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growth through the development of its IT suppliers.
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1. INTRODUCTION

A. RFP Objective and Project Overview
1. Purpose

The purpose of this Request for Proposals (RFP) is to solicit proposals to provide a
telecommunications (wireline and wireless) services provisioning (ordering, fulfillment, etc.),
asset, expense and usage management, and customer re-billing solution (Solution). For the
purposes of this RFP, “Supplier” (or “Bidder” or “Offeror”) shall mean any entity who
submits a proposal in response to this RFP.

2. Scope

VITA, on behalf of the Commonwealth, is seeking an integrated, modern, user-friendly
telecommunications (wireline and wireless) services provisioning, management and
customer re-hilling Solution that will replace its legacy in-house systems.

The following functions and activities are in-scope to this procurement (except as otherwise
qualified):

e Telecommunications product and service catalog (catalog design, content,
loading and maintenance, and presentation).

e Ordering and fulfillment (service request and review, order writing and order
management, fulfillment tracking and management, including replacement of the
existing DocuShare and RightFax tools).

¢ Inventory management (design, entry and maintenance of customer, service, and
financial (recurring charges) data and entry validation and verification).

¢ Vendor invoice management (vendor invoice detail data capture, vendor invoice
reconciliation, and vendor dispute resolution).

e Customer re-billing (customer bill generation including VITA charges and
surcharges, discounts, automated customer bill delivery (alert and access), and
customer dispute resolution, excepting that electronic payment is not included).

e VITA cost allocation (coding structure, update management, Federal reporting
requirements, and compliance with applicable standards/principles).

e Customer self-service (customer internal workflow management, order and
financial status tracking, self-service reporting, cell phone optimization, and
download/feed of customer data, support for customer cost allocation).

e Reporting (general report functionality and tools (report and query libraries,
report-creation wizards and templates, etc.), operational reporting (performance-
based), management reporting (trends and forecasting, etc.), and support of
business intelligence/analytics).

o Workflow management (status checking, traffic management, alerts, messaging,
diagnostics, etc.).

e Internal controls and audit compliance (validation and verification, audit
transparency, compliance reporting, and compliance with applicable Federal
standards).

e Support of other stakeholders and systems (data access and exchanges in
support of supply chain management, end-user “help desk” and trouble report
management for the TEM solution, and other functions (see below for additional
details)).

The following functions may become in-scope to this procurement:
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e Other Offeror value-add propositions. Additional “value-add” services/capabilities
that the Offeror may recommend, if any.

The following functions and activities are out-of-scope to this procurement (except as
otherwise noted):

e Sourcing (contract negotiations and contract management), except insofar as
VITA wishes to be able to load and maintain contract rates and other contract
provisions into the Solution, and to generate reports and allow extracts of data
from the Solution for contract usage analysis in support of future contract
negotiations.

e Enterprise Mobility Management (EMM)/Mobile Device Management (MDM),
except insofar as the Solution should be capable of exchanging data with any
EMM or MDM system(s) for purposes of cross-checking inventory data and
verifying service status for the purpose of applying charges and surcharges.

e Electronic payment either by VITA to carriers, or by VITA customers of their
charges to VITA.

o VITA expects to continue to make payments to carriers via the
Commonwealth’s accounts payable system.

o VITA expects that VITA’s state agency customers will pay VITA via the
Commonwealth inter-agency transfer process, and that VITA’s locality
customers will continue to pay their VITA charges by paper check, credit
card, or electronic transfer.

e End-user Customer Service (Help Desk and Trouble Management/Repair for
VITA’s internal network). VITA, under its partnership with Northrop Grumman
(NG), will continue to operate both the VITA Customer Care Center (VCCC) as a
one-stop help desk, and the Trouble Report Management Center (TRMC) for
end-user hardware and service problem resolution. Staff from these work units
will, however, need access to the Solution’s inventory. Note: VITA does expect
the Offeror to provide customer support to VITA and authorized customer
telecommunications coordinators for issues with regard to the Solution itself.

e Customer Relationship Management (CRM), except that the Solution should be
capable of generating customer-specific reports, and of feeding escalated
customer dispute data into the VITA Customer Account Support Tool (VCAST).

e IT infrastructure needed to support the Solution (system and network hardware
and software). This will be provided by VITA’s IT partner, Northrop Grumman.

e Application and data management support services needed for the solution.
These will be provided by VITA’s IT partner, NG.

e Asset inventory and wireless usage audits conducted for cost optimization
purposes (although such activities may be needed in support of the Solution’s
implementation and cost saving/avoidance opportunities may be identified as a
by-product of these efforts).

e Customer re-billing for non-telecommunications information technology services
except that VITA wishes to (a) gather data on vendor capabilities as a potential
future “value-add” proposition, and (b) have the Offeror conduct a feasibility study
of using the Solution for IT services as well as for telecommunications.

3. “Pain Points” as Drivers for Change

Although VITA hopes that the new Solution will lead to some cost savings/cost
avoidances for its customers, the primary objectives are improved customer service
(for both internal and external customers) and streamlined business processes. VITA
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is pursuing the Solution in order to address “pain points” in a number of operational
and functional areas:

o Inefficient mailing of paper bills to customers. VITA issues an actual invoice with
full detail to its customers on a monthly basis, and delivers these by state inter
office mail and USPS mail. The mailings are manually prepared — bills are
printed, separated by customer, collated with any dunning notices, stuffed in
envelopes to which mailing labels are affixed, and mailed. This is inefficient and
time consuming for both VITA staff and for customer personnel needing to
process the invoice for payment and make their internal cost allocations.

e VITA customers lack ready access to online billing detail information. VITA
customers are unable to access their VITA telecommunications bills
online/electronically, with full access to call detail information, in a user-friendly
fashion (such as the use of internal hyperlinks to allow drill-down from higher
levels of information to the lowest level of detail).

e Burdensome carrier billing data capture: A significant share of carrier invoices
are received in paper format, requiring the re-keying of data and/or work-a-
rounds (such as document attachments, etc.) to capture bill detail information.
Even when carrier bills are obtained electronically the data must often be
rearranged to fit VITA’s standard format, and carrier bill layouts change
frequently, requiring ongoing work by VITA.

¢ Minimal reporting and analytic tools. Existing reports tend to focus on operations
— relatively little effort has been devoted to the development of management
reports and the capability for, and tools in support of, extraction and analysis of
data for executive decision-making and research (business intelligence).
Moreover, new reports must typically be created by a single technical resource —
no capacity exists for VITA users or customers to develop their own reports.

e Cumbersome normalization of various carrier pool billing methodologies.
Different carriers use varying approaches to billing for the pooling of call minutes
and data usage. VITA bills to customers often include charges from multiple
carriers, requiring VITA to translate and normalize carrier pool billing to permit
like-to-like comparisons. Much of this must be done manually, consuming
significant staff resources.

e VITA business processes need improvement. The business processes for
telecommunications services lack streamlining, are not well integrated, and fail to
take advantage of opportunities for automation to reduce the amount of manual
processing.

e Lack of visibility into and control over the workflow. The current system lacks the
capability to easily provide detailed order and payment status information on-
demand, and also lacks workflow management tools.

e Dispute resolution is not integrated with the ordering and payment systems. VITA
must resolve disputes between itself and the carriers, and between itself and its
customers. In both cases disputes are currently handled separately from ordering
and fulfillment and from payments.

e Thereis currently a lack of coordination between accounts receivable and
customer re-billing. The former is handled in VITA’s PeopleSoft Financials
accounting system. For example, although customer bills are generated in the
billing system any customer dunning notices are generated in the financial
system, and these must be manually put together and mailed to customers.

e Weaknesses in audit transparency and internal controls. VITA’s internal auditor
has identified issues that the present system has with regard to the tracking of
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charges from a carrier invoice through to a customer payment, and with
identifying, recording and enforcing changes to roles and responsibilities.

4. Goals and Objectives

VITA intends to retire the legacy applications used for provisioning, reconciling,
inventory management and billing for telecommunications services, and to procure
and implement a modern, integrated, user-friendly telecommunications services
provisioning, management (TEM) and customer re-billing solution that will:

¢ Retain desired legacy functionality

e Include Telecommunications Expense Management (TEM) enhancements
(asset, expense, and usage management)

¢ Add modern customer re-billing capabilities (web-enabled bill presentation,
automated bill delivery, performance & management reporting, etc.)

o Explore the feasibility of adapting/expanding the solution to handle billing for
VITA’s other information technology services (mainframe services, server and
end-user computing, etc.).

5. Technical Deployment

VITA is seeking an enterprise Solution in order to serve all of its customers (fellow
state agencies and institutions of higher education, and participating localities), but it
anticipates the establishment of a statewide agreement for the Solution that could be
utilized by any and all public bodies in the Commonwealth.

e VITA seeks to host the Solution itself, at its Commonwealth Enterprise Solutions
Center (CESC) in Chester, Virginia, under a software licensing arrangement.

e Supplier may propose a single comprehensive solution, or a solution that
includes multiple integrated components.

6. Procurement Approach

Timely proposals received in response to this RFP will be evaluated by the
Telecommunications Expense (Management) and (Customer) Billing Solution (TEBS)
Project team. Once the proposals have been evaluated, VITA will be in a position to
determine the best course of action. This may include contracting the comprehensive
Product/Solution to one or more Suppliers. Although it is our intent to accomplish
substantial customer service improvements and process and cost efficiencies as the
result of this project, VITA may determine that no change is warranted at this time.
VITA may, at its sole discretion, make one award, multiple awards, or none at all.

The expectation is that this effort will result in the establishment of a contract or
contracts that will provide the means to satisfy the majority of the Commonwealth’s
immediate and future TEBS Project needs through one or more contract(s).

Alliances among Suppliers are acceptable to meet the requirements of this
procurement. However, VITA is interested in simplifying processes by having a
single point of interface/responsible party wherever possible.

Section 5 sets forth the solution detailed requirements. VITA reserves the right to
adjust the requirements or scope of this RFP. In the event that any modifications
become necessary, an amendment to this RFP will be posted on eVA, Virginia’s
online procurement system (www.eva.virginia.gov).

B. Innovation to Government

The Commonwealth encourages Suppliers to bring innovative ideas and/or solutions to
government—ideas that result in cost and operational efficiencies or improvements while
enhancing the services that governments provide its citizens.
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2. PROPOSAL INSTRUCTIONS AND ADMINISTRATION

A. Overview

This RFP was developed to provide potential Suppliers with the information required to
prepare proposals. This section outlines the administrative procedures and guidelines for
preparing a proposal. Nothing in this RFP constitutes an offer or an invitation to contract.

