SL100 Maintenance RFP   

RFP – Attachment A

Requirements Response Template


Instructions:  The vendor shall use the format provided in this attachment to respond to the RFP requirements.  For each requirement listed in Section C, the vendor shall (1) designate the degree to which the requirement is met and (2) provide additional information or clarification explaining how the requirement is met or if desired, why it is not met.  Unless otherwise noted, the responses for Section C shall be limited to 1 – 3 paragraphs with a maximum length of two pages.  A simple check mark will not be considered an adequate response.

For any customizations identified in this response, the pricing shall be submitted in the pricing section, Attachment E.  If the customization is being provided at no cost to the State, the customization shall be listed in the pricing section with a cost of ‘No Charge’.

C.2. Minimum Qualifications

All Vendors are required to have Avaya/Nortel SL100 certification. Proof of certifications must be provided with bid response. 

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

Vendor must also have a service organization capability which includes, but is not limited to the following:

C.3. Specifications

C.3.1 Vendor shall provide certain Services at Customer’s location or at a service center to keep products originally manufactured by or for Avaya/Nortel   (“Products”) in, or restore them to, conformance with published specifications (“Maintenance Services”). Upon request, the Vendor will inform Customer of the types of Maintenance Services available to Customer which are consistent with Avaya/Nortel Partner accreditation standards.
___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.3.2  Vendor shall maintain the Products in good operating condition and at revision levels supported by Avaya/Nortel.

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.3.3 Vendor shall be able to provide relocation services for Products under Maintenance.

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.3.4 Prior to providing Maintenance Services, Vendor agrees to: 

a) follow the problem determination, problem analysis, and Maintenance Services request procedures that Vendor provides; 
b) secure all programs and data contained in hardware; and 
c) inform the State of changes in the hardware’s location. 

 ___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.3.5 Returning of Products to Manufacturer:

a) Vendor shall obtain Avaya/Nortel  concurrence prior to returning any Products and must reference a return material authorization number issued by Avaya/Nortel on documentation accompanying such returned Products.
b) Vendor agrees to ship Products prepaid and suitably packaged to a location Avaya/Nortel designates. Avaya/Nortel will return the hardware to Vendor at Avaya/Nortel’ expense.  
c) Avaya/Nortel is responsible for loss of or damage to, Vendor hardware while it is a) in Avaya/Nortel  possession or b) in transit back to the Vendor. 
d) Any returned hardware becomes Avaya/Nortel Partner’s and, subject to Avaya/Nortel receipt of the exchanged hardware, its replacement becomes the Vendors property.  
e) The replacement hardware may not be new but will be in working order and equivalent to the item exchanged. 
f) Vendor agrees to ensure that exchanged hardware is free of any legal obligations or restrictions that prevent its exchange and represents that all returned items are genuine and unaltered.

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.3.6  Service Representatives:

a) Service representatives shall be full-time employees of the Vendor or designated by the Vendor as their full-time authorized representative.  
b) Technicians must be factory certified to perform maintenance on the particular models being proposed.  
c) Evidence of factory certifications of actual technicians performing services under this contract must be submitted with proposal response.

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.3.7  Authorized Service Locations:

g) A complete list of factory authorized service locations must be submitted with this proposal.  
h) Maintenance shall be available 24 hours a day and seven days a week.  
i) Vendor shall describe how Service Requests are placed, accepted, responded to and resolved.
___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.3.8  Maintenance proposed under this Contract shall be full maintenance.  Full maintenance is to include labor, any part or supply, software or anything else needed to maintain the Avaya/Nortel system as per manufacturer's standards.  

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.3.9  Vendor must provide maintenance service for all products proposed.  Services are to include replacement of all unserviceable parts and software, and must be included in the Vendors maintenance coverage.

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.3.10  The Vendor shall provide any preventative maintenance services required by Avaya/Nortel to maintain the product families specified.  This preventative maintenance (PM) shall be scheduled in advance with the agency.  Scheduled PM calls will not be considered downtime.  

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.4  Contract Deliverables
C.4.1  It shall be the responsibility of the vendor to provide all necessary tools, personnel and test equipment to properly maintain all SL-100 PABX systems and subsystems covered under this SOW.  All general maintenance and operation of the PABX is the responsibility of the vendor.  Should after normal hours work be necessary to restore service or to prevent service interruptions, this is to be scheduled and accomplished by the successful vendor at no additional charge to the State of Oklahoma.  

