ATTACHMENT B - Contact Centre Requirements Questionnaire


Bidders are required to respond to all requirements or questions included in the table below.  For items which are a requirement, the Bidder is expected to indicate their acknowledgement and agreement to the requirement by “clicking” the Yes or No buttons adjacent to the requirement.  An area has been provided below the statement of the requirement for the Bidder to include any comment or explanation consider necessary by the Bidder.  The inclusion of a comment or explanation is optional although an effectively written comment or explanation will aid in our understanding of your answer.
Items below which are in the form of a question require that the Bidder provide a Response in the space provided and in some circumstances, include their response as an Attachment to the submission.  Bidders must provide a response to all questions.
	QUESTION OR REQUIREMENT
	ACKNOWLEDGED AND AGREED

	
	
	

	OPERATIONS

	1. 
	The 311 Contact Centre will be a 24 hour, 7 day/week operation and the technology provided must be able to support this requirement.
Response:
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	2. 
	The 311 Contact Centre must be able to handle phone, email, fax and web communications.

Response:
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	3. 
	The 311 Contact Centre must have the capacity to handle volumes of approximately 2.4 million calls per annum (average call length of approximately 2 minutes), including all the related data requirements.

Response:
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	4. 
	The 311 Contact Centre should have the ability to initiate outbound calls for programs and notifications using preview dial capabilities.  The City expects less than five outbound dialing events per year with each event placing between 100-1000 calls with a concurrency rate of 10 calls or less.  The City will require both dedicated outbound capabilities as well as blending inbound and outbound capabilities for some CSRs.  All outbound calls will be serviced by CSRs with no need for pre-recorded message playing capabilities.     
Response:
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	IMPLEMENTATION

	5. 
	Briefly describe two examples where the Bidder led the implementation and integration of a new contact centre technology environment.  Please include observations regarding lessons learned and best practices.  

Response: (please limit response to 500 words per example)
Example #1

Example #2


	

	6. 
	Provide two references which the City may contact who will attest to the capabilities of the Bidder.  Please include Name, Company Name, Position, Phones Number, and e-mail address.
Response:

	

	7. 
	Provide  an overall implementation plan (preferably in MicroSoft Project) which addresses three major components of the proposed solution: the project timeline; project approach; and project organization, including the following:
i. Delineating all activities, tasks and responsibilities of the Bidder and the City’s management, users and technical personnel.

ii. Including milestone payments.  Implementation payments will be upon acceptance of defined milestones.

iii. Including a timeline demonstrating the sequence of events from the point of contract award through final user acceptance including post system implementation activities.

iv. Showing all phases if the Bidder is recommending a phased approach.

Response:
Please include the implementation plan as part of Attachment D to the submission and clearly cross reference to the questionnaire number.

	

	TRAINING

	8. 
	Significant planning, design and development of an initial “Go-Live” on-boarding training plan and overall training schedule (which will include Employee Orientation and Customer Service training provided by the City) is a key requirement.  This training plan/schedule will need to address the following critical, success factors:

1. Approximately 100 Contact Centre employees (40 full-time and 60 part time) to receive “go live” on-boarding training on the CRM and related telephony equipment during the period August 2008 through January 2009.

2. Approximately 100 City employees require navigation and use training of the new CRM system for departmental end users.

3. Training schedule to address unique scheduling requirements of the part-time component.
4. Addressing unique differences in training target groups:

a. Current City employees who currently perform a portion of the new 311 Contact Centre CSR job.  E.g. Transit calls will be approximately 40% of the new CSR job.  Employees currently taking these calls will be transferring to the new 311 Contact Centre. 

b. Current City employees who currently do not perform this type of work

c. Current City employees who will be in 311 leadership positions

d. New hires to the City, both full-time and part-time

e. Departmental end users- receiving service requests from the CRM and updating service requests in the CRM

5. Assessing training needs and time required given “net new” knowledge and skills required for CRM and telephony, in addition to knowledge and skills required to effectively use integrated and “stand alone” legacy systems

6. Coordinating “in classroom” training with “on-the-job” shadowing, coaching and other supportive training resources/materials.
7. Developing and implementing other methods of training or support services for CSRs on the job.  E.g. quick reference cards/guides, checklists, protocols for requesting assistance. 
8. Delivering an effective “train the trainer” approach which the City will be able to leverage into the future. 
Response:
Please include the training plan/schedule as part of Attachment D to the submission and clearly cross reference to the questionnaire number.


