shall include, but is not limited to the item(s) being discontinued and unavailable from the manufacturer.



	12.
	ADDENDA
	

	
	12.1
	Addenda modifying plans and/or specifications may be issued if time permits.  No addendum will be issued within a period of three(3) working days prior to the time and date set for the bid opening.  Should it become necessary to issue an addendum within the three-day period prior to the bid opening, the bid date will be reset giving bidders ample time to answer the addendum.

	
	12.2
	Only written addenda is part of the bid packet and should be considered.



	13.
	ALTERNATE BIDS
	

	
	13.1
	Unless specifically requested alternate bids will not be considered.  An alternate is considered to be a bid that does not comply with the minimum provisions of the specifications.



	14.
	BID OPENINGS
	

	
	14.1
	Bid opening will be conducted open to the public.  However, they will serve only to open, read and tabulate the bid price on each bid.  No discussion will be entered into with any vendor as to the quality or provisions of the specifications and no award will be made either stated or implied at the bid opening.



	15.
	DEBRIS REMOVAL
	

	
	15.1
	All debris must be removed from the University after installation of said equipment.




ALL BIDS SUBMITTED SHALL BE IN COMPLIANCE WITH THE GENERAL CONDITIONS SET FORTH HEREIN.  THE BID PROCEDURES FOLLOWED BY THIS OFFICE WILL BE IN ACCORDANCE WITH THESE CONDITIONS.  THEREFORE, ALL VENDORS ARE URGED TO READ AND UNDERSTAND THESE CONDITIONS PRIOR TO SUBMITTING A BID.

Please send one (1) signed original, and three (3) signed copies (including 1 copy on CD and/or USB Flash Drive) of your response to this bid.  The extra copies are needed for bid evaluation purposes.  In addition, please provide an electronic redacted copy of the complete bid response. The redacted copy should reflect the same pagination as the original, show the empty space from which information was redacted, and should be submitted on a CD or flash drive, preferably in a PDF format.  Except for the redacted information, the redacted copy must be identical to the original hard copy.  The respondent is responsible for ensuring the redacted copy on CD/flash drive is protected against restoration of redacted data. Please do not send bid responses to different bids in the same envelopes.
VOIP SYSTEM  REQUEST FOR PROPOSAL AS PER ATTACHED

Respondents must address each of the requirements of this bid request which is in the format of a Request for Proposal. Vendor’s required responses should contain sufficient information and detail for the University to further evaluate the merit of the vendor’s response. Failure to respond in this format may result in bid disqualification. 

 

IMPORTANT: If questions are submitted to the University to clarify bid specifications or the scope of the bid, an individual response will be sent to the submitting party only. All question and answer documents will be immediately posted to the University Hogbid website, information and a link is listed here:  http://hogbid.uark.edu/index.php  for interested firms, companies, individuals to review. It is the responsibility of all parties to review the University official bid website, Hogbid, to be informed of all important information specific to the solicitation. 

 
General Campus Background for University of Arkansas

Founded in 1871 as a land-grant institution, the University of Arkansas, Fayetteville Arkansas, is the flagship campus of the University of Arkansas System. Our students represent all 50 states and more than 120 countries. The UofA has 10 colleges and schools offering more than 210 academic programs. As of Fall 2014, student enrollment totaled approximately 26,237. The faculty count totaled 1,288 and the staff count totaled 3,108. The UofA is the state’s foremost partner and resource for education and economic development. Its public service activities reach every county in Arkansas, throughout the nation, and around the world.  The Carnegie Foundation classifies the UofA as having "the highest possible level of research," placing us among the top 2 percent of colleges and universities nationwide.
Proprietary Information
Proprietary information submitted in response to this bid will be processed in accordance with applicable State of Arkansas procurement procedures.  Documents pertaining to the bid become the property of the State and shall be open to public inspection subsequent to bid opening.  Any proprietary information must be identified and sealed separately within proposal [include with Original and any required Copies].

Note of caution:  Do not attempt to mark the entire proposal as "proprietary".  Do not submit letterhead or similarly customized paper within the proposal to reference the page(s) as "Confidential" unless the information is sealed separately and identified as proprietary.  Acceptable proprietary items may include references, resumes, and financials or system/software/hardware manuals. Cost cannot be considered as proprietary.
Ethical Standards

It shall be a breach of ethical standards for a person to be retained, or to retain a person, to solicit or secure a state contract upon an agreement or understanding for a commission, percentage, brokerage, or contingent fee, except for retention of bona fide employees or bona fide established commercial selling agencies maintained by the contractor for the purpose of securing business
Arkansas Technology Access Clause

When procuring a technology product or when soliciting the development of such a product, the State of Arkansas is required to comply with the provisions of Arkansas Code Annotated § 25-26-201 et seq., as amended by Act 308 of 2013, which expresses the policy of the State to provide individuals who are blind or visually impaired with access to information technology purchased in whole or in part with state funds.  The Vendor expressly acknowledges and agrees that state funds may not be expended in connection with the purchase of information technology unless that system meets  the  statutory requirements found in 36 C.F.R. § 1194.21, as it existed on January 1, 2013 (software applications and operating systems) and 36 C.F.R. § 1194.22, as it existed on January 1, 2013 (web-based intranet and internet information and applications), in accordance with the State of Arkansas technology policy standards relating to accessibility by persons with visual impairments.
Accordingly, the vendor expressly represents and warrants to the State of Arkansas through the procurement process by submission of a Voluntary Product Accessibility Template (VPAT) or similar documentation to demonstrate compliance with 36 C.F.R. § 1194.21, as it existed on January 1, 2013 (software applications and operating systems) and 36 C.F.R. § 1194.22, as it existed on January 1, 2013 (web-based intranet and internet information and applications) that the technology provided to the State for purchase is capable, either by virtue of features included within the technology, or because it is readily adaptable by use with other technology, of:

· Providing, to the extent required by Arkansas Code Annotated § 25-26-201 et seq., as amended by Act 308 of 2013, equivalent access for effective use by both visual and non-visual means;

· Presenting information, including prompts used for interactive communications, in formats intended for non-visual use; 

· After being made accessible, integrating into networks for obtaining, retrieving, and disseminating information used by individuals who are not blind or visually impaired;

· Providing effective, interactive control and use of the technology, including without limitation the operating system, software applications, and format of the data presented is readily achievable by nonvisual means;

· Being compatible with information technology used by other individuals with whom the blind or visually impaired individuals interact;

· Integrating into networks used to share communications among employees, program participants, and the public; and

· Providing the capability of equivalent access by nonvisual means to telecommunications or other interconnected network services used by persons who are not blind or visually impaired.

If the information technology product or system being offered by the Vendor does not completely meet these standards, the Vendor must provide an explanation within the Voluntary Product Accessibility Template (VPAT) detailing the deviation from these standards.

State agencies cannot claim a product as a whole is not commercially available because no product in the marketplace meets all the standards. Agencies must evaluate products to determine which product best meets the standards.  If an agency purchases a product that does not best meet the standards, the agency must provide written documentation supporting the selection of a different product.

For purposes of this section, the phrase “equivalent access” means a substantially similar ability to communicate with, or make use of, the technology, either directly, by features incorporated within the technology, or by other reasonable means such as assistive devices or services which would constitute reasonable accommodations under the Americans with Disabilities Act or similar state and federal laws.  Examples of methods by which equivalent access may be provided include, but are not limited to, keyboard alternatives to mouse commands or other means of navigating graphical displays, and customizable display appearance.  As provided in Arkansas Code Annotated § 25-26-201 et seq., as amended by Act 308 of 2013, if equivalent access is not reasonably available, then individuals who are blind or visually impaired shall be provided a reasonable accommodation as defined in 42 U.S.C. § 12111(9), as it existed on January 1, 2013.

If the information manipulated or presented by the product is inherently visual in nature, so that its meaning cannot be conveyed non-visually, these specifications do not prohibit the purchase or use of an information technology product that does not meet these standards.
All State of Arkansas electronic and information technology purchases must be accessible as specified by standards listed in Arkansas Act 308. A copy of the act is available here: ftp://www.arkleg.state.ar.us/acts/2013/Public/ACT308.pdf.
A blank copy of the Voluntary Product Accessibility Template (VPAT) form is available here: http://www.itic.org/public-policy/accessibility
Note: All vendors should complete the VPAT form as it relates to the scope of the item(s) or commodity requested in the bid solicitation. Our expectation is that the vendor will assign technical personnel who understand accessibility to the task. If a component of a VPAT does not apply, it is up to the vendor to make that notation and explain why in the “Comments” column. The notation can be as simple as “Not a telecommunications or technology product.” 

Please note here if a Voluntary Product Accessibility Template (VPAT) form IS or IS NOT INCLUDED with this bid response. ______________________​______________________.

