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-Features  

The Networx Vendor will provide the ability to route 

inbound callers and messages to alternate 

destinations based upon business rules such as:

1. Call Status (No answer/Busy

2. Caller ID

3. Day of week

4. Time of day

 The Networx Vendor will provide a call waiting

 indication when a new incoming call has arrived.
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-Features  

The Networx Vendor will provide speech 

recognition capabilities for the subscriber to 

manage their mailbox for the following 

commands:

1. Mailbox navigation

2. Message composition / reply

3. Message playback

4. Message deletion
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Data / Voice  On-Net User 

Network  Access  

Government Site

Pager

Unified Messaging 

Service (UMS) 

Unifies voicemail, 

fax, and email all 

into one interface 

that can be 

accessed from a 

telephone, email, 

and via the Web.
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Inter-Operation of Voice and Data messaging:

-Voice messages in Email

-Fax message in Email

-Text to speech conversion (voice readback) 

of electronic messages via telephone

-Web access to media independent 

messages

`

Voicemail. Fax, and Email
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Unified Messaging Service (UMS) Cutover Checklist
I. Networx Service Functional Definition:  Unified Messaging Service (UMS)

Unified Messaging Service allows subscribers to manage messages from different communications media such as email, voice, or fax from a single mailbox interface via the telephone or a Web browser.
   The Government Agency benefits from increased user mobility while maintaining increased access to integrated messaging services. These services allow the user to control the delivery of their own messages through the Unified Messaging Services provided such as Text to Speech reading of E-mail from a mobile or landline telephone or voicemail delivered to their E-mail inbox as an attachment. Additionally fax messages can be delivered to the inbox and directed to any compatible UMS Service output.
Figure 1: The drawing below depicts the difference between a Government Agency or Site with Vendor provided Unified Messaging Service versus an Agency or Site without Networx ordered Unified Messaging Service.
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The definition of Unified Messaging is as follows:

Unified Messaging (or UM) is the integration of different streams of messages (e-mail, Fax, voice, video, etc.) into a single in-box, accessible from a variety of different devices. It differs from simple multimedia email in that UM systems typically try to integrate telephone-based voicemail as well, and to make the UM mailbox accessible from a conventional or cellular phone.

Applicable standards include:
Unified Messaging Service shall comply with the following standards as applicable:

After award, the contractor may propose alternatives at no additional cost to the

Government that meet or exceed the provisions of the standards listed below.
1. Facsimile: Group 3 Fax, ITU-T.37, T.38

2. Internet Message Access Protocol (IMAP4)

3. Lightweight Directory Access Protocol (LDAP)

4. Message Application Protocol Interface (MAPI)

5. Multi-purpose Internet Mail Extensions (MIME)

6. Post Office Protocol (POP3)

7. Secure Sockets Layer (SSL)

8. Simple Message Transfer Protocol (SMTP)

9. The Networx Vendor will comply with new versions, amendments, and modifications made to the above listed documents and standards when offered commercially.
Unified Messaging Service Features
(UMS)

	ID Number
	Name of Feature
	Description

	1
	Follow Me Service
	The Networx Vendor will provide the ability to route inbound callers and messages to alternate destinations based upon business rules such as:

1. Call Status (No answer/Busy)
2. Caller ID

3. Day of week

4. Time of day

The Networx Vendor will provide a call waiting indication when a new incoming call has arrived.

	2
	Speech Messaging Enabled(Activated)
	The Networx Vendor will provide speech recognition capabilities for the subscriber to manage their mailbox for the following commands:
1. Mailbox navigation

2. Message composition / reply

3. Message playback

4. Message deletion


II. Networx Performance Requirements
The performance levels and Acceptable Quality Level (AQL) of Key Performance Indicators (KPI’s) for Unified Messaging Service are mandatory.
Unified Messaging Service (UMS) Performance Metrics


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

	Availability
	Routine
	99.7
	≥ 99.7
	Availability is measured and calculated as a percentage of the total reporting interval time that UMS is operationally available to the Agency. Availability is computed by the standard formula:
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	Time to Restore (TTR)
	Without
Dispatch
	4 hours
	≤ 4 hours
	The Networx Vendor will 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

None, UMS is an application-layer service. The Networx Vendor will support UMS to different devices. At a minimum, the following devices types shall be supported by UMS:

a. Cellular phones
b. Facsimile (fax)

c. Pagers.

d. Personal Digital Assistants (PDA)
e. Telephones
f. Desktop workstations
g. Email Servers
h. Laptop computers
IV. Connectivity
The Unified Messaging Service shall connect to and interoperate with:

1. Internet
2. Public Switched Telephone Network

The Unified Messaging Service mailbox shall be accessible via a single telephone number or the Internet. The Networx Vendor will provide UMS for both local and toll-free telephone numbers.

