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[bookmark: _Toc238275390][bookmark: _Toc475611673]Purpose & Scope
The purpose of this document is to describe MassIT’s Product offerings for Unified Communications Telecommunications Services.  
[bookmark: _Toc238275391][bookmark: _Toc475611674]Document Ownership
This document is owned by the Product Manager for Telecommunications and Line of Business Director for Network & Data Services:
Brad Steele	
brad.steel@state.ma.us
MassIT Unified Communications Director	

1.1 [bookmark: _Toc301878825][bookmark: _Toc475611675]Unified Communications Overview
As part of the Consolidation effort, and taking into consideration the needs of MassIT to continue to offer the best service possible, MassIT will be has combining certain work areas into a Unified Communications core.  This core group will provide Unified Communications to participating agencies and organizations throughout the Commonwealth.

Unified communications (UC) is the integration of real-time communication services such as instant messaging (chat), presence information, telephony (including IP telephony), video conferencing, data sharing, call control and speech recognition; with non-real-time communication services such as unified messaging (integrated voicemail, e-mail, SMS and fax). UC is not a single product, but a set of products that provides a consistent unified user interface and user experience across multiple devices and media types.  It can encompass all forms of communications that are exchanged via the medium of the TCP/IP network.

Products within the Unified Communications LOB include:

· Unified Communications Network Engineering 
· Unified Communications Mobile Device Management
· Unified Communications Gateway Services 
· Unified Communications ListServ Service
· Unified Communications Messaging and MassMail
· Unified Communications Telecommunication Engineering and Operations (MassVoice)


[bookmark: _Toc238275392][bookmark: _Toc475611676]
Product Offerings
[bookmark: _Toc238275393][bookmark: _Toc475611677]Description of Products
MassIT provides Unified Communications (“UC”) technologies and services, now known as “MassVoice”, to forty plus Commonwealth agencies today, with great potential for expansion to many other Commonwealth agencies. MassVoice benefits include improved communication features, functionality and upgraded hardware/handsets provided at a much lower cost than a private voice provider would be able to offer. It also enables MassIT to provide agencies with other advanced communications options that might otherwise be unavailable. 

The forty agencies are connected to an Avaya S8700 IP-PBX Complex Release CM6.3, with duplicated control servers, Avaya Session Enablement Servers (SES), Avaya System Manager, Avaya Session Managers, Avaya Call Management System (CMS) R17, and an Avaya Aura Messaging Voicemail System. The system is capable of VoIP (SIP and H.323) communications and is expandable to 33,000 users in its current configuration. At the beginning of Fiscal Year 2017, the MassVoice offer was expanded to include Cisco VoIP as part of the core solution.

The solution is a cloud offering, which is owned and maintained by Future Technologies Group, Inc. (“FTG”), through the Commonwealth of Massachusetts ITT50 Statewide Contract.  The core-connected agencies are located in the State House, One Ashburton Place, SDC, MITC, and in the Saltonstall Building, with remote locations spreading across the Commonwealth.

In addition, MassIT manages voice circuits connected to the MassVoice through the ITT46 contract.  These circuits known as the “Shared Trunk” consist of three 20mb SIP trunks located in Boston, Springfield, and Chelsea.  In addition to these circuits, there are two PRI circuits in Boston and one at SDC, which are used for business continuity if the SIP trunk becomes unavailable.   Additional circuits are located at the State House for business continuity.  Remote locations are connected via MAGNet/MPLS connectivity back to the core system and local survivable trunking when required. 

This product offering includes: VoIP, PBX, Call Management System (CMS) and Voicemail Management

· Provide design and planning of MassVoice communication services and provision of services to agencies on MassVoice.
· Provide ongoing 24x7x365 monitoring, management and maintenance of MassVoice Premise Equipment.
· Provide technical, consulting, design and implementation services, including site assessments, for MassVoice agencies. 
· Identify, troubleshoot and resolve technical issues with the Avaya PBX and Aura Messaging Voicemail systems.
· Administer all soft moves, additions, and changes (“Simple MACs”) for approximately 4,600 users and provide “complex” change management activities (“Complex MACs”).
· Provide on-site technician dispatch, if necessary.
· Provide Tier I and Tier II support for users.
· Provide Tier II support for all MassVoice agencies.
· Coordinate regular and emergency maintenance windows with vendor by following standard change management procedures.
· Provide support for change orders. 
· Provide support for unscheduled service outages in a timely manner.
· Provide a MassVoice Internet Web Portal for MassIT agencies for 24x7x365 real-time access for project oversight and trouble-ticketing.
· Provide reports related to MassVoice services.