B. Virginia Public Procurement Act (VPPA)

This RFP is governed by the VPPA, § 2.2-4300 et seq. of the Code of Virginia, and other
applicable laws.

C. Anti-Discrimination- 82.2-4343(1)(E), §2.2-4310 and §2.2-4311

By submitting their proposals, Suppliers certify to the Commonwealth that they will conform to
the provisions of the Federal Civil Rights Act of 1964, as amended, as well as the Virginia
Fair Employment Contracting Act of 1975, as amended, where applicable, the Virginians With
Disabilities Act, the Americans With Disabilities Act and §2.2-4311 of the Virginia Public
Procurement Act.

D. Ethics in Public Contracting - §2.2-4367

By submitting their proposals, Suppliers certify that their proposals are made without
collusion or fraud and that they have not offered or received any kickbacks or inducements
from any other bidder, supplier, manufacturer or subcontractor in connection with their
proposal, and that they have not conferred on any public employee having official
responsibility for this procurement transaction any payment, loan, subscription, advance,
deposit of money, services or anything of more than nominal value, present or promised,
unless consideration of substantially equal or greater value was exchanged.

E. Announcement of Award - §2.2-4300 et seq.

Upon the award or the announcement of the decision to award a contract, as a result of this
solicitation, the purchasing agency will post such notice on the DGS/DPS eVA web site
(http://www.eva.virginia.gov) for a minimum of 10 days. No award decision will be provided
verbally. Any final contract, including pricing, awarded as a result of this RFP shall be made
available for public inspection.

F. Authorized to Transact Business in the Commonwealth - § 2.2-4311.2

Any Offeror that is organized as a stock or nonstock corporation, limited liability company,
business trust, or limited partnership or registered as a registered limited liability partnership
shall be authorized to transact business as a domestic or foreign business entity if so
required by Title 13.1 or Title 50 of the Code of Virginia or as otherwise required by law.
Offeror is to include with its proposal either (i) Offeror’s identification number issued to it by
the State Corporation Commissioner (ii) a statement explaining why Offeror is not required to
be registered. No award can be made to an Offeror without this information unless this
requirement is waived. Appendix D of this solicitation includes a space for Offeror to provide
the information required in (i) or (ii) of this subsection.

G. Prohibited Contributions and Gifts - § 2.2-4376.1

No Offeror who submits a proposal in response to this solicitation, and no individual who is an
officer or director of the Offeror, shall knowingly provide a contribution, gift, or other item with
a value greater than $50 or make an express or implied promise to make such a contribution
or gift to the Governor, his political action committee, or the Secretary of Technology during
the period between the submission of the proposal and the award of any resulting contract
award with an expected value of $5 million or more dollars.
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H. Liability
The issuance of this document and the receipt of information in response to this document
will not cause VITA to incur any liability or obligation, financial or otherwise, to any Supplier.
VITA assumes no obligation to reimburse or in any way compensate a Supplier for expenses
incurred in connection with its proposal.

I.  Nondisclosure

All proposal information will be treated as confidential prior to contract award and will not be
disclosed except as required by law or by court order.

J. Alternative Dispute Resolution (ADR)

VITA’s ADR process serves as its Administrative Appeals Procedure meeting the
requirements of §2.2-4365 of the Code of Virginia. More information regarding the ADR
process can be found on the VITA website: http://www.vita.virginia.gov/scm. By responding to
this RFP, Supplier agrees to submit any appeal of a protest denial to VITA’s alternative
dispute resolution (ADR) process.

K. Proprietary Information

VITA reserves the right to use information submitted in response to this document in any
manner it may deem appropriate in evaluating the fitness of the solution(s) proposed.
Ownership of all data, materials, and documentation originated and prepared for VITA
pursuant to the RFP shall rest exclusively with VITA and shall be subject to public inspection
in accordance with the §2.2-4342 of the Virginia Public Procurement Act and the Virginia
Freedom of Information Act.

Trade secrets or proprietary information submitted by a Supplier in connection with a
procurement transaction or prequalification application submitted pursuant to subsection B of
§2.2-4317 shall not be subject to the Virginia Freedom of Information Act (§ 2.2- 3700 et
seq.) if the Offeror:

i). invokes the protections of this section in writing prior to or upon submission of the data or
other materials,

ii). identifies specifically the data or other materials to be protected, and
iii). states the reasons why protection is necessary.

FAILURE TO COMPLY WILL RESULT IN THE DATA OR OTHER MATERIALS BEING
RELEASED TO SUPPLIERS OR THE PUBLIC AS PROVIDED FOR IN THE VIRGINIA
FREEDOM OF INFORMATION ACT.

The Supplier should provide as a separate appendix to its proposal a list of all pages in the
proposal that contain proprietary information and the reason it deems such information
proprietary. The classification of an entire proposal as proprietary or trade secret is not
acceptable.

L. Proposal Protocol

In order to be considered for selection, a Supplier is to submit a complete response to this
RFP no later than 3:00 PM local time on the date specified in the Timetable set forth in this
section.

Original hardcopy proposals should be bound with tabs delineating each section. VITA
requires that Supplier submit its proposal as follows:

1. One (1) complete original hardcopy, bound or contained in a single volume where practical,
with permission to make copies;
2. One (1) copy of CD-ROMs No. 1, 2, 3, and 4 as specified in Section 3 of this RFP.
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3. One (1) copy of CD-ROM No. 5, with redactions, if necessary, consistent with the
requirements of RFP, Section 2, subsection K, Proprietary Information.
Proposals should be submitted to the following location:

To: Virginia Information Technologies Agency (VITA)
ATTN: Amy Pierce
Supply Chain Management (SCM)
11751 Meadowville Lane
Chester, VA 23836
All proposal materials are to be provided in either Microsoft Word or Excel, as specified.

A proposal submitted for consideration should be clearly marked on the outside cover of all
envelopes, CDs, boxes or packages with the following:

Name of Supplier
Street Address or P.O. Box Number
City, State, Zip Code
RFP 2014-09
The proposal is to be signed by an authorized representative of the Supplier.

Proposals should be prepared and organized as indicated in Section 3, Proposal Format,
providing a concise description of capabilities to satisfy the requirements of the RFP.
Emphasis should be placed on completeness and clarity of content.

Supplier should be prepared to incorporate all statements made in its proposal in response to
Sections 5, 6, 7, and 8 into the final contract. Any and all information that Supplier is
unwilling to incorporate into a final contract must be marked in BOLD CAPS.

M. Single Point of Contact

Submit all inquiries concerning this RFP in writing by email, subject: “Questions on RFP #
2014-09 to:

SPOC: Amy Pierce

Email: amy.pierce@vita.virginia.gov

VITA cannot guarantee a response to questions received less than five (5) days prior to the
proposal due date. No questions will be addressed orally.

To ensure timely and adequate consideration of proposals, Suppliers are to limit all
contact, whether verbal or written, pertaining to this RFP to the designated SPOC for the
duration of this proposal process.

N. Pre-Proposal Teleconference

There will be a pre-proposal teleconference held on the date specified in Table 1 in this
Section. The pre-proposal teleconference is open to all interested Suppliers and you are
encouraged to attend. There will be no opportunity for a private or individual tour or
presentation. Suppliers are encouraged to submit pre-proposal questions in writing at least
72 hours prior to the pre-proposal teleconference. These questions will be answered as part
of the pre-proposal teleconference.

To participate in the pre-proposal teleconference, register with Mary Jones
(mjones@vita.virginia.gov) by sending an email stating the name of the Supplier and
Supplier’s participating representative(s). Supplier will receive a teleconference number for
the call. It is strongly recommended that Supplier register with Mary Jones not later than 4:00
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pm local time on the day prior to the teleconference to ensure that Supplier receives a
teleconference number.

O. Evaluation Process

VITA will review each proposal received by the due date and time to determine whether it meets the
Must Have (M) factors of this RFP. All Must Have factors are evaluated on a met-or-not-met basis.
Any proposal that does not meet all of the Must Have factors will be set aside and receive no further
consideration.

The proposals that meet all the Must Have criteria will be distributed to the evaluation team who will
assess and score each Supplier's response to Sections 5, 6, and 8 of the RFP based on a review of
the submitted materials.

VITA may elect to continue the evaluation of the most qualified proposal (s) and may request that
Suppliers clarify or explain certain aspects of their proposals.

At any point in the evaluation process VITA may employ any or all of the following means of
evaluation:

Reviewing industry research

Supplier presentations

Site visits

Contacting Supplier's references

Product demonstrations/pilot tests/detailed demonstrations

Review of pricing

Contacting Supplier’s customers

Interviewing key personnel

Requesting Suppliers elaborate on or clarify specific portions of their proposal

VITA may limit all of the above to the most qualified proposals. No Supplier is guaranteed an
opportunity to explain, supplement or amend its initial proposal. Suppliers should submit their best
proposals and not assume there will be an opportunity to negotiate, amend or clarify any
aspect of their initial submitted Proposals. Therefore, each Supplier is encouraged to ensure that
its initial proposal contains and represents its best offering.

Supplier should be prepared to conduct product demonstrations, pilot tests, presentations or site
visits at the time, date and location of VITA’s choice, should VITA so request.

VITA will select for negotiation those proposals deemed to be fully qualified and best suited based on
the factors as stated in the RFP. Negotiations will be conducted with these Suppliers.  After
negotiations, VITA may select the proposal(s) which, in its opinion, is the best proposal(s)
representing best value and may award a contract to that Supplier(s). For purposes of this RFP,
VITA will determine best value based on the value relative to the cost of the Service/Solution, giving
consideration to the project's budget objectives.

If any Supplier fails to provide the necessary information for negotiations in a timely manner, or fails
to negotiate in good faith, VITA may terminate negotiations with that Supplier at any time.

VITA reserves the right, at its sole discretion, to reject any proposal or cancel and re-issue the RFP.
In addition, VITA reserves the right to accept or reject in whole or in part any proposal submitted, and
to waive minor technicalities when in the best interest of the Commonwealth.

VITA SHALL NOT BE CONTRACTUALLY BOUND TO ANY SUPPLIER PRIOR TO THE
EXECUTION OF A DEFINITIVE WRITTEN CONTRACT.

P. Evaluation Factors
The evaluation factors involved in this RFP are as follows:

1. Must Have (M) factors identified in the table below:
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No. | Must Have (M) Factors

1 (M) Proposal must be received by the due date and time. No late proposals will be
reviewed.

