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| Question o

Answer

Item2 KVM Sw1tch ' S “Call Cen er.: (Irem 13) descrzbed bellow must be
. o s dellvered wzth all software hcenses (RDBMS
‘.What is the distance .|
. between each server and: __:
- the KVM switch? '
~.A) Farther than 10
cmeters
.-B) 10 meters or closer

' requlrements

: e .: No. You may offer such'KVM switch accordmg to the'
Item 2 KVM Swltch Jdtem 0.1 “Minimum - requlrements and : supporting
g, ‘docmnentanon clearl tatmg that the descr1bed'

Do two or more network
“.administrators need to
-access and control different
ports individually (through
- respective busses)?
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CONTRACTING AUTHORITY’S CLARIFICATIONS

. Item 2: KVM Switch:

Have you conszdered a

or plug-in console (LCD
_ monitor, keyboard and
|': mouse)?

architecture proposed. by’ his offer, Tenderer can use

‘integrated KVM switch (19” rack built-in LCD with

KVM switch with a built-in touchpad and separated KVM controller unit). Ttem

#.0.1 .."Minimum requirements and supporting
~“|'documentation" clearly states that the described
| technical = specifications present the minimum

| specs, with improved, additional or new features, but

| minimum requirements".

Item 2 'sneciﬁ'cations eIearlystate KVM switch must
‘be for 19” rack installation with built-in touchpad and -
minimum 1024x768 17" LCD. In line with - the

fully-integrated 19” rack KVM switch or semi-

requirements meaning the "Tenderer may offer- better

must not. provide offer not strzcrly complymg wzth rhe

 How many computers or
. servers do you need to
;__ control‘?

'Item 2 spec1ﬁcat10ns clearly state 8 (e1ght) KVM ports_
| as.a .minimum; but it is up to: the Tenderer to-

antlcipate and: predlct the number of KVM ports based

| on the total_ number of rack servers proposed by his
- offer. Item 0.1 clearly states "minimum requirements
| and supporting - documentation”.
| states “Completeness of the supply cond_ltl_ons and
. '_requlrements :

Item 0.2 clearly

Item 2 KVM Sw1

I About the
-} -“computers/servers, are the

- =4 interface of mouse and
'+ keyboard PS2 or USB?

| Itisup to the Tenderer to choose the KV M interface

o ete, )-and all necessarjz server hardWare components,
| if and where required, and if and where applicable".

| servers will depend on the Call Center architecture
Lok features proposed by the Tenderer's offer. Item 0.1

1n 11ne WIth the rack server archltecture chosen and

| ddltzonal | OS app, ' rvers; plug—ms :

The precise specification ~of the 19" standard rack

inimum: requzrements and. supportmg,_
It 2" clearly : states 3

: Item 2 KVM SW1tch

Do you need to control
your KVM remotely?

: 11:en1 0.1 “Minimum - requ1rements and’-supporting
: docur_nentatlon_
technical

| specs,. with. ‘improved, additional or new features, but

You may offer such KVM Wil ch ﬁaccordmg to the"

clearly- statlng that the- described
: specifications . present the - ‘minimum
requirements, meaning the: ”Tenderer may ojj‘er better

¢ de____oﬁ"er not strzctly complymg wn‘h the
mznzmum Fequirements”. - , _
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CONTRACTING AUTHORITY’S CLARIFICATIONS

[ rtom 4 19" rack Server

=vﬁme .

Isthe Operatlve System to
~be included? In the

- technical specification
~point k is written: “Must

~ shall be installed)” but in
- .the General Requirements

-7 |'QUOTE

be enterprise, business or
:similar, regardless of the
ommercial or non-
- commercial license origin.
*Home, academic, NGO or

|+ software licences for
71 unlimited period of time.
L UNQUOTE

',_-1tlswr1tten e

= similar license types are not

i The beneficiaries must be
~entitled to use all provided

“distributions (no OS license: | = - SN AT SR

| No. Sub 1tem 4, k clea_rly states that ”(no oS lzcense

‘| shall  be - installed)". General reqmrements -are

‘common requlrements for all items so. item 0.4

License types offered must “Software Licensing” prov1des document - (project)
| wide software hcensmg requirements for any software

that may be needed by th Tenderer s offer

11SER01/11/11
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CONTRACTING AUTHORITY’S CLARIFICATIONS

s Type

4 “be included? In the
' - technical specification
“. point k is written: “Must
| .. support min Microsoft
= Windows 2003 and later,
~and various Linux

hall be installed)” but in

: -,the General Requirements

“2o| it is written:

