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PUBLIC NOTICE

*************************************************

State of Maine
Department of Administrative and Financial Services
RFP# 202503037
Avaya Telephony Platforms Maintenance and Support

The State of Maine is seeking proposals for Avaya Telephony Maintenance and Support.

A copy of the RFP and all related documents can be obtained at: https://www.maine.gov/dafs/bbm/procurementservices/vendors/rfps

Proposals must be submitted to the Office of State Procurement Services, via e-mail, at: Proposals@maine.gov.  Proposal submissions must be received no later than 11:59 p.m., local time, on May 2, 2025.  Proposals will be opened the following business day. 

*************************************************


RFP TERMS/ACRONYMS with DEFINITIONS

The following terms and acronyms, as referenced in the RFP, have the meanings indicated below:

	Term/Acronym
	Definition

	AADS
	Avaya Aura Device Services

	AAEP or AEP
	Avaya Aura Experience Portal or Avaya Experience Portal

	AAM
	Avaya Aura Messaging

	ADDR
	Address

	AES
	Application Enablement Services

	AMM
	Avaya Multimedia Messaging

	APP
	Application

	ASR
	Automatic Speech Recognition   

	CC
	Call Center

	CM
	Call Manager

	CMCC
	Central Maine Commerce Center

	CMS
	Call Management System

	Confidentiality
	Preserving authorized restrictions on information access and disclosure, including means for protecting confidential or sensitive information. A loss of confidentiality is the unauthorized disclosure of information.

	Data Classification 
	The process of risk assessment of data. See Appendix D for the Data Classification process (see also “PII Confidentiality Impact Level”). 

	Department
	Department of Office of Information Technology

	DHHS
	Department of Health and Human Services

	DOL
	Department of Labor

	DSER
	Department of Support Enforcement and Recovery

	EPM
	Experience Portal Management System

	EPMS-DR
	Experience Portal Management Server – Disaster Recovery Swampfox

	ESS
	Enterprise Survivable Server

	FIL
	First in Line

	FW
	Firewall

	G450
	Gateway 450

	IVR
	Interactive Voice Response 

	IVA
	Interactive Voice Assistance

	MAC
	Moves, Adds and Changes

	MAS
	Message Application Server

	MPLS
	Multiprotocol Label Switching (MPLS)

	MPP
	Massively Parallel Processing

	MSS
	Message Storage Server

	NOC
	Network Operations Center

	OCM
	Outreach Call Manager

	OCFS
	Office of Child and Family Services

	OFI
	Office of Family Independence

	OIT
	Office of Information Technology

	PII Confidentiality Impact Level 
	The PII confidentiality impact level—low, moderate, or high—indicates the potential harm that could result to the subject individuals and/or the organization if PII were inappropriately accessed, used, or disclosed. (NIST SP 800-122). See Appendix D. PII is evaluated to determine its confidentiality impact levels, so that appropriate safeguards can be applied to the PII. 

	PII (Personally Identifiable Information)
	Data that is maintained by an agency that could potentially identify a specific individual and needs to be protected in accordance with state and/or federal law, including (1) any information that can be used to distinguish or trace an individual‘s identity, such as name, social security number, date and place of birth, mother‘s maiden name, or biometric records; and (2) any other information that is linked or linkable to an individual, such as medical, educational, financial, and employment information.

	PM
	Project Manager

	POC
	Point of Contact

	RFP
	Request for Proposal

	QM
	Quality Management

	SAL
	Secure Access Link (remote access)

	SBC
	Session Border Controller

	SFAD
	Swampfox Agent Desktop

	SIP
	Session Initiation Protocol

	SM
	Session Manager 

	SMGR
	System Manager

	SOB
	State Office Building (Cross Office Building)

	SOM
	State of Maine

	SOS
	Statement of Service

	SOW
	Statement of Work

	State
	State of Maine

	State Data
	Any information originating with the State, regardless of form or medium of disclosure (e.g., verbal, observed, hard copy, or electronic) or source of information. It includes any information concerning the State’s information technology infrastructure, systems and software and procedures; and information originating with the State in the course of using and configuring the Services provided under the contract. It includes any sensitive information held by the State that may be protected from disclosure pursuant to a federal or state statutory or regulatory scheme intended to protect that information, or pursuant to an order, resolution or determination of a court or administrative board or other administrative body. 

	TTS
	Text to Speech

	VLAN
	Virtual Local Area Network

	VAR
	Value Added Reseller

	VoIP
	Voice Over Internet Protocol

	VMWare
	Virtual Machine Ware

	WebLM
	Web License Manager




State of Maine
Department of Administrative and Financial Services 
Office of Information Technology 
RFP# 202503037
Avaya Telephony Platforms Maintenance and Support

[bookmark: _Toc367174722][bookmark: _Toc397069190]PART I	INTRODUCTION

A. [bookmark: _Toc367174723][bookmark: _Toc397069191]Purpose and Background

The Office of Information Technology (Department) is seeking proposals from Avaya Partners to provide Maintenance, Support, Procurement of Hardware and Software, Training and Professional Services for the State’s on-premises Avaya Telephony Systems as well as cloud-based call center platforms as defined in this Request for Proposals (RFP) document.  It is the Department’s mission to provide a fully integrated telephony system with call center functionality to be able to provide reliable communications.

[bookmark: _Hlk71031929]This document provides instructions for submitting proposals, the procedure and criteria by which the awarded Bidder will be selected, and the contractual terms which will govern the relationship between the State of Maine (State) and the awarded Bidder.

B. [bookmark: _Toc367174724][bookmark: _Toc397069192]Overview - Platforms and Applications:

The State of Maine requires 24x7x365 support, maintenance, consultation, sales, upgrades, managed and professional services for its current on-prem telephony platforms including cloud-based 3rd party integrators.  On-Site/Remote Support is a requirement of this RFP including Network Operations Center (NOC) for monitoring of platforms.  

The awarded Bidder shall provide the following services:  
1. Maintenance– New Product(s) offering(s);
2. Purchase and supply of Avaya products including but not limited, telephony equipment, software, licensing, phones, etc.;
3. Purchase and supply of Calabrio products including but not limited to Call and Screen Recording (Quality Management) licenses and hardware required; and
4. Purchase and supply of Swampfox products including but not limited to IVR, Nuance, OCM, CBM, IVA, and FIL.

The following platforms and services noted below are required:	
	PLATFORM
	MAINTENANCE
	SUPPORT
	UPGRADES
	CONSULTATION
	PROFESSIONAL SERVICES
	SALES

	Avaya
	x
	x
	x
	x
	x
	x 

	Swampfox (including Nuance)
	 
	x
	x
	x
	x
	x

	Calabrio Quality Management
	x
	x
	x
	x
	x
	x

	911 Inform
	 
	x
	x
	x
	x
	x

	Retarus
	 
	x
	x
	x
	x
	x

	New Product Offering
	x
	x
	x
	x
	x
	x



OIT provides telephone services to all State agencies, totaling approximately 13,000 users.  Approximately 6,500 handsets are currently on the Avaya platform as depicted below.  Call center agents is estimated at 1,800.  

C. Maintenance and support provided by awarded Bidder for the following platforms and applications include the items listed below:
1. Telephony Platforms
i.  Avaya R.10 Platform-On Prem
(1) Basic Communications
(a) 9608G desk phones
(2) Unified Communications
(a) Avaya Call Management System R18 (CMS)
(b) Avaya Session Manager (SM)
(c) Avaya System Manager (SMGR)
(d) Avaya Aura Messaging System (AAM)
(e) Avaya Communications Manager (CM) 
(f) Avaya Session Border Controllers (SBC)
(g) Avaya Application Enablement Services (AES)
(h) Avaya Media Gateways (#42)
(i) Avaya Experience Portal (AEP)
(j) Avaya SAL
(k) Avaya Policy 
(l) Dell servers (#6-R650 & #2-380F) managed services with VMWare and Avaya patching
(m) Avaya Workplace Softphones
(i) 13,000 of model 9608G VoIP desk phones
(n) Call Centers
(i) 1,800+/- call center agents
(ii) 200+/- of call center supervisors
(o) Auto Attendant
(i) 900+/- Auto attendants
ii. Swampfox-Cloud-Based
(a) Including Nuance
(b) Interactive Voice Response (IVR)
(c) Outreach Call Manager (OCM) 
(d) First In Line (FIL)
iii. Calabrio-On Premise Commercial Off the Shelf R.11
(a) Quality Management (QM – Call/Screen Recording)
(b) Shared Platform
(i) Support Platinum Advanced Quality Management (AQM) Name User License 
(ii) Support Platinum Call Recording & Quality Management (CR & QM) Service License 
a) Support Platinum Compliance Recording (CR) Names User License
iv. Retarus-E-Faxing-Cloud-Based
(1) Subscription Service
(a) Provides enterprise cloud-based services for email, faxing, SMS and EDI
(b) Faxing capabilities throughout the system paying price per page
v. 911 Inform-caller location identification – On Prem
(1) Providing notification and security management platform to bridge the gap between 1st responders and the SOM enterprise. 
vi. Dell 650 servers (required Bidder maintenance and patching N-1 of Avaya and VMWare) On-Prem

2. Swampfox Applications
The following is a brief description of the required applications:

i. Avaya Experience Portal (AEP) Hosting – Interactive Voice Response (IVR) system that receives incoming calls from the Avaya Communication Manager (phone system) and interfaces to various departmental applications. The AEP platform is duplicated with 132 ports at each of two sites.

The following Departments with customized applications are identified below:
Department of Labor (DOL)
i. ReEmployME application - a custom IVR application that interfaces with the web services for ReEmployME hosted by the State of Mississippi. It allows claimants that have already filed an initial claim to file their weekly claim. Avaya one-X Communicator and Swampfox Agent Desktop software is used on the agents’ PCs to provide a screen pop of the claimant’s information.
ii. Appointment Reminder for DOL using Swampfox Outbound Campaign Management™ (OCM) application. OCM takes a DOL created campaign list and automatically makes outbound calls to claimants to remind them of the date and time of their appointment. Nuance Text to Speech software is used to speak the claimant’s name.
iii. OCM is a Swampfox packaged application that receives a campaign list transferred as a file by DOL. The list has the phone number to be dialed, the recipient’s name and the date and time of their appointment. DOL manages the campaign parameters that determine when calls are placed and the retry conditions. OCM places the outbound calls through the AEP platform and determines whether the call is answered by a person, a voice mail system or is not answered. Calls that are answered are given a message about the appointment date and time and the person’s name is spoken using Nuance Text to Speech technology. OCM is licensed for 10 concurrent ports. Once the campaign completes a results report is transferred in a file back to DOL.

Department of Health and Human Services-Office of Family Independence (OFI)
i. MaineCare (or Eligibility) application – a custom IVR application that interfaces with the Oracle/ACES system used by OFI. Provides a menu that allows the caller to do self-service transactions (without speaking to an agent). The application:
1. Verifies the identity of the caller – uses Nuance Text to Speech licenses to speak back the caller’s name (Nuance TTS is shared with DSER);
2. Allows the caller:
a) to make changes to their address, phone #, expenses;
b) request a MaineCare card;
c) request an EBT card; and
d) transfer to the Call Center. 
3.  Address change application uses Nuance speech recognition licenses (shared with DSER).
ii. Callback messaging using Swampfox First In Line™ (FIL) application software package. FIL monitors the call center statistics of OFI’s Tier 1 and Tier 2 call center groups and using Swampfox patented Artificial Intelligence algorithms, it calculates an Expected Wait Time for incoming calls to the call center queues. It announces the EWT to the caller and based on configured parameters it may offer for the caller to make a callback request. If the caller chooses to request a callback, it gathers the callback number from the caller which then allows the caller to disconnect and to not have to wait in the call center queue for an agent.
iii. FIL also offers Scheduled Callbacks to callers. OFI determines how many scheduled callbacks they wish to handle during each half hour time slot during the call center open hours. Callers are given a choice of which day and time they wish to receive a callback. Callers may call in when the call center is closed to request a scheduled callback.
iv. FIL is integrated with the Avaya Communication Manager phone system such that it monitors calls being distributed to agents. When it becomes time for a callback request to be fulfilled, it places a call to the person who requested the callback and when they answer the call, they are placed in the correct queue such that they are connected to an agent when the next agent becomes available. OFI uses the Customer First callback method where the caller is called back first.
v. OFI has purchased 30 FIL licenses allowing up to thirty (30) concurrent inbound/outbound calls. Reports are available to supervisors/managers to provide statistics on callback success rates and detail on individual callbacks.
vi. CTI Screen Pop using Swampfox Agent Desktop (SFAD) 125 licenses – provides display of caller information to the agent and pops the Automated Client Eligibility System (ACES) customer information screen. It displays the caller’s caller id and the reason they selected MaineCare for their call. If they were verified it displays their client id and name.

Office of Children’s and Family Services (OCFS)
i. Callback messaging using Swampfox First In Line™ application. OCFS uses the Agent First method of delivering callback calls. Swampfox Agent Desktop software is used to display callback information to the agent and to launch and disposition the call. OCFS has four (4) FIL licenses and thirty-two (32) SFAD licenses.

Division of Support Enforcement and Recovery (DSER)
i. CSEME application - a custom IVR application that interfaces with the Oracle/CSEME computer application to allow callers to obtain information and to request services related to their child support cases. Address change application uses Nuance speech recognition licenses (shared with OFI).
ii. Swampfox Agent Desktop software is used to do a screen pop of the CSEME screen to display the caller’s information to the agent. DSER has ten (10) SFAD licenses.

D. General Provisions

1. From the time the RFP is issued until award notification is made, all contact with the State regarding the RFP must be made through the RFP Coordinator.  No other person/ State employee is empowered to make binding statements regarding the RFP.  Violation of this provision may lead to disqualification from the bidding process, at the State’s discretion.
2. Issuance of the RFP does not commit the Department to issue an award or to pay expenses incurred by a Bidder in the preparation of a response to the RFP.  This includes attendance at personal interviews or other meetings and software or system demonstrations, where applicable.
3. All proposals must adhere to the instructions and format requirements outlined in the RFP and all written supplements and amendments (such as the Summary of Questions and Answers), issued by the Department.  Proposals are to follow the format and respond to all questions and instructions specified below in the “Proposal Submission Requirements” section of the RFP.
4. Bidders will take careful note that in evaluating a proposal submitted in response to the RFP, the Department will consider materials provided in the proposal, information obtained through interviews/presentations (if any), and internal Departmental information of previous contract history with the Bidder (if any).  The Department also reserves the right to consider other reliable references and publicly available information in evaluating a Bidder’s experience and capabilities.
5. The proposal must be signed by a person authorized to legally bind the Bidder and must contain a statement that the proposal and the pricing contained therein will remain valid and binding for a period of 180 days from the date and time of the bid opening.
6. The RFP and the awarded Bidder’s proposal, including all appendices or attachments, will be the basis for the final contract, as determined by the Department.
7. Following announcement of an award decision, all submissions in response to this RFP will be public records, available for public inspection pursuant to the State of Maine Freedom of Access Act (FOAA) (1 M.R.S. § 401 et seq.).  State contracts and information related to contracts, including bid submissions, are generally public records per FOAA.
8. In the event that a Bidder believes any information that it submits in response to this RFP is confidential, it must mark that information accordingly and include citation to legal authority in support of the Bidder’s claim of confidentiality.  In the event that the Department receives a FOAA request that includes submissions marked as confidential, the Department shall evaluate the information and any legal authority from the Bidder to determine whether the information is an exception to FOAA’s definition of public record.  If the Department determines to release information that a Bidder has marked confidential, it shall provide advance notice to the Bidder to allow for them to seek legal relief. 
9. The Department, at its sole discretion, reserves the right to recognize and waive minor informalities and irregularities found in proposals received in response to the RFP.
10. [bookmark: _Toc367174725][bookmark: _Toc397069193]All applicable laws, whether or not herein contained, are included by this reference.  It is the Bidder’s responsibility to determine the applicability and requirements of any such laws and to abide by them.

E. Eligibility to Submit Bids

Only Avaya Diamond Partners that can meet the provisions of this RFP are invited to submit bids in response to this Request for Proposal. 

F. [bookmark: _Toc367174726][bookmark: _Toc397069194][bookmark: _Toc367174727][bookmark: _Toc397069195]Contract Term

The Department is seeking cost-efficient proposals to provide services, as defined in this RFP, for the anticipated contract period defined in the table below.  Please note, the dates below are estimated and may be adjusted, as necessary, in order to comply with all procedural requirements associated with the RFP and the contracting process.  The actual contract start date will be established by a completed and approved contract.

Contract Renewal:  Following the initial term of the contract, the Department may opt to renew the contract for an additional two (2) year term plus one (1) additional year renewal periods, as shown in the table below, and subject to continued availability of funding and satisfactory performance.

The term of the anticipated contract, resulting from the RFP, is defined as follows:

	Period
	Start Date
	End Date

	Initial Period of Performance
	11/1/2025
	10/31/2027

	Renewal Period #1
	11/1/2027
	10/31/2029

	Renewal Period #2
	11/1/2029
	10/31/2030



G. Number of Awards

The Department anticipates making one (1) award as a result of the RFP process.


[bookmark: _Toc367174728][bookmark: _Toc397069196]PART II	SCOPE OF SERVICES TO BE PROVIDED	

All requirements listed below must have a response in Requirements Form (Appendix G).

