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CUSTOMEREXPERIENCEMANAGEMENT





 

Statement of Work
Customer Name:  
 The City of Seattle – 
Department of Information Technology (DoIT)




Installation Address:
700 5th Avenue, Seattle, WA. 98104


Customer Contact:




Installation Date:




CXM Project Manager:
Tom Ngo  tom.ngo@4cxm.com 713.934.3953


Date of SOW:

9/23/2009
Project Description:  This CXM implementation for the City of Seattle by Department of Information Technology (DoIT)) is configured and installed in accordance with Request for Proposal #DIT-39 and an onsite consulting meeting held on September 2, 2009 between Co-nexus, Inc. and the City of Seattle.  Terms and conditions of this implementation are addressed in the City of Seattle CONTRACT FOR CALL RECORDING & QUALITY MONITORING SYSTEM.
In summary, The City of Seattle has defined the following CCQM requirements in the RFP: 

 “The current release of CCQM software for one contact center with a minimum of 150 agents in the Seattle Public Utilities department.  At a minimum, SPU will use the CCQM for monitoring customer calls, recording voice data, capturing computer screen output, and subsequent retrieval, analysis, and evaluation of the data, including the production of standard and ad hoc reports.  The results will be used for monitoring, recording and data capture and should be sufficient to coach, train and evaluate employee performance.”

The SPU telephony environment in which the CCQM solution will be implemented is defined as:  

“The PBX providing service to the SPU Call Center is a Nortel Meridian CS1000M running Succession software Release 5.0 and is located in the Seattle Municipal Tower (SMT).  In addition to the basic telephone switching and ACD functions provided in this environment, SPU’s Call Center utilizes Nortel’s (CCM) Version 6.0 for enhanced call processing and Nortel’s Meridian Link Services Module (MLSM) to exchange information with a Dialogic CT Connect CTI server.  This CTI server is currently used as a DNIS interface to a Nortel VPS/is2 Interactive Voice Response (IVR) system which has been supporting the SPU Call Center since April 2000. The IVR system interfaces with the SMT CS1000M PBX using analog line side T-1 ports.”  

CXM CCQM Configuration for the City of Seattle:

Co-nexus will install its latest version of the CXM Recording and Quality Monitoring system in the Seattle Municipal Tower (SMT) located at 700 5th Avenue, in the Department of Information Technology (DoIT) Consolidated Server Room. The system will be connected to the DoIT Back Bone(s) which will provide RTP packets for calls associated with call centers through out the City of Seattle serviced through  the Seattle Municipal Tower and the Seattle Justice Center. The CXM system to be installed will be configured as follows:

· RTP Packet Sniffing of (175) VoIP  Devices through the VLan with RSpan to the Back Bone(s) 
· Screen recording on (175) agent Windows workstations.

· Customer provided servers.  (6) Servers are required for this configuration. These (5) servers consist of (1) Web Store (which may be virtualized),  (2) IP Recorder Servers, (2) Screen Capture Servers, (1) CXM Survey Server (please reference provided server specifications.).
· CXM recording system will be located in the Consolidated Server Room with the Back Bone(s). 
· CXM Customer Satisfaction Survey Server will reside next to the call center PBX  in which surveys are required. 
Included Co-nexus Professional Services:  Unless otherwise specified in the RFP, Co-nexus provides the following Professional Services with each CXM implementation:

Description


Duration
Kickoff Meeting


One Hour

Initial Database Meeting

½  Hour

Database Follow up Meeting
½  Hour

Pre-Installation Meeting

½  Hour

CXM Onsite Implementation
36 Hours
(or as long as needed to complete)

Onsite Customer Training
10   Hours

· 4 hrs for Admin, 
· 4 hrs for supervisor,

· 2 hrs for Agent Portal
Survey Kick Off Meeting

1 Hour

Survey Design 


4 hours

Survey Onsite Tuning

5 hours


Survey Onsite Installation  
16 Hours

Onsite Survey Training

8 Hours (admin)

Co-nexus Responsibilities:
· Provide an acceptable install date.  CXM installations typically occur 30 – 45 days from the date the order is received. Earlier installation may be available; consult your Co-nexus Project Manager.

· Submit the CXM database spreadsheet and any other necessary documentation to designated customer contact

· Co-nexus will provide the customer with a completed timeline that establishes target dates for each project milestone including the Final Customer Database cutoff date.

· Receive all equipment at CXM office

· Test all equipment for defective components including but not limited to: Power supplies, voice boards, and chassis

· Build required systems as specified 

· Check for appropriate code revision levels on all equipment provided by Co-nexus and to be installed as part of this project

· Ship software to customer location 

· shipping within continental US included otherwise customer responsible for shipping charges

· Inform the customer of ship date tracking information 

· Install the equipment into customer provided rack space or shelf (rack space / shelving requirements will be provided during the Kickoff meeting). Co-nexus does not provide racks or shelves

· Perform final configuration and cutover of the CXM system during the Onsite Installation.  Any customer programming changes requested past the Final  Customer Database deadline established in the implementation timeline may result in additional charges and/or delays.

· Test the CXM system for proper operation according to the CXM cutover testing document provided to the customer during the install kickoff meeting 

· Obtain customer’s delivery and acceptance

Customer Responsibilities:

· Agree to specific installation date.  Any changes to the installation date with less than two weeks notice may result in additional charges.