-8 QUOTE

22|+ License types offered must

| be enterprise, business or

- similar, regardless of the

~ commercial or non-

|~ commercial license origin.
‘. Home, academic, NGO or

llowed.
The beneﬁcuarles must be
oftware licences for

: sunlimited period of time.
;UNQUOTE

: Item 5: 19" rack Server

Is the Opera’ave System to

istributions (no OS license . .|

- | shall  be:
‘| common - requlrements “for*all “items " 'so item 0.4

- similar license types are not -

ntitled to use all provided

'No Sub 1tem 5 k clear_l “states’ that_ (008" lzcense
“installed)". -General - 'req.ulrements are -

“Software Licensing” prov1d_es document (project)
wide software licensing requirements for any software

that may be needed by the Tenderer's offer. -

| '-1;? -'Item6 Notebook

g Please clarify the kind of
. ~keyboard requested. Is US
~or UK acceptable?

5 You .':':Iin'ay 'u'sé"" UK, UK- extended (intemafi'onal)

International Enghsh or Serbian latln keyboard

: . (layout)

Jtem 12: Network Security
Appllance

= design or architecture —
. ‘please clarify what do you
_:_mean w1th this clarlﬁcatlon

‘D: Must support modular B
Vand standardization feamfes
- | modular

| Subsitem 12d “Must support. modular des‘g“ o

valent: to -a) “must support
_plementmg rhe cost reductzon__
nd _steep learnmg curve) 5

OR b) "musr support:
" architecture’ composed  of  separate
componenis that are connected together where you

{can replace - or’ add any one. component (module)

without - aﬁectzng the rest of the system (whzch IS_

o opposzte fo the zntegrated archztecture)

11SER01/11/11
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CONTRACTING AUTHORITY’S CLARIFICATIONS

11}

Apphance

“ R: Please conﬁrm that you
“rare requiring 1 year licence

| - for support and updates of
-.{ - antivirus, antispam and
e _._content ﬁltermg

‘Item 12: Network Security 1 Aceordmg to the sub 1tem 2re

| year upgrade and-update hcense must. be installed”,

t1ng “Mm 1-

minimum 1-year licence for support and overall
device features updates and upgrades, which includes
anti-malware (12.m), content filtering (12 n) and anti-
spam (12.0) updates, is required.

. Item 14 Desktop PC:

PIease clarify the kind of |
e keyboard requested. Is US
I‘or UK acceptabie‘?__. .

Internatlonal Enghsh or Serb1an latin’
i (layout) :

You may use. UK UK extended (Internatlonal)

:Item Number 9Moblle phone 1 T T s D D T
'| You:are free to decide on the-way-of integration nsed
for:Call Center mobile user integration as long as you

L You ask in line L "Must
- support integration and be
_j_-:compatlb}e w1th Item 137

“With what way we have to
-integrate with Item 137
-With WLAN or GSM
connection with Item 13
;‘_;please speciﬁed‘?

| just within the office), and b) integration must comply
‘with minimum -requirements -for Call Center user

- ;Center User Equlpment” i :'-1_3' S

have in mind that: a) user must be mobile (fully, not

functions to the same extent as. for sub 1tem 13 2 “Call

: f 1nterruptlon mearn.

8 Item Number 13 Call Center
: ‘You ask in line 13.1 9 Must

‘support modular
architecture enabling easy
-upgrades (hot-plug),
‘without changing existing

“interruption

' :“:'-'Please specify what does

. unnecessary work

: _upgrades preventlng any wo -k__mterruptlon that s
' absolutely necessary One 'relevant example Woul

--jfent1re system (causrng the' unnece_s_sary work_

parts and unnecessary work ;1nterrupt10n") instead of doing the required "hot plag"

| sub-items 13.1.10, 13.1.11 -and 13.1.12, which w111:;_
i help you to fully. understand the sub 1tem 13 1.9.°

Offered modular archrtecture must enable "hot- plug"

interface card replacement (causing the absolutely'-'
minimal work interruption). Please also look at the

IternNurnber 13 Cali Center' R S L
You are free to de01de on the-'way of 1ntegrat10n used

ﬁYou ask in lme 13.1.21

- Must support integration
-with mobile phones for
-minimum 25 users

Please specrfy with what

|- way we have to intergraded - 'j:-

call center solution with
-~ mobile phones?

