
  

  
  

  
  
  
  
  
  
  

COMMUNITY   ACTION   CORPORATION   OF   SOUTH   TEXAS   
  
  

Cloud   Hosted   VoIP   Provider   
  
  

PROPOSALS   DUE:   
April   30,   2020   

  
  

Attn:   Jason   Muller   
IT   Director   

jason.muller@cacost.org   
  
  

Community   Action   Corporation   of   South   Texas   
204   E.   First   St.   
Alice,   TX   78332   
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COMMUNITY   ACTION   CORPORATION   OF   SOUTH   TEXAS   
204   E.   First   St.   •   Alice,   TX   78332   •   Ph.   361.664.0145  

  
REQUEST   FOR   PROPOSAL   (RFP)   

Cloud   Hosted   VoIP   Provider   
  
  
INTRODUCTION   
The  Community  Action  Corporation  of  South  Texas  (CACOST)  is  a  private  non-profit              
organization  established  in  1971  and  funded  through  state  and  federal  grants  and  fees               
for  service.  CACOST  has  a  workforce  of  690  employees  and  a  service  area  consisting                
of  seventeen  south  Texas  counties.  The  mission  of  CACOST  is  to  continuously  improve               
the  lives  of  south  Texans  by  providing  high  quality  healthcare,  education,  housing,  and               
economic  opportunities  to  reduce  poverty  through  services  and  partnerships.  More            
information  on  CACOST  can  be  obtained  by  visiting  the  CACOST  web  site  at               
www.cacost.org .   
  
GENERAL   CONDITIONS   
Purpose   
CACOST  is  seeking  proposals  for  renewal  or  migration  and  implementation  services  of              
Cloud  Hosted  VoIP  environment  to  replace  its  current  cloud  hosted  VoIP  products              
currently  in  use  by  employees.  All  work  must  be  completed  in  accordance  with  all                
applicable  standards,  and  other  specifications,  terms,  and  conditions  as  stated  in  this              
RFP.  The  project  should  provide  CACOST  with  a  hosted  and  secure  Cloud  Hosted  VoIP                
solution   and   coordinate   licensing,   migration,   and   support,   as   detailed   below.   
  
Submission   Information   
Closing   date   
Proposals   must   be   submitted   no   later   than   5:00   pm,   April   30,   2020.   
  
Inquiries   &   Contact   Person   
All  questions  concerning  this  RFP  should  be  directed  to  Jason  Muller,  IT  Director,  at                
jason.muller@cacost.org.  Communication  with  other  individuals  will  not  be  allowed.           
CACOST  reserves  the  right  to  disqualify  any  Proposer  who  is  found  in  violation  of  this                 
provision.  No  questions  other  than  written  via  email  will  be  accepted,  and  no  response                
other  than  written  will  be  binding  upon  CACOST.  Submittals  will  remain  on  file  in                
accordance   with   the   Texas   Open   Records   Act.   
  
Costs   of   Preparation   
All   costs   incurred   in   the   preparation   of   the   response   to   this   RFP   and   any   associated   
costs   will   be   the   sole   responsibility   of   the   Proposer   and   will   not   be   reimbursed   by   
CACOST.   
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Submission   Instructions   to   Proposers   
To   be   considered   responsive   and   receive   an   evaluation,   proposals   must   fully   address   all   
sections   of   the   RFP.   Your   proposal   should   be   addressed   as   follows:   
  

Community   Action   Corporation   of   South   Texas   
RFP   for   Cloud   Hosted   VOIP   Provider   
ATTN:   Jason   Muller,   IT   Director   
204   E.   First   St.   
Alice,   Texas   78332   
OR   via   email   to    Jason.Muller@cacost.org   

  
It  is  the  sole  responsibility  of  the  Proposer  to  ensure  that  the  proposal  is  received  by  the                   
date  and  time  specified  above.   LATE  PROPOSALS  WILL  NOT  BE  CONSIDERED.             
Confirmation  of  receipt  is  the  sole  responsibility  of  the  Proposer.  Proposal  submissions              
may  include  value-added  alternatives  and  any  relevant  information  in  addition  to  the             
information  requested  in  the  RFP.  Proposals  may  be  withdrawn  in  writing  prior  to  the                
deadline.  Unless  otherwise  stated,  all  materials  submitted  by  the  Proposer  in  response              
to   this   RFP   shall   become   the   property   of   CACOST.   
  
Notification   of   Award   
CACOST  anticipates,  but  does  not  guarantee,  a  contract  or  multiple  contracts  will  be               
awarded  on  or  around  the  week  of  May  27,  2020.  An  award  will  be  made  to  the                   
Proposer(s)  based  on  the  listed  evaluation  criteria  and  the  responses  that  are  most               
compatible  with  CACOST’s  needs.  CACOST  will  be  the  sole  judge  in  making  this               
determination.   
  
CACOST  is  not  bound  to  accept  the  lowest  bid  or  any  proposal  submitted.  A  contract  for                  
the   approved   proposal   will   be   executed   based   upon   the   factors   described   in   this   RFP.     
  
CACOST  may  investigate  the  qualifications  of  any  individual  or  firm  under             
consideration,  require  confirmation  of  information  furnished  and  require  additional           
evidence  of  qualifications  to  perform  the  services  described  in  this  RFP.  The  Agency               
also   reserves   certain   rights,   including,   but   not   limited   to,   the   following:   
  

a. Reject   any   or   all   of   the   proposals   
b. Issue   subsequent   Requests   for   Proposals   
c. Cancel   the   entire   Request   for   Proposal   
d. Remedy   technical   errors   in   the   Request   for   Proposal   process   
e. Appoint   evaluation   committees   to   review   qualifications   and   proposals   
f. Seek   the   assistance   of   outside   technical   experts   in   evaluation   
g. Approve   or   disapprove   the   use   of   particular   subcontractors   
h. Establish   a   short   list   of   proposers   eligible   for   discussions   after   review   of   
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RFP   
i. Solicit   best   and   final   offers   from   all,   some,   or   one   of   the   proposers   
j. Waive   informalities   and   irregularities   in   RFP   
k. Award   without   discussion   
l. Cancel   an   awarded   contract   if   performance   is   unsatisfactory,   with   the   

provision   of   a   written   notice;   no   penalty   and/or   fee   may   be   imposed   
m. Conduct   pre-contract   negotiations   with   any   and/or   all   potential   qualified   

contractors   
  
This  RFP  shall  not,  in  any  manner,  be  construed  to  be  an  obligation  on  CACOST  to                  
enter  into  a  contract  or  result  in  any  claim  for  reimbursement  of  cost  for  any  efforts                  
expended   in   responding   to   the   RFP   or   in   anticipation   of   any   contract.   
  
Expected   Timelines   
  

  
ADMINISTRATIVE   INFORMATION   
Background   Information  
  

CACOST  is  a  private  non-profit  organization  funded  by  federal,  state  and  local  grants               
with  an  estimated  budget  of  $47  million  in  funds  and  match.  The  Information  Technology                
department  consists  of  Five  (6)  individuals:  A  Director  of  Information  Technology,  Three              
Technicians,   Help   Desk   Manager,   and   an   IT   Assistant.   
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Estimated   Selection   Process   Steps   Date(s)   

Release   and   Issuance   of   the    Request   for   Proposals    (RFP)             April   8,   2021   

Pre-proposal   Vendor   Call             April   12,   2021   

Final   Date   for   Vendors   to   Submit   Questions            April   14,    2021   

Date   for   Publishing   Answers   to   Vendors’   Questions             April   16,   2021   

Proposals   Due   April   30,   2021   

Finalist   Vendor   Demonstration   Meetings   May   10,   2021   

Final   Vendor   Selection   May   14,   2021   

Estimated   Approval   May   27,   2021   

Implementation   Start   May   31,   2021   



  

  
ADDITIONAL   TERMS   &   CONDITIONS   
Confidentiality   
  

The  Proposer  agrees  to  keep  the  information  related  to  all  contracts  in  strict  confidence.                
Other  than  the  reports  submitted  to  CACOST,  the  Proposer  agrees  not  to  publish,               
reproduce  or  otherwise  divulge  such  information,  in  whole  or  in  part,  in  any  manner  or                 
form,  or  authorize  or  permit  others  to  do  so  taking  such  reasonable  measures  as  are                 
necessary  to  restrict  access  to  the  information  while  in  the  Proposer’s  possession  to               
these  employees  on  the  Proposer’s  staff  who  must  have  the  information  on  a               
“need-to-know”  basis.  The  Proposer  agrees  to  notify  immediately,  in  writing,  CACOST’s             
authorized  representative  in  the  event  the  Proposer  determines  or  has  reason  to              
suspect   a   breach   of   this   requirement.   
  