	

	9. 
	Does training/coaching expertise for training requirements related to question 8, reside in your company or is it provided by subcontractors?
Response:
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	10. 
	Provide names and the successful, relevant experience of the training consultants.  Particular focus on: past examples of “go-live” on-boarding training plans and schedules; experience with 311 implementations; experience with the Call Centre Services business; experience with training plans/schedules addressing part-time employees.
Attach a list (minimum of three) relevant references for the training/coaching consultant(s), including the name of the reference entity and the name, title and telephone number of the contact person at the reference entity.

Please provide, where possible, examples where your proposed training/coaching consultant(s) have worked with other proposed members of your overall implementation team.   

Response:
Please include the information as part of Attachment E to the submission and clearly cross reference to the questionnaire number.

	

	11. 
	Training Presentation

The City envisions initial “on-boarding” training to be primarily instructor-led workshops, streamed out over three to four months followed by, “job shadowing” and on-the-job coaching through go live.  Using past experience, describe your proposed training approach, specifically addressing the following:

· Strategies and timelines for training Contact Centre new hires (full-time & part-time)

· Strategies for new skills/new service request training, after “go live”

· Strategies for/frequency of refresher training

· Strategies to train for 311 tools/procedures

· Strategies to train departmental end-users on CRM navigation and use 

· Strategies for specialized training for knowledge management liaisons
· Strategies for specialized training for the 311 Scheduler and supervisors using the proposed Work Force Management (WFM) software
· Strategies for specialized training for the quality assurance position using the proposed Quality Assurance (QA) software
· Strategies to train reporting end users

· Strategies for training related to emergency situations  E.g. disaster planning, phone outages and technical failures
Describe how your training strategies will be customized for the City. 

Response:
Please include any examples as part of Attachment G to the submission and clearly cross reference to the questionnaire number.


	

	12. 
	For the position of CSR please provide complete copies of any of the training/coaching materials used for this position in the past.  These are to include:  course outlines, course templates, instructional activities and supporting learning materials related to Customer Service and technical training (CRM navigation/ use, telephony).

Response:
Please include any examples as part of Attachment G to the submission and clearly cross reference to the questionnaire number.


	

	13. 
	From past experience, provide a list of specific entry level skills required prior to staff performing the CSR function.

Response:
Please include any examples as part of Attachment G to the submission and clearly cross reference to the questionnaire number.


	

	14. 
	Training Development

What other methods of training or support services have your company/the training consultants provided in the past?

·  In particular, describe relevant experience with reference cards, checklists, manuals, web-based training, CD tutorials, test scripts, call simulations, “mystery callers”, role plays, “job shadowing” related to Customer Service and technical training (CRM navigation/ use, telephony).
Response:
Please include any examples as part of Attachment G to the submission and clearly cross reference to the questionnaire number.


	

	15. 
	From past experience, describe your process for producing training materials.  i.e. templates, editing, quality assurance mechanisms related to Customer Service and technical training (CRM navigation/ use, telephony).
Response:
Please include any examples as part of Attachment G to the submission and clearly cross reference to the questionnaire number.


	

	16. 
	Can the City customize your training materials related to the CRM, telephony equipment, QA application and WFM software and retain full ownership of the final product?  What, if any, are the restrictions?

Response:
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	17. 
	If training is developed for computer assisted learning (CD-ROM, intranet, etc) or classroom delivery, what is the basic hardware or operating system required to deliver the material?
Response:

	

	18. 
	Training Schedule

Provide three (3) examples of actual training schedules which have been developed by your company or your subcontractor.  Schedules which include on-boarding planning for 100+ new employees and part-time employees are most critical. 
Response:
Please include the sample schedules as part of Attachment G to the submission and clearly cross reference to the questionnaire number.


	

	19. 
	Customer Service Training 

As noted in the Introduction and Background section the City will be solely responsible for customer service related training and associated resources for the 311 Project duration and as such, has undertaken a number of customer service training related activities during the pre-implementation period.  Although our intent is to take sole responsibility for the Customer Service Training delivery, the planning, design and development of an initial training plan and overall training schedule is a key requirement the Bidder should supply.  This plan/schedule will need to address the following critical, success factors: 

· Determine the customer service standards for telephone, email, web and fax customers

· Identify key performance indicators of excellent 311 customer service

· Create customer service protocols for:

· 311 Call Escalation (due to complexity/special nature of call)

· Abusive Callers

· 911/311 transfers 

· Monitoring Key Performance Indicators

· Provide training to clearly define customer service standards

· Provide training to clearly articulate customer service protocols

· Provide feedback on how well the CSR is meeting standards during the training period

· Test CSR customer service performance during training period

· Test CSR knowledge of protocols during training period

· Provide on-the-job feedback and coaching on all aspects of customer service

Response:
Please include the plan/schedule as part of Attachment D to the submission and clearly cross reference to the questionnaire number.
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	Quality Assurance (QA)

	20. 
	The Bidder shall supply and install a QA application.  The application must have the capability of assessing performance using a scorecard that provides for an ascending scale to grade the quality of CSR performance. The performance scorecard cannot be a simple pass/fail system; it must have a proficiency scale that clearly relates to the CSR’s competency level.