Failure to include the Voluntary Product Accessibility Template (VPAT) form (if needed) could result in bid disqualification.
University of Arkansas Logo / Trademark Licensing
Merchandise that carries a University logo or trademark must be purchased from vendors that are licensed through the Collegiate Licensing Corporation. Therefore, bidders are required to be currently licensed to carry the University of Arkansas logo in order to be eligible to submit bids for those requests that involve the University of Arkansas logo or trademark.  Only those offers submitted by currently licensed bidders will be considered for award.
Non-Discrimination and Affirmative Action

Vendor agrees to adhere to any and all applicable Federal and State laws, including laws pertaining to non-discrimination and affirmative action. 

a. Consistent with Ark. Code Ann. § 25-17-101, the vendor agrees as follows: (a) the vendor will not discriminate against any employee or applicant for employment because of race, sex, color, age, religion, handicap or national origin; (b) in all solicitations or advertisements for employees, the vendor will state that all qualified applicants will receive consideration without regard to race, color, sex, age, religion, handicap or national origin; (c) failure of the vendor to comply with the statute, the rules and regulations promulgated thereunder and this non- discrimination clause shall be deemed a breach of contract and this contract may be canceled, terminated or suspended in whole or in part; (d) the vendor will include the provisions of items (a) through (c) in every subcontract so that such provisions will be binding upon such subcontractor or vendor.

b. The parties hereby incorporate by reference the Equal Employment Opportunity Clause required under 41 C.F.R. § 60-1.4, 41 C.F.R. § 60-300.5(a), and 41 C.F.R. § 60-741.5(a), if applicable.
This contractor and subcontractor shall abide by the requirements of 41 CFR §§ 60-1.4(a), 60-300.5(a) and 60-741.5(a).  These regulations prohibit discrimination against qualified individuals based on their status as protected veterans or individuals with disabilities, and prohibit discrimination against all individuals based on their race, color, religion, sex, or national origin. Moreover, these regulations require that covered prime contractors and subcontractors take affirmative action to employ and advance in employment individuals without regard to race, color, religion, sex, national origin, protected veteran status or disability.

This contractor and subcontractor certify that they do not maintain segregated facilities or permit their employees to perform services at locations where segregated facilities are maintained, as required by 41 CFR 60-1.8.

Dun and Bradstreet DUNS Number

We highly encourage all University of Arkansas contract vendors to use a Dun and Bradstreet number (DUNS Number). The D & B DUNS Number is a unique nine digit identification sequence, which provides unique identifiers of single business entities, while linking corporate family structures together.  If your business has not registered, you may do so at: http://www.dnb.com/
If available, please provide your Dun and Bradstreet DUNS Number below:
_______________________________________
Additional Redacted Copy REQUIRED

Proprietary information submitted in response to this RFP will be processed in accordance with applicable State of Arkansas procurement law. Documents pertaining to the RFP become the property of the University of Arkansas and shall be open to public inspection when the bid solicitation has been awarded and a final contract agreement is complete. 

It is the responsibility of the respondent to identify all proprietary information included in their bid proposal response. The respondent shall submit one complete electronic copy of the proposal from which any proprietary information has been removed, i.e., a redacted copy (marked “REDACTED COPY”). The redacted copy should reflect the same pagination as the original, show the empty space from which information was redacted, and should be submitted on a CD or flash drive, preferably in a PDF format. Except for the redacted information, the redacted copy must be identical to the original hard copy submitted for the bid response to be considered. The respondent is responsible for ensuring the redacted copy on CD/flash drive is protected against restoration of redacted data. The redacted copy may be open to public inspection under the Freedom of Information Act (FOIA) without further notice to the respondent once a contract is final. If the required redacted copy is not received for the bid solicitation the entire proposal will be deemed “non-responsive” and will not be considered.  If during a subsequent review process the University determines that specific information redacted by the respondent is subject to disclosure under FOIA, the respondent will be contacted prior to release of the information.

University of Arkansas

Request for Proposal No. 582581

Hosted/Cloud Unified Communications and Collaboration Solution 
Opening Date: November 19, 2015, 2:30 pm

Section 1 – Project Overview 
1.1 Introduction to the University of Arkansas System 
Since its inception, the University of Arkansas System has developed a tradition of excellence that includes the state’s 1871 flagship, land-grant research university; Arkansas’s premier institution for medical education, treatment and research; a major metropolitan university; an 1890 land-grant university; two regional universities serving southern and western Arkansas; five community colleges; two schools of law; a presidential school; a residential math and science high school; a 100 percent-online university and divisions of agriculture, archeology and criminal justice. The individual entities of the UA System maintain cooperative strength as well as diverse offerings that exhibit unmatched economic and social impact to the state.

The UA System provides communities in Arkansas with access to academic and professional opportunities, develops intellectual growth and cultural awareness in its students and provides knowledge and research skills to an ever-changing society. The system enrolls more than 60,000 students, employs over 17,000 employees, and has a total budget of over $2 billion. An intrinsic part of the texture and fabric of Arkansas, the UA System is a driving force in the state’s economic, educational and cultural advancement.

1.2 Project Description 
The U of A System is soliciting proposals for a hosted or cloud-based unified communications and collaboration solution for the System office located at 2404 N. University Dr. Little Rock, AR  72207.  The System office has approximately 55 employees.
For purposes of this Request for Proposal (RFP), the terms “Communications as a Service” (CaaS), “hosted,” and “cloud- based” may be used interchangeably. Note that the RFP includes collaboration, and the use of CaaS is not intended to exclude any functionality. 
Upon completion of the RFP process, the U of A System intends to contract with the selected Vendor that best meets its needs. Vendor proposals must include application software; professional services, including implementation and training; and any required on-premises equipment. Vendor proposals must also include ongoing management, monitoring, and support, and must also meet the technical and functional requirements described on the following pages. 
1.3 Terms and Definitions 
For the purposes of this RFP, the following terms and definitions are used to help define the roles involved in producing the solution: 
a. Vendor: The proposing firm that is responsible for the solution. For purposes of this RFP, the terms Vendor, Proposer, and Contractor may be used interchangeably, although Proposer is limited to referencing potential Vendors (pre-award) and Contractor is specifically referencing the awarded Vendor. 
· b)  Manufacturer(s): The company or companies that make the solution components and provide the Vendor with technical support and upgrades to the underlying systems.  
c)  Service provider: The firm supplying the carrier services elements, although this may be the same company that is the Vendor in some situations. H
1.4 Minimum Requirements 
The U of A System requires, at the time of submission, that the proposing Vendor and the proposed products meet the minimum requirements listed in Section 1.4.1. Proposals may be rejected by The U of A System if these requirements are not met. 
1.4.1 Vendor Requirements 
1. Vendor has been an authorized distributor of the proposed cloud-based solutions for a minimum of six months and preferably one year or more. The Vendor must have full authorization and support from the manufacturer of the core solution.  
2. Vendor must employ (have on direct payroll or contract) a minimum of two software engineers certified on the proposed core products.  
3. Vendor is authorized to do business in Arkansas and has, or will obtain, the necessary licenses, registration and permits.  
4. Proposals must include all of the elements required for the solution, even if multiple entities are included in the product mix. The proposing Vendor (i.e., the prime contractor) must provide a coordinated project plan that includes the total solution, identifies all components that are provided by others, and act as the primary point of contact for the proposal, while providing contact information for the others in Section 3.1. Ideally the proposing Vendor will be able to deliver all products that make up the entire solution and minimize the use of third-party elements in the solution. 
1.5 Preliminary Calendar 
U of A System has established the following anticipated sequence of events and tentative schedule 

	
	Date 
	Day 
	Time 
	Project Activity 

	1 
	<October 20, 2015> 
	<Tuesday> 
	<12:00 p.m.> 
	Request for Proposal distributed 

	2 
	<October 28, 2015> 
	Wednesday> 
	5:00 p.m.> 
	Deadline for submission of questions 

	3 
	<November 13, 2015> 
	Friday
	<5:00 p.m.> 
	Answers posted/released 

	4 
	<November 19, 2015> 
	Thursday
	2:30 p.m
	Vendor proposals due 

	5 
	<December 4, 2015 
	Friday
	5:00 p.m.
	Short-listed finalists notified 

	6 
	December 11, 2015 
	Friday
	8:00 a.m. – 5:00pm
	Vendor demos/interviews completed 

	7 
	<December 15, 2015> 
	<Tuesday> 
	5:00 p.m.
	Apparent successful Proposer named 

	8 
	<January 6, 2015> 
	Wednesday
	5:00 p.m.
	Contract executed 

	9 
	January 11, 2015> 
	<day of week> 
	<time> 
	Project startup 

	10 
	<TBD> 
	TBD
	TBD
	Anticipated project completion 


dates for this procurement process. All dates set forth in the table below are subject to modification at the sole discretion of U of A System. 

Section 2 - Instructions and Procedures 
2.1 Communication 
Any questions about the solicitation shall be in writing and submitted through email to: 
Ellen Ferguson, Procurement Coordinator

Office of Business Affairs

321 Administration Building

Fayetteville, AR  72701

479-575-5314 – Phone 

479-575-3128 – Fax

ellenf@uark.edu
Proposers who contact any individuals representing the U of A System, other than the above named designated individual, may be disqualified from consideration. Questions must be submitted by email no later than 5:00 pm, October 28, 2015. The U of A System will respond to all written questions submitted by this deadline.  All questions and answers will be posted as “Q&A” documents on the Hogbid website. 
The U of A System will not conduct a pre-proposal conference for this procurement. To obtain answers to any questions, or for further clarifications, submit all questions as noted above. 
2.2 Addenda 
The U of A System may make changes to this solicitation. Oral or other interpretations, clarifications, or submittal instructions will be without legal effect. Any information modifying a solicitation will be furnished to all known proposers by a formal, written addendum. 
2.3 Proposal Format 
It is essential that the U of A System be able to easily match a Proposer’s response with this RFP’s requirements. Therefore, all proposals must use this RFP to format the actual response. Failure to follow this format will be grounds for rejection. Where appropriate, indicate compliance and/or note any exceptions to the requirements and provide responses to all questions. 
Proposals should be clear and economical, providing a straightforward and concise description of the Proposer’s capabilities to satisfy the requirements of this Request for Proposal. Emphasis should be placed on clarity of content. 
2.4 Proposal Pricing 
The Proposer shall submit the proposed pricing on the forms in Section 6.3 or provide a formatted pricing response that includes the identical information. 
2.5 Proposal Submission Requirements 
Sealed Proposals shall be delivered on or before 2:30 pm, November 19, 2015 to the following: University of Arkansas, Procurement Department, 321 Administration Building, 1125 West Maple, Fayetteville, AR  72701, at which time all received proposals will be publicly opened. 