Project Management 
· Develop consolidation plan by identifying additional agencies and proposing an appropriate solution for their environments.
· Propose strategies in which the Commonwealth can decrease spending and increase value added services.
· Coordinate participation of all involved parties (i.e. vendors, agencies and MassIT staff) in projects.

Contract Management
· Negotiate contract renewals and amendments. 
· Enforce Terms & Conditions of established contract(s).
· Evaluate and/or recommend hardware and software enhancements according to contract requirements.

Support Services include:
· A Service Account Manager to answer any questions or concerns regarding MassIT Services.
· Services offered through our Operations Office, including Change Management and customer access to incident management via email, phone (CommonHelp).
· The online COMiT service management portal.

[bookmark: _Toc238275394][bookmark: _Toc475611678]Current Footprint, Supported Hardware and Software Versions
The following Systems are supported and managed by FTG:

One Ashburton Place, Boston, MA – Avaya S8700 Complex, Release CM6.3

· (2) Avaya CM HP DL360PG8 Servers
· (1) Avaya System Manager HP DL360G7 Server
· (1) Avaya Session Manager HP DL360G7 Server
· (1) Avaya Session Border Controller Dell R210-II Server
· (1) Avaya Aura Messaging Message Application Server – Dell R610 Server
· (1) Avaya Aura Messaging Message Storage Server – Dell R610 Server
· (1) Avaya Call Management System R17 Server
· (5) Avaya G650 Media Gateways
· (5) Avaya MCC Cabinet Carriers



One Ashburton Place, Boston, MA – DCAMM

· (2) Avaya G650 Media Gateways


State House, Governor’s Office, Boston, MA

· (1) Avaya CM HP DL360PG8 Server
· (4) Avaya G650 Media Gateways


Saltonstall Building, Boston, MA

· (3) Avaya MCC Cabinet Carriers


200 Arlington Street, Chelsea, MA 

· (1) Avaya CM HP DL360PG8 Server
· (1) Avaya Session Manager HP DL360G7 Server
· (1) Avaya Session Border Controller Dell R210-II Server
· (1) Avaya Aura Messaging Message Application Server – Dell R610 Server
· (1) Avaya Aura Messaging Message Storage Server – Dell R610 Server
· (2) Avaya G650 Media Gateways
· (1) Cisco Call Manager ISR 4321 Server


Springfield, DC

· (2) Avaya CM HP DL360PG8 Servers
· (1) Avaya Session Manager HP DL360G7 Server
· (1) Avaya Session Border Controller Dell R210-II Server
· (1) Avaya G450 Media Gateway
· [bookmark: _GoBack](1) Cisco Call Manager & Unity Connection 10.x Cisco 7000 M.B.E. Server



[bookmark: _Toc238275395][bookmark: _Toc475611679]Service Targets
	Service Requirement
	Description

	Service Availability
	Service is available 24X7.

	Replacement of Failing Components
	8:30 AM - 5:00 PM Monday through Friday with a 4 hour onsite vendor to initiate component repair/exchange of critical components; 24 hour onsite commitment for non-critical pieces.

	Incident Management
	MassIT Service Management Office has standard processes for managing incidents, requests and changes.

	Request Fulfillment 
	Staff will respond to service requests 8:30 AM - 5:00 PM Monday through Friday excluding holidays and weekends.




