Attachment #4, Work Order #1
Co-Nexus, a division of CXM
Vendor Contract #0000002433



CITY OF SEATTLE, DEPARTMENT OF INFORMATION TECHNOLOGY
 WORK ORDER #1

Co-Nexus Contact Center Quality Management System Implementation

Co-Nexus, a division of CXM (Vendor), will install its latest version of the CXM Recording and Quality Monitoring system. The vendor will be responsible for all implementation services which include installation, configuration, testing, City acceptance testing, deployment, documentation, and training of a complete, operational and expandable Call Center Recording system.

This project, known as the Contact Center Quality Management system (CCQM), was described in the functional requirements in the Request for Proposal #DIT39, to which Co-Nexus responded and was eventually awarded the contract.  The CCQM functionality described in the RFP includes:

· The current release of the CCQM software allows one contact center with a minimum of 150 agents and is scalable to allow additional contact centers with an estimated total of 500 agents

· The current release of the CCQM software is able to record across networks using multiple PBXs

· The current release of the CCQM software is able to collect data using trunk, phone, or optional Voip connections

· The current release of the CCQM software will allow the City to connect to the vendor’s database via standard ODBC links for the purpose of automation and report development using third party software (e.g., Crystal Reports).

The goal is to replace the City’s QAMS system with an updated Voip based CCQM system. The initial phase will be to upgrade the call center so of SPU, ORC, and Muni Courts to the latest version of Co-Nexus’ CXM Recording and Monitoring system. This will provide 165 license users with the ability to monitor customer calls, record voice data, capture computer screen output, and subsequent retrieve, analysis, and evaluate 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.  An enhanced user experience and improved reporting are key objectives of this project.

The Vendor shall begin work under this Work Order on 09/15/2009 and the work shall be completed on or before 11/13/2009.  

Note:  Dates shown are based on the current overall baseline project schedule, which includes tasks to be performed by Doit IT staff as well as by the Vendor.  Any changes to the overall schedule, including any Doit IT delays in delivering dependent project tasks, may affect the dates in this Work Order.  All changes to the project schedule must be approved in advance by the Doit IT project manager.



 The tasks and deliverables for the Vendor are described below: 

Task 1 -         Project Management 						

The Vendor is responsible for working with the City of Seattle in managing and coordinating the work defined in this Work Assignment to ensure its accurate, professional and timely completion. The Vendor will provide all necessary project management, engineering, and supervisory personnel required to oversee the successful delivery of their tasks.  A Doit project manager will be responsible for overall coordination of Vendor and project team tasks:
Project Schedule:	The Vendor will adhere to the pre-established detailed schedule based on the agreed upon statement of work (SOW). The schedule will identify all primary tasks and deliverables associated with the project and will indicate planned beginning and ending dates for each task.  
· This schedule will be in alignment with the overall schedule maintained by the Doit Project Manager.  Changes in schedule must be approved by the Doit Project Manager.  

· The Vendor shall be obligated to comply with the agreed upon installation and completion dates and will be liable for all overrun costs incurred by the Vendor in meeting the schedule.

· The Vendor shall make project progress/status reports to Doit on a regular scheduled basis with the frequency as deemed appropriate by Doit. The formal schedule will be updated and issued as appropriate.

· The Vendor will maintain regular coordination meetings with the Doit project manager to identify and resolve issues during the course of the project.
Project shall commence immediately upon receipt of notice to proceed from the Doit IT Team.  All dates assume a start date no later than 9/15/2009.  Project shall be completed by November 13, 2009 (assuming customer acceptance and handoff to production support has occurred by this date).


Task 2 – 	Co-Nexus Professional Services					 

The Vendor shall provide software, as well as hands-on technical support during all phases of the CCQM implementation, as required by the project schedule.  This includes configuration as well as documentation describing the system components and hardware specifications required to support the installation.

Software/Services/Maintenance: 	

	Qty
	Part Number
	Description
	Unit Price
	Extended Price

	
	
	CXM BASE SOFTWARE
	
	

	175
	130-002
	
	
	

	
	
	
	CXM V4.X SW License for Call Logging



	
	

	175
	130-013
	CXM Performance Evaluation/Coaching/Agent Portal       
	500
	87,500

	175
	130-003
	Screen Capture Agent PC License
	
	

	25
	130-022
	Screen Capture Supervisor Viewer PC Playback License
	159
	3,975

	1
	130-044
	Record on Demand  License (Site License)
	
	

	0
	130-051
	CXM G729 Codec Recording License (Per Site)
	5,000
	0

	1
	130-007
	CXM Customer Satisfaction Survery (4 Concurrent Survey Ports) (Per PBX)
	11,070
	11,070

	
	
	
	
	

	
	
	CXM BASE SOFTWARE
	 Total 
	102,545

	
	
	CXM IMPLEMENTATION SERVICES
	
	

	
	
	
	
	