Three (3) copies of the proposal should be provided and one (1) electronic copy of the proposal, provided in unlocked Microsoft Word format and spreadsheets provided in unlocked Microsoft Excel format, in addition to the Redacted Copy per below.  Any proposal received after the time specified for receipt of proposals will not be considered.  All rejected proposals will be returned unopened.  All proposals must be in writing and must be executed and signed by an authorized officer of the bidder.

Additional Redacted Copy REQUIRED

Proprietary information submitted in response to this RFP will be processed in accordance with applicable State of Arkansas procurement law. Documents pertaining to the RFP become the property of the University of Arkansas and shall be open to public inspection when the bid solicitation has been awarded and a final contract agreement is complete. 

It is the responsibility of the respondent to identify all proprietary information included in their bid proposal response. The respondent shall submit one complete electronic copy of the proposal from which any proprietary information has been removed, i.e., a redacted copy (marked “REDACTED COPY”). The redacted copy should reflect the same pagination as the original, show the empty space from which information was redacted, and should be submitted on a CD or flash drive, preferably in a PDF format. Except for the redacted information, the redacted copy must be identical to the original hard copy submitted for the bid response to be considered. The respondent is responsible for ensuring the redacted copy on CD/flash drive is protected against restoration of redacted data. The redacted copy may be open to public inspection under the Freedom of Information Act (FOIA) without further notice to the respondent once a contract is final. If the required redacted copy is not received for the bid solicitation the entire proposal will be deemed “non-responsive” and will not be considered.  If during a subsequent review process the University determines that specific information redacted by the respondent is subject to disclosure under FOIA, the respondent will be contacted prior to release of the information.

The University reserves the right to reject any and all proposals and to waive formalities.

2.6 RFP and Proposal Participation Requirements 
2.6.1 Right of Selection/Rejection of Proposals 
The U of A System reserves the right to select a proposal for telecommunications services and equipment through negotiations. The U of A System reserves the exclusive right to select or reject any or all proposals for any reason, to waive any informality in the proposals received, and to waive minor deviations from the specifications.  The U of A System’s waiver of any informality or immaterial deviation shall in no way modify the RFP documents or excuse the Vendor from full compliance with the RFP requirements. Selection of a Vendor as the apparently successful Vendor shall not be construed as an award of a contract but as the commencement of contract drafting, discussions, and negotiations. The U of A System may select an apparently successful Vendor on the basis of information in addition to that received in a proposal. It is emphasized that all proposal responses should be complete and submitted with the most favorable financial terms. 
The U of A System specifically reserves the right to reject the proposal of any Vendor who submits a false, incomplete, or noncompliant proposal response, or unresponsive statements in its proposal. 
2.6.2 Incorporation of RFP and Proposal in the Final Agreement 
This RFP and the Vendor’s proposal response, including all promises, warranties, commitments, and representations made in the successful proposal, shall be binding and be included in the U of A System’s contract with the Vendor. 
2.6.3 Errors in Proposals 
If discrepancies between sections or other errors are found in a proposal response, the U of A System may reject the proposal; however, the U of A System may, at its sole option, correct any arithmetical error in extended price calculations or the addition of line items. Vendors are responsible for all errors or omissions in their proposal responses, and any such errors or omissions will not serve to diminish their obligations to the U of A System. 
2.6.4 Cost of Development of Proposals 
All expenses incurred by Vendors related to the proposal response or the selection process will be borne by the Vendor. No claim for reimbursement of time, material, or travel expenses shall be made by the Vendor against the U of A System or its agents, regardless of the results of the selection process. If it is in the best interests of the U of A System’s business needs, the U of A System reserves the right to cancel the entire RFP process and assumes no responsibility for any associated Vendor costs related to responding to the RFP. 
2.6.5 Proposal Disposition 
All materials submitted in response to this RFP shall remain the property of the U of A System. 

2.8 Evaluation Criteria and Process 
The U of A System will evaluate proposals based on how well the proposal meets its needs, as determined by the Proposer’s response to the requirements defined in the RFP. The U of A System reserves its right to make a final decision to procure the solution that provides the best value. 
Evaluation Criteria and Weighting:

	
	
	Evaluation Criteria
	

	Weighting
	RFP Section
	
	

	25%
	Section 3
	Vendor Qualifications and Support
	

	
	
	
	Vendor Information (corporate structure, etc.)

	
	
	
	Proposed Product Manufacturer

	
	
	
	Key Personnel

	
	
	
	Customer References

	
	
	
	System Support and Maintenance (SLA)

	
	
	
	

	
	
	
	

	40%
	Section 4
	Technical & Functional Specifications
	

	
	
	
	General System Design

	
	
	
	Telephony Functional Requirements

	
	
	
	Contact Center system capabilities

	
	
	
	

	15%
	Section 5
	Statement of Work
	

	
	
	
	Project Plan

	
	
	
	Project Risk Mgmt/Mitigation

	
	
	
	Required Protocols/Standards

	
	
	
	Testing and Acceptance

	
	
	
	Training

	
	
	
	Documentation

	
	
	
	Implementation Support

	
	
	
	

	20%
	Section 6
	System Configuration Sizing and Pricing
	

	
	
	
	Pricing Table 1

	
	
	
	Pricing Table 2

	
	
	
	Pricing Table 3

	
	
	
	

	 
	
	
	

	100%
	
	
	


Section 3 – Vendor Qualifications, Service, and Support 
3.1 Contact Information 
Provide contact information for the proposing Vendor and any other components (describe) proposed as part of the solution 
	Proposing Vendor - core product/service 
	
	Email Address 
	Phone 

	
	Account Representative 
	
	

	
	Contract Executive 
	
	

	
	Sales Engineer 
	
	

	Additional components 
	
	Email Address 
	Phone 

	
	Point of Contact 
	
	

	
	Point of Contact 
	
	


3.2 Vendor Information 
a. Parent company (if applicable):  
b. State of incorporation:  
c. Federal identification number:  
d. <Insert applicable locale> business license number:  
e. Size of organization:  
f. Total number of installed base customers:  
g. Total number of installed base users licensed:  
h. How long has your solution been based on the proposed platform?  
i. Describe your certifications and credentials that indicate your expertise and commitment to a cloud solution practice. Also provide

     specific designations that identify specialty areas of focus and capability.  
3.3 Proposed Product Manufacturer 
List for each proposed solution component: 
a. Manufacturer name  
b. Headquarters address  
c. Original release date of this family of systems  
d. Release date of this model of system  
e. Release date of the proposed level/version of software  
3.4 Key Personnel 
The proposal must include a list of project team members, including technical staff, available for service to equipment at the customer premises, as well as at the hosted site, during and after the installation. 
The U of A System desires to retain the same key personnel, including Vendor Project Manager and Software Engineer(s), over the length of the project. Any unavoidable changes in key personnel must be communicated to the U of A System in writing with as much advance notice as possible. 
Using the following table, provide a list of the proposed project team members. The list shall include the role and responsibility for each team member and any pertinent certifications they have obtained. 
Specific roles that should be itemized include: 
	Name 
	Experience 
	Office Location 
	Role/Tasks; Product Focus 

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


Provide answers to the following questions: 
1. Are you a broker for services, or is your model direct delivery?  
2. If multiple Vendors are involved, will one have prime responsibility?  
3. Which carriers have a physical presence in your data center?  
4. Describe any additional or complementary services you can provide as an extension to your CaaS service.  
3.5 Customer References 
The Proposer must submit a minimum of three (maximum of five) relevant customer references for which the Proposer has provided a similar solution within the last three years. The systems must be currently in full production use, and the customer contact center(s) must be of similar size and complexity to U of A System. The solution must be presently in full production use (sales pending implementation of key components do not qualify). References will be contacted only for finalist Vendors and only after prior notification is sent to the Vendor. 
	Reference 1 - Client Name: 
	State: 
	Type of Business: 

	Contact Name: 
	Job Title: 
	Phone Number: 

	System Replaced: 
	Email Address: 

	Number of Users 
	When Implemented: 

	Description / Notes: 

	

	Reference 2 - Client Name: 
	State: 
	Type of Business: 

	Contact Name: 
	Job Title: 
	Phone Number: 

	System Replaced: 
	Email Address: 

	Number of Users: 
	When Implemented: 

	Description / Notes: 

	

	Reference 3 - Client Name: 
	State: 
	Type of Business: 

	Contact Name: 
	Job Title: 
	Phone Number: 

	System Replaced: 
	Email Address: 

	Number of Users: 
	When Implemented: 

	Description / Notes: 

	

	Reference 4 - Client Name: 
	State: 
	Type of Business: 

	Contact Name: 
	Job Title: 
	Phone Number: 

	System Replaced: 
	Email Address: 

	Number of Users: 
	When Implemented: 

	Description / Notes: 

	

	Reference 5 - Client Name: 
	State: 
	Type of Business: 

	Contact Name: 
	Job Title: 
	Phone Number: 

	System Replaced: 
	Email Address: 

	Number of Users: 
	When Implemented: 

	Description / Notes: 