Limitations   and   Reservations   
CACOST  reserves  the  right  to  negotiate  the  terms  and  conditions  of  the  contract  with                
any  of  the  evaluated  Proposers.  Should  the  successful  Proposer  and  CACOST  fail  to               
come  to  an  agreement,  CACOST  may  at  its  sole  discretion  award  work  to  any  of  the                  
remaining  Proposers.  The  Proposer  to  whom  the  contract  is  awarded  shall  be  required               
to  enter  into  a  written  contract  with  CACOST.  This  RFP  and  the  proposal,  or  any  part                  
thereof,   shall   be   incorporated   into   and   made   a   part   of   the   final   contract.   
  
CACOST  specifically  reserves  the  right  to  vary  the  provisions  set  forth  herein  any  time                
before  the  execution  of  a  contract  where  such  variance  is  deemed  to  be  in  the  best                  
interest   of   the   needs   of   CACOST.   
  
If  selected  for  negotiations,  Proposer  may  be  required  to  prepare  and  submit  additional               
information  before  final  Proposer(s)  selection,  to  reach  terms  for  the  provision  of              
services,   which   are   agreeable   to   both   parties.   
  
Small,   Women   and/or   Minority-Owned   Business   
Efforts  will  be  made  by  CACOST  to  utilize  small  businesses  and  women  and  minority-                
owned  businesses  with  the  consideration  that  the  primary  responsibility  is  the  most              
favorable  return  to  CACOST.  A  Proposer  qualifies  as  a  small  business  firm  if  it  meets                 
the  definition  of  “small  business”  as  established  by  the  Small  Business  Administration              
(13   CFR   121.201).   
  
Equal   Opportunity   
It  is  the  policy  of  CACOST  not  to  discriminate  on  the  basis  of  race,  color,  creed,  gender,                   
religion,  marital  status,  age,  national  origin  or  ancestry,  physical  or  mental  disability,              
medical  condition,  sexual  orientation,  political  affiliation  or  belief  or  any  other             
consideration  made  unlawful  by  applicable  federal,  state  or  local  laws.  Contractor             
agrees  not  to  discriminate  against  any  employee  or  applicant  for  employment  to  be               
employed  in  the  performance  of  this  Agreement,  with  respect  to  hiring,  tenure,  terms,               
conditions,  and  privileges  of  employment,  or  a  matter  directly  or  indirectly  related  to               
employment,  because  of  age  or  race,  color,  creed,  gender,  religion,  marital  status,  age,               
national  origin,  or  ancestry,  physical  or  mental  disability,  medical  condition,  sexual             
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orientation,  political  affiliation  or  belief.  Contractor  further  agrees  that  every            
subcontractor  entered  into  for  the  performance  of  the  Agreement  shall  contain  a              
provision  requiring  non-discrimination  in  employment  herein  specified,  binding  upon           
each  subcontractor.  Breach  of  the  covenant  may  be  regarded  as  a  material  breach  of                
the   Agreement.   
  
Stevens   Amendment   
This  project  will  be  supported  by  the  U.S.  Department  of  Health  and  Human  Services                
(HHS)  as  part  of  an  annual  award  totaling  $38,851,223.74  with  72%  funded  by  HHS  and                 
28%  funded  by  non-government  source(s).  The  contents  are  those  of  the  author(s)  and               
do  not  necessarily  represent  the  official  views  of,  nor  an  endorsement,  by  HRSA,               
Administration   for   Children   and   Families,   ACYF-FYSB,   HHS   or   the   U.S.   Government.     
  

COMPLIANCE   WITH   STATE   AND   FEDERAL   LAWS   
Historically   Underutilized   Businesses   
It   is   CACOST   policy   to   encourage   participation   of   small   and   historically   underutilized   
businesses   (HUBs),   as   defined   in   Government   Code,   Chapter   2161.   
“Historically   underutilized   business   (HUB):   means   an   entity   with   its   principal   place   of   
Business   in   this   state   that   is:   

● a  corporation  formed  for  the  purpose  of  making  a  profit  in  which  51  percent  or                 
more  of  all  classes  of  the  shares  of  stock  or  other  equitable  securities  are                
owned  by  one  or  more  economically  disadvantaged  persons  who  have  a             
proportionate  interest  and  actively  participate  in  the  corporation's  control,           
operation,   and   management;   

● a  sole  proprietorship  created  for  the  purpose  of  making  a  profit  that  is               
completely  owned,  operated,  and  controlled  by  an  economically          
disadvantaged   person;   

● a  partnership  formed  for  the  purpose  of  making  a  profit  in  which  51  percent  or                 
more  of  the  assets  and  interest  in  the  partnership  are  owned  by  one  or  more                 
economically  disadvantaged  persons  who  have  a  proportionate  interest  and           
actively   participate   in   the   partnership's   control,   operation,   and   management;   

● a  joint  venture  in  which  each  entity  in  the  venture  is  a  historically  underutilized                
business,   as   determined   under   Government   Code   Chapter   2161;   or.   

● a  supplier  contract  between  a  historically  underutilized  business  as           
determined  under  Government  Code,  Chapter  2161  and  a  prime  contractor            
under  which  the  historically  underutilized  business  is  directly  involved  in  the             
manufacture  or  distribution  of  the  goods  or  otherwise  warehouses  and  ships             
the   goods.   

  
Certification   with   Regard   to   Lobbying   
No  federal  appropriated  funds  will  be  paid  to  any  person  for  influencing  or  attempting  to                 
influence  an  officer  or  employee  of  Congress  or  an  employee  of  a  member  of  Congress                 
in  connection  with  the  awarding  of  any  federal  contract,  the  making  of  any  federal  grant                 
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or  loan,  the  entering  into  of  any  cooperative  agreement  or  the  extension,  continuation,               
renewal,  amendment  or  modification  of  any  federal  contract,  grant,  loan,  or  cooperative              
agreement.   
  
Equal   Employment   Opportunity   
The  Equal  Employment  Opportunity  Clause  required  under  Executive  Order  11246,  the             
affirmative  action  commitment  for   disabled  veterans,  recently  separated  veterans,  other            
protected  veterans,  and  Armed  Forces  Service  Medal  Veterans ,  the  affirmative  action             
clause  for  handicapped  workers  and  the  related  regulations  of  the  Secretary  of  Labor,               
41  CFR  Chapter  60,  are  incorporated  by  reference  in  the  contract.  By  accepting  the                
contract,  the  vendor  certifies  that  it  complies  with  the  authorities  cited  above,  and  that  it                 
does  not  maintain  segregated  facilities  or  permit  its  employees  to  perform  services  at               
locations   where   segregated   facilities   are   maintained,   as   required   by   41   CFR   60.   
  
Prohibited   Substances   in   the   Workplace   
The  contractor  is  considered  a  representative  of  CACOST  while  carrying  out  the  duties               
of  the  contract.  CACOST  has  a  policy  that  prohibits  the  possession  and/or  use  of                
alcohol  or  illegal  drugs  when  conducting  CACOST  business.  If  the  contractor  is              
observed  engaging  in  this  type  of  behavior  while  performing  any  aspect  of  the  contract,                
termination   of   the   contract   will   occur.   
  
Debarment   and   Suspension   
The  contractor  certifies,  by  submission  of  this  proposal,  that  neither  it  nor  its  principals               
are  presently  debarred,  suspended,  proposed  for  debarment,  declared  ineligible,  or            
voluntarily  excluded  from  participation  in  this  transaction  by  any  federal  department  or              
agency.   
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April   8,   2020   
  
REQUEST   FOR   PROPOSALS   for   a    Cloud   Hosted   VOIP   Provider   

  
  

Dear   Vendors:   
  
Community   Action   Corporation   of   South   Texas   is   currently   accepting   proposals   for   
renewal   or   for   a   new   Cloud   Hosted   VoIP   Provider.   Specifications   and   RFP   
documents   are   available   at    http://www.cacost.org/rfp-directory .   