Response:

	[image: image15.wmf]Yes

 [image: image16.wmf] No



	21. 
	The QA application must assess performance on all matters involved in the call including, but not limited to, customer service skills, program knowledge, information gathering skills, call effectiveness, problem resolution.  Performance must be tracked at an individual, team, and program level and historical data retained so as to permit trending.  
Response:
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	22. 
	The QA application must furnish the City with sufficient caller information to enable the City, to conduct customer satisfaction surveys with customers who have contacted the 311 Contact Centre and/or Departments to whom calls are transferred from the 311 Contact Centre.
Response:
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	SYSTEMS DEFINITION AND REQUIREMENTS

	23. 
	Digital Recording - The Bidder’s technology must be highly configurable and at a minimum include a call recording and logging system (for voice only) capable of recording all calls and retrieving recorded calls on the basis of telephone number, time/date and 311 CSR. The City requirements include the ability to record activity on up to 72 stations with an average anticipated call length of 2 minutes.  The City anticipates up to four supervisors utilizing the retrieving technology with a concurrent use rate of two users maximum.  

Response:
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	24. 
	Digital Recording – Recorded calls must be stored on-line for three (3) months after which they may be backed-up to CD or similar device and retained on- site for an additional nine (9) months.  Please describe your approach and related equipment.
Response:

	[image: image23.wmf]Yes

 [image: image24.wmf] No



	25. 
	Digital Recording – Recorded calls, from time to time, must be provided within 24 hours of request for calls less than three (3) months old (stored on-line) and within 48 hours for calls older than three (3) months (stored off-line).
Response:
Please describe your approach and related equipment.
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	26. 
	Digital Recording – The solution must provide the ability to monitor live calls and review those that have been previously recorded.  For live calls, the ability to listen in only, or to participate must be provided.  For previously recorded calls, the ability to search for the desired call, speed up or slow down with playback speed and the ability to fast forward must be provided.
	

	27. 
	Digital Recording – Indicate whether the solution includes integrated hardware components or is entirely software based.  If the solution is entirely software based, provide the requirements for the hardware to support it.
	

	Integrated voice response (IVR)

	28. 
	Integrated Voice Response (IVR) – The  IVR should have the following features and functionality:

i. 24-port system;
ii. PIN-based self-authentication;

iii. Multi-tier or branching menu options;

iv. update/edit of “tombstone” data;

v. transfer information to submenus with fax-back options;

vi. transfer to an audio text sub-menu;

vii. book appointments; 
viii. transfer to “live” 311 agent for service; and,
ix. Text to Speech capability for possible call back purposes.
Response:
Please describe your approach and related equipment.
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	29. 
	Integrated Voice Response (IVR) – The 311 Contact Centre must be equipped with an IVR that offers a one or two tier menu that can forward calls to a CSR, an information message, or other self service option based on the caller’s menu selection.  Each IVR tier shall have no more than four choices.  Callers must have the option to immediately access to a 311 CSR by pressing “zero”.

Response:
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	30. 
	Integrated Voice Response (IVR) – The IVR must include the ability to provide industry standard reports on items such as speed to answer, call blockage and abandon rates.\
Response:
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	31. 
	Integrated Voice Response (IVR) - The capability to provide announcements of expected response time must be provided.
Response:
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	32. 
	Integrated Voice Response (IVR) - The Bidder must provide technology capable of producing call blockage statistics.