V. Pre-cutover Activities

	Unified Messaging Service (UMS) 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
	Will the access method be agency or contractor provided?
	

	
	Is access diversity/redundancy required and available?
	

	
	Are adequate entrance facilities available to support parallel access if required?
	

	
	Have the local loop framing protocol and line coding requirements been determined?
	

	
	Have TSP authorization codes to revoke existing service been provided if necessary?
Has TSP confirmation for new service been provided to NCS, if necessary?

(Applies to dedicated access circuits)


	

	
	Verify the Networx Vendor supports the features and interfaces specific to the agency’s application.
	

	
	CPE requirements:
Are Networx SEDs required? 
Will the local service CPE support parallel service? 
Determine HW/SW changes necessary in the local switching to accommodate the planned cutover strategy.
	

	
	Determine the Parallel Operations Period – all orders for parallel service will have to be so noted in the ASRN.
	

	
	Prepare Fall-Back plan: 
A fall back plan would include the following steps:

Re-Assigning message routing for each user and unified service.

Re-Establish accounts and service on original platforms. (i.e. voicemail, email, fax server, etc.)

Re-Install previous Unified messaging client as required or modify messaging client settings to operate with prior service. 
Additional steps may be defined as part of the Agencies individual transition plan.
	

	User Training
	Have users received training on, Unified Messaging service operation and features, trouble reporting, Network Inventory Code (NIC), Portal and toll free reporting, SED ownership, access circuit IDs if required, etc.?
	

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

	
	Verify signaling parameters are correct on installed circuits.
	

	
	Have messaging clients been configured with UMS settings for Agency users?
	

	
	Has the Agency security policy been reviewed and implemented in regard to Unified messaging. (E.g. attachment forwarding, MIME conversion, etc.)
	

	Network Management
	Provide all new circuit and SED information to the affected Network Management Organization.
	

	Execute Tests
	See Examples Below of a Networx Vendor Networx Services Verification Test Plan: Have the Agency LGC or Network Management Organization and Networx vendor reviewed the results of this testing to insure all is ready for the actual cutover?
	

	
Conduct Pre-Cutover Testing

	See Examples Below of a Networx Vendor Networx Services Verification Test Plan:
	


*Use this checklist in conjunction with Generic Cutover Checklist

VI. Service Access and Feature Tests
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.
Examples:

· Message waiting notification
· Email address assignment

· Receive Internet email

· Message recall via telephone and Internet
· Fax redirection and translation (Speech, Email, or Fax device)

· Text to Speech read back from Email to Telephone

· Voicemail redirection to Email

· Mobility controls (Forwarding, distribution lists, etc.)
· Originate and send messages from email or web
· Reply to messages from email, telephone, and the web
· Contact or Distribution lists (import, management for both individual and global)
· Follow Me based routing (Caller ID, Day/Time, Status)
· Speech Recognition (Mailbox Navigation and Management)
· Information Services
· Local Access Number
· Toll-free Access Number
Test any underlying services required for implementation of Unified Messaging Services such as Internet Protocol Service (IPS) or Circuit Switched Data Service (CSDS) connections.

VII. Cutover Activities

	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
	
	


VIII. Transition Cutover Contact List

Transition Cutover Contact List







  Agency Name:  










Local Government Contact Personnel:

Name:  












Name:  











Title/Function:  










Title/Function:   








Location:   











Location:   
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Office #: 











Office # 
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Email:  

















Networx Vendor:    










Networx Vendor Key Contact Personnel:

Name:  












Name:  











Title/Function:  










Title/Function:   








Location:   











Location:   
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Office #: 
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Transition Cutover Contact List

(Continued)







   CPE Vendor:  










CPE Vendor Key Contact Personnel:

Name:  












Name:  











Title/Function:  










Title/Function:   








Location:   











Location:   










Mobile #:  











Mobile #:  










Office #: 











Office # 










Email:  












Email:  

















Access Vendor:  










Access Vendor Key Contact Personnel:

Name:  












Name:  











Title/Function:  










Title/Function:   








Location:   











Location:   










Mobile #:  











Mobile #:  










Office #: 











Office # 










Email:  












Email:  











CUTOVER ISSUES LOG
	ISSUE #
	INITIATOR
	ISSUE SUMMARY

	
	
	

	Priority/Impact
	Owner
	Target Resolution Date

	
	
	

	Status
	Status Date
	Resolution

	
	
	































































































































































































































































































































































































































































































� Wikipedia: (http://en.wikipedia.org/wiki/Unified_messaging), Wikipedia®, Wikimedia Foundation, Inc.








TASK 004: Unified Messaging Service (UMS)
GSA TCC Final #2
Page 1 of 13 =  - 1 
12


