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RESPONSE FORM
IVR/IWR/ACD Telephony System

IV. [bookmark: _Toc297198129][bookmark: _Toc344907111][bookmark: _Toc344907066]PROJECT DELIVERABLES TO BE ADRESSED IN THE PROPOSAL

A.  General requirements

The current minimum hardware and software requirement for an IVR/ACD system shall be based on 200 inbound call per hour with the volume range that can fluctuate from less than 10 inbound calls per hour to greater than 500 calls per hour. The call average is approximately four minutes per call.   The IVR requires additional capacity for individuals that prefer to self-serve.  The system shall be able to handle multiple inbound numbers, route to different business units that may located in a different location, and support outbound calls.

Click here to enter text.

Provisions for Application Programming Interfaces (APIs) to data share with an enterprise .Net court case management system. 

Click here to enter text.

Describe other integrated solutions that are either generally available or emerging and specify their availability, such as Interactive Web Response (IWR), smartphone/tablet accessible applications, chat, ‘call me’ options, unified messaging, generating chat/voice scripts, administering payments, and self-service online hearing officer appointment scheduling in calendars that are integrated with Minnesota’s Case Information System (MNCIS) or can be updated off-line and the newly added or changed appointment calendars are instantaneously uploaded to the public facing calendars or schedules - The appointment dates and times reserved by another individual are not visible to others attempting to self-schedule. Include real-time dashboards and/or software included in solution(s) you are proposing.  

Click here to enter text.

Describe your proposed Voice over Internet Protocol (VoIP) solution  including minimum and maximum number of users in total and concurrent, hardware and software recommendations, network requirements, call encryption options and cost,  and company references of current customers using the VoIP solution that you are proposing  in this response. The company reference shall include the name of company (legal name and DBA, is applicable), the name of the company contact and their title, installation date of  the VoIP solution that was installed in to their production environment, total number of users, features and functionality used by customer.

Click here to enter text.

For the solution that you are proposing, describe the system’s ease of use for employees, customers, system administrators and technical staff, and integration of features.

Click here to enter text.

For the solution that you are proposing, describe emerging features that the technology offers, the feature’s general availability, ownership of the feature, and example benefits for customers that have installed the feature(s) into their production environment.  

Click here to enter text.


IVR / ACD Solution

Describe how your proposed solution will support existing, assigned toll free and other published telephone numbers of the CPC, eFile Support Center, and Statewide Self Help Center.

Click here to enter text.

Describe how your proposed IVR solution supports natural language including supported language engine(s) (e.g., Please state why you are calling, state your first name and then spell it, etc.). 

Click here to enter text.

Describe the provisions in your proposed solution for detecting if a caller is experiencing difficulties entering information in the IVR system at any point in the call flow and automatically route the user to a queue for the next available call center agent.

Click here to enter text.

Describe the availability and hourly rate of resources for translating informational messages from English to Spanish and English to Somali. Additionally describe the availability of voice talent(s) and their hourly rate for recording informational messages, system speech, date, numbers, etc. in English, Spanish, and Somali.

Click here to enter text.

Describe the provisions in your proposed solution for routing calls to other internal (in MJB) and external telephone numbers for employees working remotely in courthouses throughout Minnesota or in a private residence  in Minnesota or western  Wisconsin.  Describe any limitations or constraints of your proposed solution that would prevent or interfere with staffing the centers with employees outside Minnesota or western Wisconsin. 

Click here to enter text.

Describe the provisions in your proposed solution for capturing data such as caller ID, the county in Minnesota from which the caller is calling, reason for calling, issue resolved or not, if the caller needed language line or TTY, etc. and to automatically initiate a new call log with each new inbound call, automatically add captured data to the call log, make the call log available to the call center agent so they can preview the data entered by the caller and can add additional data to the call log during the call, then automatically close and save call log at the agent’s request.   

Click here to enter text.

Describe your standard call center agent and supervisor desktop (or pop-up screen) and include screen shots.

Click here to enter text.

Describe the supervisor features in your proposed solution including but not limited to real-time view of the queue and agent activities and availability, set thresholds and alerts on queue and agent activity and monitoring capabilities such as joining an active call, in effect, creating a conference call, and taking the call interaction away from the call center agent and handle the call or transfer elsewhere.  

Click here to enter text.

Describe how the ACD system will enable call center agents to switch between work groups (e.g., an agent working for both the eFile Service Support Center and the CPC call center and their ability to switch between the two ACD work groups easily) and the login/logoff information and productivity metrics on both systems shall be updated to reflect the agent’s whereabouts and productivity.

Click here to enter text.

Describe limitations and constraints of your proposed ACD such as maximum number of agents, maximum number of concurrent agents logged in to the ACD, maximum number of in-queue prompts, skill-based routing, configuring abilities, etc. 

Click here to enter text.

Describe how your proposed solution enables and supports designing, developing, and the administration of public facing surveys, such as a customer satisfaction survey. Describe the ease at which technical and business court staff can create, enable, change, add, test, or remove surveys from the production environment.  Describe where the data collected from the survey is stored and eventually made available to the business for downloading, analysis, report generation, etc.