| with ‘minimum requlrements
;functrons o the same extent as:for sub item 13.2 “Call'_

for Call-.;:.Center user

11SER$1/11/11
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CONTRACTING AUTHORITY’S CLARIFICATIONS

You ask in hne 13 1.29

“using "fat" or "thin" client
- application, with support
~ for future upgrade to
| support video call(s) and
. video conference(s)

1

| Please specify the upgtade

mem Number 13 Cali Center ‘

~Must support soft phone for | "
~-all VoIP licenses (users)by |-~ . - S S
“:| The. sub-item 13.1.29 is relevant ‘for soft phone(s),
‘|’ meaning that the required upgrade must support
‘| working with the soft phone(s). :

~~has to work with soft phone .
or With 3rd  party software’? i

'You ask in line 13.1.31
~|.."Must support
administration of core and

| user equipment using ISDN - |-

PRI internal channel,

“analogue modem (console
“.access), ISDN BRI

- interface or by using their
:combination

all)

Is some other way of
~..administration acceptable
""" or not?.

'Item Number 13 Call Center:‘ e

| LAN/MAN/WAN network, - | Other ways of admmlstratlon are not acceptable Any_

f__f single. way of admlmstratlon descrlbed in-the sub-item
13 1. 31 OR any of: thelr combmatlons are acceptable

. (recommended support for -

for VoIP phones o

e Please spec1fy if you Want
- the sip and H.323 work
~ both in the same time‘?

Item Number 13 Call Centeri '_ .| Bot}
" Youask in line 13.2.1 SIP
- and H.323 protocol support

N _poss1b1hty for both SIP and H.323 to work at the same
& t1me onthe VoIP phones must be’ supported

'smce all of the: __P"phones ean/vwll use more. then'
one -line (please 'see 113.2.1:b ‘and’ 13. 21.c), the

in hne 13 8 7 by What
fields / limiters should

* should be displayed?

:the:-- reIe_vant and “r'elated--f 'mternal .
| results, : s

f' i _ectory_ search'-
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CONTRACTING AUTHORITY’S CLARIFICATIONS

20| inline 13.8. 8. Inwhat
-+ | " manner should email be

ﬁagents _ [
| obligatio n:-_;--to 1nstall any ‘e-mail’ chents at’ agent--
| workplaces through _using . agent: “interface™.:
| Centre Outbound Dialling sub-item 13.6.6. ‘clearly

.- E-mail is one of the Call Center' channels. Agent’s
| Interface sub-item 13.8.8 clearly states "Must support
. . |.e-mail . ‘handling - function",

m Number 13 Call Center o

‘Call Centre Inbound
: 3=D1all1ng Sub-ltem 13 3. 4 clearly _states "Must - support_
w1thout any

Call

states "Must support way of tracking evidence on all
agent interaction regardless of interaction channel”.

= Itern Number 13 Call Center

ilin line 13.8.12. Please
SR Spe01fy data fields
51 “concerned and is data in a

‘browser driven format - Is

|  browser within the Agent
Interface?

it possible to simple query
{-=the browser and display the

| This will depend on the Call Center arChiteoture

- 'sub- 1tem 13.8. 12 clearly states "Must support.
isplaying personal call °r data extracted from 1nterna1
r external database :

in line 13.8. 13 Please

22
ek provide examples of

: Item Number 13 Call Center

contexts to be popped up. | caller p
o7 | agent with the

. .Agent 8 Interface sub item 13.8.13 clearly states
1| "Must support agent interface context screen ‘pop-
upS
- |'interface component’ that appear on the screen upon

Context screen . pop-up is graphical user

"user 1nteract10n In f:;.the case. of the Call Center-

I context screen pop up is-
n_Call Center provides an|
1nteraet1ve pop' -up screens 'along w1th.
the caller custom1zed ﬁxed screens based on the caller

_data extracted from ‘the infernal or external database
| by using “automatically identified ‘CallerlD; caller
.| ‘entered PIN, caller IVR menu chorce etc. ) :

= “in lme 13 9 1. Wbat should
| - these definitions relate to?