2 (M) Supplier must conduct in-depth software demonstrations at the request of the
Commonwealth.

3 (M) Solution must be able to support both wireless and wireline telecommunications
services.

2. The extent to which the Supplier's proposal satisfies the requirements identified in Sections 5
and 8,

3. Supplier's viability and past performance (see Section 6 Supplier Profile); this will include
Supplier’'s diligence and thoroughness in following and completing the requirements of this
solicitation,

4. Cost which may include submitted price, negotiated price, discounted price, total cost of
ownership, etc.

Q. Procurement Website

The Commonwealth of Virginia's procurement portal, http://www.eva.virginia.gov, provides
information about Commonwealth solicitations and awards. Suppliers are encouraged to
check this site on a regular basis and, in particular, prior to submission of proposals to
identify any amendments to the RFP that may have been issued.

R. Timetable
Activity Target Completion Date

RFP posted to eVA March 26, 2014
Register for pre-proposal teleconference due | April 9, 2014 4:00 PM
to VITA
Supplier pre-proposal teleconference April 10, 2014 2:30 PM
Deadline for all questions May 22, 2014
Proposals due May 29, 2014 3:00 PM
Presentations and site visits (should VITA TBD
elect)
Contract(s) awarded TBD

The timetable above is provided for planning purposes only.

S. eVA Registration Required
By the date of award, the selected Supplier(s) is required to be registered and able to accept

orders through eVA. If a Supplier is not registered with eVA, select the Vendor tab at the
following website, http://www.eva.virginia.gov , for registration instructions and assistance.

T. Excluded Parties List

Your organization, all affiliates and all subcontractors may not be awarded a contract if they
are excluded on the federal government’s System for Award Management (SAM) at
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www.sam.gov or the Commonwealth of Virginia’s Debarment List as provided by Code of
Virginia §2.2-4321 at the time of award.
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3. PROPOSAL FORMAT

Suppliers are to adhere to the specific format set forth in Table 2 below to aid the evaluation team in its
efforts to evaluate all proposals fairly and equitably. Proposals that deviate from the requested format will
require additional time for review and evaluation. VITA may reject any proposal that is not in the required
format, or does not address all the requirements of this RFP.

Proposals should be written specifically to answer this RFP. General “sales” material should not be used
within the body of the proposal and any additional terms or conditions on the “sales” material will be
considered invalid. If desired, Supplier may attach such material in a separate appendix. It is essential
that the proposal be thorough and concise. Supplier should avoid broad, unenforceable, or
immeasurable responses and should include all requested information in each section as indicated below.
In order to facilitate VITA’s review of the submitted proposals, Suppliers are to provide the requested
information in the following format. SUPPLIER SHOULD PLACE ITS NAME, not “VITA”, IN EACH FILE
NAME (e.g., ABC Corp TEBS Transmittal.doc). Quantities of each CD are specified in Section 2,
Proposal Protocol. VITA will not separate a proposal into the requisite CDs.

A. Supplier's Proposal Format

CD-ROM Section Title Contents/Deliverables (Each a separate file)
No.

1. Transmittal A signed cover letter, identifying the individuals authorized to
negotiate on behalf of the Supplier and their contact
information. A copy of a completed eVA registration
confirmation.

1. Executive Top level summary of the most important aspects of the

Summary proposal, containing a concise description of the proposed
solution(s). Requested limitation: 2 pages.

1. Detailed Supplier's response by item in the tables set forth in Section
Description of 5, clearly identifying and detailing the proposed Solution,
Proposed and any processes, methodologies, and resources required
Solution(s) by the Solution type defined in Section 5.

1 Appendices Provide the implementation plan and any other
templates/examples as requested in Section 5. Any optional
information Supplier may wish to submit, not including pricing
data.

2. Pricing Detailed pricing as specified in Section 7. Submitted in a
separate envelope a hard copy file and CD. Do not include
any pricing data in any other section of your proposal.

3. Contracts Any comments, in the form of redline mark-up, regarding
VITA's proposed contractual terms and conditions pursuant to
Section 8, and the completed table from Section 8. Should
include all agreements to VITA’s “License Agreement
Addendum” signed by each proposed software manufacturer
(see Section 8). Should include Appendix A — Service Level
Agreement(s) (SLAS).

4, Supplier Pursuant to Section 6.

Profile
5. Redaction Fully redacted proposal.

By submitting a proposal, Supplier certifies that all information provided in response to this RFP is true

and accurate.
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4. PRESENT SITUATION

This section presents background information on the potential users of TEBS. It is not intended to set
forth requirements.

A. Overview

1. The Virginia Information Technologies Agency (VITA)

The Virginia Information Technologies Agency (VITA) is an agency within the executive branch of
the government of the Commonwealth of Virginia (“Commonwealth” or “COVA”). More
information on the functions and organization of the government of the Commonwealth may be
found on the Commonwealth’s official website: http://www.virginia.gov/.

VITA is the Commonwealth’s consolidated, centralized information technology organization.
VITA’s mission is to provide information technology and services that enable government to serve
the citizens of the Commonwealth. Its vision is to be Virginia’s “go to” government information
technology partner. Established by the 2003 General Assembly, VITA’s responsibilities fall into
four primary categories and various secondary service offerings:

e Governance of the Commonwealth's information security programs in support of the
responsibilities of the Chief Information Officer of the Commonwealth

e Operation of the IT infrastructure, including all related personnel, for the executive branch
agencies declared by the legislature to be "in-scope" to VITA.

e Governance of IT investments in support of the duties and responsibilities of the Information
Technology Advisory Council and the Chief Information Officer of the Commonwealth.

e Procurement of technology (including telecommunications services) for VITA and on behalf of
other state agencies and institutions of higher education

Additional information may be found at VITA’s website at: http://www.vita.virginia.gov/.

2. Telecommunications Services

VITA’s role in telecommunications is to act as reseller of wireline and wireless services to its
customers. VITA provides value-added Telecommunications Expense Management (TEM)
services to its customers. These services include:
e Sourcing (procurement and management of state-wide telecommunications contracts)
Ordering and provisioning (service catalog management etc.)
Asset inventory and asset management
Usage management (validation and optimization)
Vendor invoice management (carrier invoice receipt and reconciliation, VITA-carrier
dispute resolution, accounts payable and VITA cost allocations)
Customer support
e Consolidated rebilling to customers (accounts receivable, customer billing and customer-
VITA dispute resolution)
e Reporting

a) Telecommunications Customer Base
Currently, VITA is providing telecommunication services to more than 800 customer
organizations within the Commonwealth of Virginia (counting organizational sub-divisions with
separate billing, the total is over 1,500). VITA customers include state agencies, state
institutions of higher education and participating localities.

b) Telecommunications Services Vendor Environment
VITA’s customers place telecommunications service requests with VITA, and VITA then
places orders with vendors (“vendors” or “providers” or “carriers”) with whom statewide
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contracts for telecommunications services have been established or where there is not a
contract, tariff billed service. Currently, VITA’s telecommunication supply chain includes 56
active vendors. This encompasses 45 wireline providers, 5 wireless carriers and 6 specialty
vendors for items such as pagers and Blackberry devices. Vendors vary greatly in the number
of features (products) offered -- from one with more than 18,000 to others offering 24 or fewer.

3. Primary Telecommunications Service Workgroups

There are five VITA and Northrop Grumman work units with primary responsibilities for providing
telecommunications-related services: Telecommunications Customer Service (TCS),
Reconciliation and Accounts Payable, Billing, Internal Applications, and Cell Phone Optimization
support.

a) Telecommunications Customer Service (TCS) and the Voice Analysis Team
The Telecommunications Customer Service (TCS) center provides ordering and fulfillment
services for VITA’s telecommunications customers. They receive an average of 1,300
telecommunications service requests from customers per month, resulting in an average of
3.300 telecommunications vendor orders. They review the requests for accuracy, and issue
work orders to the appropriate carriers. TCS also checks to make sure that promised services
have been delivered. TCS uses the DocuShare document repository and RightFax.

The Voice Analysis Team works in conjunction with TCS to write the more complex orders --
such as PRI’s, data circuits and conversion projects. These typically require additional work
reviewing customer requests, verifying customer needs, and translating those needs into
comprehensive carrier work orders. TCS and the Voice Analysis Team are Northrop Grumman
work units.

b) Reconciliation and Accounts Payable
The Reconciliation and Accounts Payable section of VITA’s Finance and Administration
directorate handles all accounts payable activity for VITA. A major part of their work is
receiving and loading telecommunications provider invoices, reviewing and reconciling them,
and approving them for payment or for VITA-carrier dispute resolution. Although some vendor
invoices are received electronically, and can be compared against VITA’s inventory in a semi-
automated fashion, a large percentage of vendor invoices are received in paper format,
requiring significant manual reconciliation. This section is also responsible for compliance with
Virginia’s Prompt Pay Act.

c) Billing
VITA’s billing section is also part of VITA’s Finance and Administration directorate. Billing is
responsible for issuing bills to all of VITA’s customers for all of VITA’s services. There are
three main billing systems — one for telecommunications services, one for mainframe and
mainframe-related charges, and one for all other IT services.

Billing is responsible for validating and verifying the billing data against the service orders,
catalog, contract rates, vendor transmittals and other information. Billing then prepares
customer invoices (from the inventory, for recurring charges, and from the carrier data for
traffic/lusage charges), and ensures that invoice charges are posted in VITA’s PeopleSoft
Financials system as accounts receivable. Charges from multiple telecommunications service
providers are presented to VITA customers in a single consolidated VITA invoice. Billing
presents the billing data to VITA’s customers (by mail-out, and online), and handles any
inquiries and VITA-customer dispute resolution.

d) Internal Applications
Internal Applications is a NG work unit that provides technical support for VITA’s central
business applications, including Telecommunication Inventory Billing System (TIBS) and the
Vendor Invoice and Payment Reconciliation (VIPR) application. Internal Applications is
responsible for operations and maintenance, including application management, inventory
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management/database administration and reach-back into NG for any needed system
support.

4. Related Workgroups and Stakeholders

As shown on the diagram, below, there are a number of customer and other user workgroups and
stakeholders.
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Customers

As noted previously, VITA has over 800 telecommunications customers, including state
agencies, institutions of higher education, and participating localities. Each customer
employs one or more Customer Telecommunications Coordinator (“Telco Coordinator”).
Customer Telecommunications Coordinators submit Telecommunications Service
Requests (TSRs) to VITA. They are also VITA’s point-of-contact for answering any order-
related questions, confirming the vendor’s delivery of the service, and for working with
VITA to resolve customer billing disputes.