Section I: TECHNICAL REQUIREMENTS
A. General	 
1. Must currently have a web-based, customer-facing dashboard that provides real time status on all platforms' performance and analytics that will meet OIT Voice Services requirements on: 
a. Avaya Communications Manager;
b. Avaya Experience Portal;
c. Avaya Systems Manager;
d. Avaya Session Manager;
e. Avaya Session Border Controllers; 
f. Avaya Aura Messaging;
g. Avaya Aura Device Services; 
h. Avaya Call Management System;
i. Swampfox Interactive Voice Response;
j. First In Line;  
k. Outbound Campaign Manager;
l. Retarus; 
m. 911 Inform; and
n. Calabrio Quality Mgmt. 
B. Reports	 
1. Must review State of Maine (SOM) telecommunication architecture and provide a report to include security vulnerabilities while providing recommendations to address critical components within 30 days of signing contract.   Thereafter, Bidder agrees to review annually.
2. Provide reports on all platforms for utilization based on SOM requirements.
3. Provide, for all major incidents, an After-Action report within 24 hours of resolution that includes down time, a root cause analysis identifying the problem, how the problem became about, how problem was determined and what steps it took to get it resolved to 100% uptime and any further recommendations.
4. Provide on all platforms an annual report of end of life/end of support, product lifecycle/roadmap for - Avaya, Calabrio, Swampfox, Retarus, 911 Inform hardware including CMS or latest releases with recommendations for fixes or upgrades identifying their associated costs.
C. Responsible for the integration with a Hosted Avaya Experience Portal
1. Responsible for the full integration and trouble resolution with a Hosted Avaya Experience Portal with all other platforms and/or software integration.
D. System Warranty	 
1. Ensure all hardware will have a minimum of a 1-year warranty provided for any purchase once installation occurs.
2. Ensure after 1 year warranty, that Provider puts the end of warranty product under maintenance contract.
E. 3rd Party Integrations
1. Avaya and 3rd party integrators' engineers will work on design and the seamless integration of service offering to ensure the technology quoted works as designed to the satisfaction of the SOM.
2. Lead and coordinate all technical requests involving all parties to the point of resolution or closure.  Completion of work will occur upon acceptance by the SOM.
3. Coordination of 3rd party integrators will include quote management and tracking, scheduling of required meetings, project management, work completion, license tracking, support, troubleshooting and correct billing from all parties in an acceptable billing format to SOM.
F. Service Level Requirements - Failure/Outage Types and Response Times
1. Catastrophic Failure /Outage (aka Urgent) -means that, because of platform hardware and/or software malfunctions, more than twenty-five percent (25%) of the total extension/stations are inoperable or 25% of any critical platform is inoperable.    On-Site Response Requirement:  24x7x365, acknowledge within 15 mins with 2 hours’ onsite response to Augusta and all other State sites to restore service if requested by the State of Maine. 
2. Major Failure/Outage (aka High)-means that, because of platform hardware and/or software malfunctions, more than fifteen percent (15%) of the total extension/stations are inoperable or 15% of any critical platform is inoperable.   On-Site Response Requirement: 24x7x365; Acknowledge within 15 mins with 4-hour onsite response to Augusta and all other State sites to restore service if requested by the State of Maine.   
3. Minor Failure/Outage (aka Medium) - means that, because of platform hardware and/or software malfunctions, more than ten percent (10%) of the total extension/stations are inoperable or 10% of any critical platform is inoperable.  On-Site Response Requirement: 24x7x365; Acknowledge within mins with 2 business days on-site response to Augusta and all other State sites to restore service if requested by the State of Maine. 
4. Priority/Public Safety Service outage occurs when an Authorized User reports a service outage and identifies the service as a “health and public safety” issue; the restoration of that service requires top priority.  
a. Must immediately respond to a Priority/Public Safety Service outage with the most qualified technicians.  
b. Describe existing policies and procedures for handling the restoration services that are used for public safety.                            
G. Maintenance and Monitoring
1. Provide maintenance on all hardware and software across the telephony platforms and 3rd party integrator products (Avaya, Calabrio, Swampfox, Retarus E-fax, 911 Inform).
2. Maintain all hardware equipment and software maintenance records to current state.  
3. Complete yearly audits and provide annual reports for end of life/end of support on hardware and software for all platforms.
4. Provide maintenance, which includes repair, troubleshooting, and problem resolution.  All major components (servers, gateways, etc.,) maintenance will be covered 24x7x365. 
5. Provide preventative maintenance on equipment in full compliance with the manufacturer’s instructions for all equipment installed under this contract.  Bidder will provide the manufacturer’s maintenance schedule for all equipment.
6. Successful/unsuccessful completion of all preventive maintenance will be reported at the bi-weekly account management meetings.
7. All monitored alarms will have remediation strategies in place.
8. Preventive installation of patches, which are not transparent to the user, must be done off-shift time, from 7 P.M. to 6 A.M providing both verbal and written notification no less than 2-1/2 weeks prior to planned event.  Must be approved by the SOM prior to completion.
9. Provide on-going maintenance schedule of systems/platforms reviewed quarterly for security patching and upgrades.
H. Backup Responsibilities
1. Perform a weekly backup of all telephony systems, and the back-ups should be stored in two different geographical locations. Verification of successful backup completion must be reported at the bi-weekly account management meetings.  Backups must be done between 6 pm and 7 am.
I. Network Operations Center
1. Provide a 24x7x365 Network Operations Center (hereafter NOC) staffed by full-time, knowledgeable technicians.  Everyone must have the appropriate skillset, access to relevant systems, an understanding of the design and configuration of the services provided.
2. Provide monitoring of all the SOM platforms 24x7x365 for identification of the overall health of all systems including emergency and non-emergency conditions.  All alarms on all systems must be thoroughly checked the moment it occurs, whenever it occurs. All major components (servers, gateways, etc.,) must report to a 24x7x365 alarm monitoring service/NOC capable of notifying of outages on a real time basis. 
3. NOC must be in the continental United States.
4. Bidder will have a NOC that provides sole support, troubleshooting and resolution on all the SOM's Telephony platforms.
5. Historical tickets will be assessable to the State of Maine for the life of the contract.
6. Commit to minimize queue time for access to the support staff (i.e. a maximum hold time of 5 minutes). Dedicated contact information for the State is required.
7. Provide an online trouble reporting system that can be utilized by the State for reporting of all troubles.  
8. Provide the State, at minimum, the capability to view, track, edit, and print trouble tickets from creation to completion in a secure environment.  
9. Procedures for the online system must incorporate regular status updates on the ticket and a customer callback upon resolution of the problem.
10. Must have checkpoints within processes that only allows the State of Maine authorized contacts to have authorization to report and work through problem resolutions.
11. Provide an online trouble reporting system that can be utilized by the State for reporting routine troubles.  
12. Ticket should not be closed until State of Maine Voice Services has verified that the reported problem has been resolved.  
13. For all failures/outages (see Service Level Requirements - Outage Types and Response Times), shared (or dedicated) staff available to work with the State’s staff to coordinate the repair process.  
14. A toll-free telephone number for reporting problems must be provided.
15. Provide an escalation procedure for the Bidder's NOC.
16. Bidder will provide a shared (or dedicated) contact at the NOC who understands the customer’s design and contract considerations and can work effectively with the end sites to resolve issues. Bidder’s usage of subcontractors will still be held accountable to the SLAs. Bidder must explain their path of escalation up to Tier 4 support. 	
17. Provide notification by phone within thirty (30) minutes of a major platform(s) outage affecting one or all the State’s platforms. This verbal notification must be followed with a written explanation of the problem, the cause of the problem, the solution to the problem, and estimated time for recovery within one (1) hour of initial communication. The Bidder must provide a report every hour on the hour if the outage persists. 
J. Upgrades
1. Provides expertise and guidance on the modernization of the State of Maine current and future communication platforms. The State of Maine intends to migrate to a SaaS solution in the future. Therefore, the State of Maine does not intend to grow its on-premises device/hardware/appliance footprint.  
2. Provide architectural diagrams for all changes to all platforms within thirty (30) days of project completion. 

Section II : SECURITY REQUIREMENTS
A. Bidder and any 3rd party integrators or subcontractors will conform to IRS, Maine Revenue Services and OIT as well as other agency information disclosure and security requirements and audits/findings.
B. For instant remediation patches, Bidder will follow the CVSS scoring system and work with the State of Maine as applicable.
C. Bidder, subcontractors and all staff involved in contract will undergo fingerprint-based background check performed by the State of Maine State Police.  Bidder will be required to periodically have background checks in the future.  Bidder agrees to bear the cost of the background checks including any further requirements within the State of Maine (i.e. security training).
D. SOM will determine how security threats will be addressed, including what information is disclosed publicly.

Section III : BUSINESS REQUIREMENTS
A. Contract	 
1. Will appoint a single point of contact corresponding with the State Contract Administrator.  
2. All Bidder(s) and/ any other third-party integrator Statement of Work (SOW), Statement of Service (SOS), proposal, Quote and/or budgetary figures will co-terminate with Master Agreement's end date.
3. Provide sample contract for your offering including termination process.
4. Have an office location in Maine within 200 miles from Augusta Maine.
5. Provide an organization chart for their organization as well as for 3rd party integrators.
B. Equipment
1. Will provide through OIT purchasing processes all new hardware and software from manufacturer.
2. Will maintain all hardware and software support records to current state.  
3. Have personnel and equipment available when the service order is received from the State’s Program Administrator to fulfill requests and respond within 14 business days.
4. Label equipment appropriately and inventory equipment at site for confirmation of receipt of all requested items at the request of the SOM.
C. Management
1. Coordinate senior management team to come on-site to Augusta annually to discuss account, recommended product(s) roadmap, industry direction, new partnerships and new announcements from current providers.
D. Licenses
1. Annual tracking of license counts for all platform(s).  True ups done within thirty (30) days of findings and as changes occur.
E. Processes
1. All parties involved in this contract will follow the SOM identified processes.
2. All parties involved in this contract will work directly through OIT Voice Services for agency requests. 
3. SOW, SOS, quotes and invoices will reflect details in layman's language that identifies the work requested in the format required by the SOM Finance and OIT Departments to pay within designated timeframes agreed upon. 
4. Begin dates for any new implementation will be coordinated between Agency, Bidder and OIT Voice Services.
5. Will review current SOM platforms and software when triggered by Agency to determine requirements for both Agency and OIT when looking to augment current systems/platforms.  
6. Identify process when material orders are generated, shipped and materials are received, tracked, invoiced and managed on site.
7. Will have a method to track and manage licensing.
8. Will have a method to track and manage product life cycle.
9. Will work with the OIT Department to develop and implement electronic service order updates, processing and procedures.
F. Billing	 
1. The billing cycle for each chargeable event will begin on the first day of each month and end on the last day of each month.
2. The bill must be received by the fifth day of each month. 
3. Bills submitted to the State of Maine for payment will be paid thirty days (30) after receipt of said bill; however, if payment is not made within thirty days (30) days, the State will not pay any late fees.
4. Any administrative fees must be fully disclosed by the Bidder and have a maximum rate associated with each fee for the life of the contract. Any fees not disclosed by the Bidder must be removed from any invoices and reissued.
5. Will not to bill for services until installation is complete and signed off by the logical entity ordering the service. Bidder cannot bill for partial or incomplete services.
6. When an order is placed to cancel or disconnect a service, must stop billing for the service on the customer requested date. If charges continue to be billed, the awarded Bidder shall remove all such charges upon the State’s request with no time limitation, including penalty plus interest.
7. Provide a secure transfer method to transmit bill information to the logical entity. 
8. Each State of Maine office (i.e. Executive Branch, Judicial, Legislative, etc.) will have their own billing identifier under their own account number separate from the State of Maine OIT.
9. Response to disputed charges will occur within five (5) business days.  If no response within this time frame, the charge will be dropped from the invoice and not paid.
10. For all recurring incorrect charges, the State will receive a credit equal to 10% in addition to the incorrect charge. Recurring incorrect charges are defined as charges that were disputed on a given billing cycle and were not corrected by the next month.
11. All billing will be delivered in electronic format.
12. Detail the itemized bill with description identifying which are 3rd party integrators, Avaya or VAR charges.
13. Identify awarded Bidder vs 3rd party integrators billing options.
14. Provide standard length of time for credits to be posted on the exact same invoice where charges occurred.
15. When the State is billed for services that were not provided, State will withhold payment for those services. Bidder will be given up to forty-five (45) days to review the charges, and if legitimate, to re-present them along with an explanation for payment consideration.
16. Provide dispute process and how those are resolved.
17. Provide detailed monthly invoicing separated by customer locations, while identifying description items with specifics coming from OIT for required billing:
a. Managed Services; 
b. Installation charges;
c. Hardware maintenance charges;
d. Software license maintenance;
e. One-time purchases/service requests;
f. Hourly technician charges; and
g. Professional Services charges.
18. Provide a monthly invoice to the State for service orders completed within the approved period.  This must be completed in a format outlined by the Contract Administrator/ Finance.
19. Provide duplicate billing information, upon request, at no cost to an authorized user up to twelve (12) months past the original billing date.  
20. State how long billing information is kept in electronic format 
21. Assign a dedicated financial representative to the State account that will work with the State to resolve billing, payment, and invoice discrepancies within thirty (30) days of written notification.
22. Coordinate and provide accurate billing of all Avaya, Calabrio, Swampfox, Retarus, 911 Inform software licenses to meet the State of Maine requirements.
23. Billing and coordination of all hardware and software licenses from all product sets, providing detailed invoices of what charges are being charged and what platforms they support identifying it down to the level needed by the SOM.  
24. Provide firm fixed hourly rates on invoices.  No invoice shall be paid unless services or equipment have been received, tested, implemented and accepted by the SOM OIT Voice Services.  
25. Travel time charges will include only one-way from a designated location in Augusta to SOM site on approved T&M services orders.
26. Based upon technological and business factors, such as changes in business conditions or advancements in technology, may lead to a reduction in the overall numbers of products, services, licenses, or locations. The State of Maine reserves the right to modify these quantities on a monthly basis, including the addition or removal of any items listed (products, licenses, services, or locations), based on such factors.
27. In the event that maintenance services are scaled down or removed, no additional costs or penalties will be incurred. Any reductions in hardware or software maintenance should be reflected in the invoices for the following month, with the cost adjustments being applied in the next billing cycle.
G. System Warranty
1. Warranty products and services will include at least one year period on all hardware.    Warranty encompasses correction of defective hardware, software, or services, and revision of the same as necessary, including deficiencies found during quality assurance testing, implementation, or post-implementation.  
2. During the warranty period and any subsequent maintenance agreement, any defective components shall be repaired or replaced at no cost to the State of Maine OIT.
3. All system maintenance during the warranty period and under any maintenance agreements shall be performed by the successful bidding organization using personnel employed by the Bidder and at no additional cost to the OIT department other than those charges stipulated to maintain the equipment.
4. The Account Manager and/or Account Team will keep “Sold To” information updated. 
Section IV: BIDDER PORTAL
A. Billing
1. Provide an online service and billing portal. Information must include as a minimum, but is not limited to: 
a. SOM trouble ticket number;
b. equipment type, site identification;
c. submission date and time;
d. submitter and agency;
e. action being undertaken with date and time;
f. sign off by the Authorized User; and
g. resolution with date and time.
B. Technical-NOC
1. Provide electronical notification of a problem and the estimated time to resolve it to the SOM agreed upon timeframes.
2. SOM OIT, and others it may designate, will be able to access all trouble tickets (open, closed, pending, etc.) in Bidder's portal.
3. Offer an on-line, downloadable, on-demand exception report so SOM OIT can track requests for service restoration that have failed to meet the scheduled restoration time and/or SLAs.
C. Billing and Technical
1. All invoices and reports shall be available to the State on a customer portal, in a viewable and downloadable format providing details amendable to the SOM.  
D. Purchases
1. Supply new Avaya products at a consistent discounted rate on the manufacturer government list price for the life of the contract as set forth in the Cost Workbook.
2. The Customer reserves the right to only use new, not refurbished telephone sets, equipment and to purchase those from a 3rd party if desired.
E. Meetings
1. The required Account Team members will meet with the SOM OIT VS bi-weekly or less frequently as the SOM determines.  Full account team meetings will occur monthly.  Agendas and reports to be presented will be provided to SOM at least two (2) business days prior to each meeting.
2. Ad hoc agency meetings to be determine at time of need.
3. Executive level annual meetings, the Account Team will be required to meet no less than once yearly.
4. Project related meetings as determined by both SOM and Bidder's team members will be set when agreed upon by parties involved.
5. OIT will determine if meeting will be on-site, remote audio or video bridge and will determine any cancellations. 
6. Full account team meetings will occur monthly onsite, or video as determined by the SOM to review new requests (agency or OIT Voice Services) to address action items, responsibilities, strategic or planning sessions, ownership and associated timelines.  
F. Disaster Recovery
1. Maintain a list of equipment in use by location for use in restoration of services in the event of a major catastrophic event.  A duplicate copy of the current systems hardware and software list shall be provided to the State on a quarterly basis.
2. Have spare stock (aka 'crash kit') for all critical system components no more than 4 hours from Augusta, Maine.   The Awarded Bidder will work with the State during negotiations to establish the level of stock and spare equipment to be maintained. The SOM will provide the storage location for any on-site equipment.  This will be provided to the SOM at no extra cost.   Will be inventoried and reported annually to the SOM.

Section V: SUPPORT REQUIREMENTS
A. Support/Maintenance 
1. Will provide a single POC for all maintenance and support on hardware and software across the telephony platforms and 3rd party integrator products (Avaya, Calabrio, Swampfox, Retarus E-fax, 911 Inform).
2. Support and maintain all hardware equipment and software maintenance records to current state.
3. Have certified technicians available throughout the State to support all the State of Maine's current and future telephony platforms.
4. Be able to be on-site for hardware and/or software maintenance/repair needs or if OIT deems it necessary for Bidder to be on any site at any given time.
B. Escalation
1. Provide an up to date and detail escalation path specific to the SOM for Bidder and 3rd party integrators for issues related to the account team.  This process should include names and contact information of the appropriate management personnel.
2. Ensure Professional Services personnel will be available for emergency service or for meeting the SOM OIT or Agency’s needs. (See Cost Proposal-Appendix E).
C. Account Team
1. Provide job descriptions for each Account Team member and whether they are dedicated or shared by Bidder including the 3rd party integrators personnel.
2. The account team must be made up of the following (at a minimum). For this section: “dedicated” means that the resource only works on the State of Maine account, while “shared” means that the resource works on the State of Maine account but may work on other accounts at the Bidder’s discretion. All are expected to participate in State’s project and/or service meetings as needed. Each team member must have a designated backup. Bidder must provide detailed resume information including name, title, total years of service, years in current position, description of current duties, and information about special training and pertinent certifications for everyone proposed by role.
D. VAR & Integrator Levels
1. Provide proof of partner level for each 3rd party integrator per telephony platform currently in place.
a. Avaya Communications Manager
b. Avaya Experience Portal
c. Avaya Systems Manager
d. Avaya Session Manager
e. Avaya Session Border Controllers
f. Avaya Aura Messaging
g. Avaya Aura Device Services
h. CMS
i. Swampfox Interactive Voice Response
j. Nuance
k. First In Line 
l. Outbound Campaign Manager
m. Retarus
n. 911 Inform
o. Calabrio Quality Mgmt.
E. Dispatch
1. Describe and identify locations where the work will be dispatched from and their abilities to service the various State offices located throughout the SOM.
2. Identify where each Account team member is located (city/town and office vs remote).
3. Located within the continental United States to provide support.
F. Training
1. Provide training opportunities to the SOM for any net new products which will reflect in quote, SOW, proposal and/or budgetary figure for end users and system level administration. Training will show hours of training provided for each level and the cost associated with each level. All training will include documentation for both end-user and system admin levels for each platform. 
2. Owns any training for the dedicated onsite technician to meet SOM requirements and system level knowledge if the State of Maine executes on professional services. 
3. Conduct training within thirty (30) days of contract award, migration to any new systems, or adoption of new technologies. 
4. Provide quotes that identify per application training, the prices to meet the training requirement identified by the SOM OIT Voice Services team.

