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 Ordering Procedure  11111111Mlii
Purchase of service from this contract is subject to the City collective bargaining agreements regarding contracting out.

Departments placing an order to use this contract are advised to independently review and satisfy the requirements of the collective bargaining agreements that apply to the work they seek to purchase, before placing an order with this contractor.

Departments are advised to independently verify the agreements and language that is appropriate to the department, however below is the Professional Technical Engineers, Local 17 (Article 3) agreement statement concerning Rights of Management (Contracting Out):

3.2
Contracting Out - The City will make every effort to utilize its employees to perform all work, but the City reserves the right to contract out for work under the following guidelines: (1) required expertise is not available within the City work force, or (2) the contract will result in cost savings to the City, or (3) the occurrence of peak loads above the work force capability.

Determination as to (1), (2), or (3) above shall be made by the Department Head involved, and their determination in such case shall be final, binding, and not subject to the grievance procedure; provided, however, prior to approval by the department head involved to contract out work under this provision, the Union shall be notified.  The Department Head involved shall make available to Local 17 upon request (1) a description of the services to be so performed, and (2) the detailed factual basis supporting the reasons for such action.

3.3  The Union may grieve contracting out for work as described in Section 3.2 herein, if such contract involves work normally performed by employees covered by the Agreement, and if that contract is the cause of the layoff of employees covered by this Agreement.

For additional assistance and advice, please contact your Department Human Resources Office.

Scope of Services  11111111Mlii
Services required for Storm and Emergency overflow phone support for Seattle Public Utilities’ Call Center are described in this Scope of Work of 12/11/07.

On November 26, 2007, Sound Telecom moved its corporate headquarters and 10 station call center from Issaquah, Washington to 1131 Poplar Place South in Seattle, Washington.

Office locations 111111111Mlii
Ain

CORPORATE HEADQUARTERS

1131 Poplar Place South Seattle, WA 98144

ISSAQUAH CALL CENTER

1131 Poplar Place South Seattle, WA 98144

SPOKANE CALL CENTER

1802 North Monroe Street Spokane, WA 99205

Immediate response for high call volumes
CALL CENTER NETWORK: 

Typically, given at least 30 day activation ramp up periods we can build the capacity needed for most inbound campaign requests internally in our own call centers. While Sound Telecom maintains significant call center capacity well suited for small and medium size direct response marketing campaigns and emergency response efforts, Sound Telecom maintains close working relationships with several call center affiliates so it can effectively meet even the largest response requirements. This unique network of affiliate locations expands Sound Telecom's capacity to over 2,500 positions in the United States and Canada.

Strategically located across North America, these facilities utilize the same proprietary call center database and operating systems used by Sound Telecom, an important criterion in our selection of database and software components in the first place. Using Telco based advanced routing features (next-available agent routing, percentage allocation routing, time-of-day routing etc.); calls are seamlessly routed during large-scale demand periods precipitated by direct response ad campaigns or emergency response projects, to these affiliated call center facilities. All programming, agent training and quality monitoring is the same for each of these location and is directed by Sound Telecom to provide a seamless, transparent solution for our clients. This network greatly expands call center capacity while providing Sound Telecom clients with a single source of reporting, data and billing as a result of the common call center database network.

This overflow network has a proven track record and is designed to be completely transparent to our clients and their callers. Once this Call Center Consortium is set up and activated for our client it can be accessed at a moment's notice, which is why it provides a robust solution for disaster response projects. Sound Telecom took thousands of calls for the American Red Cross hurricane relief effort as a part of this Consortium. During the Hurricane Katrina relief effort, Sound Telecom participated in a similar Call Center Network Consortium that efficiently handled daily peak volumes of 180,000 calls per day. This dynamic network reduces the likelihood of lengthy hold-times, call-blockage and lost call conversion that are created by emergency response and direct response marketing campaigns.

The advantage of the Call Center Network is that the client enjoys significant, readily available, nationwide call center capacity capable of handling even the largest response while working with a single source vendor, Sound Telecom, which is capable of managing the project's ebbs and flows. Our client benefits from the high level of service and attention provided by a smaller call center provider, while still receiving the benefits of large scale call center capacity. In addition, the client benefits from geographic redundancy and facilities across several time zones, factors that are often not available when working with a company with a single-location, larger call center.

Remote Monitoring

Voice Logger

Voice logger is a software-based call recording solution that automatically records all agent involvement with incoming and outgoing calls. We can record a sample percentage of inbound calls for quality assurance purposes. These files can be archived and stored or delivered to our clients. They are also securely available via our Web Portal service.

· Online message retrieval for remote access

· Immediate access to your recorded calls provides both verification and quality control

· Agent assessment forms available to score and rate calls for improved customer satisfaction

· Caller "recording alert' available (Quality Prompt)

· Complete call details including date, time, Caller ID and duration of calls

· Multiple queries available for a variety of statistics and references

· Records audio and operator video simultaneously to show detailed voice-to-call-handling scenarios

· Auto .WAV file forward (up to 25 calls per email) or download options available
	Call Recordings
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Yes, Sound Telecom does record calls for the purpose of training and development. Certain clients request that we record their calls. We obtain prior approval to use these recordings internally as training mechanisms. We will randomly record a certain percentage of calls to be reviewed with agents on a regular basis. At times, we use these call recordings at the client's request for Quality of Service reinforcement.

