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Solano County is changing from Cisco UCCX contact center solution to West Communications Cloud Contact
Pro contact center solution. CalWIN’s CTi server is currently connected to Solano’s UCCX server using TCP
port 12028 for monitoring the status of the County’s call queues.

N/A

Contact CalWIN CRE will monitor the Automated Call Distribution (ACD) queue statistics by making API calls
to West (Solano’s Cloud Vendor) through the CalWIN network.

VOICE: Contact CalWIN will vector calls to the Solano County phone system, via the existing MPLS. The calls
will be passed by the gateway to a cube router, as they do today, and then passed to a route point and
workgroup in the West Call Center, which will determine which agent to route each call to.

VR Language Code, County of Residence, and Call Tracking ID will also be transmitted when calls are being
transferred.

CalWIN will transmit in real-time the following information from outside vendors for the Contact CalWIN
sub-system-

#= Agents loggedin
= Agents available
= Callsin queue
= Estimated wait time, if available (mm:ss)
= Total active calls {in queue + talking to agent)
CalWIN will transmit automatically the following information from outside vendors for Contact CalWIN:
= Call entering the ACD
= Agent Answering Call
# Call Disconnecting
= Agent changing state (To capture agent wrap up time)

= Via an APl request (typically called every 2 minutes

Per the Design review - The State calls into the IVR in Tulsa, they enter specific information, County of
Residence, Language and #tracking. Based off that information CalWIN IVR will transfer to SOL - these are
consultative warm transfers, call is always anchored to the IVR in Tulsa. (English and Spanish.)

The IVR uses CTI -API connection to BPG, it uses specific statistics to see if an agent is available and based
off specific SLA will initiated/ transfer the call to the CalWIN via Audio Codes Gateway that resides at the

PAC 44162 CD SOL Telephone System Change 2
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county and connects to the county PBX via SIP, the dialed number is received by PBX and routed over to the
agent etc. The call is transferred if an agent is available.

ACCESS CalWIN-

Inbound IVR calls will come into the County, be passed to the Audiocodes gateway, and sent to the IVR in
the data center across the CalWIN network. Call "Zero out" transfers will pass the call back to the
Audiocodes SIP SBC/gateway to the Cube Router/Cisco PBX which will work in conjunction with West Call
Center to determine where to send calls. Outbound Balderas calis will be sent via the same Audiocodes
gateway in the same way that we are doing with other counties.

Gateways-

There is currently one gateway for Access CalWIN and one gateway for Contact CalWIN. Existing gateways
will be re-used for this project and it is anticipated that no new gateways or WTI box will be required.

PAC 44162 CD SOL Telephone System Change 3









s nriaie mEEopesrrli b (= Cenmitias










LiC
mdE i
P

oy 1M 1 L |E
W .
eyl
S = ToM
o -
1 o
i ™
{ "
"‘._.,.-..": il
TS SN
el = i
I "
x £
L- = LY

I —

oty AT T







'-"'M".H'ull-'.r"-'.t«"lu
isaind

B UILES £

A et o | B e A

A =1 TR | [
sy
X e e}

[y ool Syt e, = Sl

P B

S S L R A
- : b et i

[ W=
- e < 1 I Fcd
el = o, | e o iy =







N | - e VT U = W™ 5
|
i i T
i i 0 oy 1 L | |
| i
¥ i
" = Ljis
| |
| ' ¥
i A
| (] 1 ! - i i
| |
i i 1% I i -
1T Y iy £
Lkttt by T e Lk
i
LE=
I % g | i + | Ji kL



ey HR Y

MBS el 1 e N

— Evnipe

it Pecaritpitan A=

Rl MeEgzaleinr  Hesgnansibig it

Ut

IFPpmprte (A P T

e WrElag

S TGNy



[t |0 =" e







-

e

PREERE

I




Tllteprpecs T

o B

UL e,

) R
it g 5
R

T




-

AT st i i eta R i i




a0t et

'

£ Sl

N i
oy

e s

m




PROJECT APPROACH AND COST (PAC) 44162 CD SOL Telephone System Change Agreement

The Database Services team completes this section. Complete the Database Changes table only for
approved exceptions to the PAC usage criteria that include database changes. Otherwise, enter N/A.

N/A

The following six sections are completed for each reference table affected by the change.

In the event that this proposal is accepted and becomes a project:

-

The RT Documentation template for each reference table affected by the change is also
completed as part of the design deliverables.

For existing tables, complete the reference request spreadsheet [RRS] for EACH reference table
affected by the change as part of the design deliverables.

For new tables, the RRS will be generated during the construction phase.

select
'TABLE NAME - ' || REFR_TBL_PHY_NM || CHR(13) || CHR(10}]]
‘LOGICAL NAME -’ || REFR_TBL_LGCL_NM || CHR(13) || CHR(10) ||
'SHORT DESC -'|| REFR_TBL_DESC || CHR(13) ]| CHR(10}]]
'MAINT LEVEL - ' | | DECODE(MAINT_LVL_CD,

'C','"COUNTY', 'N','CONSORTIUM",

'B','BOTH CONSORTIUM AND COUNTY',

'S 'SYSTEM') || CHR(13)} || CHR(10) ||
‘LEAD TRACK - ' || SUBSYS_NM || CHR(13) || CHR(10)
FROM RT_REFR_TBL A, RT_SUBSYS B
WHERE REFR_TBL_PHY_NM = 'RT_XXX'
AND A.MAINT_SUB_SYS_CD = B.SUBSYS_CD(+);

PAC 44162 CD SOL Telephone System Change 21
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Please see Appendix C for detailed project costs. The “other” costs listed above include the following
tasks-

ACCESS CalWIN

e Configuration of test transfer point
e {nbound Testing
e (Call Transfer testing- 3 tests
e Qutbound testing- 3 tests
e Engineering design
e (Cutover
Contact CalWIN

¢ Configuration

e Network support

e CIC Changes

e Setup new server (.NET, connect to call center, connect to CRE web services)
e Authentication to call web service
e Agent API validation

e (CRE stats

e Testing (Queue stats, Agent stats)
o Complete testing

e Engineering design IVR

e Cutover

The following assumptions were made by the Vendor, or developed in conjunction with the County, for
the creation of this document. Any decisions made by the County that may modify these assumptions
may affect the cost, schedule or outcome of this project.

1. DXC reserves the right to create a Modification to this PAC for additional work effort and costs
that may be required for additional testing efforts while testing with West, or in the instance of
any delays from Solano County and/or West Network Solutions.

Solano County will be invoiced upon completion of the deliverables in Appendix C. In addition, the
vendor services will be invoiced upon completion of the System Test Results deliverable. Payment is due
within thirty days.
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