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call center/customer contact center Services (ccs) Cutover Checklist

I. Networx Service Functional Definition: 
Call Center/Customer Contact Center Services (CCS) provides services and personnel to enable Agencies to efficiently and effectively deliver customer service to their clientele across multiple contact channels (voice, fax, email, Internet website, etc.) by providing a single network call queue or multiple call queues (where applicable). A network call queue manages multimedia customer interactions such as voice, email, Web submissions, and fax. The call queue(s) provides the consistent, real-time management and distribution of multi-media calls to an Agency contact center. CCS may be used in conjunction with Toll-Free and other network services to facilitate Agency communications with the general public, businesses, and other Agencies. CCS also offers a call answering service with the call queue. The CCS call answering service enables the Agency to utilize contractor provided resources to respond to caller inquiries. The contractor provided call answering resources can be situated at either (1) an Agency location(s) or (2) a contractor location(s).
Call Center/Customer Contact Center Services can enable subscribing Agencies to deliver customer service to their designated customer base across multi-media contact channels (voice, fax, email, Internet website, etc.) and provide additional enabling services for end to end customer service. The basic service provides intelligent call routing capabilities with a network call queue. The CCS will apply to single site, multiple site, and enterprise wide Agency contact centers.
Service Delivery Method Diagrams

The first three drawings (Fig. 1 – 3) depict the call management service call routing database locations and providers.  Figures four (Fig. 4) and five (Fig. 5) show the optional contractor provided call center staffed locations utilizing Contractor Provided Contractor Based (CPCB) call management delivery.  The final diagram (Fig 6) depicts one optional methodology for IVR host connect feature which could be deployed with any of the Call Center Service (CCS) options for Call Management Service and Call Answer Service.
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Fig 1
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Fig 3
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Fig 5
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I. Applicable standards include:
Call Center/Customer Contact Center Services shall comply with the following standards as applicable: after award, the Networx vendor may propose alternatives at no additional cost to the Government that meet or exceed the provisions of the standards listed below.

1. Computer Supported Telephony Applications (CSTA) (Optional)

2. [image: image14.png]


IETF RFC’s for Internet Protocol (IP) IPv4. IPv6 when and where offered commercially by the contractor.

3. ITU-T H.248.1 / Megaco (IETF RFC 3525) when and where offered commercially by the contractor.

4. ITU-T H.323 when and where offered commercially by the contractor.

5. ITU-T T.30, T.37, T.38, and T.120

6. Skinny Client Control Protocol (SCCP) (Optional)

7. IETF RFC 3261 for Session Initiation Protocol (SIP) when and where offered commercially by the contractor.
8. Voice eXtensible Markup Language (VxML)
9. All appropriate standards for any underlying access and transport services.
10. The contractor shall comply with all new versions, amendments, and modifications made to the above listed documents and standards when offered commercially.

II.
Networx Performance Requirements

The performance levels and Acceptable Quality Level (AQL) fo Key Performance Indicators (KPI’s) for Call Center/Customer Contact Center Services in the Networx RFP Section C.2.11.2.4.1 are mandatory:

	Key
Performance
Indicator (KPI)
	Service
Level
	Performance
Standard
(Threshold)
	Acceptable
Quality Level
(AQL)
	How
Measured

	Availability
	Routine
	99.5%
	≥ 99.5%
	Availability is measured and calculated as a percentage of the total reporting interval time that CCS is operationally available to the Agency. Availability is computed by the standard formula:
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	Critical
	99.9%
	≥ 99.9%
	

	Time To Restore
	Without Dispatch
	4 hours
	≤ 4 hours
	The contractor shall calculate Time to Restore (TTR) as the elapsed time between the time a service outage is recorded in the Trouble Management System and the time the service is restored minus any (1) time due to scheduled network configuration change or planned maintenance or (2) time, as agreed to by the Government, that the service restoration of the service cannot be worked due to Government caused delays. Examples of Government caused delays include: 1) the customer was not available to allow the contractor to access the Service Delivery Point or other customer-controlled space or interface; 2) the customer gave the contractor an incorrect address for the SDP; 3) the customer failed to inform the contractor that a security clearance was required to access the SDP or customer-controlled space; 4) or the Government required service at a remote site and agreed that a longer transit time was required.

