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ATTACHMENT “A” – REVIEW QUESTIONS

Vendor’s response shall follow directly below the corresponding question.  Additional lines may be added as necessary.

SECTION 1

Reporting and Monitoring

1. Does the system have consolidated reports to show all activities performed by an agent including Contact Center productivity on phone?  Please provide examples/samples.
2. Can each agent see his or her own personal queue?  How does the agent know that a contact may be waiting for him/her?

3. Does the report provide a time and date stamp for each event?  Does it include IVR/Contact Center activity and track abandoned calls?

4. How are historical reports archived?

5. Is the length of time reports are archived user defined?  What technical requirements are needed to do this?

6. Describe how the user creates ad hoc reports?

7. Can we group representatives for reporting (real-time and historical) purposes?

8. Are real time and historical reports controlled by separate servers or one server?

9. Are bar, line, three-dimensional, and color graphics available on screen and paper reports?  Do you support graphical business reporting and OLAP analysis?

10. Can report data be exported in popular file formats?  (e.g. fixed length, delimited, etc.)

11. How many reports are standard?  Provide titles of each report.  Provide the data elements contained in the standard reports.

12. Provide samples of current users’ most common reports.

13. Provide examples of common screens for the real-time monitoring.

14. Can we modify standard reports and/or create new customized reports?  Please describe how this is done.
SECTION 2

Implantation Plan

1. Vendor must provide a rough estimate of the typical and expected implementation plan they expect for a project of this proposed scope, including at a minimum the expected completion timeframes for design, development, testing and live implementation.  Specifically an estimate should be provided for expected minimum and maximum project completion timeframes.  Include the expected County of Fresno resource commitments to meet your estimates.
SECTION 3

IP Call Center
1. Describe your experience delivering Call Center solutions, including original timeline estimate and actual.  Include market share, industry recognition, awards, etc.

2. Describe your call center scalability.  How many call center agents can be supported on your system?  How many servers are required?  What additional hardware/servers and software is required?

3. How many ACD skill groups are supported on your system?  What additional hardware/servers and software is required?

4. How many agent login IDs can be administered on your system? 

5. How many skills can an agent be assigned?  How many agents can be logged in simultaneously?  What additional hardware/servers and software is required? 

6. How many different music sources can be supported?  How many servers are required to support this capacity?

7. What level of redundancy or resiliency does the call center solution provide?

8. Describe your ability to support remote, work at home, call center agents with IP softphones.  Do they have full Contact Center functionality at home?  How many can be supported?  How many servers are required to support this number?

9. Can remote agents be measured, service observed, recorded the same as local agents?  Can they be members of the same ACD group, queue, split/skill?

10. Agents can be members of multiple ACD groups, split/skills?

11. Agents can be made automatically available immediately after each call?

12. Agents can be made automatically unavailable after each call in order to complete work associated with the call before the next call is delivered?  Can this time be specified and controlled?  Is this unavailable state measured and tracked in ACD reports?

13. Agents can make themselves unavailable temporarily and have this unavailable state be measured and tracked in ACD reports?  Can the ACD agent enter a reason code to indicate why they are unavailable and have this unavailable state measured and tracked by reason code on ACD reports?

14. Can calls that ring at an available agent’s station but are not answered automatically be redirected to the next available agent rather than letting the call ring unanswered until abandonment?  For example, if an agent left their station without logging out, will the system automatically log the agent out or make them unavailable and notify the supervisor?  Will this event be tracked by the reporting system?

15. Can supervisors’ logout agents remotely?  Can supervisors monitor and observe agents by agent ID?  Can they listen and talk on an agent conversation?

16. Can night service be implemented automatically at designated time of day, day of week?

17. Can you pass information such as expected wait time, queue position?

18. Does your system offer skills-based routing?  How many different skills can an agent be assigned?

19. Can each skill be specified at a level to indicate proficiency?  How many levels are supported?

20. Can agents request supervisor assistance on a call?

21. Describe your development tools for recording phrases, building prompts, and other functions.

22. Describe how high availability and redundancy is achieved.

23. Describe your support for multiple languages.

SECTION 4

Integrated Agent Console & Administration

1. Does your agent desktop solution support thin client architecture via a standard web browser?

2. Does your application provide softphone capability?  Describe your softphone and its features.  Does it have transfer, conference, speed dial, send all calls, and call forwarding?

3. Are agent states polled from the ACD system or offered by the ACD system?  Please describe how the system can avoid hard-phone and soft-phone synchronization issues?

4. Can multiple calls be taken by a representative, such as call center and direct extension calls?

5. Describe how call, email and chat information are displayed to the agent?

6. The administration interface should be graphical and user-friendly.  The administrator must be able to create and modify workflows and agent scripts.  Please provide a description and samples of your administrative screens.

7. Can you provide a single point of administration for managing user additions, removals, and updates for all groups across all media channels?

8. Can the agent interface be installed and automatically updated remotely from a central location?

SECTION 5

Fault Tolerance

1. Does your solution support automatic failover?

2. Discuss the method of redundancy used for system & software failures.  Include power, hardware and software.

3. Discuss the disaster recovery options.  How does your system negotiate resource allocation with the system ACD?  How does the system avoid resource allocation conflicts after your system failure?

4. Please describe the system policies or process to avoid resource contention issues.

5. Does your system support fault tolerance?

6. How does your system handle data integrity?

7. Describe the scalability of the product and what is necessary to grow to the larger size.
8. Describe your architecture.
SECTION 6
Training

1. How is your training conducted?  (online or in a classroom)

2. Are their certifications when training is complete and is there testing involved?

3. Can the training class be conducted at our facility? 

4. How many trainers do you have on staff?

5. What is the anticipated amount of time needed complete all of the classes necessary to maintain the system?

6. Please list at least three (3) similar sized account references where the system is being maintained by the local IT department. 
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