Customers with Direct System Access

VITA presently has six customers that have the ability to log in to the TIBS Service Order
System (SOS) and key in their orders themselves. These are 1) Department of Motor
Vehicles (DMV), 2) Virginia Department of Transportation (VDOT), 3) Virginia State
Police (VSP), 4) Virginia Department of Game and Inland Fisheries(VADGIF), 5) Virginia
Department of Social Services(DSS), and 6) Alcoholic Beverage Control(ABC).

Other Customer Users

Other customer users, including customer finance staff and line managers, depend upon
VITA’s data for their own asset management and cost allocation and cost management
work. Several customers have developed their own internal applications into which
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d)

f)

a)

h)

VITA’s data is downloaded for these purposes. In addition, end-users needing customer
service indirectly use the system when they contact the VITA Customer Care Center
(VCCC) for assistance and/or engage the Trouble Report Management Center (TRMC) in
managing service issues on their behalf (see below for more information on these work
units).

Other VITA Users and Stakeholders
A number of other VITA work units use TIBS and VIPR — most commonly for access to
the Inventory, and/or for reporting purposes.

Finance and Administration
Vendor accounts payable, customer accounts receivable, and general cost allocation
information is fed from TIBS into VITA’s PeopleSoft Financial accounting system for use
by the Finance and Administration directorate. This directorate includes the following
work units:
e General Accounting, which uses data for cost allocations and required financial
reporting
e Partnership Expense Management and Recovery (PEMR). PEMR’s goal is to
compute and obtain state approval for surcharge rates to accurately cover VITA’s
operational cost.
e Budget Analysis and Compliance (BA&C), which uses TIBS data for revenue
forecasting.
e Supply Chain Management (SCM), which receives wireless data and other
datasets in order to conduct analyses for negotiating future procurements and for
management reporting.

Customer Account Managers (CAMS)

VITA’'s CAMS are a primary point of contact for VITA customers and meet regularly with
those customers to identify and resolve issues. Although most customer
telecommunications billing disputes are handled by Finance and Administration, the
CAMS become involved when disputes are escalated.

VITA’'s Commonwealth Security Risk Management (CSRM) (Security)

VITA’s CSRM provides information technology security support to the enterprise. It
interfaces with internal and external entities in the pursuit of that mission. Its
responsibilities include security audit and oversight activities carried out in support of the
Commonwealth CIO’s IT governance role, as defined in the Code of Virginia.

VITA Internal Audit

Internal Audit has previously cited issues with the legacy systems in terms of their
internal controls, audit transparency (tracking charges from vendor invoices throughout
the system to customer bills), and with needing additional granularity of data for state and
Federal reporting.

End-user Support (Customer Help Desk and Trouble Report Management)

End-users — staff in VITA customer organizations — are offered support through the VITA
Customer Care Center (VCCC), a one-stop customer service center for reporting
problems and requesting help with regard to all of the services that VITA provides (both
IT and telecommunications). The VCCC will try to resolve certain issues directly, but will
also issue and track tickets when matters are referred to other work units for resolution.
In the case of telecommunications issues, tickets would be sent to the Trouble Report
Management Center (TRMC). The TRMC handles break/fix management of complex
legacy telecommunications facilities, working with the end-user and the applicable
telecommunications provider. TRMC personnel are granted 24/7 read access to TIBS to
research circuits and other information available about the facility. They can search the
data, but have only a limited capability to string searches (such as “by city” and” by
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street”) to obtain information that is needed. They only update the ticket generated by
VCCC with the information resulting from their research and interaction with various
telecommunications vendors. The ticketing system does not have an interface to TIBS or
vice versa. Both the VCCC and TRMC are operated by Northrop Grumman (NG) on
VITA’s behalf, under the terms of the IT Partnership (ITP).

)] Mobile Device Management (MDM)/Enterprise Mobility Management (EMM)
Northrop Grumman is also responsible for Mobile Device Management (MDM), with the
primary focus being upon security management. NG is planning to move from MDM more
fully into Enterprise Mobility Management (EMM), and is in the process of replacing the
current contract. The MDM system does not have an interface to TIBS or vice versa, nor
will the EMM system.

5. Legacy Environment

VITA employs two in-house applications: the TIBS and VIPR application. The asset inventory is
maintained in the Telecommunication Equipment Accounting Management System (TEAMS)
database, a component of TIBS. These systems interface with VITA’s financial management
system (Oracle’s PeopleSoft Financials). Data extracts are also provided for a stand-alone
cellular device optimization tool and for reporting purposes. The legacy systems are currently
supported by VITA’s third-party partner, Northrop Grumman.

a) Telecommunication Inventory Billing System (TIBS)
The purpose of this system is to coordinate the planning, delivery and maintenance of state
telecommunications services. TIBS permits VITA to order equipment and services from
telecommunications vendors for customer state agencies and localities, to inventory the
equipment and services procured, and to bill recurring equipment charges and usage charges to
each customer.

TIBS consists of nine sub-systems.

1) Service Order System (TIBS-SOS)

2) Other Charges and Credits Billing (TIBS-OCC)

3) Other Charges and Credits Reconciliation (TIBS-OCCR)

4) Telecommunications Inventory (TIBS-TEAMS)

5) Catalog (TIBS-CAT)

6) Telecommunications Inventory Reconciliation (TIBS-REC).

7) Traffic/Usage Processing-Electronically billed invoices

8) Traffic, One Time Partial Period processing (TOPP)-paper invoices
9) Combined bill and IAT

These sub-systems maintain and validate assets at the Universal Service Ordering Code
(USOC) level and manage call detail records for all usage. TIBS’ data is maintained in the
TEAMS database. The TEAMS database contains both billing and order detail technical
information for each customer. TIBS runs on an IBM mainframe and consists of over 2,300
ADABAS NATURAL programs and 2,100 Dyl280 and IBM utilities. It also consists of 90
COBOL programs. There are over 615,000 lines of coding.

Orders are submitted via online forms, by fax or by mail and email and are archived in a
Xerox DocuShare solution. The primary output from TIBS is a detailed invoice of each
service and an Inter-Agency Transfer (IAT) (payment voucher) for every customer. VITA’s
bills are produced in paper format and are mailed to customers.

b) Vendor Invoice and Payment Reconciliation (VIPR)
The VIPR system allows VITA to allocate costs, authorize charges for payment and/or short
payment, and manage disputes from/to telecommunications service providers (Verizon,
Sprint, etc.). VIPR passes payment data to VITA’s accounts payable system (Oracle’s
PeopleSoft Financial Management System). The VIPR application is accessible only within
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the VITA LAN, and runs on a Windows client using Visual Basic 6, Visual Studio 6, Oracle
RDBMS client and Oracle database store. There are over 40,000 lines of code.

¢) Northrop Grumman and the IT Partnership (ITP)
VITA has entered into an IT Partnership (ITP) with Northrop Grumman. Northrop Grumman is
responsible for the service delivery of the Commonwealth's IT infrastructure needs with
oversight by VITA. Northrop Grumman operates two data centers on behalf of the
Commonwealth — one in the Richmond area, and one in southwest Virginia. Northrop
Grumman provides the entire IT infrastructure (system hardware and software, etc.) to
support TIBS and VIPR and other related VITA applications.

6. Select Baseline Statistics

Vendor payments handled through the TIBS system total $77 million per year. Of this total, $44
million represent payments to carriers and the remaining $33 million consists of payments to
Northrop Grumman and other non-carrier vendors for managed network services, data
communications, etc. Revenues (vendor payments plus VITA surcharges) from VITA customers
(agencies, institutions of higher education and participating localities) total $84 million per year.
The revenues cover wireline, wireless, managed network and messaging services. Some
additional statistics are provided below:

TIBS Order Processing and Inventory

Average number of customer service requests received 1,300/month

Average number of Moves/ Adds/ Changes/ Disconnects (MACDs)

14,000/month
Number of mobile devices currently installed/ supported by TIBS 29,900+
Number of billable items ( lines and features ) currently installed/
supported by TIBS 809,000+
Average number of wireline call records (inbound and outbound
usage) 2.1M/month
Average number of wireless call records 1.3M/month

Average number of VITA telecommunications customer bills issued 1,069/month

Average number of telecommunications vendor invoices processed 1,665/month

e Average number of electronic vendor invoices processed 365/month

e Average number of paper vendor invoices processed 1.300/month
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Telecommunications Financial Processing

Average monthly amount paid to vendors

$6.7M/month

e Average monthly amount paid to carriers (wireline and
wireless)

$3.6M/month

e Average monthly amount paid to non-carrier vendors
(Northrop Grumman, etc)

$3.1M/month

Average amount disputed with carriers (wireline and wireless)

$200K/month

Average amount billed to all customers (wireline and wireless and
other) — includes VITA surcharges

$7.3M/month

e Average wireline services billed to customers for carrier
services, and Northrop Grumman (the latter covers
Voice over IP (VOIP) and Unified Communication as a
Service (UCaaS) )

$1.6M/month

e Average wireline usage services billed to customers

$275K/month

e Average wireless services billed to customers

$1.2M/month

e Average private circuits services billed to customers

$1.6M/month

e Average third-party routers and WAN services billed to
customers

$2.7M/month

B. Present Situation Functional and Technical Operations

The sections that follow describe in summary format the present situation in terms of the major

functional and technical areas, including:
. Functional
- Catalog/Tables
- Ordering & Fulfillment
- Inventory
- Vendor Invoice Management
- Customer Re-billing
- VITA Cost Allocation
- Customer Self-Service
- Cost Optimization Tools
- Reporting
- Workflow Management
- Internal Controls & Audit
. Technical
- Infrastructure & Architecture
- Data Management
- System Integration
- User Interfaces
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- Security, Access, and Risk Management

The summaries address the content and general flow of the work performed in each area. They
are supplemented by additional detail in the Appendices.

1. Catalog/Tables

The catalogs and tables are the infrastructure that the ordering, inventory and billing subsystems
rely on for information for the edit and validation of data. The catalogs contain a wide variety of
information that includes rates, pricing, cost allocation and address information to process a bill.
The majority of the catalogs are maintained manually by Billing Staff based on information
provided by customers, order writers, vendors, contracts and reconciliation staff as the data
changes. Some vendor files do provide information which updates the catalogs programmatically
(such as area code-exchange and locations). The system has the capability to associate a
contract with each product (Wireless/ Wire Line), but this function is not currently in use. As
users navigate to make changes to TIBS data (inventory and ordering) catalog checks will warn
the user that the change does not meet business rules and must comply before the update is
accepted.