  
  

● There   is   an   option   pre-proposal   vendor   conference   call   scheduled   for   
11:00   AM   CST,   Tuesday,   April   12th   2021.     

○ Join   by   phone    (US)   +1   615-787-8425   PIN:   759   270   605#   
  

● Questions:     All   questions   must   be   received   by    5:00   p.m.   CST,   April   14,   2021.   
Questions   received   after   this   deadline   will   not   be   accepted.   

  
● Please   email   your   questions   to:     Jason   Muller,   Information   Technology   Director,   

jason.muller@cacost.org   
  

● Proposals   Due:     Three   (3)   printed   copies   mailed   to,   204.   E   1st   st   Alice,   Tx.   
78332   and   one   (1)   complete   electronic   copy   on   CD/Memory   Stick/or   via   
email   to   Jason.muller@cacost.org   your   proposal   must   be   received   no   later   
than    April   27,   2021   5:00   PM   CST.  

  
Thank   you   for   your   participation.   We   look   forward   to   reviewing   your   Proposal.   

  
  
Sincerely,   

  
Community   Action   Corporation   of   South   Texas   
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Project   Background   

  
CACOST   currently   has   forty-six   locations   with   telecom   services   which   are   provided   by   
an   existing   cloud   hosted   VOIP   vendor.   The   sites   are   interconnected   leveraging   
SD-WAN   technology   with   each   site   having   its   own   dedicated   internet   access.   CACOST   
currently   utilizes   Polycom   VVX   310,   311,   410,   411   Deskphones,   IP   6000   Conference   
Phones,   Panasonic   Dect   cordless   phones,   Obihai   and   CISCO   ATAs.   
  

It   is   the   agency's   intent   to   obtain   quotes   for   renewal   or   a   new   telecommunications   
vendor   that   will   continue   to   allow   direct   connectivity   and   enhanced   communications.   
This   RFP   is   requesting   the   Telephone   system,   telecommunication   lines   and   services,   
team   collaboration,   and   reporting.   

  
  

Proposal   Format   
Proposals   should   follow   the    Request   for   Proposals    format   provided   in    1.2   Format   of   
response .   
Please   include   a   Table   of   Contents   at   the   beginning   of   the   Proposal   clearly   
outlining   the   contents   of   each   section.   
Please   provide   the   following   sections,   as   a   minimum:   

● Understanding   of   Project   Objectives   
● Response   to   Telecom   System   Specifications   
● Disclosures   and   Contractual   Requirements   
● Appendices   
● All   Proposals   must   be   signed   by   a   duly   authorized   official   representing   the   vendor   
● Each   page   must   be   numbered   consecutively   at   the   bottom   of   each   page.   

  
  

The   contents   of   each   vendor's   Proposal   to   CACOST,   including   technical   specifications   
for   hardware   and   software,   software   maintenance   fees,   and   taxes   shall   remain   valid   
for   a   minimum   of   90   calendar   days   from   the   Proposal   due   date.   

  
Vendors   should   provide   copies   of   all   sample   contracts   for   application   software   
and   software   support.   Please   note   that   all   contracts   are   subject   to   negotiation.   

  
CACOST   will   require   the   vendor   selected   to   agree   to   include   the   contents   of   this   
Request   for   Proposals    and   all   representations,   warranties,   and   commitments   in   the   
Proposal   and   related   correspondences   as   contractual   obligations   when   developing   final   
written   contracts   for   services,   equipment,   and   software.   
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1. General   Instructions   to   Proposer   
  

1.1. Intent   of   Request   for   Proposal   
The   primary   intent   of   this   document   is   to   provide   the   vendor   with   a   reference   
point   to   design   a   complete   telecommunications   system   that   will   satisfy   the   
objectives   of   CACOST.   The   specifications   provided   herein   are   intended   to   
facilitate   communication   of   the   requirements   of   CACOST   and   are   to   be   
considered   as   the   minimum   requirements.   These   system   details   do   not  
relieve   the   vendor   of   any   responsibility   for   providing   a   technically   and   
operationally   workable   system.   

1.2. Format   of   Response   
1.2.1. The   proposal   should   follow   the   same   outline   as   this   section   of   the   RFP.   

Thus,   each   numbered   section   starting   at   the   beginning   should   have   an   
appropriate   response   such   as    “read   and   understood   and   included;   as   
well   as   a   brief   description   of   how   said   proposer   will   aim   to   satisfy   
those   requests   and   should   not   refer   to   other   sections   of   the   
proposal”.   
  

1.2.2. The   proposer   should   address   each   point   listed   in   the   document   
directly   below   the   numbered   point.   In   this   way,   CACOST   will   be   
able     to   discuss   the   specific   information   requested   and   review   the   
specific     response   without   a   cumbersome   matching   process.   This   
includes   all     sections   and   points   in   this   RFP.   

1.3. System   Proposals   -    Under   this   procurement,   the   Agency   will   accept   
proposals   for   new   replacement   handset   equipment   for   the   locations   
mentioned   in   this   document.   

1.3.1. In   addition,   vendors   must   include   costs   for   replacement   Panasonic   Dect   
cordless   phones.   The   quantities   can   be   found   on   the   CACOST   site   and   
Phone   inventory   spreadsheet.   

1.4. Please   list   each   location   separately   in   your   proposal   showing   
proposed   equipment   and   costs.   

1.5. Vendors   must   propose   Cloud   Based   Voice   over   Internet   Protocol   (VoIP)   
systems.   The   proposed   solution   is   to   provide   the   following   high   level   features   
and   applications:   

1.5.1. The   system   serving   all   locations   must   function   as   if   they   were   one   and   provide   
all   services   listed   below.   

1.5.2. Capable   of   providing   access   to   local   inbound,   outbound   and   long   
distance   inbound   and   outbound   services     

1.5.3. Capable   of   providing   unified   messaging   services.   
1.5.4. Capable   of   e-faxing   
1.5.5. Capable   of   providing   auto-attendant   and   dial-directory   functionality   for   

all   locations.   
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1.5.6. A   description   of   how   management   of   the   solution   would   work   and   how   

you   would   address   security.   
1.5.7. Must   be   HIPAA   and   FERPA   compliant   
1.5.8. Pricing   for   onsite   de-provisioning   and   provisioning   of   existing   polycom   

vvx,   310,   311,   410,   411,   and   IP   6000   Conference   phones,   quantities   
can   be   found   on   the   CACOST   site   and   phone   inventory   spreadsheet.   

  
1.6. Proposal   Requirements   

1.6.1. Proposal   must   include   the   following:   
1.6.1.1. The   phone   types   suggested   for   replacement   listed   in   the   RFP   
1.6.1.2. Line   design   as   requested   in   the   RFP   
1.6.1.3. Detailed   description   of   the   design,   connectivity   to/from   each   site.   

1.6.1.3.1. The   redundancy   to   the   solution   provided.   
1.6.1.4. If   you   are   using   CACOST’s   data   network   to   distribute   your  

proposed   hosted   design,   your   proposal   must   include   all   
components   or   specifications   necessary   to   deploy   the   design.   
(i.e.   network   switches)   

1.6.1.5. The   proposal   must   include   all   features   requested   in   the   RFP   for   
users   throughout   the   system.   

1.6.1.6. If   the   use   of   any   of   these   features   is   measured   and   priced   by   the   
number   of   times   CACOST   uses   the   feature,   your   proposal   must   
include   the   incremental   cost   of   the   use   if   applicable.   

1.6.1.7. It   would   be   preferred   that   the   hosted   solution   include   the   
survivability   for   each   site   as   requested   in   the   RFP.   This   means   that   
if   the   internet   or   WAN   connection   for   an   individual   site   is   lost,   what   
is   the   optional   means   for   failover   or   recovery.   

1.6.1.8. Routing   of   specific   telephone   numbers   to   cell   phones   will   be   
considered   as   one   option   for   failover,   but   survivability   via   analog   
backups   or   other   technology   would   be   desirable.   

1.6.1.9. Pricing   quotes   must   include   any   one-time   costs,   all   monthly   costs   
for   the   proposed   service   for   each   location,   as   well   as   any   additional   
fees   or   taxes;   such   as   regulatory,   e-911,   state   and   local   that   would   
be   applicable   to   CACOST.   