· Provide Co-nexus Project Manager with a completed system database spreadsheet.  The database spreadsheet consists of agents to be recorded, agent log in ID, station numbers, etc. This spreadsheet and instructions will be provided to the customer during the Kickoff Meeting.  A Final Customer Database deadline will be established during this meeting.  Any customer requested modifications to the Database after the deadline may result in additional charges and/or delays.

· Provided Co-nexus high speed, on-demand, remote access to the CXM system for Maintenance.  High Speed access can be done over one of the following methods VPN, LogMe In or direct connection.  Remote access via modem or high speed meeting based access is available for an additional fee.

· Ensure that installation location for all CXM equipment is environmentally safe per “typical” Network server specifications.

· Install any Client software (Screen Capture client and Record on Demand client) on the workstations.  In addition the client is responsible for any security configurations that need to take place on client desktops.

· Provide Co-nexus with the necessary network connections and IP address information to complete the installation of the CXM system.  The requirements for this will be delivered to the customer in the Initial Database Meeting.

· Customer must ensure that proper electrical connections are available for CXM servers. 

· Customer Provided Servers – if customer is providing servers for a CXM VoIP recording implementation the servers must meet or exceed the Co-nexus provided specifications. 
Configuration Specific Guidelines and Customer Requirements:
Co-nexus CXM recording software can record audio in a variety of configurations.  Each configuration has its own special guidelines that are noted below.  See your System Description to determine your specific configuration.  Multiple provisions below may apply to your configuration.  

I. 
VoIP Recording via Spanning/Packet Sniffing 
· Customer is responsible for providing the proper RTP Packets to a dedicated span port for VoIP recording.  

· The span port must be configured and operational before the CXM installer arrives on site.  Failure of the span port to be operational could result in additional charges.  

· Co-nexus will provide the customer with a document for testing the span port using the ethereal packet capture utility.

· CXM standard VoIP configuration supports the recording of G.711 protocol.  Options for recording G.729 and other VoIP protocols are available for an additional charge.

II.
CTI Integrated Recording Configurations (optional for City of Seattle)
· Customer is responsible for having the “CTI Link” fully operational before the Co-nexus technician arrives on site for the install.  Any delays incurred because of lack of proper CTI functionality will result in additional charges. 
III.
PC Screen Recording

· Co-nexus will provide an additional day of labor for installation and administrative training for customers who purchase the CXM Screen Capture application. 

· Co-nexus will provide instruction on installing the Screen Capture client and player modules and on using the server deployment tool.

· Customer is responsible for deploying to the desktop the Screen Capture client and any necessary desktop security configurations.  

XIII. CXM 4myFEEDBACK – Customer Satisfaction Surveys

· Customer must provide appropriate amount of analog or digital ports in the PBX for the CXM Survey system to connect too.  (equal to # of CXM Survey ports)

· Customer must program routing in the PBX to deliver calls to the CXM Survey system 

· Customer required to record their survey questions in WAV (or other supported format) and upload them to the CXM Survey system

· Co-nexus will assist customer in the design and deployment of the first customer survey free of charge (not to exceed 4 hours)

· Co-nexus will provide (5) hours of Survey tuning to the customer as part of the survey implementation

· Customer must provide the appropriate environment, power connections and network connections to the CXM Survey server
· Co-nexus will provide customer with a full day (8) hours of administrator training covering creating Surveys, uploading survey questions, reporting, tuning and troubleshooting
· Survey to be installed during a second phase after the call recording installation.
Date for survey installation to be decided after the successful cut over of CXM call recording solution. 
Acceptance Testing Procedure:

Upon completion of implementation Co-nexus will verify system functionality for the purpose of obtaining customers acceptance of the installed CXM Recording and Quality Monitoring system.  Proof of acceptance includes:

· Accessing the CXM application from a supervisors workstation

· Verifying that all purchased system modules are accessible (Call Recording, Screen Recording, Performance Evaluation and Coaching)

· Search and playback of recorded calls

· Search and playback of recorded PC activity that is correctly synchronized with the recorded voice

· Creation of a sample evaluation form

· Evaluate at least 10 recorded calls with the evaluation form (using calls associated Voip Handsets)
· Run at least 3 sample evaluation reports

· Install and Access the Training Video Creator at a supervisor workstation

· Create a sample Training Video

· Assign the Training Video to an agent

· Access that Agents’ CXM Agent Portal

· Verify that the agent can access their own calls

· Verify that the call graded for the agent appears in that agents Portal

· Verify that the Training Video appears in the agent portal

· Access the CXM Status Monitor tool for the administrators workstation and verify that it is functioning properly

· Verify that system Alerts are correctly configured

· Test to ensure that agent DN lines will not be recorded and only specific DN lines (supervisor's) will record if initiated by the user.

Payment Terms: Based on 175 Seats and CXM Customer Satisfaction Survey
	1st payment 
	$45,737.50
	Delivery of CXM Software and User Guides

	2nd payment
	$85,563.00
	Installation of Software + Maintenance (years 1-5)

	3rd  Payment 
	$45,737.50
	CXM Recording Acceptance* by DoIT 

	4th Payment 
	$5,535.00
	Delivery of CXM Survey Software and User Guides

	5th Payment
	$17,294.00
	Installation of Survey Software

	6th and Final Payment
	$5,535.00
	CXM Survey Acceptance* by DoIT

	Total
	$205,402.00
	


*“Acceptance” means that vendor has demonstrated that the installed system meets or exceeds all of the functionality defined in the Acceptance Testing Plan contained in the Statement of Work.

APPROVAL:
Signature:

Name:

Date:

City of Seattle, Department of Information Technology

Signature:

Name:

Date:

Co-nexus, Inc. 
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