Response:
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	WEB ENABLEMENT CAPABILITY

	33. 
	The City should not have to install or download any software or components to access the application through the Internet.
Response:
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	ESCROW AGREEMENTS

	34. 
	The City must have access to the source codes through escrow agreements for  applications provided.

Response:
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	CUSTOMER RELATIONSHIP MANAGEMENT SOFTWARE (CRM)

	35. 
	Customer Relationship Management Software (CRM) - the Bidder must implement a CRM system that provides a fully integrated, enterprise class system with demonstrated 311 ability that offers a comprehensive solution for service delivery.
Response:
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	36. 
	The CRM must have the ability to assign a status indicator to each SR which shows if the SR is being acted upon, on hold with a reason or completed and closed.  The City service providers handling SRs must also be able to update the status of the SR in the CRM. The data/information required to be collected in a SR will vary depending on the request being made. The City shall specify the data to be collected with input from the responsible City Department.
Response:
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	37. 
	The CRM must ensure non duplication of SRs.  The number of requests for the same SR should be able to be recorded.
Response:
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	38. 
	The functionality of the CRM system during the intake process must provide the:
i. Ability to present an inclusive data capturing screen to record incoming SRs and/or IRs;
ii. Ability to validate SR location against available GIS data;
iii. Ability to enter a SR without a citizen name if the citizen prefers to remain anonymous;
iv. Ability to capture information on an unlimited number of companies, people, and objects related to and participating in the SR;
v. Ability to capture the date and time the SR was created;
vi. Ability to change SR type and transfer to a different group as allowed by the configuration rules;
vii. Ability to search for information to satisfy SRs and IRs by topic, keyword and/or directory listing; and
viii. Ability to associate URL  to a SR or IR topic and hyperlink to web sites.
Response:
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	39. 
	The CRM system must be capable of tracking SRs through to resolution.  Specifically, the functionality of the CRM system during the resolution process must provide the:
i. Ability for each 311 department end usersto monitor all new SRs routed to them;
ii. Ability to have an audible alert when new SRs have arrived for processing;
iii. Ability to record acceptance by responding staff in the event SRs are passed to departmental staff;
iv. Ability to record completed activities and assign outcomes;
v. Ability to protect certain fields from update;
vi. Ability to see complete history of SR events; 
vii. Ability to change status of priority and add general comments; and,
viii. Ability for departmental end users to view number and status of SRs applicable to their department.  
Response:
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	40. 
	The CRM system must provide system administration management features that provide the City with the:
i. Ability to set, maintain and change definitions, operational parameters and default values for SR and IR types;
ii. Ability to create new SR and IR definitions;
iii. Ability to restrict access or view to SR and IR types within a single 311 agent’s domain or one or more groups of 311 agents;
iv. Ability to define customer specific business rules and conditions for questions asked during intake, activities performed for resolution and recording participants throughout the SR and IR resolution process;
v. Ability to define scripts of questions, activities and outcomes that will be dispatched with mobile activity;
vi. Ability to specify allowable device types(pager, two way radio, laptops) for dispatching a SR activity; and
vii. Ability to copy an existing SR or IR definition for the basis of creating a new SR or IR definition.    
Response:
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	41. 
	The CRM must provide robust reporting and query functionality with respect to SR and IR activity. Specifically, the CRM must have:
i. The ability to aggregate data into hourly, daily, monthly and annual statistics;
ii. The ability to create, display and print various types of charts based on system metrics and statistics;
iii. The ability for users to customize charts;
iv. The ability to specify hierarchy of statistical data by geographic area, department, group or service request type;
v. The ability to specify a begin and end date;
vi. The ability to specify report sort options by volume or alphabetically;
vii. The ability to provide the total count, total open, percentage open, total closed, total overdue, percentage overdue and average response time compared to benchmark;
viii. The ability to query and sort SRs and IRs previously entered in the system using selection criteria such as request type, status, range of dates, supporting questions and answers, address block range geographic area, owning group, priority, participants and users that created the request; and
ix. The ability to limit view of results of query with user security restrictions.
Response:
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	42. 
	Please provide answers to the following questions:

i. How does your CRM application integrate with other applications?

ii. What specific application products are you targeting to integrate with your CRM application in the future?

iii. What technologies/tools/products are you leveraging for integration?

iv. Does your CRM application provide an XML/Web services interface?

v. How does your CRM application integrate with Synergen? (http://www.Oracle.com/)

vi. How does your CRM application integrate with AMANDA? (http://www.csdcsystems.com/) 
vii. How does your CRM application integrate with CAMA? (http://www.sigsys.com/product.htm)

viii. How does your CRM application integrate with CLASS? (http://www.activecommunities.com/en/class)
ix. How does your CRM application integrate with Flex T2? (http:// www.t2systems.com)
x. How does your CRM application integrate with Intergraph Geo Media?  

xi. Does your CRM application house spatial data or is this expected to be provided through the integration with Intergraph Geo Media?
xii. How does data integration happen between telephony and CRM?
xiii. Is telephony data stored in the CRM?
xiv. What technology if any is provided to aid in developing future interfaces?     
Response:

	

	43. 
	The CRM must allow for SRs to be searched and located through the tracking number, service request type, date, status, caller name, caller address, or caller telephone number from the CSR desktop.