[bookmark: _Toc475611680]Product Reporting 
The following reporting information is provided to customers as part of this service:

	Report
	Description
	Reporting Interval

	Extension Inventory
	This report provides a summary of all extensions available and used by each MassVoice Agency.  Reports should be requested quarterly to coincide with Avaya’s equipment audit (True-Up) which is used for quarterly pricing.
	Upon request through the Telecommunications Team


[bookmark: _Toc238275397]
[bookmark: _Toc475611681]2.5	Service Requests
	COMiT Service Requests
	Description
	Lead Time-Business Days

	Telecommunications Consolidation (Systems and Circuits)
	This request supports EO549 IT Consolidation for customers requesting assistance in consolidating telecommunication systems and circuits.
	14 days

	Technical Assistance with Telecommunications Systems, Circuits or Peripherals
	This request provides technical support for existing telecommunications systems, circuits or peripherals. Includes all configuration changes, technician dispatch, extensions ringing on multiple lines, and complex setups.
	3 Days

	New Telephone Hardware
	This request is for new telephone hardware and handsets.
	
3 Days

	Modify Telephone Hardware
	This request is to change or modify new telephone hardware and handsets.
	3 Days

	New Telephone Extension
	This request is for a new telephone extension.
	3 Days

	Modify Telephone Extension
	This request is to change or modify telephone extensions.
	3 Days

	Voice Mail
	This request is to provide new voice mail services.
	3 Days

	Modify Voice Mail
	This request is to modify voice mail services.
	3 Days

	Contract Support Services
	This request is for contract assistance.
	3 Days


[bookmark: _Toc238275398]	*For new service requests only. To manage existing requests, please log into COMiT. 

1. [bookmark: _Toc384648462][bookmark: _Toc475611682][bookmark: _Toc396909982]Metrics Reporting 
	Performance
	Description
	Measurements 

	Not available at this time.  
	 
	 





	Availability
	Description
	Measurements

	Not available at this time. 
	 
	





[bookmark: _Toc475611683]Customer vs. MassIT/FTG Responsibilities
This section describes scope of responsibility for both customers and MassIT/FTG in relation to providing the defined service. 
[bookmark: _Toc238275399][bookmark: _Toc475611684]Summary Customer Responsibilities
Customer responsibilities include but are not limited to:
The Telecommunication customers are responsible for providing plans and user growth forecasts on a quarterly basis. Customers should utilize MassIT’s COMiT system to request services from the Telecommunication team, and report outages through COMiT’s incident reporting process. 
Customers are responsible for the procurement and replacement of Handsets and the Peripherals (i.e. external speakers, headsets, extension cords).
[bookmark: _Toc238275400][bookmark: _Toc475611685][bookmark: m_customer_detail]Detail Customer VS. MassIT/FTG Responsibilities
Telecommunication Infrastructure
Telecommunication Infrastructure consists of all equipment installed and active for the purpose of facilitating telecommunications within the MassVoice environment.  This is inclusive of all hardware (Servers, Gateways, Circuit Packs, Modems, UPS, Network Switches, and their peripherals).  The main devices within this infrastructure are the PBX, Voice Mail (Aura Messaging) and CMS.

	Responsibilities
	Customer  
	MassIT

	Define supported telecommunication infrastructure technologies and standards.
	
	X

	Define supported vendor infrastructure products and standards.
	
	X

	Publish change request procedures and lead-times for customer to follow for routine server and operating system service requests (e.g. patch routine maintenance).
	
	X


	Provide information quarterly for any expected significant increase in utilization of telecommunication infrastructure (i.e. increase or decrease of staff over 10 people).
	X
	

	Submit requests for added features or functionality that may require additional infrastructure equipment.
	X
	



[bookmark: _Toc95645629]
Telecommunication Server Administration
Telecommunication Server Administration provides support for the base operating system configuration and associated file systems, all installed vendor software such as application server software; log files, processes, problem determination, problem resolution, fix installation, administration tools, utilities, security and hardware. MassIT is fully responsible for Telecommunication Server Administration.

	Responsibilities
	Customer  
	MassIT

	Install server operating system, system management software and vendor software and utilities as specified by Change Management process.
	
	X

	Manage the server infrastructure configuration via Change Management process:
Initial server configuration
Modify configuration files
Document system configuration
Control access to system configuration files
	
	
X


	Manage server infrastructure systems via Change Management process:
Create, maintain and delete Agency related data
Modify system capacity 
Verify hard drive availability
Repair defective file systems
Modify file system permissions
	
	

X


	Support and install major (new version) operating system and proprietary software upgrades as required by customer in a mutually agreeable time frame. 
	