1.6.1.9.1. CACOST’s   EIN   can   be   provided   in   this   instance   to   ensure   
accurate   numbers   are   provided.   

1.7. Configuration   
1.7.1. This   specification   section   provides   further   sizing,   component,   feature  

and   function   specifications   necessary   for   the   proposer   to   develop   
system   pricing   that   must   be   detailed   in   the   CACOST   site   and   Phone   
Inventory   sheet.   However,   all   proposers   should   note   the   following:   

1.7.1.1. The   component   quantities   detailed   in   the   Site   and   Phone   Inventory   
sheet   are   not   necessarily   the   final   quantities   CACOST   will   
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purchase.   Exact   quantities   may   increase   or   decrease   subsequent   
to   the   release   of   this   document.   

1.7.1.2. While   the   pricing   information   provided   in   response   will   be   used   to   
evaluate   the   various   proposals   received,   CACOST   will   not   enter   
into   a   contract   for   those   quantities   upon   contract   award,   however   
the   detailed   component   pricing   must   be   valid   for   90   days   from   
date   of   the   proposal.   Component   price   decreases   are   acceptable,   
but   price   increases   will   not   be   allowed.   

1.7.1.3. After  the  contract  is  awarded  by  CACOST  to  the  successful            
vendor,   the   selected  vendor  must  conduct  a  thorough  and           
complete  account   review.  This  review  process  will  identify  the           
following:   

1.7.1.3.1. The   type   and   quantity   of   all   telephones,   by   site   location,   to   be   
installed   for   users   during   the   implementation   process.   

1.7.1.3.2. The   telephone   programming,   by   user,   including,   but   not   
limited   to,   telephone   numbering,   programmed   features,   call   
flow   recordings,   auto-attendant,   auto-attendant   Reporting,   
detailed   automated   attendant   operation,   and   voicemail   
capability.   

1.7.1.3.3. Detailed   voice   system   security   plan   that   addresses   the   
liabilities   of   the   proposed   system.   Each   system   may   require   
different   protection   measures;   it   is   our   expectation   that   the   
selected   vendor   will   provide   recommendations   regarding   
protection   of   this   system    environment   

1.7.1.3.4. What   types   of   security   evaluations   are   conducted   regarding   
your   proposed   system?   

1.7.1.3.5. The   information   developed   through   the   review   process   will   be   
provided   to   CACOST   electronically.   The   selected   vendor   will   
detail   the   design   to   CACOST   and   must   gain   approval   before   
proceeding.   Phased   implementation   will   follow.   

1.7.1.4. CACOST   will   not   be   responsible   for   any   equipment   order   placed   
by   the   vendor   prior   to   the   completion   and   acceptance   of   the   review   
process.   

2. Vendor   &   Company   Information   
2.1.1. Please   provide   a   description   of   your   company   background   to  

include   the   following:   
2.1.1.1. Company   financial   statements   
2.1.1.2. Company   financial   spend   in   each   sector   of   the   organization   
2.1.1.3. Age   of   company   
2.1.1.4. Length   of   time   in   the   telecom   industry   
2.1.1.5. Company   ownership   
2.1.1.6. Number   of   employees   
2.1.1.7. Number   of   office   locations   
2.1.1.8. Address   of   your   local   office   responding   to   the   RFP   
2.1.1.9. Specific   company   representative   assigned   to   be   our   contact,   

including   name,   address,   phone,   fax   and   email   
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2.1.1.10. Has   your   company   experienced   a   workforce   reduction   in   the   

past   5   years?   
2.1.1.11. Disclosure   of   Conflicts   of   Interest   

  
2.2. References   -   Provide   at   least   3   references   of   similar   installed   systems,   using   

the   tables   provided   below   –   expanding   them   as   necessary   to   include   all   
relevant   information.   The   references   must   be   for   multi-locations   customers,   
with   a   minimum   of   350   physical   telephones.   

  
While   you   are   free   to   provide   any   references,   ideally,   CACOST   would   like   to   talk   
with   other   entities   of   similar   business   interests.     
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Reference   #1     
Customer   Name     
Contact   Name     
Contact   Address     

Contact   
Telephone   
Number   

  

Contact   E-mail     
Number   of   Users     

Number   of   Sites     

Are   they   a   new   
Cloud   VoIP   
Customer?   

  

If   they   were   not   a   new   
cloud   hosted   voip   
customer   who   did   they   
migrate   from?   

  

Reference   #2     
Customer   Name     
Contact   Name     
Contact   Address     
Contact   
Telephone   
Number   

  

Contact   E-mail     
Number   of   Users     



  

  
  

  
3. Data   Network   Requirements   (   Features,   System   Capability,   &   Support   )     
3.1. Network   Assumptions   -    Responders   to   this   RFP   must   provide   

specific   specifications:   
3.1.1. Bandwidth   requirements   for   each   of   their   supported   call   quality   

codecs   
3.1.1.1. Codecs   available   and   call   quality   of   each   codec.   

3.1.1.1.1. Does   CACOST   have   the   ability   to   to   adjust   said   
codecs   at   their   convienence.   

3.1.1.2. The   successful   vendor   should   plan   on   a   two   (2)   hour   
routing,   QoS   and   VLAN   and   QoS   design   and   
configuration   review   session   with   CACOST   IT   Team.   

3.1.1.3. The   successful   vendor   will   be   responsible   for   assisting   CACOST   
with   all   VoIP   related   VLAN   and   QoS   configurations   on   existing   and   
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Numbers   of   Sites     

Are   they   a   new   
Cloud   VoIP   
Customer?   

  

If   they   were   not   a   new   
cloud   hosted   voip   
customer   who   did   they   
migrate   from?   

  

Reference   #3     
Customer   Name     
Contact   Name     
Contact   Address     
Contact   
Telephone   
Number   

  

Contact   E-mail     
Number   of   Users     
Number   of   Sites     
Are   they   a   new   
Cloud   VoIP   
Customer?   

  

If   they   were   not   a   new   
cloud   hosted   voip   
customer   who   did   they   
migrate   from?   

  



  
replacement   equipment.   

3.1.2. Service   Level   Agreements   -    What   level   of   service   level   agreements   
does   your   organization   adhere   to?   

3.1.2.1. Will   a   binding   contractual   agreement   be   provided   referring   to   the   
service   level   agreement   you   adhere   to?     

3.1.2.2. Vendors   must   provide   a   report   of   historical   uptimes   for   the   last   
year,   up   to   three   years,   at   the   minimum   reports   should   start   in   
January   2020   for   services   below.   

3.1.2.2.1. Unified   Communications   uptime   report   
3.1.2.2.2. Contact   Center   uptime   report   

4. Voice   Requirements   
4.1. Deskphone   requirements   

4.1.1. Compatibility   with   Polycom   VVX   310,   311,   410,   411   phones.   
4.1.2. Conference  Room  Phones  -  High  quality  wireless  IP  speakerphone           

designed  to  provide  communication  services  in  conference  rooms  of           
various  sizes  ranging  from  10  person  up  to  30  person  rooms  throughout              
CACOST,  or  compatibility  with  existing  Polycom  VVX  6000          
Soundstations.     

4.1.3. Wireless/Mobile   Telephone/Softphone.   A   multi-line   display   and   
headset   connectivity.   

4.1.4. Telephone   sets   must   be   provided   with   a   minimum:   of   1Gigabit   speed   
switch   port,   and   supplemental   lan   port   for   PC   connectivity.   

4.1.5. Please   provide   a   detailed   description   of   the   digital   displays   included   with   
the   proposed   phone   hardware.   Specifically,   we   are   interested   in   phone   
sets   that   provide   easily   viewable   displays   with   backlight,   contrasting   
shades   or   colors   for   easy   viewing.   

4.1.6. Wireless   Headset   Tools    –   
4.1.6.1. Existing   Headset   Products   –   CACOST   would   like   to   retain   their   existing   

headset   equipment,   if   possible.   CACOST   currently   uses   the   following   
models:   Jabra   Pro   925,   Jabra   Pro   920,   Jabra   Pro   9450,   Jabra   Engage   
75.   