	2
	170-008
	CXM Travel Expenses
	2,494
	4,988

	1
	170-002
	CXM Installation of (150) Ports
	4,521
	4,521

	3
	170-003
	CXM Installation of (additional 50) Ports
	1,247
	3,741

	1
	170-004
	CXM Installation with CTI Integration
	1,715
	1,715

	1
	130-027
	Screen Capture Server License and Configuration
	1,715
	1,715

	1
	130-003
	CXM V4.X Server License and Configuration
	2,728
	2,728

	2
	170-005
	CXM Installation of Screen Capture
	1,767
	3,534

	1
	170-012
	CXM Multi-Site Configuration
	5,400
	5,400

	1
	170-007
	CXM Customer Satisfaction Survey Configuration, Installation and Tuning
	14,800
	14,800

	
	
	
	
	

	
	
	 CXM IMPLEMENTATION SERVICES 
	 Total 
	43,142

	
	
	CXM MAINTENANCE
	
	

	
	
	
	
	

	1
	Premium  Upgrade
	1 Year Maintenance (Hardware and Software), Support and Training; 24X7X365
	4,000
	4,000

	1
	Premium yrs. 2-5
	Yrs 2-5 Maintenance (Hardware and Software), Support and Training; 24X7X365 - $13,367.74 Annual Payment
	54,000
	54,000

	
	
	 CXM MAINTENANCE 
	 Total 
	58,000

	
	
	
	
	

	
	
	Sub-total (Software, Implementation)
	
	145,687

	
	
	Maintenance
	
	57,451

	
	
	Total Investment
	
	203,138

	

	
	
	
	

	



	


	
	
	


Task 3 -         City of Seattle (Doit) Responsibilities							

Unless otherwise specified in the RFP, Doit will provide the following prior to and during the CXM implementation:


· 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. 

Task 4 -         Vendor and COS joint Responsibilities						

            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.  
 
      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.

	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. 

	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.  

Task 5 -         Vendor Implementation Timelines							

Unless otherwise specified in the RFP, Co-nexus provides the following Professional Services with each CXM implementation:

Schedule:  	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

Task 6 -         Vendor Onsite Implementation						

The Vendor shall be responsible for the installation and testing of the latest CXM application on 5 servers.

Deliverables:  36 hours of On-Site implementation services.

Schedule:  On-Site Implementation completed by 11/15/2009


Task 7 -         Vendor Testing								

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.

The Vendor shall participate in system and user acceptance testing and will be responsible for analyzing and fixing any bugs or other issues related to the CXM solution. A summary of testing results will be produced after testing a build package.

Successful completion of User Acceptance Testing results will be signed off by the Doit project team.


Deliverables:   	Test plan for system and user acceptance testing
		Support during system testing 
		Summary of testing results 
	Support during user acceptance testing.  The product at this stage will be a “candidate for release” and will be signed off by the Doit project team.

Schedule:  	Test plan for system testing and user acceptance testing by 11/10/2009 
Support for system testing; summary of testing results – 11/16 – 11/20/2009 or as required by Doit project schedule 
Support for user acceptance testing; summary of testing results - 11/16 – 11/20/2009 or as required by Doit project schedule 




Task 8 -         Vendor Training								

The Vendor shall be responsible for all user and technical training.  This includes preparation of a training plan that identifies the level of training associated with each affected user group and customized training materials including a User Guide that describes Co-Nexus’s implementation of the product. All training will be performed onsite.

The Vendor shall provide up to 10 hours of classroom training for up to 165 end-users (broken into three sessions with 4 hours Administrator training, 4 hours Supervisor training, and 2 hours End-User portal training. The vendor will be instructing them on system functionality, general operation, system operation, maintenance, troubleshooting and other basic system support functions. Rollout training will be conducted onsite; supplemental training may be provided via self-taught web modules.

Deliverables:   	Training plan 
		Training materials including User Guide
		Provide up to 10 hours user training 

Schedule:  	Administrator training 11/10/2009
		Supervisor training 11/11/2009		
End-User training 11/12/2009




Task 9 -         Deployment							

Upon successful completion of user training, acceptance testing, and system implementations, Doit will make a final Go/No Go decision. Final system documentation will be required prior to this step. When approved to proceed with the Production deployment, Doit IT and SPU IT will migrate all system components and data through a controlled and fully documented process to Production (PROD).  The Vendor will be onsite and available to provide expert technical support during the deployment process and immediate stabilization period.

The fully deployed PROD system will undergo stabilization.  The Vendor will assist in resolving issues in this post-implementation period until customer satisfaction is achieved. Upon Doit’s acceptance of the final System at the end of stabilization, the implementation of the project will conclude.

The Vendor will warrant the System in accordance with the terms of this Work Order and accompanying contractual documents.

Deliverables:  	
· Final deployment package (approved by the Project team) installed in PROD
· Final system documentation.  This includes an electronic copy of the final working software including license, configurations, documentation for all devices, utilities and tools used in the operation and maintenance of the System, saved to an appropriate backup media, labeled, accompanied by a total and complete reload procedure that has been tested by the Vendor and 
Doit.  This documentation must include ongoing maintenance support guidelines & instructions.