	
	With Dispatch
	8 hours
	≤ 8 hours
	


III. Interfaces

 Since Call Center/Customer Contact Center Services is an application layer service which uses underlying network services(s) to deliver customer service capabilities, refer to the following Interface requirement sections listed below, where applicable:

1. Circuit Switched Services (Networx RFP Section C.2.2)

2. Internet Services (Networx RFP Section C.2.4)
3. Virtual Private Network Services ( Networx RFP Section C.2.7)
Call Center/Customer Contact Center Services (CCS) Checklist should be fully determined after the services and features are agreed to between the Networx Vendor and the Agency and used in conjunction with network services cutover checklist like Toll-Free (TFS) and/or other services to facilitate Agency communications with the general public, businesses, and other Agencies. The checklist below is a small sample of the detailed cutover plan which will need to be developed as per the requirement of the Networx contract.  
Please refer to and use in conjunction with Generic Cutover Checklist
	PRE-CUTOVER
	
	STATUS

	Administrative
	Has an Agency Hierarchy Code (AHC) been provided to the Networx vendor?
	

	
	Have Local Government Contacts (recommend at least two per location) been identified and contact information provided?
	

	
	Has a Project Specific Transition Plan Identifier been assigned?
	

	
	Note (P_OPS) in the Agency Service Request Number (ASRN) if this is parallel service.
	

	Pre-Ordering/Design Decisions
	Has the access type (wireline, satellite, etc.) been determined?
	

	Installation
	Have SED(s) and Circuit(s) been installed and tested? Routing tables completed?
	

	
	Verify signaling parameters are correct on installed circuits.
	

	
	Has required inside wiring been installed and tested?
	

	Network Management
	Provide all new circuit and SED information to the affected Network Management Organization, particularly where diversity/redundancy/route avoidance is provisioned.
	

	Documentation 
	Provide all “As-Built” drawings to site personnel. Provide Circuit Layout Records to the affected Network Management Organization, particularly where diversity/redundancy/route avoidance is provisioned
	

	Execute Tests
	See Examples below of recommended call-through and feature tests. Other tests should be done based on the Agency specific requirements.
	


The Networx vendor will work closely with Agencies to develop a customized project plan for successfully launching the new CCS and all functions and activities connected with the project. Once all the pertinent information has been gathered, a project kick-off meeting will be held with representation from all the affected Agency departments to fully discuss program specifics, Agency background, program goals/objectives, call flow, key implementation plans/timelines, hours of operation, Service Level Agreements, identification of program management and stakeholders, training needs, and overall Agency expectations. The documented project plan should include required activities, dependencies, assigned resources, and milestones/durations adequate to support the management of the CCS implementation.

CCS System Planning: The Networx vendor will work with the Agency to gain the following information:

1. Determining the Agency’s current and forecasted traffic patterns including volumes, busy hour distributions, average call handling duration, and out-of-center routing requirements. Defining the required data communications configuration and capacity to support CCS services and features like CTI, IVR, and related functions, including telemetry and reporting data collection, and how to migrate operations from the current platform to include parallel service and a fallback plan.

2. Determining specific equipment and application requirements for suite of products that may including inbound ACD, Outbound Predictive Dialing, Web Contact (email, chat, collaboration, and callback), CTI, and Call Reporting applications

3. Reviewing the existing or new disaster recovery procedures to make them specific for CCS, including system crashes, weather, fire, and power outages

4. Creating security procedures 

5. Developing reporting requirements

6. Ensuring an accurate inventory of the Agency’s call history information and databases are migrated from the old CCS to the new CCS systems.