4.1.6.2. New   Headsets    -   Please   provide   the   operational   details   and   cost   for   
a   wireless   headset   solution   with   compatible   electronic   hook   switch   
for   budgetary   purposes   

4.1.7. Receptionist   Phones   -   
4.1.7.1. CACOST   would   like   to   have   pricing   provided   for   receptionist   

specific   phones   with   the   ability   to   have   up   to   100   users   or  
extensions   with   corresponding   user   presence   indication   

4.1.7.1.1. Cost   should   provided   per   phone   
4.1.7.1.2. Cost   provided   per   expansion   module   and   the   number   of   users   

per   module   
4.1.7.1.3. Feature   summary   with   proposed   expansion   modules   
4.1.7.1.4. Licensing   cost   for   receptionist   extensions   if   applicable   

  
4.2. Required  Features  and  System  Functionality  –   CACOST  requires  the           

proposed  system  to  provide  the  following  required  features  as  one            
solution.   

  
4.3. If  the  proposed  system  is  incapable  of  providing  a  specific  functionality             
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as  described,  provide  a  detailed  explanation  on  any  alternatives           
available   in   the   proposed   system   to   provide   similar   functionality.   

  
4.3.1. Softphone   

4.3.1.1. Electronic   Faxing   
4.3.1.2. Presence   Indication   
4.3.1.3. Call   History   (Placed,   Missed,   Voicemails)   
4.3.1.4. Chat   
4.3.1.5. Text   (SMS,   MMS)   
4.3.1.6. Gmail   and   O365   Integration   
4.3.1.7. Video   Calling   
4.3.1.8. Video   Meetings   (Features,   Capabilities,   &   User   Expandability)   
4.3.1.9. Ability  to  group  extensions  by  cost  center  or  site  codes  for             

billing   purposes.   
4.3.1.10. Device   calling   assignment   
4.3.1.11. Caller   ID   Adjustment   
4.3.1.12. Additional   Features   

4.4. Basic   Call   Queues   (Non-Contact   Center)   
4.4.1.1. Number   of   callers   that   can   be   in   the   queue   
4.4.1.2. Option   to   leave   voicemail   
4.4.1.3. Any   additional   features   

4.5. Contact   Center   
4.5.1.1. Ability   for   caller   to   accept   a   call   back   and   not   lose   their   place   in   queue   
4.5.1.2. Number   of   callers   that   can   be   in   the   queue   or   channel   
4.5.1.3. Convey   to   callers   the   position   they   are   in   queue   
4.5.1.4. Ability   to   leave   a   voicemail   
4.5.1.5. Does   the   proposed   system   have   the   ability   to   use   a   built   in   CRM.   
4.5.1.6. Additional   options   and   features   
4.5.1.7. Please   provide   information   regarding   how   the   return   call   is   

presented   to   the   agent   and   whether   the   system   will   automatically   
place   the   call.   

4.5.1.8. What   type   of   metrics   can   be   defined   and   categorized   for   each   call   for   
reporting   purposes?   

4.5.1.9. What   types   of   features   are   provided   for   supervisor   licenses.   
4.6. Call   Routing   through   the   following   methods:   

4.6.1.1. Auto   Attendant   
4.6.1.2. IVR   
4.6.1.3. Skills   Based   
4.6.1.4. Corporate   Contact   Directory   

4.7. Automatic  Hold   -  On  a  multi-line  telephone,  when  a  called  party  on  an               
active  line  answers  a  second  line,  the  first  call  is  automatically  put  on  hold                
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without   the   called   party   depressing   a   hold   button.   

4.8. Call   Handling   
4.8.1.1. Call   Forward-Busy   
4.8.1.2. Call   Forward-No   Answer   
4.8.1.3. Call   Forward-Variable   
4.8.1.4. Call   Forwarding-Internet   Down   
4.8.1.5. Call   Forward-All   Calls   
4.8.1.6. Call   Hold   

4.8.2. Outbound   Caller   ID    –   Please   describe   the   proposed   system’s   capabilities   
to   allow   CACOST   to   define   the   telephone   number   provided   when   
individuals   place   calls   outside   the   system.   

4.8.3. Incoming   Caller   ID    –   Please   define   the   proposed   system’s   capabilities   to   
provide   incoming   caller   ID.   

4.8.4. Call   Park    –   Please   describe   the   operation   of   the   call   park   function,   
specifically   how   the   call   park   number   is   provided   to   the   user,   the   length   of   
time   the   number   remains   on   the   screen,   how   the   parked   call   recalls   if   
unanswered,   etc.   

4.8.5. Call   Pickup   (Directed   and   Group)-    Please   describe   any   limitations   
regarding   the   number   of   telephones   that   can   be   included   in   a   single   pick  
up   group.   Please   describe   any   limitations   on   the   number   of   pick   up   
groups   the   system   can   provide.   

4.8.6. Call   Routing    -   Describe   in   detail   the   programming   sequence   for   routing   
busy   and   unanswered   calls.   How   many   destinations   or   targets   (i.e.,   if   A   is   
busy   go   to   B,   if   B   is   busy   go   to   C,   if   C   is   busy   go   to   D,   etc.)   can   be   
programmed   for   external   calls?   For   internal   calls?   Can   the   routing   be   
different   for   external   and   internal   calls?   Can   different   routing   sequences   
be   employed   depending   on   time-of-day?   Day-of-week?   Can   a   routing   
sequence   have   first   an   external   target,   and   if   that   target   is   busy   or   does   
not   answer,   then   look   to   an   internal   target?   

4.8.7. Can   routing   to   voicemail   greetings   be   different   for   internal   and   external   
calls?   

4.8.8. Call   Transfer   (Screened   and   Unscreened)   -   Specify   any   limitations   on   
the   retention   of   caller   ID,   trunk   group   ID,   or   DNIS   ID   information   in   
transferring.   That   is,   will   there   ever   be   a   loss   of   caller   identification   
because   of   multiple   transfers   of   a   single   call?   If   so,   specify   the   
information   that   will   be   lost   and   after   how   many   transfers   will   the   loss   
occur.   

4.8.9. Call   Waiting   Indication   (Visual   and   Audible)   
4.8.9.1. Click   to   Dial   Function   –    OPTIONAL    -   The   system   should   provide   the   

capability   for   CACOST   staff   to   select   a   contact   in   their   Gmail   or   Outlook   
contacts   and   click   on   the   telephone   numbers   for   those   contacts   and   
have   the   system   dial   without   lifting   the   handset   to   dial   the   call.   
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4.8.9.2. If   this   is   an   optional   feature,   please   provide   the   cost   for   

this   functionality   in   the   optional   equipment/feature   table.   
4.8.9.3. Conferencing   -   What   is   the   total   number   of   callers   that   

can   participate   in   a   conference   call?   How   many   internal   
callers?   How   many   external   callers?   Is   there   a   limit   on   
the   number   of   conferences   occurring   simultaneously   in   
the   proposed   system?    If   so,   what   is   the   limit?   

4.8.9.4. Distinctive   Ringing   –   Is   there   a   different   ring   tone   for   
internal   vs.   external   call?   

4.8.9.5. Directory   -   Describe   the   capability   of   the   proposed   phone   
sets   to   provide   a   name   database   look-up.   

4.8.9.5.1. Lookup   by   Site   
4.8.9.5.2. Lookup   by   Department   
4.8.9.5.3. Lookup   by   Group   
4.8.9.5.4. Lookup   by   any   other   options   
4.8.9.5.5. Incoming   Line   identification   

4.8.9.6. Paging   and   Intercom   Operation   –   The   system   should   provide   the   
ability   for   CACOST   to   define   specific   phones   to   be   included   in   an   
intercom.   This   system   should   also   provide   the   ability   for   CACOST   
to   perform   pages   throughout   the   system.   The   page   groups   would   
be   defined   for   each   location.   

4.8.9.7. Paging   Capabilities:   
4.8.9.8. Paging   Limitations:   

4.8.10. Last   Number   Redial   
4.8.11.Music   on   Hold   how   is   this   applied?   

  
4.8.12. Mute   key   
4.8.13. Incoming  Caller  ID  –  Ability  to  provide  caller  ID  information  for             

system  users.  This  should  provide  internal  extensions  as  well  as  any             
caller   ID   information   sent   to   the   proposed   system.   