Section VI: SERVICE REQUIREMENTS
A. Service Orders
1. The qualified technician(s) will have the service order(s) signed by SOM appointed POC and will return it to OIT Voice Services when each order has been fully completed.
2. Work will only commence when a Purchase Order Number (PON) work ticket has been issued by SOM OIT Voice Services team. Purchase order numbers will come out of OIT for services unless otherwise delegated.
3. No work will start until a State of Maine Delivery Order has been issued by Procurement Office.
4. All MAC service orders will be completed within ten (10) business days.
5. All equipment orders will be shipped and on SOM site within ten (10) business days of receipt of the order.
B. Scheduled Maintenance
1. Maintenance is defined as work on the platform(s) which is not expected to cause a loss of service to the State of Maine but could create an outage or service degradation. 
a. Notification of scheduled maintenance must include, at a minimum:
i. Description of the maintenance to be performed (including the reason);
ii. Start Date/Time;
iii. Duration;
iv. Potential Negative Effects (i.e. user outage, etc.);
v. Fall back plan; and
vi. Completion of the maintenance and outcome provided to on-call SOM tech via phone call and in writing.
2. Scheduled maintenance must be performed between 7 pm and 6 am (eastern standard time). The State reserves the right to have “blackout dates” where scheduled maintenance would be prohibited due the potential negative effects on a scheduled event (e.g., Statewide elections, Tax Day, etc.).
3. All scheduled maintenance requires two and a half (2.5) weeks notification and approval from the SOM VS to move forward.
C. Emergency Maintenance
1. All parties must notify the State prior to any emergency maintenance. The State wants notification at least six (6) hours prior to the maintenance but understands that due to the criticality of the maintenance, this may not be viable. Notifications must be via email and phone call to the State’s designated contact. Emergency Maintenance is defined as immediate action needed by the Bidder to repair or remediate degradation of services. Emergency maintenance events will be considered a service outage and thus fall under SLAs.
a. Notification of emergency maintenance must include, at a minimum:
i. Description of the maintenance to be performed (including the reason);
ii. Start Date/Time;
iii. Duration;
iv. Potential Negative Effects (i.e. user outage, etc.); and
v. Completion of the maintenance and outcome provided to on-call SOM tech via phone call and in writing.
2. All emergency maintenance requires immediate notification and approval from the SOM OIT VS to move forward.
3. The State reserves the right to negotiate the maintenance window for emergency maintenance at critical sites/times.  
D. Installation, Testing, Acceptance
1. Will not accept any service orders from any logical entity unless authorized by OIT Voice Services.  Under no circumstance should an authorized reseller contact a logical entity eligible to procure services under this agreement until Voice Services has scheduled the business design sessions.
2. The State of Maine reserves the right to test and observe all functionality of new services before accepting the service. 
3. All purchases and installation will follow all SOM security policies and requirements.
E. Account Team requirements:
1. The partnership between the State and the awarded Bidder is linked through the local account team. To ensure a strong partnership and eliminate the chance of misunderstanding the State’s goals, all contact with the State’s various logical entities must be done through the OIT Voice Services team.
2. Account Team Manager – Works closely with the State’s Executive Management to establish strategic goals and objectives, serves as an escalation point for unresolved issues, and oversees account management to ensure proper adherence to State policies and regulations.  This individual must be designated on the account team and may be located anywhere in the continental United States. 
3. Account Manager – Responsible for overall account management including account team coordination, acting as primary point of contact between all team members from each organization, responds to information requests regarding State services under contract, coordinates with the service provider’s subcontractors or partners to ensure seamless delivery of contracted services, and serves as the corporate liaison for State issues. Oversees the maintenance of the dynamic inventory database of services maintained for the State. Prepares and tracks meeting minutes and agenda, track work requests (open, status, closed) and discuss these items and plan future work with firm timelines of implementation. Schedule regular meetings, no less than monthly with OIT Voice Services (VS) Team. The Account Manager(s) must directly report to the SOM VS Manager.  This individual must be designated on the account team and may be located anywhere in the continental United States. 
4. Technical Sales Consultant – Responsible for pre-sales engineering and acting as a customer advocate to continually improve services and performance. This individual must be able to architect solutions and understand the overall architecture between the Bidder's proposed solutions and the State of Maine's current platform.  Bidder must be able to provide superior consultation and documentation in emergent technologies and architectural design and integrate seamlessly into the current platforms at the State's request.  This individual must be designated on the account team and may be located anywhere in the continental United States.
5. Service Manager – Serves as the primary escalation point for service and maintenance issues, communicates with the State regarding routine maintenance that may affect the systems, provides documentation for service and maintenance functions as well as critical or chronic problems in all the current communication platforms, and manages and reports on the contract.   This individual must be designated on the account team and may be located anywhere in the continental United States. 
6. The Service Delivery Manager will provide account management (including but not limited to troubleshooting coordination, Bidder management meets, tracking of all State of Maine agency requests, overseeing upgrades, etc., to manage operational level needs.  This individual must be designated and may be located anywhere in the continental United States. 
7. Project Manager (As needed) - Provides overall management of implementation or upgrade projects including all platforms including assisting in mass order placement, actively monitor and report on project progress, and provide written documentation of the project (e.g. meeting agendas, meeting minutes, and project plan, etc.). Coordinates internally with the required groups within the Bidder's organization and with the service provider’s subcontractors or partners to ensure seamless delivery of contracted services. Coordinates and ensures successful implementation. Escalates, as needed, to expeditiously resolve customer complaints. This individual must be designated on a per project basis and may be located anywhere in the continental United States. 
8. Billing Manager - Responds to billing inquiries and resolves billing disputes.  Proactively monitors service provider-billing accuracy. Works with order processing group to minimize billing errors on the front end and attends each monthly meeting.  This individual must be designated on the account team and may be located anywhere in the continental United States. 
9. Billing Customer Service Representative – Works at the direction of the billing manager to issue credit and resolve disputes within 30 days. These individuals must be assigned to the State of Maine account and may be located anywhere in the continental United States.
10. Provide a dedicated account management that provides professionals and managed services, maintenance and support team that is accessible 24x7x365 as needed to the level the SOM requires to function appropriately.
F. Managed Service
1. Provide managed services for patching and upgrades of the following platforms operating systems (OS):
a. Avaya Communications Manager;
b. Avaya Experience Portal;
c. Avaya Systems Manager;
d. Avaya Session Manager;
e. Avaya Session Border Controllers;
f. Avaya Aura Messaging;
g. Avaya Aura Device Services;
h. Call Management System;
i. Swampfox Interactive Voice Response;
j. Nuance;
k. First In Line; 
l. Outbound Campaign Manager;
m. Retarus;
n. 911 Inform;
o. Calabrio Quality Mgmt.; and
p. Dell Servers.
2. Provide managed services on other required services upon request from the SOM.
G. Service	 
1. Provide statewide service on all systems currently in place on all platforms. (Avaya, Calabrio, Swampfox, Retarus, 911 Inform).
2. As SOM site's change during the contract period, all the corresponding telephony support records including billing will be updated and reported back to OIT VS.   Pricing will be adjusted to reflect the change(s) of changes showing no penalties for removal of contracted hardware and services including licenses.
3. Inform and educate OIT of new industry regulations and what is needed to meet the necessary regulations (state and federal) and their associated timeframes providing solutions to meet these requirements.  
H. Professional Services
1. Provide Professional Service offerings indicating all the cost for the various levels of service offerings along with price points for each service offered.
2. The State is interested in resources the Bidder has that would enhance the State of Maine installed and maintained communications platforms. 


[bookmark: _Toc367174729][bookmark: _Toc397069197]PART III 	KEY RFP EVENTS

[bookmark: _Toc367174732][bookmark: _Toc397069200]Questions

General Instructions: It is the responsibility of all Bidders and other interested parties to examine the entire RFP and to seek clarification, in writing, if they do not understand any information or instructions.
Bidders and other interested parties should use Appendix F (Submitted Questions Form) for submission of questions. If used, the form is to be submitted as a WORD document.
Questions must be submitted, by e-mail, and received by the RFP Coordinator identified on the cover page of the RFP as soon as possible but no later than the date and time specified on the RFP cover page.
The RFP Number and Title must be included in the subject line of the e-mail containing the submitted questions.  The Department assumes no liability for assuring accurate/complete/on time e-mail transmission and receipt.

[bookmark: _Toc367174733][bookmark: _Toc397069201]Question & Answer Summary: Responses to all questions will be compiled in writing and posted on the following website no later than seven (7) calendar days prior to the proposal due date: Office of State Procurement Services RFP Page.  It is the responsibility of all interested parties to go to this website to obtain a copy of the Question & Answer Summary.  Only those answers issued in writing on this website will be considered binding.

Amendments

All amendments released in regard to the RFP will also be posted on the following website: Office of State Procurement Services RFP Page.  It is the responsibility of all interested parties to go to this website to obtain amendments.  Only those amendments posted on this website are considered binding.

Proposal Submission

Proposals Due: Proposals must be received no later than 11:59 p.m. local time, on the date listed on the cover page of the RFP.  
Any e-mails containing original proposal submissions or any additional or revised proposal files, received after the 11:59 p.m. deadline, will be rejected without exception.

Delivery Instructions: E-mail proposal submissions must be submitted to the Office of State Procurement Services at Proposals@maine.gov.
Only proposal submissions received by e-mail will be considered.  The Department assumes no liability for assuring accurate/complete e-mail transmission and receipt.
[bookmark: _Hlk159397533]Proposal submission e-mails that are successfully received by the proposals@maine.gov inbox will receive an automatic reply stating as such. 
E-mails containing links to file sharing sites or online file repositories will not be accepted as submissions.  Only e-mail proposal submissions that have the actual requested files attached will be accepted.
[bookmark: _Hlk62561509]Encrypted e-mails received which require opening attachments and logging into a proprietary system will not be accepted as submissions. Bidders should work with their Information Technology team to ensure that the proposal submission will not be encrypted due to any security settings.
File size limits are 25MB per e-mail.  Bidders may submit files separately across multiple e-mails, as necessary, due to file size concerns. All e-mails and files must be received by the due date and time listed above.

Submission Format:
Bidders are to insert the following into the subject line of their e-mail proposal submission: “RFP# 202503037 Proposal Submission – [Bidder’s Name]”
Bidder’s proposal submissions are to be broken down into multiple files, with each file named as it is titled in bold below, and include:

· File 1 [Bidder’s Name] – Preliminary Information: 
PDF format preferred
Appendix A (Proposal Cover Page)
Appendix B (Responsible Bidder Certification)
All required eligibility documentation stated in PART IV, Section I.

· File 2 [Bidder’s Name] – Organization Qualifications and Experience:
PDF format preferred
Appendix C (Organization Qualifications and Experience Form) and all required information and attachments stated in PART IV, Section II.

· File 3 [Bidder’s Name] – Proposed Services: 
PDF format preferred
Appendix D (Technical Assessment Form) and all required information and attachments stated in PART IV, Section III.
Appendix G (Requirements Form)

· File 4 [Bidder’s Name] – Cost Proposal:
Excel format preferred
Appendix E (Cost Proposal Form) and all required information and attachments stated in PART IV, Section IV.
[bookmark: _Toc367174734][bookmark: _Toc397069202]
PART IV 	PROPOSAL SUBMISSION REQUIREMENTS

This section contains instructions for Bidders to use in preparing their proposals. The Department seeks detailed yet succinct responses that demonstrate the Bidder’s qualifications, experience, and ability to perform the requirements specified throughout the RFP.

Bidders’ proposals must follow the outline used below, including the numbering, section, and sub-section headings.  Failure to use the outline specified in PART IV, or failure to respond to all questions and instructions throughout the RFP, may result in the proposal being disqualified as non-responsive or receiving a reduced score.  The Department, and its evaluation team, has sole discretion to determine whether a variance from the RFP specifications will result either in disqualification or reduction in scoring of a proposal.  Rephrasing of the content provided in the RFP will, at best, be considered minimally responsive.
[bookmark: _Hlk32488622]
Bidders are not to provide additional attachments beyond those specified in the RFP for the purpose of extending their response.  Additional materials not requested will not be considered part of the proposal and will not be evaluated. Bidders must include any forms provided in the submission package or reproduce those forms as closely as possible.  All information must be presented in the same order and format as described in the RFP.
[bookmark: _Toc367174736][bookmark: _Toc397069205]
Proposal Format and Contents 

Section I 	Preliminary Information (File #1)

1. Proposal Cover Page
Bidders must complete Appendix A (Proposal Cover Page).  It is critical that the cover page show the specific information requested, including Bidder address(es) and other details listed.  The Proposal Cover Page must be dated and signed by a person authorized to enter into contracts on behalf of the Bidder.

2. Responsible Bidder Certification
Bidders must complete Appendix B (Responsible Bidder Certification). The Responsible Bidder Certification must be dated and signed by a person authorized to enter into contracts on behalf of the Bidder.

3. Eligibility Requirements
Bidders must provide documentation to demonstrate meeting eligibility requirements stated in PART I, C. of the RFP. This documentation includes:
· Qualifications and Experience including all requirements identified in Appendix C.

Section II	Organization Qualifications and Experience (File #2)

1. Overview of the Organization
Bidders must complete Appendix C (Qualifications and Experience Form) describing their qualifications and skills to provide the requested services in the RFP.  Bidders must include three (3) examples of projects which demonstrate their experience and expertise in performing these services, as well as highlighting the Bidder’s stated qualifications and skills.

Bidder must answer all questions within the workbook and include three examples of projects which demonstrate their experience and expertise in performing these services as well as highlighting the Bidder’s stated qualifications and skills.
a. Review and respond to each row with a “M” mandatory field within the worksheet.  Worksheet placement of information is not to be altered or will disqualify Bidder.
b. Responses for elaboration should be succinct with relevant information.  Rephrasing the question in your answer will, at best, score you at the lowest score possible.

2. Subcontractors 
If subcontractors are to be used, Bidders must provide a list that specifies the name, address, phone number, contact person, and a brief description of the subcontractors’ organizational capacity and qualifications.  

3. Organizational Chart and Staffing Plan
a. Organizational Chart
i. Bidders must provide an organizational chart.  The organizational chart must include but not be limited to the following key personnel.
ii. Listing of personnel will require a ‘dedicated or shared’ resource after each person’s name.
iii. Identify which resources will be the State of Maine Account team members.
b. Staffing Plan
i. Staffing plan must include job descriptions corresponding to position title in the organizational chart. Each position must be identified by position, title and corresponding to the personnel job descriptions.
ii. Identify if Bidder will dedicate (SOM only) or share (shared resource - works for SOM and other accounts) each role:
1) Account Manager (Contract Administrator).
2) Sales Manager.
3) Sales Engineer.
4) NOC Manager.
5) NOC Engineer(s).
6) NOC Technicians.
7) Billing Manager.
8) Billing Technician(s).
9) Project Manager; and
10) Other. 

4. Litigation 
Bidders must attach a list of all current litigation in which the Bidder is named and a list of all closed cases that have closed within the past five (5) years in which the Bidder paid the claimant either as part of a settlement or by decree.  For each, list the entity bringing suit, the complaint, the accusation, amount, and outcome.

5. Financial Viability
Bidders must provide a current copy of their Dun & Bradstreet Business Information Report Snapshot.

6. Licensure/Certification
Bidders may provide documentation of any applicable licensure/certification or specific credentials that are related to providing the proposed services of the RFP. This documentation must include:
a. Bidder’s organization and all their associated business integrator’s certification(s) levels.

7. Certificate of Insurance 
Bidders must provide a certificate of insurance on a standard ACORD form (or the equivalent) evidencing the Bidder’s general liability, professional liability and any other relevant liability insurance policies that might be associated with the proposed services.
	
Section III 	Proposed Services (File #3)

1. Services to be Provided

Discuss the Scope of Services referenced above in Part II of the RFP and what the Bidder will offer.  Give particular attention to describing the methods and resources you will use and how you will accomplish the tasks involved.  Also, describe how you will ensure expectations and/or desired outcomes, as a result of these services, will be achieved.  If subcontractors are involved, clearly identify who they are and the work each will perform.  Bidders are to comply with all instructions provided.  Any fields or changes to the documents that are not free form will disqualify Bidder.  

The Bidder must complete Appendix G in entirety.

2. Technical Assessment
Bidders must complete Appendix D (Technical Assessment Form) to describe the Bidder’s capability to meet the stated requirements and policies identified in this RFP. 

[bookmark: _Toc367174739]Section IV	Cost Proposal (File #4)
	
1. General Instructions
a. Bidders must submit a cost proposal that covers the initial contract period starting 11/1/2025 and ending on 10/31/2027.  
b. Identify hardware and software license costs that shows no penalty for adding or removing software licenses or hardware.
c. The cost proposal must include the costs necessary for the Bidder to fully comply with the contract terms, conditions, and RFP requirements.
d. No costs related to the preparation of the proposal for the RFP, or to the negotiation of the contract with the Department, may be included in the proposal.  Only costs to be incurred after the contract effective date that are specifically related to the implementation or operation of contracted services may be included.
e. Bidder cannot substitute any part of the products (hardware, software, etc.) or change the order in which it is presented currently installed at the State of Maine in the Cost Workbook.
f. Review and respond to each row with a “M” mandatory field within the worksheet.  Worksheet placement of information is not to be altered or will disqualify Bidder.

2. Cost Proposal Form Instructions
Bidders must fill out Appendix E (Cost Proposal Form), following the instructions detailed here and in the form.   Failure to provide the requested information, and to follow the required cost proposal format provided, may result in the exclusion of the proposal from consideration, at the discretion of the Department.
a. Review and respond to each row with a “M” mandatory field within the worksheet.  Worksheet placement of information is not to be altered or will disqualify Bidder.
b. The Cost Proposal Form workbook has seven (7) worksheets. All worksheets require responses of costs per item/unit identified in the description. No changes to this workbook should occur including the order in which it is presented. The Cost Proposal form workbook includes:
i. Summary; 
ii. Avaya;
iii. Swampfox; 
iv. Calabrio;
v. 911 Inform;
vi. Retarus e-Faxing; and
vii. Professional Services.

[bookmark: _Toc367174742][bookmark: _Toc397069206]Section V Requirements Proposal (File #5)
	
1. General Instructions
a. Bidders must submit the Bidder Requirements workbook that covers the initial contract period starting 11/1/2025 and ending on 10/31/2027.  
b. Populate each worksheet in the Requirements workbook including Bidder’s technical, security, business, support, and service requirements worksheets.
c. The Bidder’s responses must answer all the “M” Mandatory questions succinctly necessary for the Bidder to fully comply with RFP requirements.
d. Bidders must answer all questions for a candidate considered to move onto the next step and potentially be awarded the contract for the Avaya Telephony Platforms Maintenance and Support.
e. Bidders shall not alter the forms to answer the questions.  Each worksheet within the workbook requires it to remain in tack in the order it was presented to you for this Bid.
f. Answers from Bidder in the Avaya Telephony Platforms Maintenance and Support will become part of the awarded contract.  Bidder should answer each question to provide meaningful information to those evaluating the RFP responses.
g. Review and respond to each row with a “M” mandatory field within the worksheet.  
h. The Requirements workbook has 5 worksheets including:
i. Technical Requirements;
ii. Security Requirements;
iii. Business Requirements;
iv. Support Requirements; and
v. Service Requirements.

PART V	PROPOSAL EVALUATION AND SELECTION

Evaluation of the submitted proposals will be accomplished as follows:

A. [bookmark: _Toc367174743][bookmark: _Toc397069207]Evaluation Process – General Information

1. An evaluation team, composed of qualified reviewers, will judge the merits of the proposals received in accordance with the criteria defined in the RFP.
2. Officials responsible for making decisions on the award selection will ensure that the selection process accords equal opportunity and appropriate consideration to all who are capable of meeting the specifications.  The goals of the evaluation process are to ensure fairness and objectivity in review of the proposals and to ensure that the contract is awarded to the Bidder whose proposal provides the best value to the State of Maine.
3. The Department reserves the right to communicate and/or schedule interviews/presentations with Bidders, if needed, to obtain clarification of information contained in the proposals received. The Department may revise the scores assigned in the initial evaluation to reflect those communications and/or interviews/presentations.  
4. [bookmark: _Toc367174744][bookmark: _Toc397069208]Changes to proposals, including updating or adding information, will not be permitted during any portion of the evaluation process. Therefore, Bidders must submit proposals that present their rates and other requested information as clearly and completely as possible.

B. Scoring Weights and Process

1. Scoring Weights: Proposal scores will be based on a 100-point scale and will measure the degree to which each proposal meets the following criteria:

	Section I.
	Preliminary Information
Proposal materials to be evaluated in this section: all elements addressed in Part IV, Section I of the RFP.
	(No Points – Eligibility Requirements)

	Section II.
	Organization Qualifications and Experience Proposal materials to be evaluated in this section: all elements addressed above in Part IV, Section II of the RFP.
	(40 points)

	Section III.
	Proposed Services and Technical Assessment
Includes all elements addressed above in Part IV, Section IV which include:
(1) Technical Assessment (Appendix D) and 
(2) Requirements Form (Appendix G) 

	(30 points)

	 Section IV.
	Cost Proposal 
Proposal materials to be evaluated in this section: all elements addressed above in Part IV, Section IV of the RFP.
	(30 points) 



2. Scoring Process:  For proposals that demonstrate meeting the eligibility requirements in Section I, if applicable, the evaluation team will use a consensus approach to evaluate and score Sections II & III above.  Members of the evaluation team will not score those sections individually but, instead, will arrive at a consensus as to assignment of points for each of those sections.  Section IV, the Cost Proposal, will be scored as described below.

3. Scoring the Cost Proposal: The total cost proposed for conducting all the functions specified in the RFP will be assigned a score according to a mathematical formula.  The lowest bid will be awarded thirty (30) points.  Proposals with higher bid values will be awarded proportionately fewer points calculated in comparison with the lowest bid.

The scoring formula is:

(Lowest submitted cost proposal / Cost of proposal being scored) x 30 = pro-rated score

No Best and Final Offers: The State of Maine will not seek or accept a best and final offer (BAFO) from any Bidder in this procurement process.  All Bidders are expected to provide their best value pricing with the submission of their proposal.

4. Negotiations:  The Department reserves the right to negotiate with the awarded Bidder to finalize a contract. Such negotiations may not significantly vary the content, nature or requirements of the proposal or the Department’s Request for Proposal to an extent that may affect the price of goods or services requested.  The Department reserves the right to terminate contract negotiations with an awarded Bidder who submits a proposed contract significantly different from the proposal they submitted in response to the advertised RFP.  In the event that an acceptable contract cannot be negotiated with the highest ranked Bidder, the Department may withdraw its award and negotiate with the next-highest ranked Bidder, and so on, until an acceptable contract has been finalized.  Alternatively, the Department may cancel the RFP, at its sole discretion.

C. [bookmark: _Toc367174745][bookmark: _Toc397069209]Selection and Award

1. The final decision regarding the award of the contract will be made by representatives of the Department subject to approval by the State Procurement Review Committee.
2. Notification of conditional award selection or non-selection will be made in writing by the Department.
3. Issuance of the RFP in no way constitutes a commitment by the State of Maine to award a contract, to pay costs incurred in the preparation of a response to the RFP, or to pay costs incurred in procuring or contracting for services, supplies, physical space, personnel or any other costs incurred by the Bidder. 
4. [bookmark: _Toc367174746][bookmark: _Toc397069210]The Department reserves the right to reject any and all proposals or to make multiple awards. 