2. Ordering & Fulfillment

VITA utilizes a centralized service ordering system (SOS) for all telecommunications services for
the Commonwealth of Virginia. The SOS collects information concerning the “who, what, when
and where” of the telecommunication services requested by customers. All telecommunication
services (wire line, wireless, teleconferencing services (audio, data, etc.) are ordered via the
SOS.

Customers submit telecommunications service requests (TSRs) to the VITA Telecommunication
Customer Service (TCS) group through various means (e-form, email, fax, mail, etc.). Upon
receipt of the TSR from a customer, a member of the TCS group keys the request into the SOS
and a tracking number is assigned. The request is assigned to a service order writer for validation
and processing. The service order writer reviews, verifies and gathers additional information
necessary from the customer to process the service order. The SOS creates detail transactions of
moves, adds, changes and disconnects (MACDs) for each facility and feature addressed on the
service order. This information is used to update the inventory housed in the TEAMS database.

Once all required fields in the SOS are completed, the TSR is converted into a work order issued
to the carrier. This is known as an Office of Governmental Telecommunication Services order
(OGTS), commonly referred to as VITA’s service order. Orders are transmitted to the vendor(s)
via RightFax. Orders requiring attachments are manually extracted, scanned and emailed to the
vendor(s).

Vendors have twenty-four hours to respond that they have received the TSO. If the vendor has
not acknowledged receipt within the twenty-four hours, the vendor is contacted via email and the
order is faxed again. Vendors communicate with the service order writer if they have questions
regarding the fulfillment of the request. No later than seventy-two hours prior to the delivery of the
service, the vendor should respond via email with the date of the service, any new facility names
(phone and circuit numbers) and their vendor service order number(s).

The service order writer inputs this information from the vendor into the SOS and the status of the
order changes to “confirmed”. A confirmation letter is generated within the SOS and sent to the
customer via fax notifying them of the service install or removal dates and any additional
information pertinent to the service requested by the customer/user.

The SOS tracks the status of each order from creation through confirmation of the service
delivery date. All processed order information is retained in an electronic document management
system (DocuShare) for three years per current Commonwealth of Virginia record retention
policies.
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3. Inventory

The inventory component of TIBS is the Telecommunications Equipment Accounting
Management System (TEAMS). TEAMS is a database containing both billing and engineering
information (data circuit configurations, IPs) for each customer’'s telecommunications facilities.
The integration of both the billing and engineering information into a common database provides
increased information to VITA and its customers and is a desired component of any future TEM
solution. TEAMS contains all relevant information for all telecommunications facilities and
associated features that are processed by VITA for customers. Inventory information maintained
includes such things as the facility identifier (for ex: CEL, CKT, EQP, CNX), customer number,
location, service type, provisioning vendor, vendor account, and costing information. In addition
to one-for-one facility billing, the information in the Inventory allows for a variety of billing
algorithms, such as facilities that are shared by multiple customers and meet-point billing. The
Inventory is used to identify the customer to be billed for all usage- based charges (Long
Distance, Inbound, Wireless, Calling Cards, Teleconferences, etc.) billed by the
telecommunications vendors. Capturing facility relationship information allows for multiple
facilities to be linked together in groups and for dependencies to be identified.

There are three methods used to update the inventory: end-of-the-month Service Order post, on
demand Service Order post, and customer-requested manual inventory updates. The end-of-the-
month Service Order post is the primary method for updating the inventory. This update is done
with add, change, move and delete transactions captured during the generation of Service
Orders. All transactions for Service Orders that have been completed by the end of the bill cycle
(28th of the month) are posted as a group to the inventory. When Service Orders that missed the
end-of-the-month post need to be posted, the on demand Service Order post process is used to
update the inventory with Service Order transactions for the selected Service Orders. Customer-
requested manual inventory updates include, but are not limited to: Customer number changes,
cellular pool identifier changes, changes to contacts and locations, and alternate account
numbers. All updates including customer-requested inventory updates are done with programs
that contain access permissions and all of the appropriate format and content validations. A
limited number of customers have read only access to their inventory.

The inventory has been partially audited by third party consultants on two occasions and it was
found to be accurate with minimal recovery opportunities.

4. Vendor Invoice Management

The Reconciliation Staff receives vendor invoices in paper and electronic medium. Invoices are
keyed into the Vendor Invoice Payment and Reconciliation (VIPR) application. Vendor remit
addresses are verified. If the vendor is new, it must be set up in PeopleSoft prior to creating it in
VIPR. Receipt dates are recorded and Virginia Prompt Pay Act is followed.

To validate the charges on the electronic invoices, exception reports are generated by programs
that compare the vendor charges (CSR) to TEAMS. Analysts review the exception reports to
determine if charges can be validated. This may include searching for pending orders in the
Service Order System (SOS), looking at tariffs and contracts for rate changes, asking TCS staff
for additional information, or contacting the vendor. Charges that cannot be validated are
withheld from the payment to the vendor.

When a paper invoice is received, a report is printed from TEAMS to compare to the paper
invoice (referred to as the ‘alternate account report’). This report shows VITA’s inventory detailed
by line and charge. Non-recurring charges (i.e. partial period, one-time charges, install charges)
are validated and keyed as Traffic, One-time, Partial Period (TOPP) charges, a sub-system of
TIBS. The charges are extracted from TOPP and passed to VITA’s telecommunication customer
bill. If any vendor’s rates have changed, after verifying the change, Reconciliation sends an email
to Billing and Internal Applications to have the Product Code Catalog updated with the new rate.
All charges are keyed into VIPR according to the appropriate billing element. Disputed charges
are withheld and tracked. Once all data is keyed and balanced, the invoice is approved for

TEBS RFP 2014-09 VITA PAGE 23 oF 120



VITA RFP 2014-09 TEBS

payment, a billing transmittal is emailed to the vendor and the payment data is captured in a file
that is transferred nightly to PeopleSoft. PeopleSoft then interfaces with the Commonwealth’s
Department of Accounts which in turn links with the Department of Treasury system where
checks are cut or payment is transferred via EDI based upon due date.

5. Customer Re-billing

Customer re-billing involves validation and verification of electronic vendor data and the
presentation of the end-user invoice to the customer agency. Through a series of automated and
manual processes, the Billing Staff validates and verifies billing data against the service orders,
catalogs, contract rates, vendor transmittals, and recurring discrepancies. See the appendices for
monthly schedule and job procedures.

VITA’s customers submit requests for telecommunications services in the form of a
Telecommunications Service Request (TSR) to VITA’s Telecommunications Customer Service
(TCS) group as described in the Ordering & Fulfillment Section of this document. In addition to
creating vendor orders, VITA’'s Service Order System (SOS) generates MACD (Moves, adds,
changes, deletes) transactions that are used to update VITA’s inventory of telecommunications
facilities and features. VITA’s inventory is the repository of all information relating to
telecommunications services provided by VITA, to include but not limited to: the customer
number, product/service price, service location, and sourcing vendor. The vendors provide the
telecommunications services to VITA’s customers and then bill VITA for the services. Vendor
invoices are sent to VITA in the form of electronic data files and paper invoices.

The VITA billing staff receives and processes electronic data files from multiple vendors for a
variety of telecommunications services. For each data transfer the billing staff validates that the
transmission of the data was successful by examining the results of the data transmission against
transmittal documentation provided by the vendor. For all data transmissions, if the transmission
is successful, the billing staff continues processing the data; if the transmission is not successful
the billing staff contacts the vendor and arranges for retransmission of the data. For the
Customer Service Record (CSR) or monthly recurring charges, the billing staff executes
procedures to reformat the CSR data into VITA’'s CSR format and loads the data to VITA’s CSR
data base. The billing staff processes the Other Charges and Credits (OC&C) by reformatting the
data into VITA’'s OC&C format and loading VITA’s OC&C system. Once in VITA’'s OC&C system,
the billing staff performs automated and manual processes to validate the vendor OC&C
transactions against the transactions generated by VITA’s Service Order System (SOS) and to
identify the customer agency to be billed.

Regardless of the vendor, the data for traffic, or usage, services are reformatted into a
corresponding VITA format and processed together by service. All traffic or usage records are
validated against VITA’s inventory to determine the customer to be billed. Unidentifiable traffic
and usage records are returned to the vendor. Each of the traffic, or usage, types is validated for
the accuracy of per minute charges, cellular plans and pools. All services, recurring, OC&C and
traffic are checked for validity and content to make sure the charges are valid and contain no
unauthorized charges such as fees and taxes. Reports are generated to support all short
payments to the vendors and provided to reconciliation staff. The purpose of all of these
verification processes is to identify as many errors or discrepancies as possible before using the
data to bill VITA’s customer agencies.

The generation of the monthly telecommunications bill that will be sent to VITA's customers
begins with the extraction of the recurring charges from the inventory. The recurring charges are
developed from the detail facility and feature information in VITA’s inventory and the pricing
information (unit price, VITA surcharge, vendor discounts, etc.) contained in the TIBS Catalog
system. The recurring charges are then combined with all of traffic, usage and OC&C charges
from all vendors for the month to create a single consolidated telecommunications bill for each of
VITA’s customers.
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VITA maintains a profile for each customer in the TIBS Customer Catalog that controls how the
bill is presented to each customer. Customers may select to suppress printing the detail of their
call traffic, suppress printing of the entire bill, receive data files for all or some types of service
which customer agencies may use in an internal system, receive an image of their inventory
(TEAMS Image), or have their bill made available on a Web interface.

6. VITA Cost Allocation

Both the VIPR and TIBS systems support VITA’'s cost allocation model. All line items in VIPR
and all transactions processed through TIBS are assigned to one or more numeric billing
elements. These billing elements are essentially cost pools that are set up to appropriately
categorize revenue and expenses to ensure appropriate matching and recovery of revenue
against relevant expenses. Additionally, all transactions in TIBS are billed to customers using
predefined tariff or contract rates, applicable discounts, plus VITA’s surcharges. These
surcharges are developed by the Partnership Expense Management & Recovery (PEMR) staff
and approved by the Joint Legislative Audit and Review Commission (JLARC). VITA’s cost
allocations are recorded in PeopleSoft. All transactions from TIBS and VIPR are fed to VITA's
PeopleSoft Financials System, including billing elements and other required accounting
information.