4.8.14. Outbound   Caller   ID    –   Ability   to   assign   outgoing   caller   ID   
individually   by   physical   desk   phone.   For   example,   the   customer   service   
group   may   need   to   send   out   the   main   list   number,   while   the   accounting   
and   finance   groups   may   choose   to   send   out   their   own   DID   number   on   
outgoing   calls.   

4.8.15. Save/Repeat   Dialing   
4.8.16. Speed   Dialing    (System,   Group,   and   Phone   –   specify   quantities)   
4.8.17. Phone  –  to  –  Phone  Intercom  -  Capability  to  depress  a  specific              

key,  dial  a  two-digit  code,  activate  a  line  associated  with  a  specific  key  on                
another   phone,   and   on   answer   establish   a   talk-path.   

4.8.18. Phone-to-Phone  Paging  –  Please  describe  the  options  and          
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limitations  regarding  the  proposed  system’s  ability  to  provide  paging           
functionality   through   the   speakers   on   the   proposed   phones.   

4.8.19. Phone   Hunting   Or   Ring   Groups    –   Please   describe   the   ringing   
options   or   patterns   available.   

4.8.20. Transfer   Call   back   to   Attendant   
4.8.21. Unassigned   Numbers   or   Extensions    -   What   happens   when   

an   internal   caller   dials   an   unassigned   telephone   number?   What   
happens   when   an   external   caller   dials   an   unassigned   DID   number?   
Please   detail   all   options.   

4.8.22. Variable  Ring-tones  on  Deskphones   -  How  many  ring-tones  are           
available  on  the  proposed  digital  and/or  IP  telephones?  Can  the  user             
change   the   ring-tones?   

4.8.23. Variable   Call   Recording    –   CACOST   would   like   the   system   to   
allow   internal   or   external   calls   to   phones   be   recorded   On   Demand   from   
any   phones   on   the   system   and   allows   easy   access   to   retrieving   these   
recordings.   Please   describe   any   options   for   the   proposed   system   to   
provide   various   levels   of   recording   dynamically   vs.   recording   all   calls.   

4.8.24. Please   describe   how   the   proposed   system   stores   the   recording,   
how   they   are   indexed   and   how   CACOST   would   retrieve   various   call   
recordings.   

4.8.25. Please   describe   the   retention   capabilities   of   the   recording   
system.   Can   recordings   be   set   to   be   retained   for   X   number   of   days   and   
automatically   purged?   

4.8.26. Please   provide   the   costs   associated   with   call   recording   as   well   as   
any   overages.   

4.8.27. Disaster   Recovery   Issues   
4.8.27.1. When   software   maintenance   is   performed   on   the   system,   is   a   

restart   required?   
4.8.27.2. Typically,   what   will   the   duration   of   a   system   restart   be   for   a   

system   of   this   size?   
4.8.27.3. What,   if   any   manual   intervention   is   required   for   a   restart?   
4.8.27.4. Likelihood   a   system   restart   will   be   required   if   so   for   what   

instance.   
4.8.27.5. Define   current   server   Topology   and   availability   in   the   event   a   

datacenter   or   multiple   ISP(s)   fail   from   a   data   center   standpoint   
4.8.28. System   Back-up   &   Restoration   

4.8.28.1. Describe   the   process   for   restoring   the   system   in   the   event   items   
are   deleted   within   the   system.   

4.8.29. 911   Compatibility   
4.8.29.1. Describe   how   the   proposed   system   will   provide   street   address   

information   to   the   local   authorities.   
4.8.29.2. How   can   the   proposed   system   provide   for   911-location   
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notification   by   phone   number.   

4.8.30. System   Management   -    The   following   System   Administration   
features   and   capabilities,   or   functional   equivalents,   must   be   provided   as   
part   of   the   proposed   system.   

4.8.31. Inventory   Information    -   The   system   must   provide   inventory   
information   on   the   number   and   type   of   telephones   

4.8.32. Recent   &   Past   Change   History   -   The   proposed   system   must   
provide   documentation   on   both   recent   changes   to   an   element   of   the   
system   (phones,   trunks,   etc.)   and   all   past   changes   to   an   element   of   the   
system.   

4.9. Voice   Mail   System   

CACOST   requires   voice   mail   functionality   as   part   of   this   procurement.   The   
proposed   voice   mail   system   must   be   compatible   and   integrate   with   the   system   
being   proposed.   

CACOST   currently   utilizes   voicemail   as   drop   boxes   for   specific   client   information   
such   as   scheduling,   outreach,   and   various   other   activities   as   a   day   to   day   
resource.   

What   are   the   current   storage   limitations   for   the   mailboxes?  

Please   let   us   know   if   you   have   any   options   or   solutions   as   to   how   we   can   leverage   
voicemail   to   manage    these   interactions   more   efficiently.   

Features   -    Specifically,   the   proposed   system   must   have   the   following   features:   
4.9.1. Immediately   light   a   message-waiting   lamp   on   the   appropriate   telephone   

when   a   message   has   been   taken.   This   message   waiting   indication   must   
be   noticeable.   

4.9.2. Automatically   turn   the   message-waiting   lamp   off   when   all   the   messages   
have   been   heard   and/or   delivered.   

4.9.3. Provide   for   automatically   forwarding   calls   from   a   busy,   unanswered,   or   
call   forward   telephone   to   the   appropriate   mailbox   without   requiring   the   
caller   to   dial   a   mailbox   number   or    any    additional   codes.   

4.9.4. Archive   Messages   -   Describe   the   options   for   archiving   stored   
messages   and   the   process   to   accomplish   this   function.   Clearly   define   
the   tasks   of   both   desk   users   and   system   administrators   in   the   archiving   
function.   

4.9.5. Check   Receipt   of   Delivered   Messages   
4.9.6. Does   the   proposed   voicemail   system   capture   caller   ID   allowing   the   

user   to   optionally   hear   the   calling   number?   
4.9.7. Changeable   Passwords   

4.9.7.1. Can   the   user   change   passwords?   
4.9.7.2. Can   the   user   be   forced   to   change   passwords?   
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4.9.7.3. If   so,   can   the   administrator   establish   the   frequency   of   the   change?   
4.9.7.4. If   so,   by   system   or   by   deskphone?   
4.9.7.5. What   is   the   minimum   password   length?   Maximum?   
4.9.7.6. Will   the   system   provide   a   “lock-out”   after   input   of   invalid   passwords?   
4.9.7.7. If   so,   is   the   number   of   invalid   entries   programmable   by   the   user?   

Or   is   it   system   controlled?   
4.9.7.8. Can   the   voicemail   password   be   the   same   as   the   user’s   

network   password?   
4.9.8. Forward   &   Backward   while   Listening   to   a   Message   -   Does   the   proposed   

system   provide   the   capability   to   allow   a   user,   when   listening   to   a   
message,   to   skip   ahead   to   a   later   part   of   the   message,   or   backward   to   a   
past   part   of   the   message?    Please   be   specific.   

4.9.9. Guest   Mailboxes   
4.9.10. Group   Mailboxes     
4.9.11.            Message   Save   
4.9.12. Message   Delete   
4.9.13. Message   Pause   
4.9.14. Message   Privacy   
4.9.15. Message   Replay   –   explain   the   options   available   
4.9.16. Message   Redirect   and   Comment   
4.9.17. Message   Respond  
4.9.18. Message   Retrieval   Greeting   -   Explain   the   available   options   for   the   

system   greeting   the   caller   hears   upon   retrieving   messages.   For   instance,   
does   the   system   indicate   the   number   of   messages   not   yet   heard?   

4.9.19. Message   Rewind   
4.9.20. Message   Speed   -   Does   the   proposed   system   provide   the   

user   the   capability   to   speed   up   or   slow   down   the   replay   of   the   
message?   

4.9.21. Message   Undelete  
4.9.22. Outbound   Notification   of   Messages   -   This   feature   must   include   

notification   to   a   radio   paging   device,   cellular   telephone,   email,   or   other   
telephony   equipment.   

4.9.23. Priority   Queuing   of   Messages   
4.9.24. Recent   and   Past   Change   History   -   Describe   the   capabilities   of   the   

proposed   system   to   provide   documentation   on   both   recent   changes   to   
an   element   of   the   system   (mailbox,   port,   etc.)   and   all   past   changes   to   an   
element   of   the   system.   