D. Appeal of Contract Awards 

Any person aggrieved by the award decision that results from the RFP may appeal the decision to the Director of the Bureau of General Services in the manner prescribed in 5 M.R.S.A. § 1825-E and 18-554 Code of Maine Rules  Chapter 120.  The appeal must be in writing and filed with the Director of the Bureau of General Services, 9 State House Station, Augusta, Maine, 04333-0009 within 15 calendar days of receipt of notification of conditional contract award.

[bookmark: _Toc367174747][bookmark: _Toc397069211]
PART VI	CONTRACT ADMINISTRATION AND CONDITIONS

A. [bookmark: _Toc367174748][bookmark: _Toc397069212]Contract Document

1. The awarded Bidder will be required to execute an  including appropriate riders as determined by the issuing department. Bidders shall carefully review the IT-SC. 

All exceptions will be negotiated between the awarded Bidder(s) and the State. The State will not accept any proposed exceptions as part of this RFP process. The State is not obligated to accept, negotiate, or compromise of any proposed exceptions. 

The complete set of standard State of Maine Service Contract documents, along with other forms and contract documents commonly used by the State, may be found on the Office of State Procurement Services’ website at the following link: Office of .

2. Allocation of funds is final upon successful negotiation and execution of the contract, subject to the review and approval of the State Procurement Review Committee.  Contracts are not considered fully executed and valid until approved by the State Procurement Review Committee and funds are encumbered.  No contract will be approved based on an RFP which has an effective date less than fourteen (14) calendar days after award notification to Bidders.  (Referenced in the regulations of the Department of Administrative and Financial Services, Chapter 110, § 3(B)(i).)

This provision means that a contract cannot be effective until at least 14 calendar days after award notification.

3. The State recognizes that the actual contract effective date depends upon completion of the RFP process, date of formal award notification, length of contract negotiation, and preparation and approval by the State Procurement Review Committee.  Any appeals to the Department’s award decision(s) may further postpone the actual contract effective date, depending upon the outcome.  The contract effective date listed in the RFP may need to be adjusted, if necessary, to comply with mandated requirements.

4. In providing services and performing under the contract, the awarded Bidder must act as an independent contractor and not as an agent of the State of Maine.

B. [bookmark: _Toc367174749][bookmark: _Toc397069213]Standard State Contract Provisions

1. Contract Administration
Following the award, a Contract Administrator from the Department will be appointed to assist with the development and administration of the contract and to act as administrator during the entire contract period.  Department staff will be available after the award to consult with the awarded Bidder in the finalization of the contract.

2. Payments and Other Provisions
[bookmark: _Toc367174750][bookmark: _Toc397069214]The State anticipates paying the Contractor on the basis of net 30 payment terms, upon the receipt of an accurate and acceptable invoice.  An invoice will be considered accurate and acceptable if it contains a reference to the State of Maine contract number, contains correct pricing information relative to the contract, and provides any required supporting documents, as applicable, and any other specific and agreed-upon requirements listed within the contract that results from the RFP.


PART VII	LIST OF RFP APPENDICES AND RELATED DOCUMENTS


Appendix A – Proposal Cover Page

Appendix B – Responsible Bidder Certification

Appendix C – Qualifications and Experience Form

Appendix D –Technical Assessment Form

Appendix E – Cost Proposal Form 

Appendix F – Submitted Questions Form

Appendix G – Requirements Form

Appendix H – Avaya

Appendix I – Calabrio

Appendix J – Swampfox
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APPENDIX A
State of Maine 
Department of Administrative and Financial Services
PROPOSAL COVER PAGE
RFP# 202503037
Avaya Telephony Platforms Maintenance and Support

	Bidder’s Organization Name:
	

	Chief Executive - Name/Title:
	

	Tel:
	
	E-mail:
	

	Headquarters Street Address:
	

	Headquarters City/State/Zip:
	

	(Provide information requested below if different from above)

	Lead Point of Contact for Proposal - Name/Title:
	

	Tel:
	
	E-mail:
	

	Headquarters Street Address:
	

	Headquarters City/State/Zip:
	



· This proposal and the pricing structure contained herein will remain firm for a period of 180 days from the date and time of the bid opening.
· No personnel currently employed by the Department or any other State agency participated, either directly or indirectly, in any activities relating to the preparation of the Bidder’s proposal.
· No attempt has been made, or will be made, by the Bidder to induce any other person or firm to submit or not to submit a proposal.
· The above-named organization is the legal entity entering into the resulting contract with the Department if they are awarded the contract.
· The undersigned is authorized to enter contractual obligations on behalf of the above-named organization.

To the best of my knowledge, all information provided in the enclosed proposal, both programmatic and financial, is complete and accurate at the time of submission.

	Name (Print):


	Title:

	Authorized Signature:


	Date:
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APPENDIX B
State of Maine 
Department of Administrative and Financial Services
RESPONSIBLE BIDDER CERTIFICATION
RFP# 202503037
Avaya Telephony Platforms Maintenance and Support

	Bidder’s Organization Name:
	



By signing this document, I certify to the best of my knowledge and belief that the aforementioned organization, its principals and any subcontractors named in this proposal:
a. Are not presently debarred, suspended, proposed for debarment, and declared ineligible or voluntarily excluded from bidding or working on contracts issued by any governmental agency.
b. Have not within three years of submitting the proposal for this contract been convicted of or had a civil judgment rendered against them for:
i. Fraud or a criminal offense in connection with obtaining, attempting to obtain, or performing a federal, state, or local government transaction or contract.
ii. Violating Federal or State antitrust statutes or committing embezzlement, theft, forgery, bribery, falsification or destruction of records, making false statements, or receiving stolen property.
c. Are not presently indicted for or otherwise criminally or civilly charged by a governmental entity (Federal, State or Local) with commission of any of the offenses enumerated in paragraph (b) of this certification.
d. Have not within a three (3) year period preceding this proposal had one or more federal, state, or local government transactions terminated for cause or default.
e. Have not entered into a prior understanding, agreement, or connection with any corporation, firm, or person submitting a response for the same materials, supplies, equipment, or services and this proposal is in all respects fair and without collusion or fraud. The above-mentioned entities understand and agree that collusive bidding is a violation of state and federal law and can result in fines, prison sentences, and civil damage awards.
f. Is not a foreign adversary business entity (https://www.maine.gov/oit/prohibited-technologies).
g. Is not on the list of prohibited companies (https://www.maine.gov/oit/prohibited-technologies) or does not obtain or purchase any information or communications technology or services included on the list of prohibited information and communications technology and services https://www.maine.gov/oit/prohibited-technologies (Title 5 §2030-B).
	Name (Print):


	Title:

	Authorized Signature:


	Date:



APPENDIX C
State of Maine 
Department of Administrative and Financial Services
QUALIFICATIONS and EXPERIENCE FORM
RFP# 202503037
Avaya Telephony Platforms Maintenance and Support

	Bidder’s Organization Name:
	


Bidders must complete the Qualifications and Experience Worksheet Form embedded below. 

The Qualifications and Experience Worksheet Form may be obtained by double-clicking the Excel (.xlsx) icon below. 

Instructions: The Bidder must complete and submit the Qualifications and Experience worksheet form providing a detailed yet succinct descriptions in performing the services for the initial period of performance as described in this RFP and in the Bidder’s proposal. 

· Bidder shall answer each question identified in the worksheet including each row. Shaded rows do not require an answer.
· If there are any questions the Bidder can or cannot perform and/or doesn’t have experience based on the question, Bidder shall identify its response in Column E of the workbook. 
· Bidder will not change language or content of the question being asked or whether it is a “Mandatory” requirement (Column C and D) of the worksheet.

The Qualifications and Experience worksheet Form may be obtained in an Excel (.xlsx) format by double clicking on the document icon below.









APPENDIX D
State of Maine
Department of Administrative and Financial Services
TECHNICAL ASSESSMENT FORM
RFP# 202503037
Avaya Telephony Platforms Maintenance and Support

Bidders must complete the Technical Assessment Form embedded below. 

The Technical Assessment Form may be obtained by double-clicking the Excel (.xlsx) icon below. 








APPENDIX E
State of Maine 
Department of Administrative and Financial Services
COST PROPOSAL FORM
RFP# 202503037
Avaya Telephony Platforms Maintenance and Support

	Bidder’s Organization Name:
	

	Proposed Cost:
	$ 



Instructions: The Bidder must complete and submit cost proposal forms providing a detailed breakdown of expenses in performing the services on an annual basis. The Proposed Cost figure above, however, should include the total costs for the initial 2-year period of performance as described in this RFP and in the Bidder’s proposal. 

· Bidder shall propose a cost for any site which they are proposing to provide services.
· If there are any Implementation or Proposed One Time Costs associated with a site, that shall be identified in the appropriate column for the proposed site. 
· The Cost Proposal Form will calculate the ‘Proposed Monthly Cost’ for the entire initial period of performance, which will be used for cost evaluation purposes. 

The Cost Proposal Form may be obtained in an Excel (.xlsx) format by double clicking on the document icon below.





 APPENDIX F
State of Maine 
Department of Administrative and Financial Services
SUBMITTED QUESTIONS FORM
RFP# 202503037
Avaya Telephony Platforms Maintenance and Support

This form should be used by Bidders when submitting written questions to the RFP Coordinator as defined in Part III of the RFP. 

If a question is not related to any section of the RFP, enter “N/A” under the RFP Section & Page Number. Add additional rows as necessary. 

	Organization Name:
	



	[bookmark: _Hlk48893155]RFP Section & Page Number
	Question

	[bookmark: _Hlk48893261]
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	





APPENDIX G

[bookmark: _Toc475540239]State of Maine 
Department of Administrative and Financial Services 
Office of Information Technology
REQUIREMENTS FORM
RFP# 202503037
Avaya Telephony Platforms Maintenance and Support

Instructions: The Bidder must complete and submit each Requirements worksheet in the workbook form providing your level of response with a column to provided additional comments to highlight proposed offerings in performing the services for the initial period of performance as described in this RFP and in the Bidder’s proposal. 

· Bidder shall provide details on what your offering and services can provide to the State of Maine OIT.
· The Requirements workbook will provide insight into what each Bidder can and cannot provide for the entire initial period of performance. 
· Bidder shall answer each question identified in the worksheet including each row.  Shaded rows do not require an answer.
· If there are any questions the Bidder can or cannot perform based on the requirement question, Bidder shall identify its response in Column E of the workbook. Bidder may embellish that is specific to their organization’s resources in Column F
· Bidder will not change language or content of the question being asked or whether it is a “Mandatory” requirement (Column C and D) of the worksheet.

The Requirements Workbook may be obtained in an Excel (.xlsx) format by double clicking on the document icon below.








APPENDIX H

State of Maine 
Department of Administrative and Financial Services 
Office of Information Technology
AVAYA 
RFP# 202503037
Avaya Telephony Platforms Maintenance and Support

A high-level Avaya environment is identified below.
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Appendix I
State of Maine 
Department of Administrative and Financial Services 
Office of Information Technology
CALABRIO
RFP# 202503037
Avaya Telephony Platforms Maintenance and Support

A high-level Calabrio environment is identified below.
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APPENDIX J
State of Maine 
Department of Administrative and Financial Services 
Office of Information Technology
SWAMPFOX
RFP# 202503037
Avaya Telephony Platforms Maintenance and Support

A high-level Swampfox environment is identified below.  
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APPENDIX C_QualificationsandExperienceForm.xlsx
Qualifications + Experience

		APPENDIX C

		State of Maine 
Department of Administrative and Financial Services
QUALIFICATIONS and EXPERIENCE FORM
RFP# 202503037
Avaya Telephony Platforms Maintenance and Support


		BIDDERS QUALIFICATIONS AND EXPERIENCE REQUIREMENTS 										Pass/Fail 
Y or N

		Bidder must have Diamond Partner status with Avaya to submit bid.
-  Provide proof of current Avaya Partner status.



		Present a brief statement of qualifications.  Describe the history of the Bidder’s organization, especially regarding skills pertinent to the specific work required by the RFP and any special or unique characteristics of the organization which would make it especially qualified to perform the required work activities.  You may expand this form and use additional pages to provide this information.



		Provide a description of projects that occurred within the past five (5) years which reflect experience and expertise needed in performing the functions described in Part II – Scope of Services to be Provided of the RFP.  Contract history with the State of Maine, whether positive or negative, may be considered in evaluating proposals even if not provided by the Bidder.

If the Bidder has not provided similar services, note this, and describe experience with projects that highlight the Bidder’s general capabilities. 	

		Project 1		Client Name:
Client Contact Person:
Telephone:
E-Mail:

		Project 2		Client Name:
Client Contact Person:
Telephone:
E-Mail:

		Project 3 		Client Name:
Client Contact Person:
Telephone:
E-Mail:

		Bidder's Qualification Requirements Matrix Instructions

		A response in the form of an Availability Code (A or X; see below for details) is required for each item. Items marked with "M"/Mandatory must have a response. Brief comments or required explanation for each requirement should be entered in the table under "Bidder Comments." If diagrams, charts, or documents are needed in order to respond, please include them as an Attachment to your response and note the Attachment reference in your Comment. Elaborate or provide additional details on any items that could differentiate you from another Bidder. Bidder must indicate what additional costs or number of additional implementation days, if any, will be incurred as well as the estimated time frame for completion. Shaded cells do not require a response.  Each row in Column D and E requires population or Bidder's response to RFP will be disqualified. 

		     A = Bidder acknowledges, agrees, and will comply to the requirement.

		     X = Bidder is not capable of providing the requirement or the service is not available.

		Ref #		Description		Mandatory Requirement "M"		Bidder Response:  A or X		Bidder Comments

		Bidder's Organization Level

		1		Briefly describe the background of the Bidder including the number of years in business, the products sold, the number of employees by category (admin, sales, engineers/architects, customer service personnel, technician's & certification level(s), service delivery personnel, etc.) by platform.

				example:  Avaya Communications Manager 						10 yrs in business, 892 sold, 15 Admin, 8 Sales, 4 Architects, 15 techs 

		1a		Avaya Communications Manager		M 

		1b		Avaya Experience Portal		M 

		1c		Avaya Systems Manager		M 

		1d		Avaya Session Manager		M 

		1e		Avaya Session Border Controllers		M 

		1f		Avaya Aura Messaging		M 

		1g		Avaya Aura Device Services		M 

		1h		Avaya Call Management System		M 

				example:  Swampfox						8 yrs in business, 321 sold, 8 Admin, 5 Sales, 2 Architects, 5 techs 

		1i		Swampfox Interactive Voice Response		M

		1j		Nuance		M 

		1k		First In Line 		M 

		1l		Outbound Campaign Manager		M 

		1m		Retarus		M 

		1n		911 Inform		M 

				example:  Calabrio						7 yrs in business, 277 sold, 3 Admin, 5 Sales, 1.5 Architects, 5 techs 

		1o		Calabrio  Quality Mgmt.		M

				example:  Dell						20 yrs in business, 1,480 sold, 3 Admin, 5 Sales, 2 Architects, 18 techs 

		1p		Dell servers

		2		Describe your partnership level with Avaya and your experience with the types of 3rd party integrator(s) systems including Swampfox, Nuance, Calabrio, 911 Inform and Retarus. 

		2a		Avaya		M 

		2b		Swampfox		M 

		2c		Nuance		M 

		2d		Calabrio		M 

		2e		911 Inform		M 

		2f		Retarus		M

		3		Provide three customer reference accounts with large, complex environments, and distributed contact center applications.  If recommended solutions includes partners or subcontractors Bidder is proposing, provide references for them as well.

		3a		Avaya Communications Manager		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3b		Avaya Experience Portal		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3c		Avaya Systems Manager		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3d		Avaya Session Manager		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3e		Avaya Session Border Controllers		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3f		Avaya Aura Messaging		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3g		Avaya Aura Device Services		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3h		Call Management System		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3i		Swampfox Interactive Voice Response		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3j		Nuance		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3k		First In Line 		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3l		Outbound Campaign Manager		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3m		Retarus		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3n		911 Inform		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3o		Calabrio  Quality Mgmt.		M 				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		3p		Dell Servers		M				Customer Reference # 1

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 2

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

										Customer Reference # 3

										     Reference Name:

										     Reference Organization:

										     Reference POC number:

										     Reference POC email:

		5		Provide sample of detailed billing of materials, including your service offerings, support offerings for all billing. 

		5a		Billing of materials		M 

		5b		Service Offerings		M 

		5c		Support Offerings		M 

		6		Describe your process for patching and upgrades for all the noted platforms identified in RFP.		M

		7		Describe your data privacy standards and regulations adherence and compliance.		M 

		8		Describe the value-added services your organization can bring to OIT Voice Services.		M 

		9		Describe your post-sales processes to ensure effective implementation and on-going customer success.

		10		Describe your company’s size and organizational structure.		M

		Organization - Customer Level

		11		Describe the history of the Bidder’s organization, especially regarding skills pertinent to the specific work required by the RFP and any special or unique characteristics of the organization which would make it especially qualified to perform the required work activities.  		M 

		12		Describe how you plan to maintain and provide all architectural diagrams of the current State of Maine telecommunications systems.  Describe how updating the documentation as hardware and software changes will occur within a 30 day window. 		M 

		13		Describe the plan to provide maintenance, support, troubleshooting, sales, engineering/architecture, managed and professional services specific to Avaya, Calabrio, Swampfox, Nuance, 911 Inform and Retarus for integrations including future purchases.  Bidder to state how their organization can provide these through experienced and knowledgeable professional services staff for the current complement of telephony services listed below.

		13a		Avaya Communications Manager		M 

		13b		Avaya Experience Portal		M 

		13c		Avaya Systems Manager		M 

		13d		Avaya Session Manager		M 

		13e		Avaya Session Border Controllers		M 

		13f		Avaya Aura Messaging		M 

		13g		Avaya Aura Device Services		M 

		13h		Call Management System		M 

		13i		Swampfox Interactive Voice Response		M 

		13j		Nuance		M 

		13k		First In Line 		M 

		13l		Outbound Campaign Manager		M 

		13m		Retarus		M 

		13n		911 Inform		M 

		13o		Calabrio  Quality Mgmt.		M 

		13p		Dell servers		M

		14		Describe the qualifications and experience of the Bidder’s Account Management team and how those team members will support the State of Maine 24x7x365 including but not limited to:

		14a		Account Manager (Contract Administrator)		M

		14b		Sales Manager		M

		14c		Sales Engineer		M

		14d		NOC Engineer(s)		M

		14e		NOC Manager		M

		14f		NOC technicians		M

		14g		Billing Manager		M

		14h		Billing technician(s)		M

		14i		Project Manager		M

		14j		Other (please add title(s) and description(s))		M

		15		Urgent/emergency situations may arise requiring expedited or immediate response to resolve an issue. Describe your approach to meet this service need given the State of Maine is open 24x7x365.  What access to key resources can OIT Voice Service expect from your organization at all times?		M 

		16		Describe how your organization can support user request for additional functionality and services.		M 

		17		Describe your technical ability to assist the State of Maine to resolve and/or design architectural/engineering solutions, hardware repair, troubleshooting and maintenance issues.  		M 

		18		Identify your organization's strengths and weaknesses specific to the SOM deliverables.		M 

		19		Describe how product life cycle will be managed, reviewed and feedback/recommendations given to the SOM.		M 
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Instructions

		1) The State of Maine requires Bidders to demonstrate they (and the products proposed by them) have the appropriate Architecture & Security controls to protect the State’s information assets.
2) Any bottom line Yes/No/Not Applicable response would be deemed Incomplete in the absence of supporting evidence under the Explanation column.
3) All responses must cover all the products, or platforms, or stacks of products that are being proposed as part of this bid.
4) Bidders must exhaustively list on this tab ALL the products, or platforms, or stacks of products, that are being proposed as part of this bid. For the sake of economy, it is acceptable to list umbrella products, like Microsoft Office 365, or Salesforce Service Cloud, as opposed to all the components thereof.