Response:
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	44. 
	Customer Relationship Management Software (CRM) – the CRM application must contain a Knowledge Management component capable of creating scripts and required data fields.  The CRM must also interface with web based information containing a complete database of all City information and documents searchable based on key word.

Response:
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	45. 
	The CRM should be able to offer multiple access levels including self service portal functionality for citizens. 
Response:
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	46. 
	The Bidder must integrate to the City’s geographical information software (GIS) product suite, Intergraph GeoMedia, for purposes of spatial data reporting.  The Intergraph GeoMedia product suite, with its ability to integrate geographic information and relational databases, is the standard GIS software for the City’s desktop, intranet and internet environment.

As part of the integration requirements to the City’s GIS product suite the Bidder’s solution must provide the:
i. Ability to display query results on a map;
ii. Ability to add or remove geospatial layers in mapping view;
iii. Ability to insert service request data as a layer in GIS;
iv. Ability to make queries from mapping screen itself limited to area by simple drawing tool or pre-selected query;
v. Ability to add graphics, edit legends and print maps at various scales; and
vi. Ability to zoom in, zoom out, add record, views and print images

Response:
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	47. 
	The Bidder must ensure that all contact centre data, including but not limited to: ACD data, IVR/ECP data, QA Program data and CRM System data will be able to integrate through an interface that provides daily update capability with the City’s data warehouse operation.
Response:
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	48. 
	The Bidder will be responsible for providing and including as part of a comprehensive testing methodology, performance testing tools to ensure the City’s sub-second response times expectations are delivered.
Response:
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	WORKFORCE MANAGEMENT (WFM)

	49. 
	The Bidder must provide a call centre industry recognized workforce management (WFM) software.  The Bidder must specify the WFM software that will be used and demonstrate how this addresses the needs of the City for resource efficiency in maintaining service levels.

The City expects the WFM solution to be used by four supervisors to manage the 60 seat Contact Centre’s approximately 10 – 20 shift times.  Shift times are expected to range from four to eight hour durations.  The City expects to have approximately eight staff requiring reporting access and usage training.  
Response:
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	50. 
	WFM software must include all features and functionality standard for the call centre industry including:

i. Vacation and holiday planning;
ii. Schedule adherence;
iii. Forecasting;
iv. Planning; and,

v. Trend analysis
Response:
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	SWITCH / ACD

	51. 
	The Provider shall supply and install an enterprise class ACD capable of supporting the needs of the 311 centre.

Response:
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	52. 
	The ACD shall have the following features and functionality, some of which may not be initially utilized by the City in the provision of 311 services:

i. Support a minimum of 100 CSRs;
ii. Multi-site capability;
iii. Conventional telephony or VoIP capability;
iv. Preview dial capabilities;
v. Skills-based routing;
vi. All required peripheral equipment (agent phones, admin phones, etc.);
vii. All necessary software and licenses;
viii. Server; and
ix. Reporting application – provide industry-standard reporting
Response:
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	53. 
	The Bidder’s technology must integrate with the City’s present existing telephony environment.  Refer to Part E Clause 3 of the RFP for a description of the existing telephony environment.

Response:
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	54. 
	The Bidder’s technology must be capable of transfer/warm transfer of calls to various City subject matter experts, departments, and employees.  The Bidder’s technology must be capable of transfer/warm transfer of calls to the City’s 911.
Response:
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	COMPUTER TELEPHONY INTEGRATION (CTI)

	55. 
	The Bidder must supply and install an industry recognized CTI application.
Response:
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	56. 
	The CTI must enable a “screen pop” of the caller’s profile, related information, authentication of the caller, and many self-service capabilities (by utilizing touchtone digit input or voice recognition technologies, where provisioned).
Response:
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	57. 
	The CTI must provide screen pops that provide 311 CSRs with the call subject based on IVR selection prior to answering the call.
Response:
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	INTEGRATED MESSAGING

	58. 
	The Bidder must ensure an integrated messaging capability that allows the capture of voicemail, fax and email and allows storage and retrieval from the 311 CSR desktop.
Response:
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	FAX SERVER