7. Customer Self-Service
Within the agency, a telecommunications request is received in different forms such as an email,
a fill and print form or an on-line form that uploads particular information to a database. The
customer’s authorized Telco Coordinator submits a TSR to VITA’s TCS staff. A TSR can be
submitted in one of the following ways:

e TIBS — This is a mainframe based system and customer access is limited to the six agencies
previously mentioned (see 4b above) “Customers with Direct System Access”.

e VITA’s web portal — This is a fill in form that is electronically submitted to VITA and a copy is
sent by email to the requestor.

e Facsimile — Users fill in, print and fax the TSR to VITA.

e Email messages with attachments - Users fill in and email TSR to VITA.

Customers receive a fax copy of the order when it is issued to the vendor. A vendor confirmation
letter is also faxed to the customer and includes vendor service order numbers, due date and new
facility identifiers (if applicable). The order status and vendor confirmation information can also
be tracked within TIBS.

For help in researching orders, customers can cross reference orders by project, log number,
telephone number, agency/activity code, vendor, etc. within TIBS.

a) Customer use of VITA Inventory
Customers can receive inventory information through a TEAMS image (paper report or
delimited file). The six agencies with TIBS access can also utilize TIBS to access inventory
data. Inventory can be used to research telephone number, user/location of telephone
number, agency/activity codes, first and last order, products and rates. Following are some
examples of how inventory information is used:

e Verify assignment of and use of service and equipment.

e Verify service plans for wireless devices.

e Verify features on telephone numbers. For example, user requests voice mail. Inventory
shows voice mail on the line. A trouble ticket to the VCCC is needed rather than a TSR.

e Verify service requested on TSR is service being billed.

o Verify telephone number is billing to correct activity code. For example, section
representative indicates that a specific telephone number is not billing but being used by
section staff. Activity code will indicate section.

TEBS RFP 2014-09 VITA PAGE 25 oF 120



VITA RFP 2014-09 TEBS

Inventory can also be used to get a list of calling cards, CENTREX lines, cell phones, voice
over internet protocol lines, circuits and audio/data conferencing accounts for the customer.
The TEAMS image can be provided to get this data while TIBS provides this information in a

query.

b) Service/Product Pricing Information
Customers utilize the following to obtain pricing information:

e Inventory

e Product code catalog within TIBS
e VITArates

e On-line VITA contracts

c) Customer Management of the VITA Bill
The monthly paper telecommunications invoice is sent to the customer by mail. Some
customers download a text file copy (with call detail) and/or receive a data file (with call
detail). Some customers have developed their own internal system for customer
telecommunications cost allocations and asset management purposes.

Except for the cell phone optimization system (see section 8, below), customers must
manipulate data on their own for analysis purposes.

d) Customer Reporting
There is no formal reporting function in TIBS or provided by VITA. TIBS provides many
gueries that are used to manage inventory that can be saved as text and then uploaded into
Excel spreadsheets. Some agencies take the billing text file or data file and manipulate the
data in their own systems or via Excel spreadsheets to create custom reports.

e) Customer Account Management
Agencies must submit account changes via email to VITA’s Billing staff or VITA’s online
forms system for:
e Telecommunications Coordinator changes
e User/description/address changes for a telephone number or the agency account

e Add/updates/deletes to agency activity codes

f) Trouble Reporting
Agencies utilize the VCCC to report most troubles related to telecommunications services.
Tickets can be logged by telephone or email.

g) Communications
All customer communications with the VITA ordering and billing staff are done by telephone,
email or through online forms (fill and submit via the web portal). Examples include: billing
inquiries, activity code changes, user/description field changes, agency telecommunications
coordinator changes, and general agency information.

8. Cost Optimization Tools

The Cell Phone Costs application is a web based tool employing usage data from TIBS. Traffic
records from TIBS are provided on a monthly basis and the application stores one month of data
for each phone number. The tool enables authorized customer representatives to analyze their
agency’s wireless usage and obtain recommendations for the optimal lowest cost phone plan for
their cell phone users. This application is password protected, and is available only to customer
Telecommunications Coordinators and VITA administrators. The application restricts access to
data for their agency only unless the user is a system administrator. Telecommunications
Coordinators are presented with a web page that lists all cell phones for their agency with their
current plan and that gives the recommended lowest cost plan available from the same wireless
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provider (cross-carrier optimization comparisons are not available but a needed addition). The
Telecommunications Coordinator can drill down on each phone number to see the phone plan,
calling minutes and cost for each of the previous 12 months. The lowest cost is derived by
averaging the minutes used in each of the previous 12 months, calculating a potential bill for each
available phone plan offered by the current wireless provider, and identifying the lowest cost plan.
Customers wishing to implement any changes based on the tool's recommendations must submit
a TSR to change the plan. VITA supports and maintains the tool.

9. Reporting

There are many reports/screens that exist in TIBS that allow for functions within the system to be
performed on catalog entries or to allow queries into the inventory and other files (see Appendix
E, 3.10) for some report lists and formats. However, this is an area of general weakness:

e The report development toolkit is extremely limited.

o Allreports must be hand-crafted by technical personnel, and many reports can only be run by
technical personnel or a very limited number of users.

¢ Most of the existing reports are directed towards operation of the workflow — providing status
and exception reports, alerts and messaging. They often focus on one business process
segment, rather than providing systemic views.

¢ Very few management and almost no executive reports have been created. Most of these
types of reports are treated as ad hoc one-time research efforts.

o Existing reports are “canned” and often do not provide features such as sorting, filtering,
graphics, drill-down, custom views, etc. They are also not readily ported to different formats
(MS-Word, MS-Excel, etc.) or easy to send via e-mail.

e Customers cannot run reports on their own. Several of VITA’s larger customers have created
their own internal applications to download VITA data for analysis and reporting that they
have created separately.

e |t can be difficult for a user to determine which reports have already been created — there is
not a single library or inventory for these.

e There are no built-in tools for performing data mining and analytics.

e Most reports are “canned” products of the applications.

e Additionally, separate from the main workflow, VITA has a number of other internal
consumers of telecommunications data that would like to obtain reports, but find the process
too difficult and time-consuming.

10. Workflow Management

Generally, the current system does not provide for workflow management and associated alerts.
Task assignments, job scheduling, and managing to deadlines must all be performed manually.
The system is highly dependent on experienced staff and supervisors.

11. Internal Controls & Audit

IBM Mainframe security controls access to the application host, ADABAS security controls the
access to the application library and files. All TIBS role-based functions are controlled by the
user catalog.

For access, in accordance with VITA security policy, the last logon date of the user is kept and
checked monthly for 90 day non-use in order to remove access. Attempts to access the
application by an unauthorized user sends an alert to the system administrator for follow up.

Although only the current inventory records are available on-line in the system, the record audit
information (OGTS, service order, user and date) for the storing of the record and the last five
record changes are available for each facility and feature record. In the catalog, record store
information and last change information are kept. Disconnected facilities are moved from the
inventory to a disconnect file which stores the master record with its audit information. The audit

TEBS RFP 2014-09 VITA PAGE 27 oF 120



VITA RFP 2014-09 TEBS

information now represents information for facility install, facility removal and the previous four
record changes.

In the Service Order System, record store date, last record change date and user is maintained
for each record in every file. A status change date is maintained for each change in status of the
order and each vendor.

12. Infrastructure & Architecture

VITA’s current TIBS runs primarily on an IBM equivalent mainframe housed at the CESC.
Software AG products ADABAS/COMPLETE/NATURAL are used to support all on-line functions
and extract data to flat files for additional processing. NATURAL, COBOL, DYL280 and SyncSort
are used for flat file processing. Limited access to TIBS via the WEB is supported by ResQnet.

Additionally, VITA’'s Vendor Invoice Payment and Reconciliation (VIPR) runs using Windows
Visual Basic 6 (VB6) client software and connects to an Oracle relational database. Oracle
resides on a Sun OS UNIX server.

13. Data Management

Retention of external and internal TIBS data varies depending on use and COVA records
retention requirements. Service Order data is available for ten years. Service Order data for the
previous ten to fifteen years are archived to System Managed Storage (SMS) and can be
restored to the test environment by support personnel. Customer billing data is stored in SMS for
the most recent seven years. Raw source vendor billing data is stored in SMS for the most
recent five years.

14. System Integration

VITA’s current TIBS integrates with existing Commonwealth VITA systems and vendor systems
using established transmission protocols and record layouts (see Appendix E, 4.8 for a list of
TIBS interfaces). The input interfaces provide vendor data for recurring, other charges and credits
and usage that feed the various VITA billing subsystems. The outgoing interfaces provide
accounting data to VITA systems, billing data to customer systems and files to vendors in support
of payments.

As each vendor’s data is loaded it is normalized to a VITA standard record layout and fields are
normalized so all like data has the same value (example: directory assistance calls on one
vendor’s file might be ‘DA’ and on another ‘411’ these might be normalized to ‘DA’.)

Post Billing Jobs create agency specific files that are resident on the mainframe, FTPed or placed
on the browser for pickup by the agency. These agencies have developed internal programs to
send reports to their departments or check for discrepancies.

15. User Interfaces

VITA provides customers with web access into TIBS as a method of obtaining customer contact
information for an agency and following the progress of a Service Request (OGTS). The site
provides milestone dates but does not provide any specific information contained in the Service
Request and therefore does not require user authentication. The user can search for a specific
OGTS, search by Agency Log Number, search by project number or obtain all un-posted Service
Requests for a selected customer.

The portal is not particularly friendly nor does it supply the user with detail for research.

16. Security, Access, & Risk Management

A mainframe LOGON-ID controlled by ACF2 Security Software is required to gain access to
VITA’'s Commonwealth Network. The TIBS User Catalog controls individual user access and
permissions to the granular level.
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5. FUNCTIONAL, TECHNICAL, PROJECT MANAGEMENT &
IMPLEMENTATION REQUIREMENTS

Suppliers are to indicate their capability of fulfilling each specific requirement below. Each Supplier’s
responses will be reviewed and compared across Suppliers in order to determine the best solution for the
Commonwealth.

Detailed requirements are presented in questionnaire format to facilitate direct responses and establish
accountability regarding delivery of the Solution by the Supplier. To respond to each requirement,
Supplier is asked to enter, in the space provided in Column A, a code that best corresponds to its
intended response for the requirement listed.