Data Compliance

		Data Classification

		The State data held by the agency that is impacted by this RFP has been categorized pursuant to the State’s classification process in accordance with OIT Risk Assessment Policy and Procedures.  

***The State data subject to this RFP has been classified as having a PII Impact Level of High.***

		Bidder Compliance

		Bidders and their solutions must adhere to applicable State and Federal standards, policies, and laws that corresponds to the PII impact level of the State data that will be stored, accessed, transmitted and/or controlled by the solution.  If the “Type of Data” column is checked below, respond “Yes” or “No” in the “Comply” column and provide an explanation on how you comply in the “Bidder’s Description of Compliance” column with artifacts.  

		Type of Data		Applicable State & Federal 		Yes/No/Not Applicable		Explanation



		Publicly available information 		§  NIST 800-171 

				§  Maine Freedom of Access Act (Title 1 MRSA c. 13)

		Confidential Personally Identifiable Information (PII) 		§  State of Maine Breach Notification Law 

				§  National Institute of Standards & Technology:  NIST SP 800-53 Revision 5 “Moderate” risk controls 

				§  Privacy Act of 1974, 5 U.S.C. 552a.  

				§  Security regulations from the U.S. DHHS, Administration for Children and Families, Office of Child Support Enforcement Program, Office of Child Support Enforcement (OCSE)

		Personal Health Information  (PHI)		§  Health Insurance Portability and Accountability Act of 1996: HIPAA  

				§  State of Maine HIPAA BAA required

				§  The Health Information Technology for Economic and Clinical Health Act HITECH 

		Student Education Data 		§  Family Educational Rights and Privacy Act:  FERPA 

		Personal Information from 		§  Driver’s Privacy Protection Act (Title XXX) (“DPPA”) 18 U.S.C. Chapter 123, §§ 2721 – 2725 





















https://nvlpubs.nist.gov/nistpubs/SpecialPublications/NIST.SP.800-171r2.pdfhttp://legislature.maine.gov/legis/statutes/10/title10ch210-Bsec0.htmlhttps://nvd.nist.gov/800-53https://www.justice.gov/opcl/privacy-act-1974https://www.hhs.gov/hipaa/for-professionals/privacy/index.htmlhttps://www.maine.gov/dhhs/sites/maine.gov.dhhs/files/inline-files/Business-Associate-Agreement.pdfhttps://www.hhs.gov/hipaa/for-professionals/special-topics/hitech-act-enforcement-interim-final-rule/index.htmlhttp://www2.ed.gov/policy/gen/guid/fpco/ferpa/index.htmlhttps://www.congress.gov/bill/103rd-congress/house-bill/3355/text

MaineIT

		ID #		Non-Functional Requirement Description		Yes/No/Not Applicable		Explanation

		Hosting

		H1		Any technical solution must be hosted in a data center.

		H2		Any hosting provider must provide for back-up and disaster recovery models and plans as needed for the solution. 

		H3		Any hosting provider will abide by NIST best practices for change requests, incident management, problem management and service desk. 

		Application Solution

		A1  		Any solutions Bidder must provide for the backup/recover, data retention and disaster recovery of a contracted/hosted application solution. 

		A2		Any solutions Bidder must provide for application management and design standard of all technology platforms and environments for the application solution (Development, Staging, Productions, DR, etc.) 

		A3		Any solutions Bidder must engage the State of Maine using Service Level Agreements for system and application performance, incident reporting and maintenance. 

		A4		The State owns any data they enter, migrate, or transmit into the solution and the Bidder shall allow the State to pull or copy this data at any time free of charge in a format defined by the State. 





Information Security Standards

		ID#		Question		Yes/No/Not Applicable		Explanation

		S1		Bidder provides and maintains a security plan that: 
1. Complies with NIST security requirements; 
2. Protects the confidentiality, integrity, and availability of the State’s information systems; and
3. Comply with all applicable federal and state laws and regulations, as well as compliance with all MaineIT contractual requirements and information security policies.

		S2		Bidder ensures that any agent or subcontractor of the bidder to whom the State provides access agrees to the same restrictions and conditions that apply through this Agreement and agrees to implement reasonable and appropriate safeguards to ensure the confidentiality, integrity, and availability of the State’s information systems.

		S3		Bidder will report a security incident that occurs on the Agency’s information systems that may affect the Agency or State of Maine systems to the CISO within 24 hours of discovery in accordance with the terms of the MaineIT Non-Disclosure Agreement (Attachment D).

		S4		Provide the stated cyber risk appetite statement that has been approved by the board/leadership of your company.

		S5		Provide the software bill of materials (SBOM) of the solution you are proposing as part of this bid. 





Cloud Service Provider Reqs

		ID #		Non-Functional Requirement Description		Yes/No/Not Applicable		Explanation



		CSP1		General Architecture Principles

		CSP2		System and Services Acquisition Policy and Procedures (SA-1)

		CSP3		Application Deployment Certification Policy

		CSP4		Digital Accessibility and Usability Policy

		CSP5		Remote Hosting Policy

		CSP6		Data Exchange policy

		CSP7		Information Security Policy

		CSP8		Access Control Policy

		CSP9		Access Control Procedures for Users

		CSP10		Risk Assessment policy

		CSP11		Vulnerability Scanning Procedure

		CSP12		Security Assessment and Authorization Policy

		CSP13		System and Information Integrity Policy

		CSP14		Configuration Management Policy



https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.maine.gov%2Foit%2Farchitecture%2Fdocuments%2FGeneralArchitecturePrinciples.pdf&data=04%7C01%7CPatrick.J.Williams%40maine.gov%7C07514feba418425f72c108d905c81c29%7C413fa8ab207d4b629bcdea1a8f2f864e%7C0%7C0%7C637547179283462187%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=hPw50eOA1Pw%2FS7R%2FsUilpZ4BKgn7UYAxzEcMekJd1Hw%3D&reserved=0https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.maine.gov%2Foit%2Fpolicies%2FRiskAssessmentPolicy%26Procedure.pdf&data=04%7C01%7CPatrick.J.Williams%40maine.gov%7C07514feba418425f72c108d905c81c29%7C413fa8ab207d4b629bcdea1a8f2f864e%7C0%7C0%7C637547179283506985%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=DX8YitoGyojwrLOCZ%2BhltBROyt1iHfTszY6y8smDuQ0%3D&reserved=0https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.maine.gov%2Foit%2Fpolicies%2FVulnerablityScanningProcedure.pdf&data=04%7C01%7CPatrick.J.Williams%40maine.gov%7C07514feba418425f72c108d905c81c29%7C413fa8ab207d4b629bcdea1a8f2f864e%7C0%7C0%7C637547179283511966%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=Upbkei0Hmg5zbmM%2F4ADQiV8j4DcYlZfyJjqxWD8n%2FyE%3D&reserved=0https://www.maine.gov/oit/sites/maine.gov.oit/files/inline-files/SecurityAssessmentAuthorizationPolicy.pdfhttps://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.maine.gov%2Foit%2Fpolicies%2FSystemInformationIntegrityPolicy.pdf&data=04%7C01%7CPatrick.J.Williams%40maine.gov%7C07514feba418425f72c108d905c81c29%7C413fa8ab207d4b629bcdea1a8f2f864e%7C0%7C0%7C637547179283521918%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=DhV6plvPwGgyPGWwZxIMl8vB%2FBUwhqWZjudSIJoS2Z8%3D&reserved=0https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.maine.gov%2Foit%2Fpolicies%2FConfigurationManagementPolicy.pdf&data=04%7C01%7CPatrick.J.Williams%40maine.gov%7C07514feba418425f72c108d905c81c29%7C413fa8ab207d4b629bcdea1a8f2f864e%7C0%7C0%7C637547179283526900%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=2%2BbyzrG%2BhVzJEKIyrEZ3Zv5DXOy%2BwiqEpAWjk9a4g%2FE%3D&reserved=0https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.maine.gov%2Foit%2Fsites%2Fmaine.gov.oit%2Ffiles%2Finline-files%2Fsystem-services-acquisition-policy.pdf&data=04%7C01%7CPatrick.J.Williams%40maine.gov%7C07514feba418425f72c108d905c81c29%7C413fa8ab207d4b629bcdea1a8f2f864e%7C0%7C0%7C637547179283467162%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=S7J%2FjMIY1e6DijINzpo1K5R4fY3roSfTuNwDwpO1%2FNA%3D&reserved=0https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.maine.gov%2Foit%2Fpolicies%2FApplication-Deployment-Certification.pdf&data=04%7C01%7CPatrick.J.Williams%40maine.gov%7C07514feba418425f72c108d905c81c29%7C413fa8ab207d4b629bcdea1a8f2f864e%7C0%7C0%7C637547179283472139%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=yBtVAz176L3Cag78nRWojRHWkHQ5Gba07JE%2FMQkxSsI%3D&reserved=0https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.maine.gov%2Foit%2Fpolicies%2FDigitalAccessibilityPolicy.pdf&data=04%7C01%7CPatrick.J.Williams%40maine.gov%7C07514feba418425f72c108d905c81c29%7C413fa8ab207d4b629bcdea1a8f2f864e%7C0%7C0%7C637547179283477122%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=ub%2B%2F1cpCnNM4PoKAbhPUZ%2FluONQHbeK6j1rVOKXnaxk%3D&reserved=0https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.maine.gov%2Foit%2Fpolicies%2FRemoteHostingPolicy.pdf&data=04%7C01%7CPatrick.J.Williams%40maine.gov%7C07514feba418425f72c108d905c81c29%7C413fa8ab207d4b629bcdea1a8f2f864e%7C0%7C0%7C637547179283482097%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=MR40mMW77Gu8X2QN8pjKM5bjP7DoRO%2BhfOhk0p1phTg%3D&reserved=0https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.maine.gov%2Foit%2Fpolicies%2FDataExchangePolicy.pdf&data=04%7C01%7CPatrick.J.Williams%40maine.gov%7C07514feba418425f72c108d905c81c29%7C413fa8ab207d4b629bcdea1a8f2f864e%7C0%7C0%7C637547179283487078%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=XTBYIGil6RMH8SmClnRcxTO7y9cEatf1EofD0QHPqMc%3D&reserved=0https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.maine.gov%2Foit%2Fpolicies%2FSecurityPolicy.pdf&data=04%7C01%7CPatrick.J.Williams%40maine.gov%7C07514feba418425f72c108d905c81c29%7C413fa8ab207d4b629bcdea1a8f2f864e%7C0%7C0%7C637547179283492057%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=b%2FXvhpG1sp2fZIgpQx%2BwB7ZGRubGu7dN9sYBjFVRs%2BU%3D&reserved=0https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.maine.gov%2Foit%2Fpolicies%2FAccessControlPolicy.pdf&data=04%7C01%7CPatrick.J.Williams%40maine.gov%7C07514feba418425f72c108d905c81c29%7C413fa8ab207d4b629bcdea1a8f2f864e%7C0%7C0%7C637547179283497031%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=foTOPC7xuTna00%2FTXggz7Rahs9XTpw5BSrCgrBmNZ9Y%3D&reserved=0https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.maine.gov%2Foit%2Fpolicies%2FAccessControlProceduresForUsers.pdf&data=04%7C01%7CPatrick.J.Williams%40maine.gov%7C07514feba418425f72c108d905c81c29%7C413fa8ab207d4b629bcdea1a8f2f864e%7C0%7C0%7C637547179283502010%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=lO0DXc6NgpCav9iZYOLgMBuFsfmIFC8OiDtOvv%2BgOX8%3D&reserved=0

NIST Requirements

		ID #		Non-Functional Requirement Description		Yes/No/Not Applicable		Explanation



		N1		Physical and Environmental Protection

		N2		Awareness and Training

		N3		Planning

		N4		Audit and Accountability

		N5		Personnel Security

		N6		Contingency Planning

		N7		PII Processing and Transparency

		N8		Identification and Authentication

		N9		Incident Response

		N10		System and Communications Protection

		N11		Maintenance

		N12		Media Protection

		N13		Supply Chain Risk Management

		N14		Any Other relevant comment
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Summary Sheet

		APPENDIX E

		Summary of all Platform and Services Costs

		SUMMARY COSTS OF ALL PLATFORMS AND SERVICES

		Summary of Total Costs

		Avaya 		$   - 0		$   - 0		0		0		0		0		0		0

		Swampfox		$   - 0

		Calabrio 		$   - 0

		911 Inform		$   - 0

		Retarus		$   - 0

		Professional Services		$   - 0





Avaya Costs

		APPENDIX E

		Avaya Platforms and Services Cost Proposal

		Avaya 

				Maintenance and Support Services

		SSDC, 111 Sewall Street, Augusta, ME

		Note: This site has CMSR18 supported by Avaya

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly								Total

		700459456										3		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage  24x7				M								$   - 0

		700466642										10		MM716 ANLG MEDIA MOD 24FXS - NON GSA								Full Coverage  24x7				M								$   - 0

																						Total												$   - 0

		CMCC, 45 Commerce Drive, Augusta, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly								Total

		700459456										3		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M								$   - 0

		700459472										8		80 CHANNEL DAUGHTERBOARD								Full Coverage 7X24				M								$   - 0

		700459498										2		G450 POWER SUPPLY								Full Coverage 7X24				M								$   - 0

		70046626										1		MM711 ANLG MEDIA MODULE - NON GSA								Full Coverage 7X24				M								$   - 0

		70046642										4		MM716 ANLG MEDIA MOD 24FXS - NON GSA								Full Coverage 7X24				M								$   - 0

																						Total												$   - 0

		Gray State Police, 1 Game Farm Road, Gray, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly								Total

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage  24x7				M								$   - 0

		700466642										1		MM716 ANLG MEDIA MOD 24FXS – NON GSA								Full Coverage  24x7				M								$   - 0

																						Total												$   - 0

		66 Spruce Street, Presque Isle, ME  04769

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700466618										1		MM714B ANLG 4+4 MEDIA MOD - NON GSA								Full Coverage 7X24				M										$   - 0

		700476393										1		G430 MEDIA GATEWAY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		 Fort Kent Human Services, 137 Market Street, Fort Kent, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700476393										1		G430 MEDIA GATEWAY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		0

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700466626										1		MM711 ANLG MEDIA MODULE - NON GSA								Full Coverage 7X24				M										$   - 0

		700476393										1		G430 MEDIA GATEWAY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Portland Human Services, 151 Jetport Boulevard, Portland, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700466642										2		MM716 ANLG MEDIA MOD 24FXS - NON GSA								Full Coverage 7X24				M										$   - 0

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Windham Corrections, 17 Mallison Falls Road, Windham, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M										$   - 0

		700466642										5		MM716 ANLG MEDIA MOD 24FXS - NON GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		180 McKowan Point Road, West Boothbay, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

		700466642										1		MM716 ANLG MEDIA MOD 24FXS - NON GSA								Full Coverage 7X24				M										$   - 0

		700466626										1		MM711 ANLG MEDIA MODULE - NON GSA								Full Coverage 7X24				M										$   - 0

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		198 Main Street, Lewiston, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

		700459472										1		80 CHANNEL DAUGHTERBOARD								Full Coverage 7X24				M										$   - 0

		700466626										2		MM711 ANLG MEDIA MODULE - NON GSA								Full Coverage 7X24				M										$   - 0

		700466642										1		MM716 ANLG MEDIA MOD 24FXS - NON GSA								Full Coverage 7X24				M										$   - 0

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		890 Main Street Ste 208  Sanford ME, 04073

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

		700459472										1		80 CHANNEL DAUGHTERBOARD								Full Coverage 7X24				M										$   - 0

		700466642										1		MM716 ANLG MEDIA MOD 24FXS - NON GSA								Full Coverage 7X24				M										$   - 0

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		250 Arsenal Street, Augusta, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

		700466642										5		MM716 ANLG MEDIA MOD 24FXS - NON GSA								Full Coverage 7X24				M										$   - 0

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Pella Building, 35 Anthony Avenue, Augusta, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

		700466642										2		MM716 ANLG MEDIA MOD 24FXS - NON GSA								Full Coverage 7X24				M										$   - 0

		700466626										1		MM711 ANLG MEDIA MODULE - NON GSA								Full Coverage 7X24				M										$   - 0

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M										$   - 0

																																				$   - 0

		Augusta State Police, 36 Hospital Street, Augusta,ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700466642										1		MM716 ANLG MEDIA MOD 24FXS - NON GSA								Full Coverage 7X24				M										$   - 0

		700476393										1		G430 MEDIA GATEWAY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Bureau of Motor Vehicles, 101 Hospital St. Augusta, ME 04330

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

		700459472										1		80 CHANNEL DAUGHTERBOARD								Full Coverage 7X24				M										$   - 0

		700466642										3		MM716 ANLG MEDIA MOD 24FXS - NON GSA								Full Coverage 7X24				M										$   - 0

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		45 Oak Street, Bangor, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700466626										1		MM711 ANLG MEDIA MODULE - NON GSA								Full Coverage 7X24				M										$   - 0

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		5 & 15 Mollison Way, Lewiston, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700459472										1		80 CHANNEL DAUGHTERBOARD								Full Coverage 7X24				M										$   - 0

		700466642										1		MM716 ANLG MEDIA MOD 24FXS - NON GSA								Full Coverage 7X24				M										$   - 0

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Long Creek Youth Development Ctr, 675 Westbrook Street, South Portland, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700459472										1		80 CHANNEL DAUGHTERBOARD								Full Coverage 7X24				M										$   - 0

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

		700501048										1		MM717 24PT DCP MEDIA MODULE NON GSA								Full Coverage 7X24				M										$   - 0

		700466642										4		MM716 ANLG MEDIA MOD 24FXS - NON GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Maine State Prison, 807 Cushing Road, Warren, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

		700466642										4		MM716 ANLG MEDIA MOD 24FXS - NON GSA								Full Coverage 7X24				M										$   - 0

		700501048										1		MM717 24PT DCP MEDIA MODULE NON GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Rockland Human Services, 91 Camden Street, Rockland, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700459472										1		80 CHANNEL DAUGHTERBOARD								Full Coverage 7X24				M										$   - 0

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

		700466642										1		MM716 ANLG MEDIA MOD 24FXS NONGSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		98 North Avenue, Skowhegen, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		17 Eastward Lane, Ellsworth, ME  04605

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700476393										1		G430 MEDIA GATEWAY NON-GSA								Full Coverage 7X24				M										$   - 0

		700466642										1		MM716 ANLG MEDIA MOD 24FXS NONGSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		19 Maine Ave, Bangor ME 04401

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

		700466642										1		MM716 ANLG MEDIA MOD 24FXS NONGSA								Full Coverage 7X24				M										$   - 0

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		114 Corn Shop Lane, Farmington, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700466642										1		MM716 ANLG MEDIA MOD 24FXS NONGSA								Full Coverage 7X24				M										$   - 0

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		243 Main Street, South Paris, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700466642										1		MM716 ANLG MEDIA MOD 24FXS NON-GSA								Full Coverage 7X24				M										$   - 0

		700459456										1		G450 MP80 W/POWER SUPPLY NON-GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Department of Transportation, 41 Rice Street, Presque Isle, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700506958										1		G430 MP120 MEDIA GATEWAY NON GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Department of Environmental , 1235 Central Drive, Presque Isle, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700466642										1		MM716 ANLG MEDIA MOD 24FXS NON-GSA								Full Coverage 7X24				M										$   - 0

		700506958										1		G430 MP120 MEDIA GATEWAY NON GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Department of Health and Human Services , 11 High Street, Houlton, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700466642										1		MM716 ANLG MEDIA MOD 24FXS NON-GSA								Full Coverage 7X24				M										$   - 0

		700506956										1		G450 MP 160 MEDIA GATEWAY NON GSA								Full Coverage 7X24				M										$   - 0

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Professional & Financial Regulations, 76 Northern Avenue, Gardiner, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700466626										4		MM711 ANLG MEDIA MODULE - NON GSA								Full Coverage 7X24				M										$   - 0

		700506956										1		G450 MP 160 MEDIA GATEWAY NON GSA								Full Coverage 7X24				M										$   - 0

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Department of Marine Resources, 32 Blossom Lane, Augusta, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700506956										1		G450 MP 160 MEDIA GATEWAY NON GSA								Full Coverage 7X24				M										$   - 0

		700466642										1		MM716 ANLG MEDIA MOD 24FXS NON-GSA								Full Coverage 7X24				M										$   - 0