Click here to enter text.

Describe how your proposed solution customizes workflows (such as IVR call dialog, payment processing, updating case information, and call handling by ACD) by system administrators. Note that the IVR tree will be designed by staff in the Minnesota Judicial Branch and any modification, addition, and deletion would be at the discretion of the courts at no extra cost during the contract period.

Click here to enter text.




Reporting
Describe the call accounting reporting solution that you are proposing and provide an overview of the types of reports that can be generated, sample of commonly used reports, how reports can be accessed by end-users, how new or custom reports are created, the ability to import the data to the MJB’s data warehouse, etc.  SCOA preferred reports and reporting, and reporting requirements, are set forth below.

1. Preferred reports and calculations: 
1.1. Number of incoming, successful, dropped, abandoned, calls to the IVR by time period (hour, day of the week including holidays and weekends, and by operating entity (CPC, eFile Support Center, or Self Help Center).

Click here to enter text.

1.2. Number of successful and abandoned calls to the ACD Number of calls per hour per agent and per operating entity (CPC, eFile Support Center or Self-Help Center).

Click here to enter text.

1.3. Call length (in hh:mm:ss format)– Compute actual, average, maximum and minimum call length, shortest call to longest call range by day, month, operating entity, call length range/ average excluding outliers.

Click here to enter text.

1.4. Number of calls per day that are  completed in the IVR, abandoned in the IVR, routed to the call center entity (i.e., CPC, eFile Support, or Self-Represented Litigant Center), completed in call center, abandoned in ACD queue, abandoned in call center, referred to a county courthouse or another external number, etc.

Click here to enter text.

1.5. Reason for calling – Obtain information, make a payment through IVR, enroll in a payment plan, etc.

Click here to enter text.

1.6. Daily/weekly/monthly IVR traffic level tracking.

Click here to enter text.

1.7. Reports on caller location by county.

Click here to enter text.	

1.8. Track and report IVR user interactions – Options selected by the user at each level of the IVR call flow.

Click here to enter text.


1.9. Number of drop offs from the IVR and the where in the call flow level was the call was discontinued.

Click here to enter text.

1.10. Forced hang up/call abandonment reporting.

Click here to enter text.

1.11. Metrics related to soft transfers such as number of transfers, reason for transfer, location transferred to, percentage of transfers, etc.

Click here to enter text.

1.12. Total login/ logoff time per agent throughout the day.

Click here to enter text.
	
1.13. Call center agent status throughout the day – on call/off call/busy/break/etc.

Click here to enter text.

1.14. Calculate metrics (TBD) based on roles – call center agent, supervisor, etc.

Click here to enter text.

1.15. Statistics on TTY users, Language line users, requests for interpreters/foreign language speaking call center agents.

Click here to enter text.

1.16. Tabulate how new features introduced are used by the callers/call center agents/supervisors.

Click here to enter text.

1.17. Report daily line/data use.

Click here to enter text.


2. Requirements for reporting:
2.1. Eliminate data loss in the event of an IVR/ACD system failure.

Click here to enter text.

2.2. 24 hours a day, 7 days a week reporting capabilities.

Click here to enter text.

2.3. Create reports with the ability to separate supervisor functions (such as a supervisor taking over a call or conferencing with a call canter agent) from call center agent functions.

Click here to enter text.

2.4. Call reporting should be done for the system in its entirety and separately for each of the operating entities CPC, eFile Self Service Support Center, and the Statewide Self Help Center. 

Click here to enter text.

2.5. Provide intelligence from the reports for the improvement of the call center operation.

Click here to enter text.

2.6. Automatically correlate the call logs maintained by the call centers and the recorded data.

Click here to enter text.

Accessibility

Details for Americans with Disability Act (ADA) compliance and elaborate on how you would handle future conformance issues.

Click here to enter text.

Detail options for non-English speaking customers within the proposed system.

Click here to enter text.

Detail accessibility options including but not limited to voice recognition and provide references for any successful IVR projects that include these features.

Click here to enter text.


Payment Solution

Recommend a reliable, cost effective and Payment Card Industry (PCI) compliant electronic payment solution for the Court Payment Center IVR and IWR systems. The payment solution shall be compatible with the court’s banking and to the extent necessary with the SCAO’s accounting system at the Minnesota Executive Branch of government.  

Click here to enter text.

Provide details of any proposed payment systems including;
· Related fees
· Ability to add/change the convenience fee
· Ability to reflect convenience fees separately in reports for auditing purposes
· Ability to provide an itemized receipt to the payer including how much the payer paid for each offense charged, additional fees, and the convenience fee for paying electronically using the IVR or IWR.
· Upon concluding the IWR payment, ask the payer if they would like a receipt.  If they indicate “yes”, ask for their email address and after the case is settled that night automatically send an itemized receipt, branded with the Minnesota Judicial Branch logo, to the email address that was provided.
· Verbally (if submitting payment via the IVR) or visually (if submitting payment via the IWR) itemize the fines and fees by offense charged, the convenience fee and the total amount due, and total amount being submitted for payment just before the payer submits the payment
· Ability to create unique payment confirmation number after each payment is submitted
· How are foreign billing addresses are validated
· System suspension for payment processing

Click here to enter text.

