IT Investment Title: Contact Center as a Service (CCaaS)	Submitted By: Allison Frank                                             
Business Proposal Name/ID (if applicable):                   	Project ID (if applicable):
Project Name (if applicable):
Cloud Use Case ID (if applicable):		           		IT Policy Waiver IDs (if applicable): 

Acquisition Request Type:	 (Required)					
Routine, Expedited
Request Type: (Required)
Services, Hardware, Software, Service and Hardware, Service and Software, Hardware and Software, Service, Hardware and Software
Scope: (Required)
Independent Agency, Agency/Delivery Group, Enterprise
Submitter Group: (Required)
General Government
Funding Source: (Required)
Agency Funding, OA/OIT Funding
Funding Source Comment Box: 
Agency Business Areas will pay for their usage of the CCaaS platform.

Specific Cost Range: (Required)
$0.00 - $4,999.99
$5,000.00 - $9,999.99
$10,000.00 – $49,999.99
$50,000.00 - $99,999.99
$100,000.00 – $499,999.99
$500,000.00 - $999,999.99
$1,000,000.00 or greater
Cost Range Comment Box: (Required)
If multi-select, break down cost by request type.  Details for initial investment cost and any ongoing costs to establish and sustain The Commonwealth will pay a monthly cost for Discovery/Build /Migration and Operation of each Business Area Contact Center.  The Commonwealth may also purchase Incremental Services which can be ongoing monthly costs or fixed price SOWs.

Is this a renewal: (Required)
Yes/No
Renewal Comment Box: 
Provide details on renewal, contract number, type of contract, original IT Investment amount
Sole Source Amendment to extend performance date 1 year with 2 additional 6-month renewal options. 

Procurement Approach: (Required) 		
Existing contract 
Cooperative Agreement
Acquisitions that involve new solicitations (i.e., ITQ/RFQ, IFB, RFP, Sole Source) 
Changes to existing procurement agreements
Procurement Artifacts:
Artifacts identified
Procurement Comments Box: (Required)
Any applicable comments identified in the drop down Sole Source request to extend performance dates is being submitted. Waiting for BUS001 to be approved. Amendment and required docs sent to supplier for signature. The contract currently expires 6/30/2023 with no renewals left. Need additional time for transition to new supplier once awarded. 

Have you included language in your procurement and provided the necessary artifacts in accordance with ITP-ACC001? (Required)
Yes/No/TBD
REQUEST TYPE: SERVICE
Service Category: (Required)
PaaS		Hosted COTS
SaaS		ASP
IaaS		Custom
DaaS		Staffing Services
Consulting Services

Provide explanation or overview of Service Comment box: (Required)
Provide further comments of the service being procured Sole Source request to extend performance dates is being submitted. Waiting for BUS001 to be approved. Amendment and required docs sent to supplier for signature. The contract currently expires 6/30/2023 with no renewals left. Need additional time for transition to new supplier once awarded.


Service Artifacts:
  
Service Deployment Type: (Required)
Private Cloud, Public Cloud, Community Cloud, Hybrid, On Prem Agency, N/A

Service Deployment Type Comment Box:

Service Responsibility
Service Provider (Required)
Service Owner Kevin Paul, Director, Bureau of Service Value Management & R. Brian Andrews, Deputy Director, Unified Telecommunications Services
Service Consumers Business Area Contact Centers and their users, i.e., Commonwealth citizens
Environment, Resources, & Support: Yes/No/TBD
Integration or interfaces with IES (Required)  
NO
Software/Service with similar functionality or capabilities that could be accommodated by IES (Required)
NO
Acquisition that aggregates, manage, and/or disseminate data requiring data management and governance oversight (Required)
YES
Compliant with existing policies and enterprise standards (Required)
YES
Software/Services with similar functionality or capabilities already in house.  If yes, please provide service and owner of that service.
NO
Integration with an existing agency or enterprise service/system internal or external 
YES
Requires support or enablement from delivery group or enterprise IT services and resources 
YES
Acquisitions that are new, with no evidence or records of a previous purchase, installations, or cloud-based deployments 
YES
Acquisitions that expand or enhance capabilities of an existing compute, cloud, mobile and/or software platforms that would result in substantial changes to the Enterprise Architecture relative to the licensing agreements, support agreements and/or IT portfolios 
YES
Acquisition impacts the security posture or profile of the Commonwealth 
YES
Environment Comments box: (Required) 
Provide enablement details, integration details, policy and Enterprise standards details, security details to include resources and linked services (internal, external to sustain service) This CCaaS service will provide an omnichannel (phone, chat, social media) cloud-based platform for contact center services, enabling citizens to interact with the Commonwealth on their channel of choice.  CCaaS Solution will integrate with Commonwealth websites, agency information repositories used by call center agents, TelcoSM (for billing and invoicing), and ServiceNow for operations support.  