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Department of Health and Human Services, 30 Skyway Drive, Caribou, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700466642										1		MM716 ANLG MEDIA MOD 24FXS NON-GSA								Full Coverage 7X24				M										$   - 0

		700506956										1		G450 MP 160 MEDIA GATEWAY NON GSA								Full Coverage 7X24				M										$   - 0

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Department of Health and Human Services, 38 Prescott Drive, Machias, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700506956										1		G450 MP 160 MEDIA GATEWAY NON GSA								Full Coverage 7X24				M										$   - 0

		700466642										1		MM716 ANLG MEDIA MOD 24FXS NON-GSA								Full Coverage 7X24				M										$   - 0

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Department Corrections, 1202 Dover Road, Charleston, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700506956										1		G450 MP 160 MEDIA GATEWAY NON GSA								Full Coverage 7X24				M										$   - 0

		700466642										3		MM716 ANLG MEDIA MOD 24FXS NON-GSA								Full Coverage 7X24				M										$   - 0

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Office of Child and Family Services (OCFS), 2 Anthony Ave. Augusta, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700466626										1		MM711 ANLG MEDIA MODULE - NON GSA								Full Coverage 7X24				M										$   - 0

		700506958										1		G430 MP120 MEDIA GATEWAY NON GSA								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0

		Dorothea Dix-656 State Street, Bangor, ME

		Material Codes										Qty		Product Descriptions								Coverage				Payment Type: Monthly										Total

		700506956										1		G450 MP 160 MEDIA GATEWAY NON GSA								Full Coverage 7X24				M										$   - 0

		700466642										6		MM716 ANLG MEDIA MOD 24FXS NON-GSA								Full Coverage 7X24				M										$   - 0

		700459498										1		G450 POWER SUPPLY								Full Coverage 7X24				M										$   - 0

																						Total														$   - 0



		Total 																																		$   - 0



				Dell Hardware

						Managed Service- Upgrade patches for Avaya and VMWare

		Location						Qty		Product										Description														Unit Price						Annual Price

		Data Center 1						3		PowerEdge R650 Server 210-AYJZ										ProSupport Next Business Day Onsite Service After Problem Diagnosis 
ProSupport 7x24 Technical Support and Assistance 														$   - 0						$   - 0

		Data Center 1						1		Unity XT 380F DPE 25x2.5" Dell Field Rack 210-ASLP										ProSupport Mission Critical 4-Hour 7x24 Onsite Service with Emergency Dispatch 
ProSupport Mission Critical 7x24 Technical Support and Assistance 
ProSupport: Mission Critical 4-Hour 7x24 On-Site Low Capacity SSD Add-On														$   - 0						$   - 0

		Data Center 2						3		PowerEdge R650 Server 210-AYJZ										ProSupport Next Business Day Onsite Service After Problem Diagnosis 
ProSupport 7x24 Technical Support and Assistance 														$   - 0						$   - 0

		Data Center 2						1		Unity XT 380F DPE 25x2.5" Dell Field Rack 210-ASLP										ProSupport Mission Critical 4-Hour 7x24 Onsite Service with Emergency Dispatch 
ProSupport Mission Critical 7x24 Technical Support and Assistance 
ProSupport: Mission Critical 4-Hour 7x24 On-Site Low Capacity SSD Add-On														$   - 0						$   - 0

		Total 																																$   - 0



				Core Servers

		Qty		Product Number								Description								Location														Unit Price						 Annual Price

		6		D3F-2SFXL2-1920								Unity AFA 1.92 TB SSD 25x2.5								45 Commerce Drive, Augusta, ME 04330														$   - 0						$   - 0

		1		D3SFP10IAF								Unity 4x10GB SFP ISCS/ETH Connection								45 Commerce Drive, Augusta, ME 04330														$   - 0						$   - 0

		Total 																																$   - 0



				VMWare

		Qty		Product Number								Description								Location														Unit Price						 Annual Price

		1		VCS8-STD-P-SSS-C								Production Support Subscription VMWARE VCENTER server 8 Standard for VSPHERE 8 per instance for 1 year								45 Commerce Drive, Augusta, ME 04330														$   - 0						$   - 0

		6		VS8-STD-P-SSS-C								Production Support Subscription forVMWARE VSPHERE 8 Standard for 1 processor for 1 year								45 Commerce Drive, Augusta, ME 04330														$   - 0						$   - 0

		Total 																																$   - 0



						Avaya Subscriptions

		Support Code								Qty.				Support Description						Product Description										Annual Price

		234472								1				SA ON-SITE 24X7 CMS MIDSIZE SRV 3YAN						R630 SRVR CMS MIDSIZE										$   - 0

		250916								49				SA PREF AAEP R7 LAB SYS 3YAN						AAEP R7 LAB SYS PER PT LIC										$   - 0

		284959								1				SA PREF ADS SAL GTWY OVA						ADS SAL GTWY OVA										$   - 0

		343993								2				SA PREF AES R8 ADV TSAPILG 3YAN						AES R8 ADV TSAPI  LG LIC										$   - 0

		343972								615				SA PREF AES R8 BSC TSAPI 3YAN						AES R8 BSC TSAPI LIC										$   - 0

		344042								615				SA PREF AES R8 DMCC BASIC 3YAN						AES R8 DMCC BASIC LIC										$   - 0

		344147								1				SA PREF AES R8 PLDS ENBL APPL 3YAN						AES R8 PLDS ENABLE FOR APPL LIC										$   - 0

		294118								507				SA PREF ASBCE R7 STD 501-1K 3YAN						ASBCE R7 STD SVCS LIC 501-1K										$   - 0

		344223								262				SA PREF AURA R8 ANALOG 3YAN						AURA R8 ANALOG NEW/ADD LIC										$   - 0

		344279								91				SA PREF AURA R8 CORE 3YAN						AURA R8 CORE NEW LIC										$   - 0

		344279								91				SA PREF AURA R8 CORE 3YAN						AURA R8 CORE NEW LIC										$   - 0

		344279								610				SA PREF AURA R8 CORE 3YAN						AURA R8 CORE NEW LIC										$   - 0

		344279								662				SA PREF AURA R8 CORE 3YAN						AURA R8 CORE NEW LIC										$   - 0

		344279								699				SA PREF AURA R8 CORE 3YAN						AURA R8 CORE NEW LIC										$   - 0

		344279								790				SA PREF AURA R8 CORE 3YAN						AURA R8 CORE NEW LIC										$   - 0

		344279								1000				SA PREF AURA R8 CORE 3YAN						AURA R8 CORE NEW LIC										$   - 0

		344279								610				SA PREF AURA R8 CORE 3YAN						AURA R8 CORE NEW LIC										$   - 0

		344265								1681				SA PREF AURA R8 FOUNDATION 3YAN						AURA R8 FND ADD LIC										$   - 0

		344265								6323				SA PREF AURA R8 FOUNDATION 3YAN						AURA R8 FND ADD LIC										$   - 0

		344161								8				SA PREF CC R8 ELITE AGT 3YAN						CC R8 ELITE AGT NEW 251+ LIC										$   - 0

		344161								8				SA PREF CC R8 ELITE AGT 3YAN						CC R8 ELITE AGT NEW 251+ LIC										$   - 0

		344161								160				SA PREF CC R8 ELITE AGT 3YAN						CC R8 ELITE AGT NEW 251+ LIC										$   - 0

		344161								632				SA PREF CC R8 ELITE AGT 3YAN						CC R8 ELITE AGT NEW 251+ LIC										$   - 0

		334816								1				SA PREF CMS R18 ECH HANDLER 3YAN						CMS R18 ECH HANDLER UPG										$   - 0

		293212								1				SA PREF CMS R18 INITIAL ACD 3YAN						CMS R18 INITIAL ACD										$   - 0

		344727								1400				SA PREF CORE R8 MSG7 BSC TO MNS 3YAN						CORE SUITE R8 MSG SEAT MAINSTREAM R7 LIC										$   - 0

		343335								3				SA PREF MSG R7 VAPP SYS 3YAN						MSG R7.X VAPP SYS LIC										$   - 0

		346797								6				SA PREF NR11 TIER 3 1ST LNG 3YAN						NR11 TIER 3 1ST LANG LIC										$   - 0

		290700								6				SA PREF NU R6 DM ADDR US 3YAN						NU R6 DM-ADDR US LIC										$   - 0

		290880								6				SA PREF NU R6 DM CORE 1LANG 3YAN						NU R6 DM-CORE 1LANG LIC										$   - 0

		346881								20				SA PREF NU VCLZR R7 1ST LNG 3YAN						NUANCE VOCALIZER R7 1ST LANG LIC										$   - 0

		344589								1				SA PREF SM R8 SYSTEM 3YAN						SM R8 SYSTEM LIC										$   - 0

		344589								3				SA PREF SM R8 SYSTEM 3YAN						SM R8 SYSTEM LIC										$   - 0

		349298								1				SA PREF SM R8 VE VAPP ENBL 3YAN						SA PREF C/D SM R8 VE VAPP ENBL 3YAN										$   - 0

		341732								1				SA SAL POLICY MGR SSH PROXY 3YAN						SAL POLICY MGR SSH PROXY SFTW ONLY										$   - 0

		250922								49				UPG ADV AAEP R7 LAB SYS 3YAN						AAEP R7 LAB SYS PER PT LIC										$   - 0

		284960								1				UPG ADV ADS SAL GTWY OVA						ADS SAL GTWY OVA										$   - 0

		294124								507				UPG ADV ASBCE R7 STD 501-1K 3YAN						ASBCE R7 STD SVCS LIC 501-1K										$   - 0

		334822								1				UPG ADV CMS R18 ECH HANDLER 3YAN						CMS R18 ECH HANDLER UPG										$   - 0

		290706								6				UPG ADV NU R6 DM ADDR US 3YAN						NU R6 DM-ADDR US LIC										$   - 0

		290886								6				UPG ADV NU R6 DM CORE 1LANG 3YAN						NU R6 DM-CORE 1LANG LIC										$   - 0

		SUBSCRIPTION PRICING

		403562								808				CC VOICE AGT LIC FIXED SUBS 3YRAN																$   - 0

		405803								2				3RD PTY CTIADVTSAPI LIC FIXED SUBS 3YRAN																$   - 0

		405827								1230				3RD PARTY CTI ENT LIC FIXED SUBS 3YRAN																$   - 0

		403544								262				UC BASIC LIC FIXED SUBS 3YRAN																$   - 0

		403550								11749				UC CORE LIC FIXED SUBS 3YRAN @																$   - 0

		SUBSCRIPTION ENTITLEMENTS

		403330								15069				AV SPACES BUS TERM SUB 3 YR AN																$   - 0

		403244								315				AV SPACES ESSNTL TERM SUB 3 YR AN																$   - 0

		403105								15069				AVAYA SPACES BUSINESS USER SUB																$   - 0

		403104								315				AVAYA SPACES ESSNTL USER SUB																$   - 0

		349595								315				AVAYA SPACES SUBS SUPPORT																$   - 0

		349595								15069				AVAYA SPACES SUBS SUPPORT																$   - 0

		249956								970				SA PREF AAEP R7 3YAN																$   - 0

		250736								970				SA PREF AAEP R7 ENH C-CLASS 3YAN																$   - 0

		253273								1				SA PREF AAEP R7 LIC MOVE TRKG																$   - 0

		250952								970				SA PREF AAEP R7 ZONE 3YAN																$   - 0

		344571								40000				SA PREF AAMS R8 DSP CHANNEL 3YAN																$   - 0

		344352								1				SA PREF AAMS R8 LIC MOVE TRKG																$   - 0

		344577								1				SA PREF AAMS R8 SYSTEM 3YAN																$   - 0

		344359								1				SA PREF AES R8 LIC MOVE TRKG																$   - 0

		348517								970				SA PREF AGT DSK R2 ADV 3YAN																$   - 0

		348541								970				SA PREF AGT DSK R2 HEADLESS 3YAN																$   - 0

		351789								970				SA PREF AGT FOR WRKPLC NEW/ADD 3YAN																$   - 0

		293860								1				SA PREF ASBCE R7 LIC MOVE TRKG																$   - 0

		344223								53				SA PREF AURA R8 ANALOG 3YAN																$   - 0

		344279								2512				SA PREF AURA R8 CORE 3YAN																$   - 0

		344360								1				SA PREF AURA R8 LIC MOVE TRKG																$   - 0

		344335								1				SA PREF AURA R8 PS R8 GEO REDUN 3YAN																$   - 0

		344161								162				SA PREF CC R8 ELITE AGT 3YAN																$   - 0

		293224								970				SA PREF CMS R18 ADDL ACD 3YAN																$   - 0

		293110								970				SA PREF CMS R18 AGT 1-250 3YAN																$   - 0

		291375								1				SA PREF CMS R18 LIC MOVE TRKG																$   - 0

		293200								970				SA PREF CMS R18 SUPERVISOR 3YAN																$   - 0

		344727								280				SA PREF CORE R8 MSG7 BSC TO MNS 3YAN																$   - 0

		346144								970				SA PREF CSTMR JURNY R3 ELT AGT 3YAN																$   - 0

		332689								10000				SA PREF DSS R2 501+ PORT 3YAN																$   - 0

		332665								2				SA PREF DSS R2 BASE SRVR 3YAN																$   - 0

		344349								1				SA PREF DVC R8 1ST BRZ R3 SRV 3YAN																$   - 0

		344356								50				SA PREF DVC R8 SYSTEM 3YAN																$   - 0

		345835								15069				SA PREF IXM R10 ADV ST 3YAN																$   - 0

		345829								315				SA PREF IXM R10 BASIC ST 3YAN																$   - 0

		346235								1				SA PREF IXM R10 LIC MOVE TRKG																$   - 0

		337218								15383				SA PREF MSG R7 1SEAT MAINSTRM 3YAN																$   - 0

		337263								1				SA PREF MSG R7 LIC MOVE TRKG																$   - 0

		238124								970				SA PREF ONE-X AGT R2 AGENT 3YAN																$   - 0

		292436								1				SA PREF PARK & PAGE R3 SYS 3YAN																$   - 0

		344363								1				SA PREF SM R8 LIC MOVE TRKG																$   - 0

		340205								100000				SA PREF WEB GW R3 AUDIO PORT 3YAN																$   - 0

		340193								1				SA PREF WEB GW R3 SRV INSTANT 3YAN																$   - 0

		340217								100000				SA PREF WEB GW R3 VIDEO PORT 3YAN																$   - 0

		344919								970				SA PREF WRKSPC R3 ELITE AGT PKG 3YAN																$   - 0

		344907								1				SA PREF WRKSPC R3 ELITE SYS PKG 3YAN																$   - 0

		249964								970				UPG ADV AAEP R7 3YAN																$   - 0

		250742								970				UPG ADV AAEP R7 ENH C-CLASS 3YAN																$   - 0

		250958								970				UPG ADV AAEP R7 ZONE 3YAN																$   - 0

		293116								970				UPG ADV CMS R18 AGT 1-250 3YAN																$   - 0

		346150								970				UPG ADV CSTMR JURNY R3 ELT AGT 3YAN																$   - 0

		332695								10000				UPG ADV DSS R2 501+ PORT 3YAN																$   - 0

		332671								2				UPG ADV DSS R2 BASE SRVR 3YAN																$   - 0

		337225								15383				UPG ADV MSG R7 1SEAT MAINSTRM 3YAN																$   - 0

		238125								970				UPG ADV ONE-X AGT R2 AGENT 3YAN																$   - 0

		340211								100000				UPG ADV WEB GW R3 AUDIO PORT 3YAN																$   - 0

		340199								1				UPG ADV WEB GW R3 SRV INSTANT 3YAN																$   - 0

		340223								100000				UPG ADV WEB GW R3 VIDEO PORT 3YAN																$   - 0

		344925								970				UPG ADV WRKSPC R3 ELITE AGT PKG 3YAN																$   - 0

		344913								1				UPG ADV WRKSPC R3 ELITE SYS PKG 3YAN																$   - 0

																														$   - 0

				TOTAL SUBSCRIPTION COSTS																										$   - 0



		Total Annual Maintenance & Support cost																												$   - 0

		Total Managed Services cost																												$   - 0

		Total Core Servers costs																												$   - 0

		Total VMware costs																												$   - 0

		Total Subscripton costs																												$   - 0

		Grand Total cost																												$   - 0

																														*Tax not included





































































































































Swampfox Costs

		APPENDIX E

		Swampfox Platforms and Services Cost Proposal

		Swampfox



		Maintenance and Support Services

		Qty		Description		Unit Price		Annual Total Cost

		1		Annual Maintenance Contract with Upgrade Plan		$   - 0		$   - 0

		Total						$   - 0







		Overview

		DHHS		 -   Swampfox FIL - Call Back Solutions (30 ports)

		DHHS		- Primary & Failover (DR) Avaya Experience Portal platform

		DHHS		 - Bidder being Single Point of Contact (SPOC) Agency (Shared)

		DHHS		Application Support for Department of Health and Human Services (DHHS)

		DOL		- Primary & Failover (DR) Avaya Experience Portal platform

		DOL		Applications for Department of Labor (DOL) - Unemployment Insurance

		DOL		 - Bidder's recommended Hosted/Managed Services Test Environment (DOL)

		DOL		 - Bidder's Single Point of Contact (SPOC) Agency (Shared)

		OCFS 		SFAD Contact Center** (27 licenses)



		Swampfox-Cloud-Based 

				i. Interactive Voice Response (IVR) with Nuance

				ii. Outreach Call Manager (OCM)  

				iii. First In Line (FIL) 



		Shared Platform 

				Agency – Custom Claims Benefit IVR Application 

				This is a custom IVR developed application that enables callers to file a weekly claim and obtain check status. Callers are verified after entering their SSN and PIN. For callers selecting Claims Benefits they are prompted to answer a series of questions to complete their weekly claim. If the caller selects Check Status, they can obtain the status of their claims check. All inputs are made using their telephone keypad and all prompts are provided in English only.  Maintenance of this application is the responsibility of service provider. 

				Avaya Hosted AEP Platform 

				Primary & Failover (DR) Avaya Experience Portal platform  

				       o  264 ports telephone/ AEP 7.0 or later *  

				o   12 ports of Nuance ASR/TTS*  

				Application Servers 

				      o  SF Active Management and Monitoring 

				      o  MPLS connectivity to data centers -Augusta (State St), ME - 20 Mbps 

				Primary and Failover Application Servers (DOL/DHHS/DSER)  

				One FIL Server  

				One SFAD server

				Outreach Call Manager- Swampfox ICX monitor (3 scripts, 1 call per day)  

				Swampfox hosted/managed service for new Test environment

		Agencies Usage

				Division of Support Enforcement and Recovery (DSER) 

				a. Swampfox Application Support 24x7  

				i. Software support for Swampfox Agent Desktop (Screen pop) for up to 10 concurrent agents  

				Swampfox has developed a custom application to provide a variety of self-service options such as obtain payment information, report lost or missing payment and change address. DSER also uses Swampfox Agent Desktop (SFAD) for screen pop of call data when handled by an agent. 



				Department of Labor (DOL) 

				i. Swampfox Application Support 24x7  

				ii. Unemployment Insurance  

				iii. Swampfox CTI Screen Pop  

				iv. 12 ports Avaya (OCM) *  

				– Address Change IVR App 

				– Screen Pop App 

				– Custom Claims Benefit Application  

				– Address change  

				– Outreach Call Manager (OCM) 

				– Screen Pop  

				v. Test environment 



				DOL and DHHS - OCM – Outreach Callback Manager 

				i.  Scheduled call backs. 



				Department of Health and Human Services (DHHS) 

				Department of Health and Human Services Office Family Independence (DHHS OFI)  

				i. Swampfox MaineCare Application Support 24x7  

				ii. Swampfox Application Support SOAP Auth  

				iii. Software Support FIL  

				iv. Agent Desktop 

				Department of Health and Human Services Office Family Independence (DHHS OCFS)  

				i. Swampfox MaineCare Application Support 24x7  

				ii. Swampfox Application Support SOAP Auth  

				Nuance 

				Voice recognition software provider (Users are DHHS & DOL. Only used in Swampfox applications.) 