Schedule:  	Final system documentation – 11/20/2009
		Go / No Go meeting and decision – 11/19 
Handoff to Production Support (assuming customer acceptance is complete) – 11/20/2009.	

Task 10 -         Project							

ESTIMATED PROJECT TEAM AND TIMELINES

	Vendor:
	Co-Nexus, a division of CXM

	Contract No.:
	#0000002418

	Contract Title:
	CXM Contact Center Quality Management System Implementation




	Task 1 – Project Management

	Staff Name
	Job Title
	Start
	Finish
	Resource

	Presley Palmer
	Doit Project Manager
	10/3/08
	
	DOIT

	Tom Ngo
	CXM Project Manager
	
	
	Vendor

	
	



	Task 2 – Vendor Professional Services 

	Staff Name
	Deliverable
	Start
	Finish
	Resource

	Tom Ngo
	CXM Project Manager
	
	
	Vendor

	Jeff Meyer
	Installer, Trainer
	
	
	Vendor

	Chris Riggenbach
	Sales Engineer
	
	
	Vendor

	Justin O’brien
	Sales Rep
	
	
	Vendor

	
	



	Task 3 – City of Seattle Responsibilities 

	Staff Name
	Deliverable
	Start
	Finish
	Resource

	Presley Palmer
	Doit Project Manager
	
	
	Doit

	Larry O. Martin
	Doit Desktop Team
	
	
	Doit

	Lance Fuhrman
	SPU Desktop Team
	
	
	SPU

	Herman Buchanan
	Doit Server Team
	
	
	Doit

	Lynn Andrews
	SPU Call Center
	
	
	SPU

	Anita Gilbert
	Doit Call Center Support
	
	
	Doit

	David Guajardo
	Doit Telephone Services
	
	
	Doit

	Joy Peterson
	Doit IVR
	
	
	Doit

	
	



	Task 4 - Vendor and COS joint Responsibilities

	Staff Name
	Deliverable
	Start
	Finish
	Resource

	COS

	Presley Palmer
	Doit Project Manager
	
	
	Doit

	Lance Fuhrman
	SPU Desktop Team
	
	
	SPU

	Herman Buchanan
	Doit Server Team
	
	
	Doit

	Lynn Andrews
	SPU Call Center
	
	
	SPU

	David Guajardo
	Doit Telephone Services
	
	
	Doit

	Vendor

	Tom Ngo
	CXM Project Manager
	
	
	Vendor

	Jeff Meyer
	Installer, Trainer
	
	
	Vendor

	Chris Riggenbach
	Sales Engineer
	
	
	Vendor

	
	



	Task 5 - Vendor Implementation Timelines

	Staff Name
	Deliverable
	Start
	Finish
	Resource

	Tom Ngo
	CXM Project Manager
	
	
	Vendor

	Jeff Meyer
	Installer, Trainer
	
	
	Vendor

	Chris Riggenbach
	Sales Engineer
	
	
	Vendor

	Justin O’brien
	Sales Rep
	
	
	Vendor

	
	



	Task 6 – Vendor Onsite Implementation

	Staff Name
	Deliverable
	Start
	Finish
	Resource

	Tom Ngo
	CXM Project Manager
	
	
	Vendor

	Jeff Meyer
	Installer, Trainer
	
	
	Vendor

	Chris Riggenbach
	Sales Engineer
	
	
	Vendor

	Justin O’brien
	Sales Rep
	
	
	Vendor

	Presley Palmer
	Doit Project Manager
	
	
	Doit

	Lance Fuhrman
	SPU Desktop Team
	
	
	SPU

	Herman Buchanan
	Doit Server Team
	
	
	Doit

	Lynn Andrews
	SPU Call Center
	
	
	SPU

	David Guajardo
	Doit Telephone Services
	
	
	Doit

	
	



	Task 7 – Vendor Testing

	Staff Name
	Deliverable
	Start
	Finish
	Resource

	Jeff Meyer
	Installer, Trainer
	
	
	Vendor

	Chris Riggenbach
	Sales Engineer
	
	
	Vendor

	Herman Buchanan
	Doit Server Team
	
	
	Doit

	Lynn Andrews
	SPU Call Center
	
	
	SPU

	David Guajardo
	Doit Telephone Services
	
	
	Doit

	
	



	Task 8 – Vendor Training

	Staff Name
	Deliverable
	Start
	Finish
	Resource

	Jeff Meyer
	Installer, Trainer
	
	
	Vendor

	Lynn Andrews
	SPU Call Center
	
	
	SPU

	Anita Gilbert
	Doit Call Center Support
	
	
	Doit

	
	




		Co-Nexus, Inc.


By
	
	City of Seattle
Department of Transportation


By
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	City of Seattle
Department of Information Technology

By
_____________________________________
     Signature                               Date

_____________________________________
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Title


	
	

	
	



                                                                                                            