Describe accepted electronic payment types such as Visa, MasterCard, Discover, American Express, eCheck that your proposed solution will accept.

Click here to enter text.

Describe accepted mobile payment options such as online wallets - PayPal, Amazon Payments, Google Wallet, Apple Pay, etc. Describe the available reports on the payment system.

Click here to enter text.

Detail APIs for payments to another .Net system.

Click here to enter text.

Describe how your proposed payment system solution will attain and maintain Payment Card Industry Data Security Standard (PCI DSS) compliance.

Click here to enter text.

Reliability / Security

For the solution you are proposing, describe the available proactive alerting and monitoring capabilities on the core system, individual components and distributed devices and detail how notifications will be distributed.

Click here to enter text.



Provisions to ensure that internal traffic can be rerouted or reconnected in the event of a system, network or major component failure.

Click here to enter text.

Ensure Survivability: All IP telephones at the locations designated as survivable in the configuration section shall register with the local survivable gateway during an outage of the primary controller/server or if the WAN connection is lost, and shall have continued access to locally equipped trunks.

Click here to enter text.

Describe the failure rate and root cause of the top ten most frequently occurring reasons for system or component failure from past experiences in the last two years. 

Click here to enter text.

Describe security recommendations to prevent eavesdropping or interception of voice communications.

Click here to enter text.

Describe recommendations for optimizing the efficiency and security of data transfers by vendor.

Click here to enter text.

Describe environmental requirements for optimal functioning of hardware and software.

Click here to enter text.

Describe the recommended core competencies and expertise that technical and business staff at the Minnesota Judicial Branch should have to successfully manage, support, and maintain the equipment, hardware and software on a daily basis as well as during a transition such as a system upgrade, software release, etc. 

Click here to enter text.


Project Management

Project plan including milestones, system design, communication plan, issues list, and risk management during the implementation period with an expected start date of the first quarter of 2016 and an end date of February 2017.

Click here to enter text.

Describe the minimum requirements of project personnel that you may assign to this effort should your firm be awarded a contract.

Click here to enter text.

Include a proposed service level agreement.

Click here to enter text.

Maintenance / Support

Provide diagrams/wireframes of information flows for the proposed system.

Click here to enter text.

Describe recommended best practices for the SCAO to avoid or minimize the likelihood of system failure, safeguards against system failures, and procedures for quick recovery. Provisions to notify callers of the system failure and recovery time.

Click here to enter text.

Describe database type and platform required for warehousing data at the MJB. Plan for supporting Archiving, Retrieving with GUI, and purging of all appropriate data subjected to the data retention policy of the Minnesota Judicial Council.

Click here to enter text.

General availability of equipment and recommended type of and minimum quantity of spare parts to keep on hand.

Click here to enter text.

Document support needs during the installation phase.

Click here to enter text.

Document a service/maintenance agreement and what commences after the initial agreement expires.

Click here to enter text.

Determine and document expected software upgrade cycles after installation and communication strategies with installed base.

Click here to enter text.

Recommend a quality assurance process based on previous successful (on time and on budget) project experience.

Click here to enter text.

Describe the post implementation support plan from your company for the solution you are proposing.

Click here to enter text.

If your company is involved in any merger and acquisition activity, describe the impact that this activity would have on the timely and successful implementation of the scope of work described in this RFP.

Click here to enter text.


Budget Considerations 

Provide the itemized unit and extended estimated cost and the annual cost for the system considering all the requirements provided in this RFP. 

Click here to enter text.

Describe your firm’s current and future pricing strategy and model.

Click here to enter text.

Describe scalability including costs to accommodate expansion of the system activity volume which may be realized in call volume, individuals self-scheduling a hearing officer appointment, or payment transactions.   Provide a list of consumable hardware such as telephones, headsets, etc. including the average shelf-life of the item, item cost, etc.

Click here to enter text.

If the solution you are proposing has limited compatibility with certain headsets, articulate the limitations in your response. 

Click here to enter text.

References

Include references for 3 – 5 implementation that occurred within the last three calendar years that are similar in size and scope to this implementation.  Include the following information for each reference:  the legal name, and DBA, if applicable, of the company, the name of the company contact and their title, installation date, number of agents, the number of payment transactions processed daily, the amount of money processed through the IVR and IWR daily, the number of inbound calls handled by the ACD daily, the number of outbound calls handled daily, etc.

Click here to enter text.


TRAINING FOR THE IVR/IWR/ACD SYSTEM

     Describe your proposed approach for initial and subsequent training including planning, analysis, design, development, delivery, evaluation, and ongoing.  The approach shall address training for all systems included in our proposal for the following audiences:   technical, system administration, business administration, and end-user.  

Click here to enter text.
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