3.6 System Support / Maintenance 
3.6.1 Maintenance 
All equipment and services provided shall be included in the monthly rates quoted and shall include all maintenance, software support, and upgrade costs. Clearly identify if any items are optional, including elements that can be purchased instead of included in the monthly rate (such as phones, gateways, etc.). 
3.6.2 Service-Level Agreement 
The Vendor must provide a Service Level Agreement (include with the proposal as an attachment) that addresses each of the following: 
· Latency  
· Packet delivery  
· Response time for repair  
· Alarm response  
· Definition of major and minor alarms  Provide answers to the following questions:  
• Monitoring for carrier local loop 
• Monitoring for any on-premises equipment 
• Security protection of the U of A System data 
• Frequency of software upgrades 
• Policy for software patches 
1. State the Vendor’s guaranteed service response time for a: a. Major alarm  b. Minor alarm  c. Standard service request  
2. Describe maintenance/troubleshooting operations.  
3. If there is an alarm at the Vendor’s site, how is the U of A System notified?  
4. What is the process for software upgrades, and how are customers notified? How is interruption of service avoided? Do you offer the flexibility for individual customers to stay on an older release if needed or desired?  
5. What security measures will be taken to protect the U of A System data?  
6. Describe the tools you use for deployment management.  
7. How long does it take to deploy (both the initial services and subsequent additions or changes)?  
8. How do you handle service requests? What types of online tools exist for reporting and tracking troubles, change requests, etc.?  
9. How are moves, adds, changes, and deletes (MACDs) for end users handled? Do you provide an administrative interface for customer administrators to self-manage these? If so, describe the portal or other access tool that is available to customer/location administrators and/or end users to modify their services. Are there any charges associated with user-managed MACDs? What are the costs, if any, for MACDs that are completed by remote Vendor personnel?  
10. For the network services, how is support and troubleshooting handled? Will you coordinate all service work? Do you have the means and knowledge to provide end-to-end testing?  
11. What are the options and ability to add additional features and capabilities? What is the policy toward implementing the manufacturer’s upgrades? How do you decide when and if to upgrade or enhance the solution when the possibility exists? Do you allow or support any third-party enhancements to the solution?  
12. What types of performance monitoring tools are included? Do you have direct access to those tools and reports? Can you get proactive notification of service events, alarms, and other exception events?  
13. Are any other management tools provided, such as online access to billing, usage reports, etc.? Describe the portals available to obtain such information.  
Section 4 – Technical and Functional Specifications 
4.1 Current Environment 
4.1.1 Telephony Environment 

The U of A System office is currently equipped with analog Centrex system that utilizes Aastra stations:


63 Telephone Sets


4 Polycom Conference Phones


5 Faxes


2 Analog lines (fire alarm and security system)
4.1.2 Computing Environment 
4.1.2.1 LAN Connectivity • 100/1000 megabit switched environment 

4.1.2.2 Desktop systems • 1-3 year old Windows and Macintosh computers 
4.1.2.3 WAN Connectivity • 1 gigabit connection to the Arkansas Research and Education

Optical Network 
4.2 General System Design 
The U of A System has a strategic goal to move to a unified communication platform that incorporates Voip, video conferencing, integration with Microsoft Outlook, online meeting and collaboration tools.  The U of A System would also like to take advantage of sip trunking for local and long distance calling.

4.2.1 Architecture/Business Continuity 
4.2.1.1 Core hardware such as processors, power supplies, hard drive systems, network interface cards, etc. must be redundant and fault tolerant to avoid single points of failure. 
4.2.1.2 The ideal solution provider will peer directly with the Arkansas Research and Education Optical Network (ARE-ON) at one of the following locations:

	Site
	Address
	City
	St.
	ZIP

	ALMA
	6803 Alma Hwy.
	Van Buren
	AR
	72956

	BTVL
	2007 White Drive
	Batesville,
	AR
	72501

	BEEB
	306 N. Orange Street
	Beebe,
	AR
	72012

	CMDN
	15705 W. Arkansas 274 Hwy.
	Camden,
	AR
	71701

	ELDO
	415 W. Wesson Street A
	El Dorado
	AR
	71730

	FYVL
	772 Discovery Way
	Fayetteville,
	AR
	72701

	FRCY
	1802 New Castle Road
	Forrest City
	AR
	72335

	HRSN
	1701 Pioneer Drive
	Harrison,
	AR
	72601

	HOPE
	#1 358 Hwy. 174 N.
	Hope,
	AR
	71801

	MLVR
	2666 S. River Creek Dr.
	Malvern,
	AR
	72104

	MLBR
	310 College Drive
	Melbourne,
	AR
	72556

	MNTI
	112 Service Street
	Monticello,
	AR
	71656

	MLTN
	428 West Campus
	Morrilton,
	AR
	72110

	MTHO
	195 High Avenue
	Mountain Home
	AR
	72653

	NWPT
	3714 Comet
	Newport,
	AR
	72112

	NLRK
	2809 Eanes Road
	North Little Rock
	AR
	72117

	PNBL
	2300 W. 18th Ave.
	Pine Bluff
	AR
	71603

	WMMP
	360 N. College Blvd.
	West Memphis
	AR
	72301

	DLLS
	1950 North Stemmons Fwy
	Dallas
	TX
	75207

	TULS
	700 N. Greenwood
	Tulsa
	OK
	74106


4.2.1.3 The system(s) shall have a version of the manufacturer’s operating software that has been released within the past fifteen (15) months. 
4.2.1.4 The proposed solution must be capable of surviving the loss of any single critical component. Thus, the system must be designed to avoid a “single point of failure” with redundant core components in an “active/ active” configuration that includes duplicated power supplies and other required elements to eliminate system outage. If available, the proposed solution shall show as an option the costs to link the U of A System to a minimum of two separate Vendor data centers with separate peering points. 
4.2.1.5 The carrier network connections from the hosted provider to the ARE-ON peering points must be over a deterministic network that can ensure call quality. U of A System must have the ability to choose between G.729 and G.711 codecs or better (if wideband codecs are available). 
4.2.1.6 The proposed solution must perform data backup and storage such that no data is lost in case of system failure. 
Provide answers to the following questions: 
1. What is the manufacturer of the core solution? Identify any other manufacturers’ products used to create the total solution.  
2. What is the relationship between manufacturer and Vendor? What support services does the manufacturer provide to the Vendor?  
3. Is the core service a dedicated instance of the system, or is the service provided strictly as a service where all users are tenants of a single shared platform?  
4. Describe any events that would result in a “failure” of the system and require a restart, reregistration, database load, etc., to return to a fully operational state. How long does the recovery take?  
5. Do you provide a geographically separate backup data center site? Are the system elements accurate copies of the current system, hot-standby (define), or will a failover maintain the entire operation without users and callers being able to tell? What happens to calls in progress, calls in queue, etc.?  
6. What are the survivable options if the link(s) to the data center fails? Can the end users still dial an emergency call (such as 911 in the U.S.)? Does the proposed solution offer local telephony survivability in case the link to the service provider fails?  
7. What are the documented service uptime statistics? Provide details on the root cause of any service interruptions over the past two years.  
4.2.2 System Maintenance, Upgrades, and Diagnostics 
4.2.2.1 The service must be provided so that routine maintenance procedures, troubleshooting, loading hardware and software revisions, patches, etc., may be performed without disrupting the client’s service. 
4.2.2.2 When the system detects a fault, notification must be provided to the U of A System. 

4.2.3 Systems Management/Administration 
4.2.3.1 An access method is required so that trained the U of A System personnel can perform standard system software-based changes. 
4.2.3.2 The U of A System system administrator(s) must be able to “build” and modify station programming, routing rules, user groups, and other system features, and to print reports concerning such database information. 
4.2.3.3 The system(s) must be capable of providing multiple administrative levels, based on user profiles. 
4.2.3.4 The system(s) shall be easily accessible and easy to query, modify, and manage using a GUI. 
4.2.3.5 Preprogramming of tasks that can be scheduled to execute later (typically during off-hours) must be supported. 
4.2.4 Dial Tone and Network Services 
4.2.4.1 The hosted provider must extend inbound Automatic Number Identification (ANI) or Caller ID digits to the users. 
4.2.4.2 ANI data must also be available to peripheral devices, including voicemail systems and analog extensions. 
Provide answers to the following questions: 
1. What type of network interconnection from the data center to the U of A System sites is included in the proposal? Describe, including if it is point-to-point, via Multiprotocol Label Switching (MPLS), or via a VPN on a standard Internet link.  
2. Are you a carrier that can deliver both the CaaS services and telephony and network services?  
3. If the answer to number 2 above is “no,” which carriers are available for the network link, and do these carriers require a separate contract or is it a bundled service?  
4. For mobile staff and small sites, are Internet-based VPN options available to deliver telephony and collaboration services?  
5. Which carriers are available for Internet-based connections, and do they have direct peering arrangements with your preferred Internet carrier?  
6. Do the carriers available at the data center have physically separate redundant paths for the local loop?  
7. Can the data center route traffic over more than one carrier in the event of a failure in the primary carrier’s service?  
8. How is call quality ensured (including Quality of Service [QoS] options and VLANs)? Define how you establish and support QoS to ensure that real-time communications are prioritized.  
9. Are the inbound and outbound telephone call traffic merged with the phone traffic from other customers at the data center and using shared telco facilities? If so, how do you engineer the network to ensure that a surge in volume from other firms does not prevent the U of A System calls from being completed?  
10. If the answer to number 2 above is “no,” which carriers are available for the dial-tone component of the service, including toll-free services?  
11. What is the geographic coverage available for free calls (local to the U of A System) and toll calls?  
12. For calls charged as long distance and inbound toll-free calls, what are the rates per minute, the billing increment, and the minimum charges? Are these costs part of your billing, or is a separate agreement and invoice from the long-distance carrier needed?  
4.2.5 Security 
Provide answers to the following questions: 
4.2.5.1 How is physical access to the data center(s) controlled? 
4.2.5.2 Describe the written policies, procedures, and methods for ensuring security. 
4.2.5.3 Explain how you maintain compliance with applicable rules & regulations (such as PCI, HIPPA, etc.). 
4.2.5.4 Do you provide a written Service Level Agreement that covers security concerns, risks, and liability coverage? 
4.2.5.5 Do you provide encryption of all stored data? 
4.2.5.6 Can all media packets (voice, video, IM, etc.) in transport be encrypted? 
4.2.5.7 Who has access to the de-encryption keys? 
4.2.5.8 What types of operating systems are running on the servers and how do you secure them from exploits? 
4.2.5.9 What is in place to prevent device-level exploits? This should include any locally installed gateways, data-storage devices, and the telephones. 
4.2.5.10 What type of security exists within the applications to prevent abuse and malicious activities? 
4.2.5.11 What security measures are in place to grant access to authorized the U of A System staff that need to access the system’s management tools? 
4.2.5.12 How do you protect the services from standard IP vulnerabilities, including denial-of-service attacks? 
4.2.6 Telephony Features 
The core telephony solution must provide, at a minimum, the full range of features resident in current state of the art PBX systems. This would include common telephony capabilities such as, but not limited to, the basic features of hold, transfer, redial, park, pickup, call forwarding outside system with return (sometimes called single number reach with one mailbox), distinctive ringing, etc. 
The following features are called out separately as they may be differentiators and are intended to guide the Vendor’s proposed solution: 
4.2.6.1 The new system must support a call history log with the ability to launch a callback from the history log, as well as export the log, including Caller ID. 
4.2.6.2 It is desired to have the call history log on the phone as well as the PC client. 
4.2.6.3 The new telephony system must be able to interface to zone paging systems 
4.2.6.4 The solution must provide advanced emergency call capabilities such that the location of all devices, including IP phones, are associated with either a switch port, an IP address, or some other controlled location identifier. This location information and the related user information should be maintained in a database that accommodates automatic updates to the PSAP database when a device/user is moved. 
4.2.7 IP Desktop Requirements 
The new system architecture must support a blended desktop environment as follows: <