	X

	Use monitoring agent to monitor critical OS log files (including memory, CPU and disk space utilization) and generate an alert should they grow over a certain size. 
	
	X

	Identify server infrastructure patches and configuration modifications
	
	X

	Report emergency fixes that have been implemented in the server environment to customer. 
	
	X

	Identify proprietary software patches and configuration modifications.
	
	X

	Request vendor technical support for all vendor provided software.
	
	X

	Apply operating system patch updates via Change Management process.
	
	X

	Apply proprietary software patch updates via Change Management process.
	
	X

	Maintain server hardware and software configuration information.
	
	X

	Manage Operating System security via Change Management process:
· Enable server passwords for connecting with other servers
· Create and modify system login/logon scripts
	
	X

	Provide diagnostic and problem analysis for MassVoice Agencies
	
	X

	Provide diagnostics, problem analysis, administration and support for server infrastructure
	
	X



[bookmark: _Toc95645630]Telecommunication Server Operations
Telecommunication Server Operations provide on-site system console monitoring and first level incident determination and resolution for server hardware and operating system software on a 24x7x52 basis.  MassIT is fully responsible for Telecommunication Server Operations.

	Responsibilities
	Customer
	MassIT

	Provide first level support for server operating system, proprietary software, system management software and operating system utilities, including release upgrades.
	
	X

	Monitor status of system. 
	
	X

	Execute activities to support releases to production via Change management process. 
	
	X



PBX, Aura Messaging and CMS Monitoring and Fault Management
PBX, Aura Messaging and CMS Monitoring and Fault Management provides 24x7x52 support for the fault management of the customer’s telecommunication equipment in the MassIT data center by performing monitoring, troubleshooting and testing activities necessary to restore any disruption to server services. 

	Responsibilities
	Customer
	MassIT

	Define requirements for business services monitoring.
	
	X

	Customer is responsible for reporting outages, or perceived inefficiencies to the telecommunication team utilizing the Incident management system.
	X
	

	Respond in a timely manner to customer reported incidents
	
	X

	Monitor managed server hardware and software environment on a 24x7x52 basis.
	
	X

	Monitor and respond to application alerts and events per incident management process.
	
	X

	Monitor and respond to system alerts and events per incident management process.
	
	X

	Monitor and respond to hardware alerts and events per incident management process.
	
	X



PBX, Aura Messaging and CMS Performance and Capacity Management
PBX, Aura Messaging and CMS Performance Management include monitoring, measuring, analyzing and reporting systems performance.  PBX, Aura Messaging and CMS Capacity Management includes the development and maintenance of tactical and strategic plans to verify that the computing environments meet Customer’s growing or changing business requirements.

	Responsibilities
	Customer  
	MassIT

	Provide quarterly Customer deployment plans and user growth forecasts.
	X
	

	Define requirements for performance/capacity planning.
	
	X

	Implement and maintain tools for performance/capacity planning and management. 
	
	X

	Define performance indicators and establish thresholds to monitor server performance against indicators.
	
	X

	Communicate Future Architecture Strategy and impact on Capacity Planning.
	
	X

	Provide analysis and report on server performance trends and exceptions.
	
	X

	Recommend corrective action to resolve system performance and capacity problems.
	
	X

	Implement corrective actions approved by the Change Management process.
	
	X

	Monitor and document systems current capacity baselines for determining future capacity requirements.
	
	X

	Recommend server configuration changes to optimize utilization of assets.
	
	X

	Identify requirements and provide recommendations for additional system capacity to ensure service level attainment.
	
	X

	Recommend server hardware upgrades and refreshes.
	
	X

	Recommend addition of physical resources. 
	
	X




[bookmark: _Toc95645634]Scheduled and Unscheduled Server Hardware Maintenance
Scheduled and Unscheduled Server Hardware Maintenance includes preventative hardware support, repair and/or replacement activities for server components. Standard maintenance will be performed during a standard maintenance window agreed to by MassIT and the customer. Required backup and reboot of the CMS and Aura Messaging Voice Mail systems are scheduled for the second Friday of the quarter with system backup beginning and 6pm and reboots following after 7pm.  Emergency maintenance may be performed during a nonstandard maintenance window at a time approved by MassIT and the customer.