	Front End Estimated Costs and Project Assumptions

	ITEMS
	COST
	footnotes

	Multi Call Center Number Routing
	$2500
	1 

	Initial Programming
	$2500
	2 

	initial Report Development
	$2500
	3 

	Call Center Consortium Account Setup and Activation
	$13000
	4 

	Initial Agent Training
	$10000
	5 

	
	
	

	
	
	


	Call Processing and Program Management

	ITEMS
	RATE
	footnotes

	Inbound call handling - Agent 
	$.85 per minute
	

	Inbound call handling - Telco (Toll Free Number Usage)
	$.05 per minute
	

	Monthly Program Management Fee
	$2500
	6 

	
	
	

	
	
	

	
	
	


	Special Services
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	ITEMS
	RATE
	footnotes

	FTP Transmission fees
	$25 per month
	

	Clerical
	$20 per hours
	

	Additional Programming
	$75 per hours
	

	Additional Training
	$20 per hours
	

	Additional customized report development
	$75 per hours
	


Footnotes

1. Activation fees required for special and enhanced multi call center muting. This does not include telco activation or startup fees.

2. Initial programming of accounts, data transmission and billing and switch programming for all members of the call center network.

3. Initial report development and report collection process for all members of the call center network.

4. Activation of accounts across the call center consortium, scripting, billing and data transmission setup.

5. Initial agent training for up to 250 agent members of the call center network.

6. Maintenance fee to cover costs of administrative oversight of call center network for every call center and network at a whole, programming update uploads, on-going billing and switch programming, training communications, testing of telco network and testing of programming and agent response.

Overflow Call Service Level and Estimated Costs
General Assumptions

· All options assume increasing Call Center capacity as described in "Call Center Expansion Options for the 2007-08 Storm Season"

· Vendor to provide TSF of 80% of call answered within 60 Seconds or less

	Average Call
and Wrap
Time
	Agent Service
	Data
Transmission
Methodology
	Quality
Assurance
Features
	"Switch
Reporting" –e.g.
call performance
statistics
	# Agents
Needed for
5k/10k calls
per hour*
	 Estimated
Cost Per
Four Hour
Event for
5k/10k calls

_per hour*  $36k/$72k ($9k/$18k per hour)

	2 minutes
	Live agent
Plus
messaging
	E-mail, Fax &
File transfer
protocol (FTP)
download service for SPU & SCL
SPU & SCL
	Sample % of
 recorded calls
	End of Event Standard switch/traffic/
history
	166/332
	

	3 minutes
	Live agent
Plus
messaging
	E-mail, Fax &
File transfer
protocol (FTP)
download service for SPU & SCL

	Sample % 
of
recorded
calls
	End of Event Standard switch/traffic/
history
	250/500
	$54k/$108k ($13.5k/$27k
per hour)

	6 minutes
	Live agent
Plus
messaging
	E-mail, Fax &
File transfer
protocol (FTP)

download service for SPU & SCL

	Sample %
of
recorded
calls
	End of Event Standard switch/traffic/
history
	500/1000
	$108k/$216k
($27k/$54k per hour)


* Handling 5,000 calls per hour is sufficient, probably, for up to 40,000 outages. Handling 10,000 calls per hour would be sufficient for 60,000 outage storm, but would double events costs. Since January 2004, SP° has experienced two storm days that have exceeded 60,000 outages.

Estimates of Other Vendor Costs:

Start up costs of approximately $30,000

Monthly maintenance costs of about $2,500 - charged only when service is activated (October - April).

Reporting capabilities
MEM
Sound Telecom can provide customized reports tailored to meet the specific requirements of the job. We collect data from a variety of sources and can create custom templates to standardize report generation. We integrate a variety of vital performance and operational data from multiple systems and publish this in clear, concise reports for our client's analysis. We then take this to the next level by automating the process to reduce cost and errors. Source data can come from:

· Call switch data and reports

· Toll-free service providers and Telcos 
· T1 reports

· Fulfillment reports

· Email reports

· Call blockage reports

· Partnering overflow call centers 
· Contact databases and agent updates

· And all other sources...

	Transmittal options
	[image: image3.png]





Sound Telecom has the ability to deliver your data when, where and how you want it. Our data transmittal options include:

· Email, Text-to-Cell, Fax or Pager: Automated, prescheduled delivery to multiple locations available 1 Web Portal access for downloadable reports: Access messages, call statistics, detailed reports and more online

· FTP Access and Bulletin Board Services: Data and reports posted securely on the Web; works well for bulk data transports and for quickly passing along confidential and sensitive data

Remote reporting services 41=11 111•1111

Sound Telecom offers "Web Portal" to access downloadable reports and quickly access messages, call statistics, detailed reports, archives and more online.

· Switch reports

· Abandons

· Call Traffic

· Call Duration

· Call History

· Message Deliveries

· Hold/Patch/Disconnect times 
· Call Progress Reports

· Much more...






















