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.4.2  As a part of the overall maintenance responsibility, support from the manufacturer (Avaya/Nortel) is required.  It shall be the responsibility of the successful vendor to contract with and obtain the assistance of the Avaya/Nortel Support Group.  
a) This support shall be required on an as-needed basis to assist the vendor's technical personnel in maintaining the SL-100 PABX in correct working order at all times.  
b) The services of the Avaya/Nortel Support Group shall be available for call on a seven day, twenty-four hour basis.  
c) All expenses for these services including telephone lines, equipment (such as modems), hourly charges, etc., shall be borne by the successful vendor.  
d) All cost associated with telephone services to conduct trouble shooting and service restoration shall also be paid for by the successful vendor.

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.5 On-site Personnel

C.5.1  It shall be the responsibility of the successful vendor to provide on-site personnel at the Host location during normal State business hours (excluding State Holidays).  Any travel to remote locations shall be the responsibility of the successful vendor.  In the event of a failure that occurs outside of normal State business hours, vendor shall have a pre-qualified certified technician on-site within 2 hours of notification of the failure.

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.5.2  The vendor shall provide one full-time Senior Technician and two Customer Service Representative (CSR) Level II's.  The three full-time technicians shall report to the OSF Voice Communications Department.  The vendor technicians' responsibilities shall include changes, additions, reports, training, programming, consultation, advice, trouble shooting, etc., to the PABX.  The vendor assumes all responsibility for the overall maintenance of the system.  OSF reserves the right to accept or reject personnel used in the performance of this contract.  It should clearly be understood that the number of technicians assigned on a daily basis has nothing to do with the vendor's overall responsibility.  If additional technicians are required over and above the number assigned on site on a daily basis, it shall be the vendor's responsibility to do so.

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.5.3  The vendor is to provide performance management assessments of the PABX.  The service being provided should include a comprehensive analysis of workload activity, utilization and responsiveness in the Avaya/Nortel SL-100 environment.  The vendor will use OSF's data to report workload definitions, system activity summary and switch utilization response time analysis.  The results will be provided in a report that uses easy to understand graphic charts and text to present the system analysis.  The report will also include observations and recommendations and be presented on a monthly basis.

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.5.4  It is understood that the Senior Technician and the CSR II's shall not provide services under this contract unless prior approval is received from OSF Voice Communications personnel.  OSF shall be notified in advance of non-emergency leave.

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.5.5  Senior Maintenance Technician:

The primary job function of this technician is to maintain high service levels and 100 percent PBX uptime.

Avaya/Nortel class training shall include at a minimum:


Principals of Digital Transmission


Network Fundamentals 160.B


Network Fundamentals 160.A


Meridian Options 21-71 Familiarization


Option 11 Installation and Maintenance


SL-100 Super note Operations


Introduction to Meridian 1 Options 111-121 (SL-100)


Meridian 1 Open IVR 4.0 Switch-Independent (SOIVR4.0)

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.5.6  The First CSR II 

The primary job function of this CSR II is to administer all software applications regarding IVR and Symposium Call Center.  Secondary function would be day to day telephone applications, support of the second CSR II as well as support to the Senior Maintenance Technician.

Avaya/Nortel class training shall include at a minimum:


Introduction to Meridian SL-100


Meridian SL-100 Service Order


Meridian SL-100 ACD


Meridian Mail Rel. 12 System Administration


Symposium Open IVR Rel. 4.0 System Administration and Basic Application 


Development


Symposium Call Center Rel. 4.0 Client Administration and Management


Symposium Call Center Rel. 4.0 Scripting 1


Symposium Call Center Rel. 4.0 Scripting 2

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.5.7 The Second CSR II 

The primary job function of this CSR II is to administer all telephone related service requests.  Conduct surveys for various State Agencies to determine telecommunications needs.  Design and program telephone configurations, including ACD groups, using SERVORD.  Design and program automated attendants and voice mail boxes.  Train customers on the use of telephone features and voice mail boxes.  Provide follow up support.  Secondary function would be to assist other CSR II.

Avaya/Nortel class training shall include at a minimum:


Meridian SL-100 Service Order


Meridian Mail Administration


Meridian IVR Administration and Application Development


Meridian Super Node Custom Local Area Signaling Service Translations

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.5.8  To remain current on changes in technology, it is anticipated that the Senior Maintenance technician and CSR II technicians will attend Avaya/Nortel switch related conferences and seminars.  Attendance at these conferences will be at no cost to OSF and the vendor shall ensure that backup personnel are on-site to maintain the system during these conferences.

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.6 Training

It is the State's intent to have State telephone technicians assist the vendor in maintenance and operation of the telephone system.  The State technicians will be working on a daily basis at the host and remote locations.  It is also the State's intent to have the successful vendor provide on the job training to these assigned State technicians.  

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:

C.7 Host & Remote Locations

The Office of State Finance intends to secure maintenance and operational services for the following systems.  Below is an inventory of locations and capacities of the Host and Installed Remote Locations.  

___ Fully Meets     ___ Partially Meets     ___ Meets w/Customization     ___ Does Not Meet

Description:
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