4.9.25. Skip   Forward   Through   Messages   
4.9.26. Personalized   Greetings   –   Multiple   –   Provide   (at   a   minimum)   the   

21   



  
system   users   with   the   ability   to   have   a   greeting   when   there   is   no   answer   
at   their   phone   and   another   different   greeting   when   they   are   on   the   
phone,   and   explain   any   other   options   available.   

4.9.27. Personalized   Greetings   –   Menu   -   Will   the   system   provide   a   
menu   of   options   in   an   individual   user’s   greeting?   For   instance,   “If   your   
call   is   about   A,   press   1.   If   your   call   is   a   personal   matter,   press   2.”   If   the   
caller   selects   1,   the   message   is   recorded   simultaneously   in   two   
pre-selected   mailboxes,   or   routed   to   a   different   mailbox   than   if   the   
caller   selects   2.   

4.9.28. Scheduled   Delivery   of   Message   
4.9.29. Time-of-Day   Stamp   
4.9.30. Message   Distribution   Lists   -   Please   provide   a   detailed   

explanation   of   the   procedure   for   creating   and   broadcasting   a   voice   mail   
message   to   voice   mail   users   in   a   distribution   list.   Clearly   define   any   
limitations   on   the   number   of   distribution   lists   per   user   and   the   number   of   
users   per   distribution   list.   Can   distribution   lists   be   “chained”   to   
effectively   increase   the   number   of   users   per   list?     

4.10.Automated   Attendant   Function   –    CACOST   will   use   Automated   Attendant   
function   to   handle   various   types   of   incoming   calls   and   scheduling.   The   
automated   attendant   should   provide   functions   for   the   following:   

4.10.1. After   Hours   Announcement,   access   to   directory,   names   and   options.   
4.10.2. Preprogrammed   Alternative   for   Holidays.   
4.10.3. Each   auto-attendant   must   have   the   ability   to   have   specific   hours   of   

operations   defined   to   align   with   business   needs.   
4.10.4. Custom   greetings   for   special   events.   

4.10.4.1. CACOST’s   personnel   want   the   ability   to   pre-record   messages   
and/or   greetings   for   holidays,   office   closings,   etc.   and   to   change   
from   one   greeting   to   another   from   a   remote   location,   not   on   the   
system.   Please   explain   in   detail   how   this   would   be   accomplished.   

4.10.5. Provide   various   exits   from   the   Automated   Attendant.   
4.10.6. The   system   must   allow   the   caller   to   dial   his   or   her   choice   at   any   

time   during   the   message.   
4.10.7. Does   the   proposed   system   require   callers   to   end   all   commands   

using   the   #   sign?   Please   describe   what   the   operation   is   and   if   there   are   
options   regarding   this   item.   

  
4.11. Message   Integration   

4.11.1.Describe   the   proposed   system’s   capability   to   provide   for   “unified   
messaging”.   CACOST   currently   utilizes   Google   chat   messaging   system   
and   may   migrate   to   Office   365   in   Microsoft’s   cloud.     

4.11.2.Does   the   proposed   unified   messaging   software   integrate   directly   with   
Gmail   or   Microsoft   Teams?   Does   it   provide   direct   dialing   from   the   
Contact   list?   If   so,   please   describe   how   the   products   integrate.   
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4.11.3.Does   the   proposed   unified   messaging   software   integrate   directly   with   a   

combination   of   Gmail,   Microsoft   Outlook,   or   O365   Web?   If   so,   please   
describe   how   the   products   integrate   and   what   mail   protocol   options   are   
available.   

4.11.4.When   a   voice   message   is   received   in   a   Unified   Messaging   
environment,   will   the   entire   voice   message   be   transmitted   via   email   in   
addition   to   header   information?   If   not,   what   will   the   user   see   in   their   
email   client   when   they   have   received   a   voice   message?   Will   it   
transcribe?   Is   Transcription   and   additional   cost?   

4.11.5.In   the   experience   of   the   vendor,   on   average,   how   much   disk   space   does   
an   average   message   consume   within   the   users   email   account?     

  
4.11.6.Click   to   Dial   Operation   –   Please   describe   how   the   system   can   provide  

click   to   dial   operation   from   various   sources   including   Gmail,   Outlook,   and   
O365   webclient   contacts   and   other   sources.   

  
4.11.7.The   pricing   quoted   must   include:   

4.11.7.1. Complete   installation   of   all   system   components   and   software   
4.11.7.2. Complete   programming   of   all   system   components   and   software   
4.11.7.3. Complete   testing   of   all   system   components   and   software   

prior   to   system   cutover,   including   QOS   testing   
4.11.7.4. Full   system   configuration   documentation   provided   to   

CACOST   to   include   all   user   features   and   function   and   
complete   call   flow   information   by   deskphone.   

4.11.8.Any   additional   charges   which   apply   for   shipping   and   handling.   Please   
specify   the   dollar   amount.   

4.11.9.Add/delete   cost   schedule   for   all   system   components   and   software.   
Include   both   pre-cut   and   post-cut   prices.   Indicate   how   long   the   post-cut   
prices   will   remain   in   effect.   Pre-cut   component   pricing   must   remain   in   
effect   through   system   acceptance.   

4.11.10. Maintenance   cost   for   the   system,   as   configured,   after   the   
warranty   period.   Clearly   specify   the   warranty   period   for   all   hardware   
and   software   components.   

4.11.11. Pricing   for   1,   3,   and   4   year   terms   must   be   included.   
  
  
5. Maintenance,   Warranty,   and   Support:   
5.1. Warranty    -   Provide   a   copy   of   the   warranty   on   the   proposed   system   

or   a   narrative   description   of   the   provisions   of   the   warranty.   
5.2. Service   Centers    -   Provide   the   locations   and   hours   of   operation   of   the   

service   centers   to   be   utilized.   
5.3. Hourly   Service   Rates    -   Indicate   the   hourly   rate   CACOST   can   expect   for   

service   not   covered   by   warranty   or   service   contract   for   each   of   the   proposed   
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systems.   

5.4. Maintenance   Cost   Escalation    -   Provide   the   rate   at   which   the   maintenance   
contract   costs   are   escalated   including   any   contractual   limits   in   escalation   of   
costs.   

5.5. Modification   Lead-Time    -   Specify   the   amount   of   lead-time   required   for   
moves,   changes,   additions,   and   deletions.   

5.6. Repair   Response   Times    -   Describe   the   expected   and   guaranteed   response   
time   for   “regular”   and   “emergency”   services.   Indicate   what   you   define   to   be   
“regular”   and   “emergency”   service.   Guaranteed   response   times   of   greater   
than   4-hours   for   emergency   services,   and   next   business   day   for   regular   
services,   will   not   be   acceptable.   

5.7. New   Equipment   Lead   times    -   Specify   the   amount   of   time   expected   for   new   
phone   orders   and   shipping   cost   of   new   equipment   as   CACOST   anticipates   
ordering   equipment   throughout   the   year   

5.8. Default    -   State   what   recourse   is   available   if   the   proposed   system   does   not   
perform   as   quoted   and   the   customer   is   faced   with   loss   or   interruption   of   
service.   

5.9. Support    -   Please   indicate   the   level   of   support   to   be   provided   with   the   
service   agreement   and   what   is   to   be   expected   turnaround   time   for   new   
cases.   

5.10.Pricing   -    Review   the   pricing   tables   on   the   CACOST   Site   and   Phone   
Inventory   sheet   as   required   to   provide   itemized,   component   and   feature   
pricing   for   the   proposed   system   to   meet   the   requirements   listed   in   the   RFP.   
The   component   name   should   be   clear   and   understandable,   not   a   code   or   
stock   number.   The   Discounted   Price   must   be   the   actual   cost   CACOST   will   
pay   for   the   component,   not   a   list   price   with   a   summary   discount   at   the   end.   
Total   Price   equals   the   Quantity   times   the   Discounted   Price.   

5.10.1. VOIP   system   as   defined   in   Section   C.   Include   all   required   
components.   

5.10.2. Maintenance   Pricing   –   Maintenance   Pricing   should   include   the   following:   
▪ 24x7   Coverage   
▪ 24x7   Remote   System   Monitoring   and   Alarming   for   the   

Telecommunications   system,   voicemail   system   and   all   other   
parts   of   the   system   proposed.   