 4.2.7.1 Station locations will have IP transport to the desktop that supports both voice services and desktop computing (PC) services via a single 100/1000 Mbps channel. The desktop interface device must support Layer 2 switching for the PC’s NIC card as well as the telephone instrument. 
4.2.7.2 IP sets must be compatible with the 802.3af (Power over Ethernet) Industry Standard. 

4.2.7.3 IP sets must be able to be powered locally.  
4.2.7.4 The proposal shall include electronic IP sets with the capacity for a minimum of two extension lines plus programmable buttons and a hands-free full-duplex speaker phone. 
4.2.7.5 The sets are to be designed so that the users have the option to answer a second call to their personal extension number before the call routes to alternate answering points, such as voice mail. 
4.2.7.6 Some of the programmable buttons are for features that do not have a fixed button; “Context-sensitive” soft-keys may be substituted for this requirement. 
4.2.7.7 It is desired that the phones use an LCD designation (paper-less) of all telephone set buttons. 
4.2.7.8 An “Operator” software tool should be provided for the receptionist with the ability to see user extension status or presence, and allow for full PC-based control of the functions such as answer, transfer, hold, etc. 
4.2.7.9 The service should support a variety of IP sets; describe the IP sets available with the solution and provide pictures and fact sheets. 
4.3 Telephony Functional Requirements 
This section identifies requirements outside of the common telephony feature set for which you must propose a solution. 
4.3.1 Instant Messaging and Presence 
4.3.1.1 If part of the manufacturer’s product line, the Vendor should propose an Instant Messaging solution that is capable of logging, recording, and archiving messages. 
4.3.1.2 For those users where a camera is part of their desktop setup, the U of A System wishes to include desktop video as part of the proposed solution. 
4.3.2 Desktop Interfaces 
4.3.2.1 The U of A System requires the ability to use a PC-based call control (desktop application) that works in conjunctions with the fixed telephones. Also provide specific designations that identify specialty areas of focus and capability. 
4.3.2.2 The call control client should include, at a minimum, mouse controls of features, keyboard access to telephony directories, “click to dial” features including recognizing a telephone number within a document or web page displayed on the PC screen, call logs, one-click to activate record on demand (for those that are authorized), etc. 
4.3.2.3 The U of A System requires the capability for a significant number of users to use the PC client as a fully functional soft-phone without any associated telephone set. 
4.3.2.4 Users should have the ability to make basic programming changes to their telephone sets (browser- based). 
4.3.2.5 The system should support integration with the contact lists from Microsoft Outlook and other tools such as Google mail. 
4.3.3 Mobility 
Many users carry a cell phone and radios are used in specific areas of the U of A System.  The U of A System is considering a managed BYOD policy that will include iPhones, Android, Windows, and tablet devices. 
4.3.3.1 The system must extend office telephone system features to mobile employees, both onsite and offsite. 
4.3.3.2 At a minimum, the proposal should include the integration of desk phones with cell phones (single number) and the ability to bridge calls (simultaneous ring) while maintaining only one (system) mailbox. 
4.3.3.3 The system should also allow for a mobile client for the various client devices, including cell phones, tablets, etc. Please define what mobile operating systems you support with a mobile client and identify what costs exist (if any) to obtain or use such apps. 
4.3.4 Teleworkers 
4.3.4.1 The system must support telecommuting as an option for some employees. 
4.3.4.2 The system should allow the telecommuting employee to have full functionality at their remote location using the device of their choice. Flexible deployment options to accomplish this must be described. Describe how call quality is assured for remote workers. 
4.3.5 Conferencing and Collaboration 
The U of A System wishes to incorporate a full conferencing suite into the complete solution. 
4.3.5.1 The proposed system must provide ad-hoc conferencing for up to six parties per call, and up to 3 simultaneous conference calls. This capacity is in addition to the conference bridge requirement described in 4.3.5.3. 
4.3.5.2 In addition to 4.3.5.1, the proposed solution should include integrated access to a conference bridge service for larger meet-me conferences – capable of supporting up to 100 users on a single conference call and up to 140 total simultaneous conference participants for all active conferences. The system shall also provide the ability to host collaboration features similar to Cisco WebEx, including the option for video, on the proposed bridge for the same number of participants. 
4.3.5.3 The conferencing solution should support dynamic allocation of the conferencing ports. 
4.3.5.4 The conferencing solution must provide easy scheduling of conferences via the desktop Outlook or Google client, with the ability for self-service by individual departments / users. 
4.3.6 Voice Mail / Unified Messaging 
4.3.6.1 The system must be able to allow users to easily transfer active calls directly to another user’s voicemail box, bypassing the user’s telephone, when appropriate. 
4.3.6.2 The system must allow for users to have their choice of basic voicemail, integrated messaging, or unified messaging. Describe how you accomplish each of these. 
4.3.7 Video and Videoconferencing Capabilities 
4.3.7.1 The system must allow for point-point video calls between users. 
4.3.7.2 The system must allow for multi-point video calls between users. Ideally there are options for ad-hoc, rendezvous or meet-me video conferences, and scheduled conferences. 
4.3.7.3 The video system must be able to interoperate with other standards-based video systems to extend its reach to existing internal systems or to an external business partner system. 
4.3.7.4 Interoperability: The proposed solution should be interoperable with hard and soft video enabled endpoints that are standards-compliant, including multi-screen and single-screen, room-based and personal endpoints; ranging from video-enabled phones, soft phones, mobile endpoints, to high-end immersive systems. The solution should be able to support BYOD (and not limit user options). 
4.3.7.5 Although all capabilities may not be implemented immediately, the solution should include the following: 
· a)  Escalating a voice call to a video call at any time during the call, provided endpoints are video-capable.  
· b)  Ability to start and join a multi-party video conference without advance reservation.  
· c)  Meeting controls to manage a meeting in progress including muting/unmuting participants, locking/ unlocking an active meeting to additional participants, reassigning hosts, etc.  
· d)  Support for “virtual meeting rooms” or video bridges with pre-defined maximum number of participants that can be used by multiple users across the company by ‘booking’ the virtual meeting room in advance.  
· e)  Ability to assign and delete host pins.  
4.3.7.6 When bridging resources are shared with other customers, the solution must provide an architecture that ensures security of the video calls so no ‘eavesdropping’ can occur, accidental or otherwise, by other customers. 
4.3.7.7 The proposed solution must provide support for guest access outside the corporate network, for mobile or guest workers. 
Provide answers to the following questions: 
1. Describe the proposed system. What parts of the system are shared between different customers, and what parts are dedicated?  
2. How is separation between customers and security of video calls and conferences maintained?  
3. What resolutions of video are supported for point-to-point and multipoint video calls?  
4. Specify the kinds of endpoints supported for point-to-point and multipoint video calls.  
5. What is the approach to maintaining quality of experience (QoE)? In cases where one participant in a multipoint video conference is bandwidth constrained, what measures are taken to ensure minimal impact on QoE for other participants?  
4.4 Contact Center System Capabilities 
4.4.1 Business and Technical Requirements 
It is recognized that the Vendors may have multiple solutions they can propose that are capable of providing basic and advanced features. This section identifies requirements outside of the common contact center feature set for which you must propose a solution. 
4.4.1.1 The proposed solution must provide advanced contact center capabilities. Although all capabilities may not be implemented immediately, the solution must include the following: 
· Multimedia routing (voice, email, fax, chat)  
· Agent and supervisor desktop client  
· Real-time and historical reporting  
· IVR  
· Quality Monitoring and Recording  
· Workforce Management  
4.4.1.2 The contact center must be able to easily transfer calls to and from the standard telephony system users. Where these users are on a different system, it is desired that the link between the two systems supports typical caller information exchange such as name and number of the caller.  

4.4.1.3 The system must support third-party software integration to enable applications such as Screen Pop from a U of A System database including but not limited to Oracle and Microsoft SQL.  

4.4.1.4 Agents must be able to log in from a remote location, with the same suite of tools that is available to on- site agents.  
4.4.2 Routing of Calls 
4.4.2.1 The system must have flexible rules-based routing, easily customized by the U of A System. 