7. Reviewing call center configuration (logical and physical); redundant network connectivity (with bandwidth and ISP plans); desktop, server, spares, and remote back-up equipment plans

8. Reviewing and planning the requirements for the CCS agent’s, lead’s, and supervisory. The quality and operational processes with detailed contact, trouble ticket resolution, and escalation plans to ensure achievement of service levels within the CCS 

9. Ensuring the Continuity of Operations Plan (COOP) documents are updated to reflect the new CCS systems 

10. Creating customized services verification Test Plan for each product based upon the specific requirements of the Agency 
The Networx vendor will provide a CCS Migration Plan with a migration schedule for the transfer of call/contact center operations from the incumbent call center operator (an Agency or contractor) to the vendor. The migration plan shall identify the necessary tasks and schedule to provide a seamless transition of operations and implement the vendor’s CCS. The migration plan shall also identify migration risks and provide a risk mitigation strategy. When this service is cancelled by an Agency, the vendor will assist the subscribing Agency with migrating operations to the new organization (successor contractor) responsible for the call center. The assistance shall include but is not limited to providing an accurate inventory of the Agencies CCS configuration, call history information, and access to the CCS facility for a site survey.
11. Is the program transitioned within the same facility, retaining the same staff? 

12. Will the program be transitioned from one location to another, attempting to retain the same staff? 

13. Will the transition involve the termination or shutting down of the old operation and ramping up of a new program at a new facility with a new team? 
14. Are parallel operations required during the transition? And if so, for how long?

15. Have key personnel from the current team and for the new team been identified?
16. If new personnel are required, how many? One could base the number of new hires on historical volumes from the previous site as well as any projections that may be provided from the Agency

17. Creating a CCS management team for the specific program and having them trained before operations start at the new CCS

18. Training requirements vary based on products implemented and the size and complexity of Agency configurations

19. Creating timelines for training classes

20. Generating weekly reports on hiring accomplishments if required

21. Preparing the orientation, employee handbook, and other documentation for new hires as part of new hire training

	FINAL CUTOVER
	
	

	Communicate schedule and status with stakeholders
	
	

	Obtain authorization to proceed or delay
	GO/NO-GO notification 


	

	Activate new service(s)
	
	

	Conduct acceptance test
	
	

	The Agency should notify Networx vendor  and TCC of rejection of service within 72 hours of cutover
	Acceptance period of 72 hours begins upon receipt of the Service Order Completion Notice (SOCN)
	

	Begin production
	
	

	Obtain signoffs for cutover completion
	
	

	Deactivate legacy service
	
	


Note: Testing of each service and /or feature unique to the call center will be required to be completed before operations are started to insure all service / features are routing and functioning properly. 
  The Agency should insure that all of the features and functions ordered with the service were delivered and are operational within the seventy two hour acceptance window. The Networx vendors are to perform verification testing on the service for each order at the initial service delivery to an Agency per the Networx service verification test plan.
CALL-THROUGH TESTS - INBOUND CCS (Examples)
International (if required and available)

Functionality of number portability

Single toll-free numbers terminating at multiple SDPs

Multiple toll-free numbers terminating at a single SDP

Capability of the vendor’s network to provide multiple recorded announcements

Capability of the vendor’s network to provide Dialed Number Identification Service (DNIS)

Capability of the vendor’s network to provide the calling parties Automatic Number Identification (ANI)

FEATURE TESTS (Examples)

IVR- Agency based routing database (Host Connect)

IVR-Office Locator Database

IVR-Speech Recognition

Alternate Routing (Cascade Routing)

ANI Based Routing

Call Prompter:


A – Customer Recorded Input Transmission


B – Transcription Report (English)


C – Transcription Report (Spanish) 

Call Recording and Monitoring

Call Redirection

Special Routing Requirements (Day of Week Routing, etc.)

Interactive Voice Response (IVR)
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(continued)
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CUTOVER ISSUES LOG
	ISSUE #
	INITIATOR
	ISSUE SUMMARY

	
	
	

	Priority/Impact
	Owner
	Target Resolution Date

	
	
	

	Status
	Status Date
	Resolution
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