	59. 
	The Bidder must provide for a fax server capability allowing faxes to be retrieved electronically and forwarded by email and/or to an integrated queue for presentation to CSRs.
Response:
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	60. 
	The Bidder must provide for a fax server capability allowing callers to select a menu prompt from the IVR system for selected materials to be faxed to them (fax back) with the document to be faxed directed by an interface (i.e. between the IVR system and the repository that stores the documents electronically) to the fax server software where the document is queued to be faxed to the caller’s fax number. This capability will not be activated at implementation.
Response:
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	SYSTEMS INTEGRATION

	61. 
	The proposed systems must integrate to specific City systems such that the City system is available on and/or integrates with the 311 CSR desktop.  The most likely vendor supported systems requiring integration include:

i. Synergen - (http://www.Oracle.com/)

ii. AMANDA - (http://www.csdcsystems.com/) 

iii. CAMA - (http://www.sigsys.com/product.htm)

iv. CLASS - (http://www.activecommunities.com/en/class)

v. Intergraph Geo Media – (http://www.intergraph.com/geomedia/)
vi. Parking Tickets - Flex T2 – (http://www.t2systems.com)
In addition, there are numerous in–house developed systems which require integration.  These systems as well as the vendor supported systems are included in Appendix D attached to this RFP.  

Response:
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	62. 
	The Bidder shall provide vendor training for developers on the new CRM application.  In addition to vendor training, knowledge transfer to City technical staff from the Bidder relating to CRM configuration and interface building to key City legacy applications, will be necessary.  Please outline how this will be achieved. 

Response:
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	63. 
	The City expects a formalized knowledge transference program to be applied during the integration effort to be offered by the Bidder whereby an initial assessment will be made of our City technical resources skill levels and periodic (not less than quarterly) reviews will determine progress towards City self sufficiency on operating the new CRM environment.  Please outline how this will be achieved. 

Response:
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	DATA

	64. 
	Data Ownership – In the event a Bidder presents a solution that contains an off-site data centre, be advised that all data that is used for, or generated by the 311 Contact Centre, must remain the sole property of the City and must not be used for any other reason than to provide service to the public in the prescribed manner.  In the event of termination of contract, all data must be returned to the City and all copies of data (hardcopy and softcopy) remaining in the possession of the Bidder must be destroyed

Response:
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	65. 
	Data Retention and Security - Be advised that the Bidder must maintain and securely store all 311 Contact Centre data (ACD, IVR/ECP, QA and CRM) as per City standards as per City’s Record Management Bylaw (http://www.winnipeg.ca/CLKDMIS/DocExt/ViewDoc.asp?DocumentTypeId=1&DocId=148&DocType=O) for the duration of the contract.  The City will be able to access the raw data with 48 hours notice through an electronic download from the prescribed system.  In an emergency situation data must be made available as required.
Response:
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	66. 
	Back Up - Be advised that the Bidder must ensure that all contact centre data, including but not limited to: ACD data, IVR/ECP data, QA Program data, and CRM data will be backed-up in a manner consistent with contact centre industry standards to ensure the data is available should a critical loss of data occur in the primary system.
Response:
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	67. 
	Location of Data - Data collected and obtained by virtue of the operation of the 311 Contact Center must reside on hardware located exclusively in Canada.  This includes all copies of data, including back-up.
Response:
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	REPORTING

	68. 
	The Bidder shall ensure that the full range of contact centre industry standard reports is available to the City (system generated reports).

Response:

	[image: image105.wmf]Yes

 [image: image106.wmf] No



	69. 
	The Bidder will ensure that querying functionality provides users the ability to use wild cards (‘%’ or’_’) to increase the success rate of the query.

Response:
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	70. 
	The Bidder will develop and make available through the internet the standard and customized reports.  These reports shall be updated daily.

Please describe any other reporting arrangements and tools which you believe may be beneficial to the City.

Response:
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	71. 
	The Bidder must be able to provide the City with daily reporting by ½ or 1 hour time intervals providing detailed information on the 311 Contact Centre including but not limited to, the volume of calls handled by the centre, service levels attained, call type (SR or IR), handle time, handling method (full and take & transfer calls), distribution of all calls by City Departments, and any other metrics reasonably requested.
Response:
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	72. 
	The Bidder must make all information contained in the CRM ready to extract, transform and load (ETL) into the City’s data warehouse described in Part E Clause 4.10 of the RFP.

Response:
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	73. 
	The CRM must have the ability to mine information from SR and IR calls. Previous call types, program fulfillment, seasonal application trends, peak application periods and regional preferences will be used to create programs and create marketing materials to streamline the contact process.

Response:
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