4.4.2.2 The system must be capable of skills-based routing. 

4.4.2.3 Agents need to be able to service multiple queues, with a clear indication of queue status. 

4.4.2.4 Solution must provide queuing with the ability for customized on-hold messages. 
4.4.2.5 Calls delivered to a logged out agent must be re-routed with priority to front of queue. 
4.4.2.6 Authorized users must have the ability to make changes “on the fly” to call routing schemes, including announcements, without requiring IT or Vendor involvement and without impacting current calls or core system functionality. 
4.4.2.7 Calls transferred from a remote office or other U of A System sites should be identified as such, including the name of the remote site. This information should also be captured for reports. 
4.4.3 Agent Tools 
4.4.3.1 The Agent PC client must be customizable for the group where it is deployed. 
4.4.3.2 The display must provide real-time individual and group statistics, queue status and threshold alerts. 
4.4.3.3 Agents should be provided a drop-down window with descriptions rather than numeric codes for transaction or wrap-up codes. 
4.4.4 Supervisor Tools 
4.4.4.1 The Supervisor PC client must provide real-time individual and group statistics, queue status and threshold alerts. 
4.4.4.2 Supervisor views should incorporate data from multiple sources including the various modules and tools used to process and manage calls. 
4.4.4.3 Supervisors must be able to react to events and re-allocate resources, including announcements, via the on-screen tool. 
4.4.4.4 Announcements must be easy to change, allow for pre-recording of scripts and be administrable by authorized supervisors. 
4.4.4.5 Supervisors must have the ability to create, edit, or delete agent accounts. 
4.4.4.6 The proposed system must have the ability to automatically log agents out under user defined conditions. 
4.4.5 Reports 
4.4.5.1 Reports must provide a real-time and historical view. 
· Reports should include access to all raw data for 120 days.  
· Standard and historical reports should be available for 15 months.  4.4.5.2 Reports must include at a minimum the following statistics:  
· Number of calls in queue  
· Length in queue  
· Average speed of answer  
· Abandoned and “zero out” calls and time of abandonment  
· Peak traffic (by time of day, day of month, etc.)  
· Statistical report summaries in 5-minute increments  
· Calls forwarded to voice mail  
· Calls transferred in versus direct dialed (and where from)  
· Calls transferred out (and where to)  
· Calls by transaction, busy, and idle codes  
· Incoming route identification  
· Calls offered/handled/abandoned  
· Average hold time  
· Average delay  
· Work/not ready time  
· Talk time  
· Average calls per hour  
· Calls and time on outbound calls  
4.4.5.3 Reports must be easy to customize by the U of A System.  
4.4.5.4 The system must provide the capability to print reports to any local or network-connected available printer and export or save the reports in a variety of file formats. 
4.4.6 IVR Capabilities 
The U of A System wishes to implement an Integrated Voice Response (IVR) system to provide call handling functions that span multiple departments as well as serving as a “front door” to the contact center. Departments outside of the contact center may also utilize the IVR for self service options. 
4.4.6.1 The system must be capable of voice recognition for basic commands such as Yes, No and other simple words or pre-determined phrases and also accept touchtone responses in the prompt (i.e. “Please say or press 1”). 
4.4.6.2 The system should be capable of adding natural language speech recognition. 
4.4.6.3 The system should be capable of multiple languages and provide the U of A System with the ability to add languages as required. 
4.4.6.4 The system should be fully integrated with the core telephony system, call center software and be able to incorporate report details from each to produce cradle to grave reports. 
4.4.6.5 The system must be easy to administer by the U of A System and provide GUI front-end tools for scripts and configuration changes. 
4.4.6.6 The system must be capable of collecting ANI information used for routing rules. 
4.4.6.7 The system must be capable of providing callers with an accurate Estimated Wait Time. 
Provide answers to the following questions: 
1. Provide an overview of the proposed IVR, and discuss how it meets the requirements.  
2. Where there are additional charges for capabilities not included in the core offer, they must be indicated as line item pricing, including professional services or custom development charges.  
3. How is the system integrated with the call center software, including the ability to provide cradle to grave reports?  
4. Describe how the system is administered including scripts and configuration changes.  
5. What is the method for testing of scripts?  
6. What language options (and how many) are included in the basic package?  a. What are the options for adding additional languages?  b. List all available languages  
7. Describe the basic speech recognition capabilities included in the proposed IVR.  a. What are the options for adding natural language speech recognition?  
8. Describe the queued callback (virtual hold) and scheduled callback capabilities of the proposed IVR.  
9. Is there a Customer Survey function?  
4.4.7 Call Recording / Quality Monitoring 
The proposed system should be capable of scheduled call recording for quality monitoring purposes or recording all calls. 

4.4.7.1 The proposed system should capture and store recordings at the hosted equipment site. 
4.4.7.2 The contact center and quality monitoring capability of the system must include a synchronized screen capture of the agent’s PC activity, including the ability to screen scrape over multiple monitors. Playback of voice and screen scrape must be fully synchronized and automatically linked in playback through a single supervisor/review tool. 
4.4.7.3 The system must provide the ability to retrieve calls by user defined parameters such as by agent, for defined intervals, or by specific queues, etc. 
4.4.7.4 The system should be capable of providing evaluation and coaching tools. 
Provide answers to the following questions: 
1. Describe the proposed system. Is it part of the core contact center platform or a separate system? 2. How is sensitive data protected? 3. Where are recordings stored? 4. Describe the scheduling tool. 
5. Describe the steps required for synchronized playback of voice recording and screen capture. 
4.4.8 Workforce Management Capabilities 
4.4.8.1 Interface with the proposed contact center solution to extract data required to build forecasts 4.4.8.2 Provide forecasts that include annually, quarterly, monthly, daily, and specified intervals. 

4.4.8.3 Include customer defined causal factors such as historical data, seasonal trends, etc. 

4.4.8.4 Ability to create shift-based schedules. 
4.4.8.5 Ability to create demand-based schedules (time assigned to fit workload). 

4.4.8.6 Real Time Adherence viewing tool. 

4.4.8.7 Adjust schedules based on real-time changes. 

4.4.8.8 Track and compare adherence to schedules (actual vs. scheduled). 

4.4.8.9 Provide alarms when agents do not adhere to schedules. 
4.4.8.10 Provide agent scorecards to measure performance against metrics. 
Provide answers to the following questions: 
1. Provide an overview of the proposed WFM solution, and discuss how it meets the requirements. 
Section 5 - Statement Of Work (SOW) 
5.1 Approach 
The following sample SOW is supplied as a template for responding Vendors to create a proposed SOW for this project. It is intended to demonstrate the minimum requirements and the desired level of project detail to be included in the submission. 
Use this template to write a SOW appropriate for this project and provide applicable pricing. The Vendor should customize this template as necessary to ensure it is a suitable SOW for the delivery of their services. The Vendor’s SOW response, including any modifications agreed to by the parties, will become the core element of any subsequent contract. 
5.2 Implementation Template 
The Vendor is responsible for comprehensive project management services that include the ability to define and offer what are considered industry best practices for the implementation of a hosted solution of this scope, and that address the expectations of both the Vendor and the U of A System. The Vendor SOW shall include project controls and processes that will ensure a smooth implementation. Proposals should clearly outline the Vendor’s methodology and address the following items. 
· Project Planning Process/Methodology/Project Plan  
· Project Risk Management/Mitigation  
· Required Protocols/Standards  
· Testing and Acceptance Procedures  
· Training  
· Documentation  
· Implementation Support  Except as otherwise specifically provided in this SOW, Vendor will design, develop, and deliver a fully operable, comprehensive, integrated telephony and contact center solution which meets all of the requirements set forth in the RFP and this SOW, for the monthly service pricing set forth in the Contract Documents, and will demonstrate such solution for acceptance by the U of A System as more fully set forth in this SOW. Costs associated must include all supervision, labor, materials, equipment, and testing instrumentation required for the work associated with the project, as well as any overtime that may occur.  
5.2.1 Vendor will provide the following resources: 
· Vendor will provide a Project Manager experienced with the proposed solution to serve as the U of A System’s single point of contact in all aspects of this engagement including but not limited to scheduling, defining requirements, change control, risk mitigation, escalation, implementation planning, and acceptance.  
· Vendor will provide a Project Manager who shall work in accordance with, and under the direction of, the U of A System Project Manager to verify design specifications and end user requirements.  
· Vendor will provide guidance on best practices; however it is understood that the unique design requirements of the U of A System will be the determining factor.  
· Vendor will provide one or more Certified Trainers in order to complete the training requirements described in Section 5.9 below.  
· Vendor will provide a Project Engineer to be the primary technical resources for the delivery of the services proposed herein.
· Where multiple platforms or applications are used, the project engineer must be fully versed in those components or additional qualified engineers must be available to the project team as required to support the complete solution.  
· Vendor will provide a resource for integration purposes and any custom configuration that may be required to meet specific needs of the U of A System, including integration with the existing telephony system(s) during all phases of the implementation.  
· 5.3 The U of A System Resources  
· 5.3.1 The U of A System will provide the following resources:  
· The U of A System will provide an internal Point-of-Contact and may designate a Project Manager to represent The U of A System, to work closely with the Vendor project team. The U of A System’s Project Manager’s responsibilities will be to facilitate all communication and meetings between Vendor Project Manager and the U of A System project team, and to ensure that the U of A System is meeting the deadlines for accomplishing any the U of A System tasks set forth in the project schedule. The Vendor must understand that the U of A System and its designated Project Manager will provide overall project direction.  
· The U of A System will provide one or more resources to assist the Vendor Project Engineer with design specifications, data gathering, and compilation of end-user database.  
· The U of A System will provide one or more technical resources to assist the Vendor Project Engineer with the required network configuration, and other technical requirements.  The technical resources provided could be a 3rd party vendor.
5.4 Project Plan/Schedule 
5.4.1 Vendor Project Manager shall provide a detailed Project Plan/Schedule, subject to approval by the U of A System, which documents all activities and timelines associated with the project including, but not limited to: 
· Services ordered, including any required onsite equipment  
· Equipment received  
· Network readiness assessment (if required)  
· Network and services coordination  
· Solution design and configuration  
5.5 Project Management  
• On-site training – timelines for system administration and end user training 
• On-site installation of any required equipment • Testing and acceptance • On-site and remote post implementation support 
5.5.1 The Vendor must address the following (Project Management Approach) 
· Risk management  
· Issues management  
· Financial management  
· Change Control  
· 5.5.2 Vendor Project Manager shall:  
· Participate in planning meetings, weekly status meetings, weekly conference calls and e-mail communications with the U of A System to discuss the project and coordinate activities.  
· Maintain the Project Plan/Schedule, track dependencies between Vendor and the U of A System tasks, identify and manage Vendor initiated project risks, and alert both project teams of any timeline slips and their effect on the project’s target end date.  
· Work in partnership with the U of A System’s Project Manager to coordinate Vendor tasks with the U of A System tasks throughout all phases of the project.  
· Provide on-site project management, technical and user support during cut-over, to include up to 3 days of post-live assistance. The Vendor Project Manager will use an organized incident management process to track, document and resolve all identified issues.  
5.5.3 The U of A System Project Manager shall:  
· Participate in planning meetings, weekly status meetings, weekly conference calls and e-mail communications with  the Vendor to discuss the project and coordinate activities.  
· Identify the U of A System initiated project risks and manage resolution.  
· Monitor project budgets, approve billings.  
· Manage project communications with governance bodies.  
· Work in partnership with Vendor Project Manager to coordinate the U of A System resources and tasks throughout for all aspects of the project.  
5.6 Vendor Responsibilities - Pre-Installation 
5.6.1 Carrier Services 
• Vendor will work with the U of A System Project Manager to ensure all provider services are in place and tested prior to implementation. 
5.6.2 End User Requirements 
· Vendor and the U of A System Project Manager will conduct meetings with departmental representatives as needed.  
· Vendor will work with the U of A System resource to collect, compile, and validate information for contact center agents and supervisor.  
· Vendor will design any PC Client templates based on specific needs of agents and supervisors.  
5.6.3 Contact Center Requirements  
· Vendor will meet with designated contact center representative to determine call flow design, agent and supervisor requirements.  
· Vendor will compile and document contact center design including: 