				Software Support FIL   

				–MaineCare IVR App 

				– Address Change IVR App 

				– Custom MaineCare Application  

				– First In Line  







































































































Calabrio Costs

		APPENDIX E

		Calabrio Platforms and Services Cost Proposal

		Calabrio AQM



		Subscription-Licenses

		#		DESCRIPTION		 QTY 		UNIT PRICE 		TOTAL

		1		CAL-SP-CQMBCR-LPUSR
CR & QM:  Compliance Recording
Named User License		10		$   - 0		$   - 0

		2		CAL-SP-CQMSRV-LPSRV
Support Premium:  CR & QM Server, Server
License		768		$   - 0		$   - 0

		3		CAL-SP-CQMAQM-LPUSR
Support Premium:  CR & QM
Advanced QM, Named User License		758		$   - 0		$   - 0

		TOTAL								$   - 0































































































911 Inform Costs

		APPENDIX E

		911 Inform Platforms and Services Cost Proposal

		911 Inform



		Subscription

		PRODUCT

		#		 ITEM 		DESCRIPTION		 QTY 		UNIT PRICE 		TOTAL

		911 Inform Software Subscriptions

		1		408485		911inform Base Package 
Cloud based application subscription, includes 20 ECRC Calls per year and software maintenance. Required for all LDS opportunities.		1		$   - 0		$   - 0

		2		403770		End Point User Licenses
Track and monitor all 911 activity from any connected device. 1 license required per endpoint.
		8,800		$   - 0		$   - 0

		TOTAL										$   - 0



		SERVICES

		#		 ITEM 		DESCRIPTION		 QTY 		UNIT PRICE 		EXT. TOTAL

		2		UC-BUN-GOVERNANCE		Governance Services		1		$   - 0		$   - 0

		3		UC-PRO-GOV-INITIATE		Unified Communications Project Initiation		1		$   - 0		$   - 0

		4		UC-PRO-GOV-CUTOVER-STD-S		Unified Communications Project Site Cutover, Standard - Normal Bus. Hrs.		1		$   - 0		$   - 0

		TOTAL										$   - 0



		Grand Total										$   - 0









































































































































Retarus Costs

		APPENDIX E

		Retarus Platforms and Services Cost Proposal

		Retarus E-Faxing  



		Subscription

		Required:  Bidder must continue to provide 3rd party integrator of current e-faxing subscription.

		Description		Qty Range		Qty		Unit Price		Total Price

tc={1736E0BD-8F8E-412F-8C32-5D24D9E9DA43}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    Will use largest Qty to get Total Price

		Mail/MFD-toFAX and FAX to Email/MFD		1-100		100		$   - 0		$   - 0

		* Includes x User

		* Includes Enforced TLS connection (Required for HIPAA/PCI-DSS)

		* Includes Fax Outbound Reporting



		Setup per mailbox  Mail/MFD-to-fax		1-100		100		$   - 0		$   - 0



		Fax-to-email/MFD		1-100		100		$   - 0		$   - 0

		* Includes Enforced TLS connection (Required for HIPAA/PCI-DSS)

		* Includes Fax Inbound Reporting



		Setup of inbound numbers - per domestic number		1-100		100		$   - 0		$   - 0



		TOTAL COSTS								$   - 0



















































































































Will use largest Qty to get Total Price







Professional Services 

		APPENDIX E

		Retarus Platforms and Services Cost Proposal

		Professional Services as Needed																				Hourly Rate

				Professional Services Hourly Rates-T& M Hourly Rates For Senior Technicians (all fields are required to be filled out):																# of Hrs.		Business Hours; M-F, 8 am  - 5 pm		After Hours; M-F, 5 pm - 8 am and all day Saturday		Sundays/ Holidays		Average Costs Per Hour

						AVAYA

								On-Site

										Avaya CM 10, Gateways, Aura Messaging										1		$   - 0		$   - 0		$   - 0		$   - 0

										Avaya Call Center:  CMS, AES, AADS										1		$   - 0		$   - 0		$   - 0		$   - 0

										Server Management										1		$   - 0		$   - 0		$   - 0		$   - 0

								Remote

										Avaya CM 10, Gateways, Aura Messaging										1		$   - 0		$   - 0		$   - 0		$   - 0

										Avaya Call Center:  CMS, AES, AADS										1		$   - 0		$   - 0		$   - 0		$   - 0

										Server Management										1		$   - 0		$   - 0		$   - 0		$   - 0

						Calabrio

								On-Site

										Quality Management										1		$   - 0		$   - 0		$   - 0		$   - 0

								Remote

										Quality Management										1		$   - 0		$   - 0		$   - 0		$   - 0

						Swampfox

								On-Site

										Nuance										1		$   - 0		$   - 0		$   - 0		$   - 0

										IVR										1		$   - 0		$   - 0		$   - 0		$   - 0

										OCM										1		$   - 0		$   - 0		$   - 0		$   - 0

										FIL										1		$   - 0		$   - 0		$   - 0		$   - 0

								Remote

										Nuance										1		$   - 0		$   - 0		$   - 0		$   - 0

										IVR										1		$   - 0		$   - 0		$   - 0		$   - 0

										OCM										1		$   - 0		$   - 0		$   - 0		$   - 0

										FIL										1		$   - 0		$   - 0		$   - 0		$   - 0

						911 Inform

								PS Engagement - Senior Solutions Engineer-UC-PRO-SRSE-S												1		$   - 0		$   - 0		$   - 0		$   - 0

								NWN Sr Solution Engineer Hourly Rate-ATS-PRO-SRSE-S												1		$   - 0		$   - 0		$   - 0		$   - 0

				Grand Total-Average																								$   - 0
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Technical Requirements

		APPENDIX H- REQUIREMENTS

		BIDDERS TECHNICAL REQUIREMENTS 

		Bidder's Technical Requirements Matrix Instructions
A response in the form of an Availability Code (A or X; see below for details) is required for each item. Items marked with "M"/Mandatory must have a response. Brief comments or required explanation for each requirement should be entered in the table under "Bidder Comments." If diagrams, charts, or documents are needed in order to respond, please include them as an Attachment to your response and note the Attachment reference in your Comment. Elaborate or provide additional details on any items that could differentiate you from another Bidder. Bidder must indicate what additional costs or number of additional implementation days, if any, will be incurred as well as the estimated time frame for completion. Shaded cells do not require a response.  Each row in Column D and E requires population or Bidder's response to RFP will be disqualified. 

		     A = Bidder acknowledges, agrees, and will comply to the requirement.

		     X = Bidder is not capable of providing the requirement or the service is not available.

		Ref #		11+A38:A40		Mandatory Requirement "M"		Bidder Response:  A or X		Bidder Comments

		Section I: TECHNICAL REQUIRMENTS

		A. General

		1		Must currently have a web-based, customer-facing dashboard that provides real time status on all platforms' performance and analytics that will meet OIT Voice Services requirements on: 

		1a		 Avaya Communications Manager		M

		1b		Avaya Experience Portal		M

		1c		Avaya Systems Manager		M

		1d		Avaya Session Manager		M

		1e		 Avaya Session Border Controllers 		M

		1f		Avaya Aura Messaging		M

		1g		 Avaya Aura Device Services 		M

		1h		Avaya Call Management System		M

		1i		Swampfox Interactive Voice Response		M

		1j		First In Line  		M

		1k		Outbound Campaign Manager 		M

		1l		 Retarus 		M

		1m		911 Inform		M

		1n		 Calabrio  Quality Mgmt. 		M

		B. Reports

		1		Must review State of Maine (SOM) telecommunication architecture and provide a report to include security vulnerabilities while providing recommendations to address critical components within 30 days of signing contract.   Thereafter, Bidder agrees to review annually.		M 

		2		Provide reports on all platforms for utilization based on SOM requirements.		M 

		3		Provide, for all major incidences, an After Action report within 24 hours of resolution that includes down time,  a root cause analysis identifying the problem, how the problem became about, how problem was determined and what steps it took to get it resolved to 100% uptime  and any further recommendations.		M 

		4		Provide on all platforms an annual report of end of life/end of support, product lifecycle/roadmap for - Avaya, Calabrio, Swampfox, Retarus, 911 Inform hardware including CMS or latest releases with recommendations for fixes or upgrades identifying their associated costs.		M 

		C. Responsible for the integration with a Hosted Avaya Experience Portal

		1		Responsible for the full integration and trouble resolution with a Hosted Avaya Experience Portal with all other platforms and/or software integration.		M

		D. System Warranty

		1		Ensure all hardware will have a minimum of a 1 year warranty provided for any  purchase once installation occurs.		M 

		2		Ensure after 1 year warranty, that Provider puts the end of warranty product under maintenance contract.		M 

		E. 3rd Party Integrations

		1		Avaya and 3rd party integrators' engineers will work on design and the seamless integration of service offering to ensure the technology quoted works as designed to the satisfaction of the SOM.		M 

		2		Lead and coordinate all technical requests involving all parties to the point of resolution or closure.  Completion of work will occur upon acceptance by the SOM.		M 

		3		Coordination of 3rd party integrators will include quote management and tracking, scheduling of required meetings, project management, work completion, license tracking, support, troubleshooting and correct billing from all parties in an acceptable billing format to SOM.		M

		F. Service Level Requirements - Failure/Outage Types and Response Times

		1		Catastrophic Failure /Outage(aka Urgent) -means that, because of platform hardware and/or software malfunctions, more than twenty-five percent (25%) of the total  extension/stations are inoperable or 25% of any critical platform is inoperable.    On-Site Response Requirement:  24x7x365, Acknowledge within 15 mins with 2 hours’ onsite response to Augusta and all other State sites to restore service if requested by the State of Maine. 		M 

		2		Major Failure/Outage (aka High)-means that, because of platform hardware and/or software malfunctions, more than fifteen percent (15%) of the total  extension/stations are inoperable or 15% of any critical platform is inoperable.   
On-Site Response Requirement: 24x7x365; Acknowledge within 15 mins with 4-hour onsite response to Augusta and all other State sites to restore service if requested by the State of Maine.   		M 

		3		Minor Failure/Outage (aka Medium) - means that, because of platform hardware and/or software malfunctions, more than ten percent (10%) of the total  extension/stations are inoperable or 10% of any critical platform is inoperable.  
On-Site Response Requirement:  24x7x365; Acknowledge within 15 mins with 2 business days on-site response to Augusta and all other State sites to restore service if requested by the State of Maine. 		M 

		4		Priority/Public Safety Service outage occurs when an Authorized User reports a service outage and identifies the service as a “health and public safety” issue; the restoration of that service requires top priority.  

		4a		Must immediately respond to this type of outage with the most qualified technicians.  		M 

		4b		The Bidder must describe existing policies and procedures for handling the 
restoration services that are used for public safety.                            		M 

		G. Maintenance and Monitoring

		1		Provide maintenance on all hardware and software across the telephony platforms and 3rd party integrator products (Avaya, Calabrio, Swampfox, Retarus E-fax, 911 Inform).		M

		2		Maintain all hardware equipment and software maintenance records to current state.  		M

		3		Complete yearly audits and provide annual reports for end of life/end of support on hardware and software for all platforms.		M

		4		Provide maintenance, which includes repair, troubleshooting, and problem resolution.  All major components (servers, gateways, etc.,) maintenance will be covered 24x7x365. 		M 

		5		Provide preventative maintenance on equipment in full compliance with the manufacturer’s instructions for all equipment installed under this contract.  Bidder will provide the manufacturer’s maintenance schedule for all equipment.		M 

		6		Successful/unsuccessful completion of all preventive maintenance will be reported at the bi-weekly account management meetings.		M 

		7		All monitored alarms will have remediation strategies in place.		M 

		8		Preventive installation of patches, which are not transparent to the user, must be done off-shift time, from 7 P.M. to 6 A.M providing both verbal and written notification no less than 2-1/2 weeks prior to planned event.  Must be approved by the SOM prior to completion.		M 

		9		Provide on-going maintenance schedule of systems/platforms reviewed quarterly for security patching and upgrades.		M 

		H. Backup Responsibilities

		1		Perform a weekly backup of all telephony systems, and the back-ups should be stored in two different geographical locations. Verification of successful backup completion must be reported at the bi-weekly account management meetings.  Backups must be done between 6 pm and 7 am.		M

		I Network Operations Center

		1		Provide a 24x7x365 Network Operations Center (hereafter NOC) staffed by full-time,  knowledgeable technicians.  Each individual must have the appropriate skillset, access to relevant systems, an understanding of the design and configuration of the services provided.		M 

		2		Provide monitoring of all the SOM platforms 24x7x365 for identification of the overall health of all systems including emergency and non-emergency conditions.  All alarms on all systems must be thoroughly checked the moment it occurs, whenever it occurs. 
All major components (servers, gateways, etc.,) must report to a 24x7x365 alarm monitoring service/NOC capable of notifying of outages on a real time basis. 		M 

		3		NOC must be located in the continental United States.		M 

		4		Bidder will have a NOC that provides sole support, troubleshooting and resolution on all the SOM's Telephony platforms.		M 

		5		Historical tickets will be assessible to the State of Maine for the life of the contract.		M 

		6		Commit to minimize queue time for access to the support staff (i.e. a maximum hold time of 5 minutes). Dedicated contact information for the State is required.		M 

		7		Provide an online trouble reporting system that can be utilized by the State for reporting of all troubles.  		M 

		8		Provide the State, at minimum, the capability to view, track, edit, and print trouble tickets from creation to completion in a secure environment.  		M 

		9		Procedures for the online system must incorporate regular status updates on the ticket and a customer callback upon resolution of the problem.		M 

		10		Must have checkpoints within processes that only allows the State of Maine  authorized contacts to  have authorization to report and work through problem resolutions.		M 

		11		Provide an online trouble reporting system that can be utilized by the State for reporting routine troubles .  		M 

		12		Provide the State, at minimum, the capability to open, track, update, and print trouble tickets from creation to completion in a secure environment.  		M 

		13		Ticket should not be closed until State of Maine Voice Services has verified that the reported problem has been resolved.  		M 

		14		For all failures/outages (see Service Level Requirements - Outage Types and Response Times), shared (or dedicated) staff available to work with the State’s staff to coordinate the repair process.  		M 

		15		A toll-free telephone number for reporting problems must be provided.		M 

		16		Provide an escalation procedure for the Bidder's NOC.		M 

		17		Bidder will provide a shared (or dedicated) contact at the NOC who understands the customer’s design and contract considerations and can work effectively with the end sites to resolve issues. Bidder's usage of subcontractors, will still be held accountable to the SLAs. Bidder must explain their path of escalation up to Tier 4 support. 		M 

		18		Provide notification by phone within 30 minutes of a major platform(s) outage affecting one or all of the State’s platforms. This verbal notification must be followed with a written explanation of the problem, the cause of the problem, the solution to the problem, and estimated time for recovery within one (1) hour of initial communication. The Bidder must provide a report every hour on the hour if the outage persists. 		M 

		J. Upgrades

		1		Provides expertise and guidance on upgrades, improvements, and expansion of the State of Maine current and future communication platforms.		M 

		2		Provide architectural diagrams for all changes to all platforms within 30 days of project completion. 		M





Security Requirements

				APPENDIX H- REQUIREMENTS

				SECURITY REQUIREMENTS 

				Bidder's Security Requirements Matrix Instructions
A response in the form of an Availability Code (A or X; see below for details) is required for each item. Items marked with "M"/Mandatory must have a response. Brief comments or required explanation for each requirement should be entered in the table under "Bidder Comments." If diagrams, charts, or documents are needed in order to respond, please include them as an Attachment to your response and note the Attachment reference in your Comment. Elaborate or provide additional details on any items that could differentiate you from another Bidder. Bidder must indicate what additional costs or number of additional implementation days, if any, will be incurred as well as the estimated time frame for completion. Shaded cells do not require a response.  Each row in Column D and E requires population or Bidder's response to RFP will be disqualified. 

				     A = Bidder acknowledges, agrees, and will comply to the requirement.

				     X = Bidder is not capable of providing the requirement or the service is not available.

		RFP Location		Ref #		Description		Mandatory Requirement "M"		Bidder Response:  A or X		Bidder Comments

				Section  II: SECURITY REQUIREMENTS

				A.		Bidder and any 3rd party integrators or subcontractors will conform to IRS, Maine Revenue Services and OIT as well as other agency information disclosure and security requirements and audits/findings.		M 

				B.		For instant remediation patches, Bidder will follow the CVSS scoring system and work with the State of Maine as applicable.		M 

				C.		Bidder, subcontractors and all staff involved in contract will undergo fingerprint-based background check performed by the State of Maine State Police.  Bidder will be required to periodically have background checks in the future.  Bidder agrees to bear the cost of the background checks including any further requirements within the State of Maine (i.e. security training).		M 

				D.		SOM will determine how security threats will be addressed, including what information is disclosed publicly.		M 













Business Requirements

				APPENDIX H- REQUIREMENTS

				BUSINESS REQUIREMENTS 

				Bidder's Business Requirements Matrix Instructions
A response in the form of an Availability Code (A or X; see below for details) is required for each item. Items marked with "M"/Mandatory must have a response. Brief comments or required explanation for each requirement should be entered in the table under "Bidder Comments." If diagrams, charts, or documents are needed in order to respond, please include them as an Attachment to your response and note the Attachment reference in your Comment. Elaborate or provide additional details on any items that could differentiate you from another Bidder. Bidder must indicate what additional costs or number of additional implementation days, if any, will be incurred as well as the estimated time frame for completion. Shaded cells do not require a response.  Each row in Column D and E requires population or Bidder's response to RFP will be disqualified. 

				     A = Bidder acknowledges, agrees, and will comply to the requirement.

				     X = Bidder is not capable of providing the requirement or the service is not available.