The acceptable codes for Column A are as follows:

Y — “Yes" - Supplier can fully meet the requirement as documented with its current application or
proposed solution (either “out-of-the-box” or with configuration). Supplier should use Column B to specify
which of their products will meet the requirement. If applicable, Supplier should provide in Column C
an explanation of how it will fulfill the requirement. Supplier may also use Column C to cross-
reference a detailed explanation included in an attachment of its proposal.

D - “Yes, Development required” - Supplier can fully meet the requirement as documented with
development to its current application or proposed solution. Supplier should use Column B to specify
which of their products will meet the requirement. If applicable, Supplier should provide in Column C
an explanation of how it will fulfill the requirement. Supplier may also use Column C to cross-
reference a detailed explanation included in an attachment of its proposal.

N —“"No" - Supplier cannot meet the requirement. Supplier may use Column B to provide additional
information.

In some cases VITA has also asked for additional descriptive information either in table form or as a
response to an individual requirement. In those instances, Supplier is to provide adequate information to
allow VITA to properly evaluate its proposal.

A. Functional Requirements

1. Catalog/Tables
The catalog system is envisioned to contain all data lists used for validation and information such
as agency names, addresses, locations, products & services, rates & surcharges where they can
be referenced by all functions of the new solution. VITA wishes to retain much of the existing
catalog content, information and functionality, while adding new capabilities such as automated
updating of the content from various sources.

No. | Catalog/Tables Requirements A B C

1 Does your solution have the capability to
maintain the data required to calculate the
customer product price that VITA re-bills to the
customer (carrier rate - discount + surcharge)?

2 Does your solution have the capability to
permit manual updates to the catalog/ tables
by VITA users?

3 Does your solution have a catalog/table

system where the fields are of flexible lengths
(such as for internal account codes)? Please
provide a sample of a typical catalog/table.

4 Does your solution have the capability to allow
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No.

Catalog/Tables Requirements

all catalog fields to be available for viewing and
reporting?

Does your solution have the capability, post
implementation, for a VITA administrator to
easily modify the table fields, to add fields and
add tables?

Does your solution maintain the product
information in a catalog/table that can be used
for ordering and inventory billing? If no,
explain where and how the information would
be stored.

Does your solution have the capability to
maintain vendor charges/ rates (unit prices,
base price, purchase price, selling price) by
product?

Does your solution have the capability to
maintain the data required for calculation of
product/service pricing

a) that VITA pays to any supplier

b) that VITA charges the customer

For example, contract rate, tariff rate, vendor
code, discount, based on account or location,
etc?

Does your solution have the capability to
calculate the product/service pricing:
a) that VITA pays to any supplier
b) that VITA charges the customer

For example: “base price + (rate x quantity)”,
or “location rate x quantity”, or “((rate —
discount) x surcharge) x quantity”?

10

Does your solution have the capability to
present customer end pricing for products and
services in a searchable catalog?

11

Does your solution have the capability to
permit role based updates to specified fields
(i.e. address changes, contact phone numbers,
names of coordinators, etc.)?

12

Does your solution have a catalog/table
system to store universal data (i.e. agency
activity number, location ID, etc) for validation
and verification of ordering, inventory and
vendor data?

13

Does your solution have any limitations in its
catalog data storage? If yes, describe any
limitation on the quantity of tables, limitation on
types of tables, etc.

14

Does your solution have the capability to
"package" a group of products that are needed
for a solution? (i.e. A PRI needs 9ZR and
FUSF)

15

Does your solution have the capability to
maintain conversion tables of vendor codes to

VITA codes? (i.e. OC&C phrase codes, POF
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No.

Catalog/Tables Requirements

POE and USOC)

16

Does your solution have the capability to
maintain the usage (minutes) that are included
in product/ plans (i.e. number of night and
weekend, text messages or air minutes
allotted)?

17

Does your solution have the capability to
maintain the associated vendor for a product?

18

Does your solution have the capability to
maintain and use for validation the traffic rating
information for each of the following by vendor
in a catalog/table? If no, explain where and
how the information would be stored.

a) intrastate rates

b) interstate rates

C) message rates

d) international rates

e) directory assistance

f) extended area calling

g) community choice

19

Does your solution have the capability to
maintain and use for validation vendor billing
account number information in a catalog/table?
If no, explain where and how the information
would be stored.

20

Does your solution have the capability to
maintain multiple vendor addresses (including
remit address), FIN, payment information in the
catalog/table? If no, explain where and how
the information would be stored.

21

Does your solution have the capability to
maintain vendor FAX number and email
address for orders in the catalog/table? If no,
explain where and how the information would
be stored.

22

Does your solution have the capability to
maintain multiple vendor contact information
(for example: order contact, billing contact,
escalation contact) in the catalog/table? If no,
explain where and how the information would
be stored.

23

Does your solution have the capability to
maintain the customer billing contact (phone,
email, address (street, city, state, zip) and fax))
for validation and billing in a catalog/table? If
no, explain where and how the information
would be stored.

24

Does your solution have the capability to
maintain the multiple ordering coordinators
(phone, email, address (street, city, state, zip)
and fax) and their function (ordering, all
activity, and calling cards only) in a
catalog/table? If no, explain where and how
the information would be stored.

25

Does your solution have the capability to
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Catalog/Tables Requirements

maintain customer number in a catalog/table?
If no, explain where and how the information
would be stored.

26

Does your solution have the capability to
maintain valid customer activity (use) fields in a
catalog/table? If no, explain where and how
the information would be stored.

27

Does your solution have the capability to
maintain premium or discount amount to be
applied to a bill in a catalog/table? If no,
explain where and how the information would
be stored.

28

Does your solution have the capability to
maintain customer organization hierarchy
information, including the following? If no,
explain where and how the information would
be stored.
a) Organization type (state agency,
institution, locality)
b) Organization sub type (law enforcement,
registrars)
¢) VITA defined customer segment
d) Secretarial affiliation
e) Customer identifier “parent”
f) Customer subdivision “child” identifier
(division, districts)

29

Does your solution have the capability for all
catalog access to be through one portal? If not,
please explain.

30

Does your solution have the capability to
maintain the data required to calculate the
vendor pricing that is based on meet point (i.e.
two transport vendors are needed to deliver
service)?

31

Does your solution have the capability to
maintain the data required to calculate the
vendor pricing for shared facilities (i.e. split
between multiple customers by percentage
share)?

32

Does your solution have the capability to
maintain maximum product quantity allowed for
a feature on a facility?

33

Does your solution have the capability to
maintain the contract number associated with
the product?

34

Does your solution have the capability to
maintain the products which are obsolete (i.e.
not available for ordering) but are present in
inventory?

35

Does your solution have the capability to
maintain wireless and wire line products in one
table/ catalog?

36

Does your solution have the capability to
maintain a product description field for each

product?
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No.

Catalog/Tables Requirements

37

Does your solution have the capability to
maintain acceptable facility relationships in a
catalog/table for validation and processing? If
no, explain where and how the information
would be stored.

38

Does your solution have the capability to
maintain area code and exchange with the
Common Language Location Identifier (CLLI)
code in a catalog/table for validation and
processing? If no, explain where and how the
information would be stored.

39

Does your solution have the capability to
maintain cost allocation codes and their
associated surcharge in a catalog/table for
validation and processing? If no, explain
where and how the information would be
stored.

40

Does your solution have the capability to
maintain contracts and their expiration dates in
a catalog/table for validation and processing?
If no, explain where and how the information
would be stored.

41

Does your solution have the capability to allow
an administrator to identify charges for
recurring withholdings that are used to dispute
a vendor charge?

42

Does your solution have the capability to
automatically compare current data with the
following proposed changes?
a) tariff price
b) contract changes (price, product
numbers)

43

Does your solution have the capability to
maintain and use for validation the traffic rating
information for calls terminating over dedicated
facilities in a catalog/table? If no, explain
where and how the information would be
stored.

a4

Does your solution have the capability to
indicate the current status (active or inactive)
of vendors for validation in the catalog/table?
If no, explain where and how the information
would be stored.

45

Does your solution have the capability for a
user to implement cost allocation (i.e. billing
element) code changes at any time and to
have that change be immediately
enforced/populated throughout the system?

Ordering & Fulfillment

Ordering and Fulfillment addresses VITA’s requirements for the end-to-end process of customer
orders (both new and MACD) for telecommunications services; from receipt and review of the initial
order, through data entry and supplier placement, to status updates and completion/delivery.
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No.

Ordering & Fulfillment Requirements

46

Does your solution have the capability to
assign a unique identifier to each service
order? If yes, please explain.

47

Does your solution have the capability to
submit one order to multiple vendors and
assign a unique identifier and sub identifier to
each vendor?

48

Does your solution have the capability to track
the following dates/transactions for a service
order and allow real time tracking of service
request status? Please describe in detail each
interaction that is tracked and include any
additional items that are tracked.

a) Date the customer submitted the service
order to VITA,

b) Vendor acknowledgement, date of
acknowledgment and method (email, fax, etc.)
¢) Customer requested completion date

d) Date of firm order confirmation from vendor
including the detailed information about the
order (i.e. circuit number, service order
number, etc.)

e) Date the service order was ready to be
submitted to the vendors,

f) Date the service order was sent (issued) to
the vendors and method of issuance (fax,
emalil),

g) Date the last vendor confirmed receipt of the
service order,

h) Last expected vendor completion date,

i) Last date work on the service order was
completed by all vendors,

j) Date the inventory was updated with the
actions defined in the service order (Post
Date),

k) Last date the actions defined in the service
order were reconciled with the actual actions
taken by the vendors,

) If the order is abandoned, the date the order
was cancelled,

m) If the service order was changed after being
sent to the vendors, the date of the change
made,

n) Last date any change was made to the
service order,

0) Ability to track when order comments are
entered or changed,

p) Store and display of dates to allow user to
follow each service order from creation through
its entire life cycle,

g)Date the vendor expects to complete the
order,

r) Date vendor actually completed work on the
order/ service activation,

s) Date the actions defined in the service order
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were reconciled with the actual actions taken
by the vendor.

49

Does your solution have the capability to send
order cancellation notices to the vendor?

50

Does your solution have the capability to e-
bond with the carrier's ordering system? If yes,
please explain the process.

51

Does your solution have the capability to
update the inventory database from the order?
If yes, please explain the process.

52

Does your solution have the capability to
ensure and maintain continuity of facilities (i.e.
circuits, telecom lines, etc.) when orders are
updated or removed? For example: If circuit A
is removed, then circuit B must also be
removed.

53

Does your solution have the capability to order
and maintain services such as
teleconferencing, calling cards, fax broadcast,
customer provided equipment, order
management, managed WAN devices, etc.
through a single portal?