· 

-  Routing rules  
· 

-  Agent capabilities  
· 

-  Supervisor capabilities  
· 

-  Agent and supervisor PC client  
· 

-  Access to real-time and historical reports  
· 

-  Design of standard and any required custom reports  
· Vendor will validate and document contact center design.  
· Vendor will compile, validate and configure agent and supervisor queue and skill assignments.  
· Vendor will configure queues and skills-based routing.  
· Vendor will upload contact center programming into system.  
· Vendor will work with the U of A System technical staff to configure and deploy agent and supervisor desktops (PC clients).  
5.7 IVR  
· Vendor will meet with designated staff to determine call flow and IVR call handling.  
· Vendor will validate design, document and build call flow.  
· Vendor will work with the U of A System to record all required announcements based on the routing scheme.  
5.8 Training 
5.8.1 Vendor shall provide the following training 
· The Vendor shall perform knowledge transfer on all elements of the proposed solution for the U of A System’s implementation team.  
· Vendor shall provide manufacturer certified end user, supervisor, and administrative training at each the U of A System site, or at agreed-upon centralized locations for remote sites.  
· Vendor will work with the U of A System Project Manager to determine training curriculum and schedules.  
· Trainers must be certified on the proposed solution with at least one year of field training experience.  
· Classes will be conducted on live system equipment at each the U of A System site or designated remote sites.  
· Vendor shall provide users with Quick Reference Guides and access to online resources.  
· Specialized training will be provided for contact center agents and supervisors that includes 

· 

-  Use of agent functionality as appropriate to agent skill level  
· 

-  Remote agent functionality  
· 

-  Operation of PC client including After Call Work Codes and Transaction Codes  
· 

-  Operation of supervisor or agent “chat” features  
· 

-  Access to individual metrics as appropriate  
· 

-  Operation of supervisor PC client  
· 

-  Access to conditional routing tools including announcements  
· 

-  Access to standard reports  
· 

-  Creation of custom reports  
· Specialized training will be provided for system administration and management. This training may be on-site or at a Vendor/manufacturer training facility as agreed upon.  
· Vendor shall make available any other training tools deemed advantageous to the ongoing training and management of the proposed systems, including but not limited to access to online resources and continuing education.  
5.9 Installation Coordination  

5.9.1 Vendor shall be responsible for the following  
· Vendor shall work with the U of A System Project Manager to determine site installation of any required equipment, deployment schedule, cutover plan, and coordination of any required equipment delivery. Cutover work will need to be carefully scheduled and performed with minimal disruption to the U of A System operations.  
· The vendor shall assume all responsibility for deliver, installation, and testing of all vendor supplied onsite equipment.  
· Vendor shall test and verify ACD queues and skills-based routing.  
· Vendor shall test and verify call handling patterns including announcements and prompts.  
· Vendor shall test and verify Disaster Recovery (DR) failover and recovery.  
· Vendor shall test and verify trunking, standard and alternate call routing and inbound and outbound dial plan.  
· Vendor shall provide cutover coordination and support that includes the following: 

· 

-  Vendor Project Manager shall work with the U of A System Project Manager to determine timeline and schedule for migration to new system  
· 

-  Vendor shall provide onsite and remote (as needed) resources to support migration schedule  
· 

-  Vendor shall provide resources for (3) days of onsite business support following cutover  
· 5.10 Post Installation Test and Acceptance  
· 5.10.1 Vendor requirements include the following  
· Vendor shall supply adequate resources for all post-cutover issues including training, knowledge transfer, troubleshooting, and user programming adjustments.  
· Vendor shall supply a Test and Acceptance document for review and approval for the U of A System.  
· Vendor shall work with the U of A System resources to conduct and document test acceptance and site sign off.  
5.11 Documentation  5.11.1 Documentation requirements include:  
· Vendor shall provide the U of A System with documentation compiled during the course of the project.  
· Vendor shall provide final as-built documentation including, but not limited to: 

· 

-  Detailed system configuration settings  
· 

-  End user, agent and supervisor profiles  
· 

-  Contact center configurations  
· 

-  Call flow documentation  
· Vendor shall provide a description of ongoing support resources available to the U of A System post installation. For example: knowledge base, website, trouble tickets, user guides, web based training, etc.  
5.12 Assumptions  

5.12.1 The Vendor should base their Statement of Work on the following assumptions. Any and all other assumptions must be added to this list.  
· The U of A System cabling infrastructure, premise wiring and data connectivity to required equipment is installed, tested and capable of supporting IP traffic prior to implementation.  
· The U of A System resources assigned to the project are available to complete project tasks on a timely basis.  
Section 6 – System Configuration Sizing and Pricing 
6.1 Configuration Sizing 
Use the following charts to provide pricing for the initial quote. Section 6.2 will provide an indication of future growth and ultimate sizing. <Repeat as needed - one for each site.> 
	Site One - <Name> 
	Quantity 
	Notes 

	Local ISDN-PRI Spans 
	
	

	Local SIP sessions (simultaneous capacity) 
	
	

	Local Analog Lines (carrier circuit) 
	
	

	Analog Extensions 
	
	

	Basic IP Phone – single endpoint per user 
	
	

	Advanced IP User (UC features) – one endpoint 
	
	

	Advanced IP User – multiple devices / endpoints 
	
	

	Softphone (no set) users not in above 
	
	

	Operator / Receptionist Positions 
	
	

	Contact Center Agent (Sets and Licenses) 
	
	

	Contact Center Supervisors (Licenses) 
	
	

	Site Two - <Name> 
	Quantity 
	Notes 

	Local ISDN-PRI Spans 
	
	

	Local SIP sessions (simultaneous capacity) 
	
	

	Local Analog Lines (carrier circuit) 
	
	

	Analog Extensions 
	
	

	Basic IP Phone – single endpoint per user 
	
	

	Advanced IP User (UC features) – one endpoint 
	
	

	Advanced IP User – multiple devices / endpoints 
	
	

	Softphone (no set) users not in above 
	
	

	Operator / Receptionist Positions 
	
	

	Contact Center Agent (Sets and Licenses) 
	
	

	Contact Center Supervisors (Licenses) 
	
	


6.2 Desired / Planned Deployment 
The following is the planned deployment phasing, including growth: 
	
	Year 1 
	Year 2 
	Year 3 
	Year 4 
	Year 5 

	Total number of users on old system(s): 
	
	
	
	
	

	Number of locations on old system(s): 
	
	
	
	
	

	Number of users to be moved to hosted solution during the year shown: 
	
	
	
	
	

	Number of locations to be moved to hosted solution during the year shown: 
	
	
	
	
	

	Number of new users (not migrating): 
	
	
	
	
	

	Number of new locations (not migrating): 
	
	
	
	
	

	Number of legacy systems that new hosted solution must interoperate with: 
	
	
	
	
	


6.3 Pricing 
Pricing Table 1: List all one-time charges. Mark “N/A” or “Waived” where appropriate. 
	One-time Charges 
	Qty. 
	Item 
	Total 

	Core Service Offering 
	
	
	

	Data Center Provisioning 
	
	
	

	Carrier Circuit Installation 
	
	
	

	On-site Equipment 
	
	
	

	Sets (if purchased) 
	
	
	

	Miscellaneous Hardware 
	
	
	

	Software (such as SDK) 
	
	
	

	Professional Services 
	
	
	

	Integration Components 
	
	
	

	Third-party Installation Fees 
	
	
	

	Professional Services for Third-party Vendors 
	
	
	

	Other (define): 
	
	
	

	Sub-Total 
	
	
	

	Sales Tax (where applicable) 
	
	
	

	TOTAL 
	
	
	


Pricing Table 2: List all recurring monthly charges. Mark “N/A” where appropriate. 
	Recurring Charges: Monthly service fees 
	Qty. 
	Item 
	Total 

	Core Service Offering 
	
	
	

	Annual maintenance on Purchased Equipment 
	
	
	

	Per user fees - basic user 
	
	
	

	Per user fees - advanced user 
	
	
	

	Per call center agent fee 
	
	
	

	Per call center supervisor fee 
	
	
	

	Per videoconferencing Virtual Meeting Room fee 
	
	
	

	Mobility or remote user fees 
	
	
	

	Carrier circuits (MPLS, T1, etc.) 
	