		RFP Location		Ref #		Description		Mandatory Requirement "M"		Bidder Response:  A or X		Bidder Comments 

				Section III: BUSINESS REQUIREMENTS

				A. Contract

				1		Will appoint a single point of contact corresponding with the State Contract Administrator.  		M 

				2		All Bidder(s) and/ any other third-party integrator Statement of Work (SOW), Statement of Service (SOS), proposal, Quote and/or budgetary figures will  co-terminate with Master Agreement's end date.		M 

				3		Provide sample contract for your offering including termination process.		M 

				4		Have an office location in Maine within 200 miles from Augusta Maine.		M 

				5		Provide an organization chart for their organization as well as for 3rd party integrators.		M 

				B. Equipment

				1		Will provide through OIT purchasing processes all new hardware and software from manufacturer.		M 

				2		Will maintain all hardware and software support records to current state.  		M 

				3		Have personnel and equipment available when the service order is received from the State’s Program Administrator to fulfill requests and respond within 14 business days.		M 

				4		Label equipment appropriately and inventory equipment at site for confirmation of receipt of all requested items at the request of the SOM.		M 

				C. Management

				1		Coordinate senior management team to come on-site to Augusta annually to discuss account, recommended product(s) roadmap, industry direction, new partnerships and new announcements from current providers.		M 

				D. Licenses

				1		Annual tracking of license counts for all platform(s).  True ups done within 30 days of findings and as changes occur.		M 

				E. Processes

				1		All parties involved in this contract will follow the SOM identified processes.		M 

				2		All parties involved in this contract will work directly through OIT Voice Services for agency requests. 		M 

				3		SOW, SOS, quotes and invoices will reflect details in layman's language that identifies the work requested in the format required by the SOM Finance and OIT Departments in order to pay within designated timeframes agreed upon. 		M 

				4		Begin dates for any new implementation will be coordinated between Agency, Bidder and OIT Voice Services.		M 

				5		Will review current SOM platforms and software when triggered by Agency to determine requirements for both Agency and OIT  when looking to augment current systems/platforms.  		M 

				6		Identify process when material orders are generated, shipped and materials are received, tracked, invoiced and managed on site.		M 

				7		Will have a method to track and manage licensing.		M 

				8		Will have a method to track and manage product life cycle.		M

				9		Will work with the OIT Department to develop and implement electronic service order updates, processing and procedures.		M 

				F. Billing

				1		The billing cycle for each chargeable event will begin on the first day of each month and end on the last day of each month.		M 

				2		The bill must be received by the fifth day of each month. 		M 

				3		Bills submitted to the State of Maine for payment will be paid thirty days (30) after receipt of said bill; however, in the event that payment is not made within 30 days, the State will not pay any late fees.		M 

				4		Any administrative fees must be fully disclosed by the Bidder and have a maximum rate associated with each fee for the life of the contract. Any fees not disclosed by the Bidder must be removed from any invoices and reissued.		M

				5		Will not to bill for services until installation is complete and signed off by the logical entity ordering the service. Bidder cannot bill for partial or incomplete services.		M 

				6		When an order is placed to cancel or disconnect a service, must stop billing for the service on the customer requested date. If charges continue to be billed, the awarded Bidder shall remove all such charges upon the State’s request with no time limitation, including penalty plus interest.		M 

				7		Provide a secure transfer method to transmit bill information to the logical entity. 		M 

				8		Each State of Maine office (i.e. Executive Branch, Judicial, Legislative, etc.) will have their own billing identifier under their own account number separate from the State of Maine OIT.		M 

				9		Response to disputed charges will occur within five (5) business days.  If no response  within this time frame, the charge will be dropped from the invoice and not paid.		M 

				10		For all recurring incorrect charges, the State will receive a credit equal to 10% in addition to the incorrect charge. Recurring incorrect charges are defined as charges that were disputed on a given billing cycle and were not corrected by the next month.		M 

				11		All billing will be delivered in electronic format.		M 

				12		Detail the itemized bill with description identifying which are 3rd party integrators, Avaya or VAR charges.		M 

				13		Identify awarded Bidder vs 3rd party integrators billing options.		M 

				14		Provide standard length of time for credits to be posted on the exact same invoice where charges were occured.		M 

				15		When the State is billed for services that were not provided, State will withhold payment for those services. Bidder will be given up to 45 days to review the charges, and if legitimate, to re-present them along with an explanation for payment consideration.		M 

		Provide an annual report of end of life/ end of support on hardware and software for all platforms - Avaya, Calabrio, Swampfox, Retarus, 911 Inform hardware including CMS or latest releases.		16		Provide dispute process and how those are resolved.		M

				17		Provide detailed monthly invoicing separated by customer locations, while identifying description items with specifics coming from OIT for required billing:		M 

				17a		Managed Services 		M

				17b		Installation charges		M

				17c		Hardware maintenance charges		M 

				17d		Software license maintenance		M 

				17e		One-time purchases/service requests		M 

				17f		Hourly technician charges		M 

				17g		Professional Services charges		M 

				18		Provide a monthly invoice to the State for service orders completed within the approved period.  This must be completed in a format outlined by the Contract Administrator/ Finance.		M 

				19		Provide duplicate billing information, upon request, at no cost to an authorized user up to twelve (12) months past the original billing date.  		M 

				20		State how long billing information is kept in electronic format 		M 

				21		Assign a dedicated financial representative to the State account that will work with the State to resolve billing, payment, and invoice discrepancies within 30 days of written notification.		M 

				22		Coordinate and provide accurate billing of all Avaya, Calabrio, Swampfox, Retarus, 911 Inform software licenses to meet the State of Maine requirements.		M 

				23		Billing and coordination of all hardware and software licenses from all product sets, providing detailed invoices of what charges are being charged and what platforms they support identifying it down to the level needed by the SOM.  		M 

				24		Provide firm fixed hourly rates on invoices.  No invoice shall be paid unless services or equipment have been received, tested, implemented and accepted by the SOM OIT Voice Services.  		M 

				25		Travel time charges will include only one-way from a designated location in Augusta to SOM site on approved T&M services orders.		M 

				26		The State maybe migrating to a cloud-based platform while reducing the on-premises Avaya VoIP platform and will reduce monthly maintenance to reflect the On-Prem Avaya systems as each migration occurs. Financial penalties will not apply for reduction of hardware maintenance currently in service.		M 

				27		A variety of technological and business factors could cause the overall numbers to diminish overtime. Reduction of products, licenses, services and locations must be reflected in the next monthly hardware or software maintenance invoice.		M 

				G. System Warranty

				1		Warranty products and services will include at least one year period on all hardware.    Warranty encompasses correction of defective hardware, software, or services, and revision of the same as necessary, including deficiencies found during quality assurance testing, implementation, or post-implementation.  		M 

				2		During the warranty period and any subsequent maintenance agreement, any defective components shall be repaired or replaced at no cost to the State of Maine OIT.		M 

				3		All system maintenance during the warranty period and under any maintenance agreements shall be performed by the successful bidding organization using personnel employed by the Bidder and at no additional cost to the OIT department other than those charges stipulated to maintain the equipment.		M 

				4		The Account Manager and/or Account Team will keep “Sold To” information updated. 		M 

				Section IV: BIDDER PORTAL

				A. Billing

				1		Provide an online service and billing portal. Information must include as a minimum, but is not limited to: 		M 

				1a		SOM trouble ticket number		M 

				1b		equipment type, site identification		M 

				1c		submission date and time		M 

				1d		submitter and agency		M 

				1e		action being undertaken with date and time		M 

				1f		sign off by the Authorized User		M 

				1g		resolution with date and time		M 

				B. Techical-NOC

				1		Provide electronical notification of a problem and the estimated time to resolve it to the SOM agreed upon timeframes.		M 

				2		SOM OIT, and others it may designate, will be able to access all trouble tickets (open, closed, pending, etc.) in Bidder's portal.		M 

				3		Offer an on-line, downloadable, on-demand exception report so SOM OIT can track requests for service restoration that have failed to meet the scheduled restoration time and/or SLAs.		M 

				C. Billing and Technical

				1		All invoices and reports shall be available to the State on a customer portal, in a viewable and downloadable format providing details amendable to the SOM.  		M 

				D. Purchases

				1		Supply new Avaya products at a consistent discounted rate on the manufacturer  government list price for the life of the contract as set forth in the Cost Workbook.		M 

				2		The Customer reserves the right to only use new, not refurbished telephone sets, equipment and to purchase those from a 3rd party if desired.		M 

				E. Meetings

				1		The required Account Team members will meet with the SOM OIT VS bi-weekly or less frequently as the SOM determines.  Full account team meetings will occur monthly.  Agendas and reports to be presented will be provided to SOM at least 2 business days prior to each meeting.		M

				2		Ad hoc agency meetings to be determine at time of need.		M

				3		Executive level annual meetings, the Account Team will be required to meet no less than once yearly.		M

				4		Project related meetings as determined by both SOM and Bidder's team members will be set when agreed upon by parties involved.		M

				5		OIT will determine if meeting will be on-site, remote audio or video bridge and will determine any cancellations. 		M

				6		Full account team meetings will occur monthly onsite or video as determined by the SOM to review new requests (agency or OIT Voice Services) to address action items, responsibilities, strategic or planning sessions, ownership and associated timelines.  		M 

				F. Disaster Recovery

				1		Maintain a list of equipment in use by location for use in restoration of services in the event of a major catastrophic event.  A duplicate copy of the current systems hardware and software list shall be provided to the State on a quarterly basis.		M 

				2		Have spare stock (aka 'crash kit') for all critical system components no more than 4 hours from Augusta, Maine.   The Awarded Bidder will work with the State during negotiations to establish the level of stock and spare equipment to be maintained. The SOM will provide the storage location for any on-site equipment.  This will be provided to the SOM at no extra cost.   Will be inventoried and reported annually to the SOM.		M 





Support Requirements

				APPENDIX H- REQUIREMENTS

				SUPPORT REQUIREMENTS 

				Bidder's Support Requirements Matrix Instructions
A response in the form of an Availability Code (A or X; see below for details) is required for each item. Items marked with "M"/Mandatory must have a response. Brief comments or required explanation for each requirement should be entered in the table under "Bidder Comments." If diagrams, charts, or documents are needed in order to respond, please include them as an Attachment to your response and note the Attachment reference in your Comment. Elaborate or provide additional details on any items that could differentiate you from another Bidder. Bidder must indicate what additional costs or number of additional implementation days, if any, will be incurred as well as the estimated time frame for completion. Shaded cells do not require a response.  Each row in Column D and E requires population or Bidder's response to RFP will be disqualified. 

				     A = Bidder acknowledges, agrees, and will comply to the requirement.

				     X = Bidder is not capable of providing the requirement or the service is not available.

		RFP Location		Ref #		Description		Mandatory Requirement "M"		Bidder Response:  A or X		Bidder Comments

				Section V: SUPPORT REQUIREMENTS

				A. Support/Maintenance 

				1		Will provide a single POC for all maintenance and support on hardware and software  across the telephony platforms and 3rd party integrator products (Avaya, Calabrio, Swampfox, Retarus E-fax, 911 Inform).		M 

				2		Support and maintain all hardware equipment and software maintenance records to current state.		M 

				3		Have certified technicians available throughout the State to support all the State of Maine's current and future telephony platforms.		M 

				4		Be able to be on-site for hardware and/or software maintenance/repair needs or if OIT deems it necessary for Bidder to be on any site at any given time.		M 

				B. Escalation

				1		Provide an up to date and detail escalation path specific to the SOM for Bidder and 3rd party integrators for issues related to the account team.  This process should include names and contact information of the appropriate management personnel.		M

				2		Ensure Professional Services personnel will be available for emergency service or for meeting the SOM OIT or Agencies needs. (See Cost Proposal-Appendix E).		M

				C. Account Team

				1		Provide job descriptions for each Account Team member and whether they are dedicated or shared by Bidder including the 3rd party integrators personnel.		M

				2		The account team must be made up of the following (at a minimum). For the purpose of this section: “dedicated” means that the resource only works on the State of Maine account, while “shared” means that the resource works on the State of Maine account but may work on other accounts at the Bidder’s discretion. All are expected to participate in State’s project and/or service meetings as needed. Each team member must have a designated backup. Bidder must provide detailed resume information including name, title, total years of service, years in current position, description of current duties, and information about special training and pertinent certifications for each individual proposed by role.		M

				D. VAR & Integrator Levels

				1		Provide proof of partner level for each 3rd party integrator per telephony platform currently in place.

				1a		 Avaya Communications Manager		M

				1b		Avaya Experience Portal		M

				1c		Avaya Systems Manager		M

				1d		 Avaya Session Manager		M

				1e		 Avaya Session Border Controllers		M

				1f		 Avaya Aura Messaging		M

				1g		 Avaya Aura Device Services		M

				1h		 CMS		M

				1i		 Swampfox Interactive Voice Response		M

				1j		 Nuance		M

				1k		 First In Line 		M

				1l		 Outbound Campaign Manager		M

				1m		 Retarus		M

				1n		 911 Inform		M

				1o		 Calabrio  Quality Mgmt.		M

				E. Dispatch

				1		Describe and identify locations where the work will be dispatched from and their abilities to service the various State offices located throughout the SOM.		M 

				2		Identify where each Account team member is located (city/town and office vs remote).		M 

				3		Located within the continental United States to provide support .		M

				F. Training

				1		Provide training opportunities to the SOM for any net new products which will reflect in quote, SOW, proposal and/or budgetary figure for end users and system level administration. Training will show hours of training provided for each level and the cost associated with each level. All training will include documentation for both end-user and system admin levels for each platform. 		M 

				2		Owns any training for the dedicated onsite technician to meet SOM requirements and system level knowledge if the State of Maine executes on professional services. 		M 

				3		Conduct training within thirty (30) days of contract award, migration to any new systems, or adoption of new technologies. 		M 

				4		Provide quotes that identify per application training, the prices to meet the training requirement identified by the SOM OIT Voice Services team.		M







Service Requirements

				APPENDIX H- REQUIREMENTS

				SERVICE REQUIREMENTS 

				Bidder's Service Requirements Matrix Instructions
A response in the form of an Availability Code (A or X; see below for details) is required for each item. Items marked with "M"/Mandatory must have a response. Brief comments or required explanation for each requirement should be entered in the table under "Bidder Comments." If diagrams, charts, or documents are needed in order to respond, please include them as an Attachment to your response and note the Attachment reference in your Comment. Elaborate or provide additional details on any items that could differentiate you from another Bidder. Bidder must indicate what additional costs or number of additional implementation days, if any, will be incurred as well as the estimated time frame for completion. Shaded cells do not require a response.  Each row in Column D and E requires population or Bidder's response to RFP will be disqualified. 

				     A = Bidder acknowledges, agrees, and will comply to the requirement.

				     X = Bidder is not capable of providing the requirement or the service is not available.

		RFP Location		Ref #		Description		Mandatory Requirement "M"		Bidder Response:  A or X		Bidder Comments

				Section VI: SERVICE REQUIREMENTS

				A. Service Orders

				1		The qualified technician(s) will have the service order(s) signed by SOM appointed POC and will return it to OIT Voice Services when each order has been fully completed.		M 

				2		Work will only commence when a Purchase Order Number (PON) work ticket has been issued by SOM OIT Voice Services team. Purchase order numbers will come out of OIT for services unless otherwise delegated.		M 

				3		No work will start until a State of Maine Delivery Order has been issued by Procurement Office.		M 

				4		All MAC service orders will be completed within 10 business days.		M 

				5		All equipment orders will be shipped and on SOM site within 10 business days of receipt of the order.		M 

				B. Scheduled Maintenance

				6		Maintenance is defined as work on the platform(s) which is not expected to cause a loss of service to the State of Maine but could create an outage or service degradation. 		M 

				6a		Notification of scheduled maintenance must include, at a minimum:
• Description of the maintenance to be performed (including the reason)
• Start Date/Time
• Duration
• Potential Negative Effects (i.e. user outage, etc.)
• Fall back plan
• Completion of the maintenance and outcome provided to on-call SOM tech via phone call and in writing.
		M 

				7		Scheduled maintenance must be performed between 7 pm and 6 am (eastern standard time). The State reserves the right to have “blackout dates” where scheduled maintenance would be prohibited due the potential negative effects on a scheduled event (e.g., Statewide elections, tax day, etc.).		M 

				8		All scheduled maintenance requires 2/1/2 weeks notification and approval from the SOM VS to move forward.		M

				C. Emergency Maintenance

				9		All parties must notify the State prior to any emergency maintenance. The State wants notification at least six (6) hours prior to the maintenance, but understands that due to the criticality of the maintenance, this may not be viable. Notifications must be via email and phone call to the State’s designated contact. Emergency Maintenance is defined as immediate action needed by the Bidder to repair or remediate degradation of services. Emergency maintenance events will be considered a service outage and thus fall under SLAs.		M 

				9a		Notification of emergency maintenance must include, at a minimum:
• Description of the maintenance to be performed (including the reason)
• Start Date/Time
• Duration
• Potential Negative Effects (i.e. user outage, etc.)
• Completion of the maintenance and outcome provided to on-call SOM tech via phone call and in writing.		M 

				10		All emegency maintenance requires immediate notification and approval from the SOM OIT VS to move forward.		M

				11		The State reserves the right to negotiate the maintenance window for emergency maintenance at critical sites/times.  		M 

				D. Installation, Testing, Acceptance

				12		Will not accept any service orders from any logical entity unless authorized by OIT Voice Services.  Under no circumstance should an authorized reseller contact a logical entity eligible to procure services under this agreement until Voice Services has scheduled the business design sessions.		M 

				13		The State of Maine reserves the right to test and observe all functionality of new services before accepting the service. 		M 

				14		All purchases and installation will follow all SOM security policies and requirements.		M

		E. 		E. Account Team requirements:

				1		The partnership between the State and the awarded Bidder is linked through the local account team. In order to ensure a strong partnership and eliminate the chance of misunderstanding the State’s goals, all contact with the State’s various logical entities must be done through the OIT Voice Services team.		M 

				2		Account Team Manager  – Works closely with the State’s Executive Management to establish strategic goals and objectives, serves as an escalation point for unresolved issues, and oversees account management to ensure proper adherence to State policies and regulations.  This individual must be designated on the account team and may be located anywhere in the continental United States. 		M 

				3		Account Manager  – Responsible for overall account management including account team coordination, acting as primary point of contact between all team members from each organization, responds to information requests regarding State services under contract, coordinates with the service provider’s subcontractors or partners to ensure seamless delivery of contracted services, and serves as the corporate liaison for State issues. Oversees the maintenance of the dynamic inventory database of services maintained for the State. Prepares and tracks meeting minutes and agenda, track work requests (open, status, closed) and discuss these items and plan future work with firm timelines of implementation. Schedule regular meetings, no less than monthly with OIT Voice Services (VS) Team. The Account Manager(s) must directly report to the SOM VS Manager.  This individual must be designated on the account team and may be located anywhere in the continental United States. 		M 

				4		Technical Sales Consultant – Responsible for pre-sales engineering and acting as a customer advocate in an effort to continually improve services and performance. This individual must be able to architect solutions and understand the overall architecture between the Bidder's proposed solutions and the State of Maine's current platform.  Bidder must be able to provide superior consultation and documentation in emergent technologies and architectural design and integrate seamlessly into the current platforms at the State's request .  This individual must be designated on the account team and may be located anywhere in the continental United States. 		M 

				5		Service Manager  – Serves as the primary escalation point for service and maintenance issues, communicates with the State regarding routine maintenance that may affect the systems, provides documentation for service and maintenance functions as well as critical or chronic problems in all the current communication platforms, and manages and reports on the contract.   This individual must be designated on the account team and may be located anywhere in the continental United States. 		M 

				6		The Service Delivery Manager will provide account management (including but not limited to troubleshooting coordination, Bidder management meets, tracking of all State of Maine agency requests, overseeing upgrades, etc., to manage operational level needs.  This individual must be designated and may be located anywhere in the continental United States. 		M 

				7		Project Manager (As needed) - Provides overall management of implementation or upgrade projects including all platforms including:  assisting in mass order placement, actively monitor and report on project progress, and provide written documentation of the project (e.g. meeting agendas, meeting minutes, and project plan, etc.). Coordinates internally with the required groups within the Bidder's organization and with the service provider’s subcontractors or partners to ensure seamless delivery of contracted services. Coordinates  and ensures successful implementation. Escalates, as needed, to expeditiously resolve customer complaints. This individual must be designated on a per project basis and may be located anywhere in the continental United States. 		M 

				8		Billing Manager - Responds to billing inquiries and resolves billing disputes.  Proactively monitors service provider-billing accuracy. Works with order processing group to minimize billing errors on the front end and attends each monthly meeting.  This individual must be designated on the account team and may be located anywhere in the continental United States. 		M 

				9		Billing Customer Service Representative  – Works at the direction of the billing manager to issue credit and resolve disputes within 30 days. These individuals must be assigned to the State of Maine account and may be located anywhere in the continental United States.		M

				10		Provide a dedicated account management that provides professionals and managed services, maintenance and support team that is accessible 24x7x365 as needed to the level the SOM requires in order to function appropriately.		M 

				F. Managed Service

				1		Provide managed services for patching and upgrades of the following platforms operating systems (OS)		M 

				1a		Avaya Communications Manager		M 

				1b		Avaya Experience Portal		M 

				1c		Avaya Systems Manager		M 

				1d		Avaya Session Manager		M 

				1e		Avaya Session Border Controllers		M 

				1f		Avaya Aura Messaging		M 

				1g		Avaya Aura Device Services		M 

				1h		Call Management System		M 

				1i		Swampfox Interactive Voice Response		M 

				1j		Nuance		M 

				1k		First In Line 		M 

				1l		Outbound Campaign Manager		M 

				1m		Retarus		M 

				1n		911 Inform		M 

				1o		Calabrio  Quality Mgmt.		M 

				1p		Dell Servers		M

				2		Provide managed services on other required services upon request from the SOM.		M 

				G. Service

				1		Provide statewide service on all systems currently in place on all platforms. (Avaya, Calabrio, Swampfox, Retarus, 911 Inform).		M

				2		As SOM site's change during the contract period, all the corresponding telephony support records including billing will be updated and reported back to OIT VS.   Pricing will be adjusted to reflect the change(s) of changes showing no penalties for removal of contracted hardware and services including licenses.		M 

				3		Inform and educate OIT of new industry regulations and what is needed to meet the necessary regulations (state and federal) and their associated timeframes providing solutions to meet these requirements.  		M

				H. Professional Services

				1		Provide Professional Service offerings indicating all the cost for the various levels of service offerings along with price points for each service offered.		M

				2		The State is interested in resources the Bidder has that would enhance the State of Maine installed and maintained communications platforms. 		M 
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AADS~Avaya Aura Device Services
SMGR- System Manager
(CMS~ Call Management System
SAL/SAL Policy- Secre Access Link for Remote Access
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