	Responsibilities
	Customer  
	MassIT

	Implement hardware maintenance services procedures, including the criteria for deploying hardware maintenance personnel.
	
	X

	Communicate plans for scheduled or unscheduled maintenance activities with customers utilizing the Change Management process.  Coordinate acceptable time based on customer’s needs.
	
	X

	Respond to communications for scheduled or unscheduled maintenance activities.  Coordinate acceptable time with MassIT as expressed using the Change Management process.
	X
	


	Provide support assistance to MassIT upon request in resolving hardware maintenance issues.
	X
	

	Provide corrective maintenance and repair for field replaceable parts or software on a 24x7x52 basis.
	
	X

	Dispatch hardware maintenance service personnel/technicians in accordance with established Incident Management process.
	
	X

	Update the status of hardware maintenance service requests per Incident Management process.
	
	X

	24x7x52 response to application failure or hardware failure to the PBX, Aura or CMS servers.  An Avaya technician will be available 24x7x52 within a 4 hour response time as specified for critical outages in ITT12.
	
	X


[bookmark: _Toc95645635]
Telecommunication Server Access Rights and Control
Telecommunication Server Access Rights and Control describes the authority granted to MassIT to use server management and performance/capacity tools.  MassIT is fully responsible for Telecommunication Server Access Rights and Control.

	Responsibilities
	Customer
	MassIT

	Maintain tools for remote management and alert monitoring. 
	
	X



[bookmark: _Toc238275401]
[bookmark: _Toc475611686]Rate Information
This cost is based on each agency’s portion of the total users on MassVoice and is determined by ITT50. Under this contract, FTG is the vendor of choice for MassVoice.  FTG will invoice each agency utilizing MassVoice directly for their usage based on the Rate Schedule below.  


	I. MASSVOICE PRICING SCHEDULE - MONTHLY PER SEAT COSTS - "BASIC SERVICES"

	RATE SCHEDULE:  From July 1, 2016 to September 30, 2020

	COST TABLE:
	Avaya/Cisco*

	System Line Quantity
	Basic Phone**
	Standard Phone
	Admin Phone
	Attendant

	4000+ BILLABLE STATIONS
	 

	STATION
	$14.45
	$14.45
	$15.45
	$15.45

	**See note (1) below for analog only basic phones (02/15/17).


	II.  MASSVOICE PRICING SCHEDULE - MONTHLY UNIT COSTS - "OPTIONAL SERVICES"

	RATE SCHEDULE:  From July 1, 2016 to September 30, 2020

	COST TABLE:
	Avaya/Cisco*

	VoIP Handsets
	$5.35
	$6.05
	$7.80
	$66.25

	Voice Messaging
	$0.00
	$0.00
	$0.00
	$0.00

	Unified Messaging
	$11.75
	$11.75
	$11.75
	$11.75

	Avaya Call Center - Agent - Skills-Based Routing 
	N/A
	$7.90
	$7.90
	N/A

	Avaya Call Center - Agent - CMS Reporting
	N/A
	$6.50
	$6.50
	N/A

	Avaya Call Center 1X Agent
	$8.25
	$8.25
	$8.25
	$8.25

	Avaya Call Center - Supervisor - CMS Reporting
	N/A
	$13.00
	$13.00
	N/A

	Cisco Call Center – Agent – Skills Based Routing including CMS Reporting
	N/A
	$34.25
	$34.25
	N/A

	Avaya - Local Site Survivability/Redundancy (≤450 Stations) Per Site
	$60.00
	$60.00
	$60.00
	$60.00

	Avaya - Local Site Survivability/Redundancy (>450 Stations) Per Site
	$135.00
	$135.00
	$135.00
	$135.00




[bookmark: _Toc475611687]Chargeback and Cost Allocation Tools and Policies
Telecommunications currently does not use MassIT chargeback services.  
VENDORS ON CONTRACT BILL ENTITIES DIRECTLY FOR ALL SERVICES
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