● 12   Months   Parts   Labor   Warranty   
▪ Software   Upgrade   Costs   
▪ Software   Update   Costs   
▪ Software   Assurance   Support   

  
6. Delivery   and   Installation   (   Approach   to   work   )     

CACOST   anticipates   cutover   of   all   locations   to   be   completed   in   August   2021   or   
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before.   Please   indicate   whether   this   schedule   can   be   met   and   identify   the   tasks,   
including   site   preparation   that   CACOST   and   the   vendor   will   perform   and/or   be   
responsible   for   in   order   to   accomplish   delivery   and   installation   of   the   system   in   this   
time   frame.   It   will   be   assumed   that   any   task   not   specifically   stated   to   be   our   
responsibility   would   be   that   of   the   vendor.   

  
6.1. Implementation   Plan    -   The   vendor   must   provide   a   tentative   implementation   

plan   with   dates   necessary   to   place   the   system   into   service.   This   SOW   must   
clearly   identify   the   tasks   and   resource   requirements   of   CACOST   and   
proposed   vendor   during   the   implementation   process.   

6.2. Risk   of   Loss    -   Please   state   when   the   customer   assumes   risk   of   loss   or   damage.   
6.3. Equipment   Reduction   -    Explain   any   penalty   or   liability   charge   for   reducing   

equipment   or   telephone   instrument   prior   to   and   after   installation   of   the   
proposed   system.   

6.4. Manuals   and   Brochures   -    Please   provide   hard   copies   and   electronic   
versions   the   following   as   part   of   the   proposal:   

6.4.1. Phone   user’s   manual   
6.4.2. Voice   mail   user’s   manual   
6.4.3. Any   other   pertinent   reference   information   
6.4.4. CACOST   expects   the   selected   vendor   to   produce   a   short   version   of   the   

user   guide   to   be   provided   to   each   system   user.   This   guide   should   be   
customized   to   provide   steps   to   use   the   features   specific   to   CACOST   
system   design   and   selected   feature   group.   

6.5. Software   Updates    –   Please   describe   the   following   regarding   available   
software   upgrades:   

6.5.1. How   is   CACOST   notified   of   new   software   upgrades   and   tools   available   for   
ALL    the   systems   proposed?   

6.5.2. In   the   case   of   VoIP   solutions,   do   you   provide   recommended/required   
software   updates   for   all   network   hardware   in   addition   to   the   proposed   
system?   

6.5.3. Please   provide   typical   frequency   of   software   updates   on   an   annual   
basis.   

6.6. Test   Plan   -    The   Proposer   will   develop   and   execute   a   test   plan   and   final   
pre-phase   migration   plan.   The   test   plan   will   include:   

6.6.1. Testing   of   all   connectivity   of   call   flows.   
6.6.2. Business   hours   configurations   
6.6.3. Porting,   DID,   &   User   migration   mapping   

6.7. Training   
6.7.1. Include   in   your   proposal   a   detailed   explanation   of   the   training   you   will   

provide   for   deskphone   users,   as   well   as   management   staff   and   system   
administrators.   Please   indicate   on   which   functions   the   system   
administrator   will   be   trained.   
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6.7.2. The   system   pricing   detailed   in   the   CACOST   Site   and   Phone   Inventory  

spreadsheet   must   include:   
6.7.2.1. System   programming,   reporting,   management,   and   

configuration   training,   led   by   vendor   provided   instructors,   for   2   
management   personnel.   

6.7.2.2. Please   describe   additional   system   administration   and   technical   
training   that   is   available.   Please   include   the   projected   costs   for   the   
training   classes,   where   they   are   held,   who   provides   them   and   if   
and   what   certifications   would   be   provided   CACOST   staff   completes   
various   levels.   

6.8. Estimated   Implementation   Plan    –   Please   provide   an   estimated   
implementation   plan   with   various   milestones   assuming   the   contract   
would   be   awarded   the   last   week   of   May   2021.   

7. Reporting   
7.1. Basic   Call   Queues-   

7.1.1. What   types   of   reports   can   be   provided   regarding   basic   call   queue   
7.1.2. Can   these   reports   be   generated   and   emailed,   if   so   what   are   the   frequency   to   

which   these   reports   can   be   emailed?   
7.1.3. Can   thresholds   be   set   for   alerting   and   reporting   purposes?   
7.1.4. Are   there   any   types   of   proactive   notifications?   
7.1.5. Please   provide   samples   of   these   reports.   

7.2. Ability   to   monitor   call   quality-   
7.2.1. What   types   of   reports   can   be   provided   regarding   call   quality?   
7.2.2. Can   these   reports   be   generated   and   emailed,   if   so   what   are   the   frequency   to   

which   these   reports   can   be   emailed?   
7.2.3. Can   thresholds   be   set   for   alerting   and   reporting   purposes?   
7.2.4. Are   there   any   types   of   proactive   notifications?   
7.2.5. Please   provide   samples   of   these   reports.   

7.3. Contact   Center.-   
7.3.1. What   types   of   report   can   be   provided   regarding   call   quality   
7.3.2. Can   these   reports   be   generated   and   emailed,   if   so   what   are   the   frequency   to   

which   these   reports   can   be   emailed?   
7.3.3. Can   thresholds   be   set   for   alerting   and   reporting   purposes?   
7.3.4. Are   there   any   types   of   proactive   notifications?   
7.3.5. Please   provide   samples   of   these   reports.   

7.4. Administrative   Reports-   
7.4.1. What   types   of   reports   or   administrative   reports   are   provided   with   your   proposed   

system?   
7.4.2. Does   the   proposed   system   have   any   type   of   audit   trail   reporting?   
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7.4.3. Can   these   reports   be   scheduled?   
7.4.4. Please   provide   samples   of   these   reports   if   applicable.   

  
Evaluation   Criteria   
All   proposals   will   be   evaluated   using   the   following   general   evaluation   Criteria:   

  

  
The   evaluation   process   will   consist   of   review   and   evaluation   of   proposals.   Project   Cost   will   
be   evaluated   based   on   initial   purchase,   installation   price   and   total   cost   of   ownership   over   1,   
3,   and   4   year   periods   as   separate   proposals.   

  
PROPOSAL   EVALUATION   
In  accordance  with  applicable  laws,  rules  and  regulations  for  public  purchasing,  an  award               
will  be  made  to  the  responsible  proposer  whose  proposal  is  determined,  after  evaluation  by                
assigned  staff  to  be  the  best  value  to  CACOST.  The  proposal  must  be  submitted  on  time                  
and  must  materially  satisfy  all  mandatory  requirements  identified  above  to  qualify  for              
evaluation.  A  written  acceptance  mailed  or  otherwise  furnished  to  the  qualified  proposer  and               
a   fully   executed   contract   is   required   prior   to   commencement   of   any   work   under   this   RFP.   
  
This  Request  is  seeking  to  identify  the  Proposer  most  qualified  to  provide  Cloud  hosted  VoIP                 
(Voice  over  Internet  Protocol)  Renewal  or,  Migration  and  Implementation  Services.            
CACOST,  in  its  sole  discretion,  will  determine  the  most  qualified  Proposer  to  provide  the                
services  based  on  the  information  in  the  response  submittals.  The  Proposers  may  be  asked                
to  interview  with  CACOST  representatives,  make  an  oral  presentation  and/or  respond  to              
questions  regarding  the  submittal  response.  CACOST  may  elect  to  negotiate  pricing  with              
one  or  more  of  the  most  qualified  Proposers.  CACOST,  in  its  sole  discretion,  will  make  its                  
final  selection  of  the  Proposer  whose  experience,  expertise,  reputation,  capabilities  and  past              
performance  is  determined  to  be  best  suited  for  the  performance  of  the  services.  CACOST                
contemplates  award  of  the  contract  to  the  responsible  Proposer(s)  with  the  highest  total               
points.  Protest  procedures  are  available  upon  request  and  must  be  submitted  within  (10)               
days   of   award   determination   for   consideration.   
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Criteria   Points   

Features,   System   Capabilities,   and   Support   30   

Reporting   15   

Approach   to   work,   (Upgrades,   Migration,   
Implementation,   and   Training   Plans)   

10   

Experience   Providing   Services   20   

Pricing   and   Fees   25   