	
	

	Trunk ports or SIP sessions 
	
	
	

	Toll-free numbers 
	
	
	

	DID numbers 
	
	
	

	Gateways and other hardware 
	
	
	

	Sets (if leased) 
	
	
	

	Software applications 
	
	
	

	Storage Fees 
	
	
	

	Third-party integration fees 
	
	
	

	Other (Define): 
	
	
	

	Sub-Total, fixed recurring charges 
	
	
	

	Excise tax, FCC fees, etc. 
	
	
	

	Sales Tax (where applicable) 
	
	
	

	TOTAL 
	
	
	


Pricing Table 3: List all usage based charges, along with rates and units. 
6.4 Additional Pricing Options 
	Usage Based Charges 
	Unit 
	Rate 

	Moves, Adds, Changes, Deletes 
	
	

	Long Distance Costs 
	
	

	Other (specify): 
	
	


Provide below any pricing options, special offers, financing, promotions, or discounts for trading-in any legacy equipment not otherwise described within the RFP response. 
Equal Opportunity Policy Disclaimer
ATTENTION BIDDERS

 
Act 2157 of 2005 of the Arkansas Regular Legislative Session requires that any business or person bidding, who is responding to a formal bid request, Request for Proposal or Qualification, or negotiating a contract with the state for professional or consultant services, submit their most current equal opportunity policy (EO Policy).
 
Although bidders are encouraged to have a viable equal opportunity policy, a written response stating the bidder does not have such an EO Policy will be considered that bidder’s response and will be acceptable in complying with the requirement of Act 2157. 
 
Submitting the EO Policy is a one-time requirement.  The University of Arkansas, Fayetteville Procurement Department, will maintain a database of policies or written responses received from all bidders.
 
Note: This is a mandatory requirement when submitting an offer as described above.
 
Please complete and return this form with your bid response.

Should you have any questions regarding this requirement, please contact this office by calling (479) 575-2551.
 
Sincerely,
 
Linda K. Fast
 
Linda K. Fast, APO, CPPO, CPPB
Manager of Procurement Services

University of Arkansas

Fayetteville, AR
 
 
To be completed by business or person submitting response: (check appropriate box)
 
____   EO Policy Attached
 
____   EO Policy previously submitted to UA Purchasing Department
 
____   EO Policy is not available from business or person 
 
Company Name 

Or Individual: __________________________________________________________
 
        
 Title:  _____________________________________Date:  ______________________
 
          

 Signature:  ____________________________________________________________
UNIVERSITY OF ARKANSAS
PROCUREMENT DEPARTMENT

1125 W. Maple   ADMIN 321
Fayetteville, AR 72701
Tel:  479-575-2551
Fax:  479-575-4158
Act 157 of 2007 of the Arkansas Regular Legislative Session requires that any contractor, business or individual, having a public contract with a state agency for professional services, technical and general services, or any category of construction, in which the  total dollar value of the contract is $25,000 or greater must certify, prior to the award of the contract, that they do not employ or contract with any illegal immigrants. 

For purposes of this requirement, “Illegal immigrants” means any person not a citizen of the United States who has:

(A) Entered the United States in violation of the Federal Immigration and Naturalization Act or regulations issued the act;

(B) Legally entered but without the right to be employed in the United States; or 

(C) Legally entered subject to a time limit but has remained illegally after expiration of the time limit.

This is a mandatory requirement.  Failure to certify will result in our inability to issue a Purchase Order or Contract to you or your company.
Bidders shall certify online at http://www.arkansas.gov/dfa/procurement/pro_immigrant.html
Click on: “Procurement” on left-side information bar

Click on:  Illegal Immigrant Reporting

Click on: “Vendor” Illegal Immigrant Contracting Disclosure Reporting Screen

Click on: “Vendor Submit Disclosure Form” to complete all fields required for the certification – then indicate below and sign this form to submit with your bid. ***NOTE*** Bid Number field is applicable if known.

REQUIRED:  Print Screenshot and include with your proposal and/or contract.

If you have any questions, please call the UA Procurement Department at 479-575-2551.

Thank you.

Linda K. Fast
Linda K. Fast, APO, CPPO, CPPB
Manager of Procurement Services
University of Arkansas

**********************************************************************************************  

TO BE COMPLETED BY BUSINESS OR PERSON SUBMITTING BID RESPONSE OR CONTRACT:

Please check the appropriate statement below:

_______
We certified that we are not an illegal immigrant
or do not employ or contract with any illegal immigrants.
Date of certification:  ________________________  

_______

We cannot so certify at this time, and we understand that 



a contract cannot be awarded until we have done so.  

Reason for non-certification:  ______________________________

Name of Company:

___________________________________________  

Signature:


___________________________________________  

Name & Title:


___________________________________________  






              (Printed or typed)

Date:



___________________________________________  
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Failure to complete all of the following information may result in a delay in obtaining a contract, lease, purchase agreement, or grant award with any Arkansas State Agency.

SUBCONTRACTOR: SUBCONTRACTOR NAME:

[] Yes [INo
TS THIS FOR
TAXPAYER ID NAME: [] Goods? [] Services?[ ] Both?
YOUR LAST NAME: FIRST NAME: ML
ADDRESS:
ciry: STATE: ZIP CODE: - COUNTRY:

AS A CONDITION OF OBTAINING, EXTENDING, AMENDING, OR RENEWING A CONTRACT, LEASE, PURCHASE AGREEMENT,

OR GRANT AWARD WITH ANY ARKANSAS STATE AGENCY, THE FOLLOWING INFORMATION MUST BE DISCLOSEI

FOR INDIVIDUALS®*

Indicate below if: you, your spouse or the brother, sister, parent, o child of you or your spouse is a current or former: member of the General Assembly, Constitutional Officer, State Board or Commission

Member, or State Employee:

" What is the person(s) name and how are they related to you?

Positon Held Mark (v) Na[ir:agfr i:iﬂisrmzcjggm':iltd For How Long? [i.e., Jane Q. Public, spouse, John Q. Public, Jr., child, etc.]
lcurrent |Former | board/ commission, data entry. etc.] l;;e/c-v MJ/OVY Bersor's Name(s) Relation

General Assembly o s]

Constitutional Officer a o

State Board or Commission o o

Member

State Employee a o

[]_None of the above applies

FOR A VENDOR (BUSINESS)?*

Indicate below if any of the following persons, current or former, hold any position of control or hold any ownership interest of 10% or greater in the enlity: member of the General Assembly, Constitutional

Officer, State Board or Commission Member, State Employee, or the spouse, brother, sister, parent, or child of a member of the General Assembly, Constitutional Officer, State Board or Commission

Member, or State Employee. Position of control means the power to direct the purchasing policies or influence the management of the entity.

Mark (¥)  [Name of Position of Job Held | For How Long? what is his/her position of control?

What is the person(s) name and what is his/her % of ownership interest and/or

Position Held [senator, representative, name of E =
[Current |Former | board/commission, data entry, etc.] o ed

: Ownership
MMYY | mwivy Person’s Name(s)

Interest (%)

Position of
Control

General Assembly o o i
Constitutional Officer o

State Board or Commission a a

Member

State Employee o o

] None of the above applies
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Failure to make any disclosure required by Governor’s Executive Order 98-04, or any violation of any rule, regulation, or policy adopted pursuant to

that Order, shall be a material breach of the terms of this contract. Any contractor, whether an individual or entity, who fails to make the required

disclosure or who violates any rule, regulation, or policy shall be subject to all legal remedies available to the agency.

As an additional condition of obtaining, extending, amending, or renewing a contract with a state agency 1 agree as follows:

1. Prior to entering into any agreement with any subcontractor, prior or subsequent to the contract date, | will require the subcontractor to complete a
CONTRACT AND GRANT DISCLOSURE AND CERTIFICATION FORM. Subcontractor shall mean any person or entity with whom | enter an agreement
whereby | assign or otherwise delegate to the person or entity, for consideration, all, or any part, of the performance required of me under the terms
of my contract with the state agency.

2. 1 will include the following language as a part of any agreement with a subcontractor:

Failure to make any disclosure required by Governor’s Executive Order 98-04, or any violation of any rule, regulation, or policy adopted
pursuant to that Order, shall be a material breach of the terms of this subcontract. The party who fails to make the required disclosure or who
violates any rule, regulation, or policy shall be subject to all legal remedies available to the contractor.

3. No later than ten (10) days after entering into any agreement with a subcontractor, whether prior or subsequent to the contract date, | will mail a
copy of the CONTRACT AND GRANT DISCLOSURE AND CERTIFICATION FORM completed by the subcontractor and a statement containing the dollar
amount of the subcontract to the state agency.

| certify under penalty of perjury, to the best of my knowledge and belief, all of the above information is true and correct and
that | agree to the subcontractor disclosure conditions stated herein.

Signature Title Date

Vendor Contact Person Title Phone No.
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