REQUEST TYPE: HARDWARE N/A
Hardware Types: (Required) 
Desktops/Laptops, Storage, Servers, Network, Telecommunications, Other

Provide explanation or overview of Hardware Comment box: (Required)
Provide further comments of the hardware being procured.

Hardware Artifacts:

Special Technology: (Required)
None
Printing/Mailing (DGS Print)
Scanning/Imaging (DOR)
Other

Special Technology Artifacts: 

Special Technology Details:

Environment, Resources, & Support: Yes/No/TBD
Compliant with existing policies and enterprise standards (Required)
Integration with an existing agency or enterprise service/system internal or external
Requires support or enablement from delivery group or enterprise IT services and resources
Acquisitions that expand or enhance capabilities of an existing computer, cloud, mobile and/or software platforms that would result in substantial changes to the Enterprise Architecture relative to the licensing agreements, support agreements and/or IT portfolios
Acquisition impacts the security posture or profile of the Commonwealth
Is the telecommunication investment compliant with Unified Communication Platform Yes/No/TBD/N/A
Requires support/services from external OEM
 
Environment Comments box: (Required) 
Provide enablement details, integration details, policy and standards details, security details to include resources and linked services (internal, external to sustain service)



REQUEST TYPE: SOFTWARE
Software Types: (Required) 
Systems Software, Application Software, Programming Software, Driver/Utility Software

Software Categories: (Required)
Freeware, Shareware, Open Source, Proprietary (Closed Source), COTS, MOTS, Custom, TBD based on Offeror responses

Software Public Facing: (Required)
Yes/No

Provide explanation or overview of Software Comment box: (Required)
Provide further comments of the hardware being procured. CCaaS encompasses Systems Software to support hosting and Application Software to manage multichannel interactions from citizens.  The application is visible to citizens when they are interacting with an Agent using voice, chat, email, social media or text.

Software Artifacts:

Environment, Resources, & Support: Yes/No/TBD
Integration or interfaces with IES (Required)
No.  
Software/Service with similar functionality or capabilities that could be accommodated by IES (Required) 
NO
Acquisition that aggregates, manages and/or disseminates data requiring data management and governance oversight (Required)
YES
Compliant with existing policies and enterprise standards (Required)
YES
Integration with an existing agency or enterprise service/system internal or external
Yes, will integrate with Teams, VPN, Keystone Login
Access or integration with Commonwealth network (LAN, WAN and/or telecommunications serv ices and resources)
Yes, Fastpath, Infor/Enwisen, Active Directory, WIC Database, PCCD DAVE, Ben Mod, PALS CRM, ServiceNow, PLCB Gift Card database, LAN, WAN and VPN (Reference Appendix A, Current State)
Software/Service with similar functionality or capabilities already in house.  If yes, please provide service and owner of that services below.
Yes, we currently use Genesys for Call Center Services under contract 4400015717. Sole Source request to extend performance dates. Service Owners = Kevin Paul, Director, Bureau of Service Value Management; R. Brian Andrews, Deputy Director, Unified Telecommunications Services
Requires support or enablement from delivery group or enterprise IT services and resources
Yes, Integration with Enterprise Service Desk
Acquisitions that expand or enhance capabilities of an existing computer, cloud, mobile and/or software platforms that would result in substantial changes to the Enterprise Architecture relative to the licensing agreements, support agreements and/or IT portfolios
Yes, expansion into Artificial Intelligence/Machine Learning, data repositories
Acquisition impacts the security posture or profile of the Commonwealth
Yes; Extensive security requirements include FedRAMP, NIST, IRS Pub 1075
Requires support/services from external OEM
Yes, the selected Offeror will provide ongoing support as part of its SaaS solution.
Environment Comments box: (Required)
Provide enablement details, integration details, policy and standards details, security details to include resources and linked services (internal, external to sustain service)