54

Does your solution have the capability to fully
integrate information between the various
modules in the solution so that information
processed for the service request is
maintained throughout the application? For
example: Information entered as part of an
approved service order should be available to
all relevant components/modules of the
solution.

55

Does your solution have the capability to auto-
fill the VITA billing information from a catalog
for existing locations and users?

56

Does your solution have the capability to assist
the user in selecting product
codes/descriptions from the catalog table to
auto populate the selection(s) in a customer
telecommunications service request/order? For
example: when a telecommunications
coordinator selects a needed product code
from the catalog, can it auto populate the
information into the telecommunications
service request upon selection?

57

Does your solution have the capability to send
orders and order attachments using various
methods (i.e. fax, emalil, etc.)?

58

Does your solution have the capability to allow
the orders to be expedited? If yes, please
explain the process and alerting for expedited
orders.

59

Does your solution have the capability to do
the following:
a) produce supplemental orders when

revisions/changes to an order need to be sent
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to vendors while keeping the original order?

b) allow address location updates on the order
after the order has been placed to ensure
accuracy?

60

Does your solution have the capability to store
the vendor assigned work order number with a
minimum of 20 characters? If yes, please
explain if there is a limitation of occurrences?
This number may occur as many as 200 times
per service order.

61

Does your solution have the capability to store
the account number assigned by the vendor? If
so, does this field allow at least 25 characters?

62

Does your solution have the capability to track
workflow and status with automatic escalation
and notification of orders and any change of
status? Please explain how the solution
accomplishes this.

63

Does your solution have the capability for
users to check status of their orders?

64

Does your solution have the capability to set
up automatic emails as notifications for tasks
that need to be completed?

65

Does your solution have the capability for a
user to cross reference orders by the following:
a) project
b) agency assigned (log) number
c) facility ID
d) agency/activity code
e) date order submitted to VITA/supplier
f) vendor
g) vendor service order number
h) location
i) service type

66

Does your solution have the capability to
automatically date/time stamp all orders
received and provide a tracking history with
name date, time, etc.?

67

Does your solution have the capability to
support web based ordering initiation?

68

Does your solution have the capability to
perform multiple transactions types (i.e.
moves, adds, changes, swaps) on a single
service order?

69

Does your solution provide an inbox/repository
for communications, job status, errors and to-
do items with complete tracking and change
history?

70

Does your solution have the capability to allow
agency Telco coordinators to initiate and
electronically transmit a service request to
VITA?

71

Does your solution allow VITA to electronically
transmit orders to vendors?

72

Does your solution have the capability to
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customize the order form to capture additional
information?

73

Does your solution have the capability to
validate address locations against information
housed within the database?

74

Does your solution have the capability to
compute the order request due date based on
service level intervals in the VITA/vendor
contract?

75

Does your solution have the capability to allow
linking of related orders or multiple orders
associated with a single project?

76

Does your solution have the capability to
validate a requested product to a catalog or
table that includes the vendor and price?

77

Does your solution have the capability to
display the total number of facilities and the
facility details on a service request?

78

Does your solution have the capability to allow
an order writer to install and update multiple
inventory items from one screen and to
indicate the number of items to be affected?

79

Does your solution have the capability to
automatically increment the phone number
when an order writer is entering a range of
phone numbers for multiple installations?

80

Does your solution have the capability to

prompt the user to enter all related inventory
items necessary for a specific type of service
(i.e. standard features for a CENTREX line)?

81

Does your solution have the capability to
default the “ordered” and “received” date fields
to the system generated dates?

82

Does your solution have the capability to copy
selected line items from an existing service
request when creating a new service request?

83

Does your solution have the capability to
provide a standard input format for key data
elements? For example: Naming conventions
for street address information must be
consistent across inventory, ordering, and
billing components for the system

84

Does your solution have the capability to
automatically reference pricing, contracts, or
guotes within the order?

85

Does your solution have the capability for
orders that are partially completed to bill
customers for the completed portion? For
example: 10 lines are ordered but only 5 are
installed. Can the 5 installed be made billable?

86

Does your solution have the capability to
automatically add contract allowable charges
to expedited orders?

87

Does your solution have the capability to allow

a field to indicate the name of the user of the
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inventory item?

88

Does your solution have the capability to allow
a field to accommodate a "referred to"
number? In other words, is there the ability to
link one inventory item to another?

89

Does your solution have the capability to allow
the customer receiving a service or product to
confirm receipt and update the status within
the system? If yes, please explain.

90

Does your solution have the capability to
capture the warranty expiration date when an
order is entered so it can be tracked in the
inventory?

91

Does your solution provide effective
communication methods such as chat queues
and bridges to enable interaction between
various teams to facilitate prompt resolution of
issues and reduce communication overhead?

92

Does your solution have the capability to use
business process logic to automate functions
with specific trigger points and milestones? For
example, when a new circuit is installed, you
can automatically initiate a disconnect order for
the old one if needed.

93

Does your solution have the capability to
customize the initial order form to include drop-
down fields with pre-approved selection
values?

94

Does your solution have the capability to
customize the initial order form to include links
to websites containing reference material, such
as contracts and specifications?

95

Does your solution have the capability to

produce a report that provides VITA customer
telecommunications services requests by their
current workflow stage and processing status?

96

Does your solution have the capability to
produce a report that provides a summary of
the status of VITA customer
telecommunications services requests/orders?
For example, orders by customers and by
service type (i.e. Moves Adds Changes
Disconnects).

97

Does your solution have the capability to
produce a report that provides a detailed order
processing history of VITA customer
telecommunications services requests/orders
by customer by order type and by date? For
example: by date submitted and by requested
due date, etc.

98

Does your solution have the capability to
produce a "promised delivery date" report that
shows vendor orders in process that are
coming due for VITA customer service delivery

within a specified number of days? For
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example: due in 3 days, due in 5 days, etc.

99

Does your solution have the capability to
produce a Vendor orders "past due items"
aging report that identifies over-due items and
groups them according to VITA-defined aging
periods? For example: “past due 5 days, 10
days, and greater than 10 days past due")?

100

Does your solution have the capability to
produce a report of "Unconfirmed Orders"
(issued orders with no vendor confirmation
date) by vendor by VITA telecommunications
service customer and by specified date range?
For example: Orders that have not yet reached
the vendor response deadline and orders that
are past due for the vendor to respond.

101

Does your solution have the capability to
produce a report that provides customer
identification (ID) number that is cross-
referenced to the telecommunications service
request numbers? For example: reports of all
of a specific VITA telecommunications
customer’s service requests within a specified
date range as a result of entering a customer.
ID number)?

102

Does your solution have the capability to
produce a report of telecommunications
customer service requests/orders by assigned
order writer by request/order status?

103

Does your solution have the capability to
conduct queries or produce ad-hoc reports by
customer for selected customer data? For
example: information by service order type by
date of service install by address location of
service(s) by number of phone lines, devices,
etc.

Inventory

The Inventory section requirements cover the records and information VITA maintains for
telecommunication facilities in use for billing within the Commonwealth (i.e. circuits or lines,
managed equipment, wireless devices, related network features, etc.). The scope encompasses
entry of new items, updating records for MACD activity and verification of accurate end-state

inventory data at any point in time.

It is critical that the majority of the present inventory content be retained in the proposed future state
solution. VITA desires to augment existing capabilities, including an improved, detailed historical

trail documenting revisions to inventory items.

No.

Inventory Requirements

104

Does your solution have the capability to
maintain inventory data for wireline and
wireless and have the capability to expand to
emerging technologies? For Example: mobile
phone number, mobile service provider, serial
number, device model number, Good

technology license
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105

Does your solution have the capability to store
data for a variety of telecommunications
services and equipment at the lowest level of
detail (USOC)? If yes, explain how your
system identifies the individual
telecommunications services and equipment,
and state if the types are established by
business rules.

106

Does your solution have the capability for a
user to cross reference inventory by the
following:

a) agency activity code

b) name or description

c) vendor

d) product code

e) facility type

f) location group

g) street address

107

Does your solution have the capability, based
on order activity, to activate/ update new or
change of inventory automatically during the
current month? If yes, how is this
accomplished?

108

Does your solution have the capability to
maintain information for facilities (circuits,
telecom lines) that are not currently billable to
customers? For example: Pending activation
date, traffic identification, and suspended cell
phone line. If yes, how is this accomplished?

109

Does your solution have the capability to track
changes to the inventory by date and user? If
yes, explain: 1) if changes tracked at the
record level and individual field level 2) how
many changes are tracked, and 3) how long is
the change data kept?

110

Does your solution have the capability to
define VITA defined business rules (validation
criteria and formats) for each field? For
Example: CENTREX number should be
validated for ten numbers and has to have a
valid NPA/NNX.

111

Does your solution have the capability to store
the VITA defined business rules in a single
repository so changes in the business rules
are enforced through all sub systems? If yes,
please explain this process.

112

Does your solution have the capability to keep
the inventory available for update while an
invoice is being produced by VITA for
customers?

113

Does your solution have the capability to store
the inventory data in a non-proprietary data
structure?

114

Does your solution have the capability to store

a "snapshot" of the inventory for previous
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months? If yes, how many months can be
stored?

115

Does your solution have the capability to have
scheduled and on demand data backups? If
yes, how often is it backed up and where is it
stored? (same or separate storage device)
Please explain normal backups and recovery.

116

Does your solution have the capability to
download selected data in a format usable on
a PC application (i.e. MS Office, Excel,
Access)?

117

Does your solution have the capability to apply
facility mass additions, updates and deletions
to the inventory? If yes, describe the process
and controls.

118

Does your solution have the capability to
validate a site location code (e.g. service
location address, location group, site code) for
each facility?

119

Does your solution have the capability to store
facility contact information (i.e. remote drop
contact, user name)?

120

Does your solution have the capability to
indicate the status of facilities in inventory (i.e.
available, reserved or pending removal)? If
yes, please describe how this would be
handled.

121

Does your solution have the capability to link
multiple facilities with a valid group identifier?
For example: DS3 hub circuit would have
associated smaller circuits.

122

Does your solution have the capability to
perform inventory update functions
automatically or does it require additional
manual processes or data entry to update the
inventory? Identify and describe in detail any
manual processes.

123

Does your solution have the capability to
maintain, at the lowest level of detail, both
actual charges and the ability to calculate
charges? For example: FUSF are based on
percentage of total interstate circuit cost which
varies by mileage.

124

Does your solution have the capability to
maintain facility information (i.e. percent