23 | And upon what should they

2ot exert different actions? And

~what actions should those

2 |tem 13,10 "Informati
:ilCall Center -architecture planning, and des1gn

.:-.::'_'-__ThlS relates to the beneﬁmary organlzatlon structure

| where: different actions depend.-on-the. position of the

| user (and user group) ‘within the organization,
-1 Application for request handling i is 1ntegrated part_of
"+ 'the Call Center architecture, and its. sitb-item 13:9;1

, clea‘rly states "Must support deﬁmtron of organization
structure (users,. user groups, skllls)" Please see sub-
-to use. for CC plannmg for

11SER01/11/11
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CONTRACTING AUTHORITY’S CLARIFICATIONS

| f:.::I_t_?.m___Number.: 13 Call Center

*inline 13.9. 2. Provide

examples of privileges.

{ Most common Call Center users are agent(s) and
supervisor(s). They will be recruited from the

beneficiary organization, which structure is described
at http://www.ravnopravnost.gov.rs/. Their privileges
will depend on the Call Center architecture proposed
by the Tenderer's offer. Please see sub-item 13.10

s _"Informatron to.use for CC planmng" for Call Center
“:|-architecture- planmng and de31gn : SRR

: 25;:_ |- confirm to what purposes
~|  this dynamic link is to
|- support?

| Item Number 13 Call Center

“in hne 13 9,3, Please

"':1:'_-Benefic1ary already has a database of requests (MS
|'SQL). Application for ‘request. handling sub:item
1 13.9.3 clearly states "Must support dynamic link with
- | client database (MS SQL)", which must be used for

the purpose of exchanging information (data} between

| the beneficiary. MS SQL database and Call Center

sub-item 13.9 "Application for request handling".

ok Appllcatmn for reques”"handlmg must be an mtegrated

| ;:_Item Number 13 Call Center:‘_;_: '.

“in lme 13 9 4 What
rntegratrons with the CC

.‘"Call Centre Outbound Drallmg" and 13 g "Agent S
| Interface”. Other integration will depend on the Call

Center- architecture proposed by the Tenderer’'s:offer.

| Please 'see sub-items 13.5, 13.6, 13.8 'and sub-item
< 113,10 "Information to use for . CC planning" for Call
= -Center archrtecture' plannmg and de81gn

8 -Item Number 1.3-Call Center'.

in hne 13 9. 5 Please
. provide two examples of
such routing rules

: 1‘D1str1bute the requests evenly :Escalate to: Supervrsor __
|1, /if agents are busy OR is necessary/requested by the'
-request/caller =

‘:Example 2: Route all requests for . "Severe forms of
i ;.dlscr1m1nat10n 10 Agent Group 2; consisting of Agent_.
[ 3, Agent 4, Agent's and Agent 6. First avarlable a nt'_'

' 'wrll handle: t '

~request. Escalate to: Super f
necessary by the‘-request Upon completron notlfy the;_

-| Supervisor 2,

: '-;_f_:;;__ltem Number 13 Call Center

| inline 13.9.6. Whoistobe
~|*" by what interface and what . :|**
' is to be the subsequent b
- action?

~able to request escalation,

. planmng. and design,

| Any ‘user with su_eli.p:r_fi\'rilage can request €scalation
| from within the sub-item 13.9 "Application for
- request - handling" :and/or . sub-item 13.8 "Agent’s
Interface". The’ subsequent action will depend on the

type of - escalatron as ~well as on Call - Center
'13 10 “Informatlon

HSER01/11/11
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CONTRACTING AUTHORITY’S CLARIFICATIONS

in hne 13 9. 7. Emall is to

- be logged where? And what

1is to happen to it?

Number 13 Call Center _‘:‘_ i

'tes "Must enabl :

input channel (conversion. émail to request)-';';: -'Whether

e-mail (messages) will be logged (and where) depends

on the Call Center architecture proposed by the
Tenderer's offer.

.' Item Number 13 Call Center
: | 13.8 "Agent’s ‘Interface’. by the means of denvmg

in lme 13 9 Il Who is to
determine that request is
- critical and by what means?

.conclusmn(s) from'  the

Any uvser with such privilage can determine that the

-| request is critical from within the sub-item 13.9

"Application for request ‘handling" and/or sub-item

: request .content.. .- The

subsequent actron w11_. ( on the request as-well

|'as on Call Center archltecture Please see sub-item
~1-13.10 "Informatron to use for CC planning" 'for Call
-Center architecture planning and design.

| in line 13.9.12, Why must _
‘|- applications be web based?

- Would a desktop

“it can be shown to be more
stable?

-._agent apphcatron

* alternative be considered if | applications;.

Desktop alternative would not be considered. This
requirement is strategic design choice because of: 1)

~|'sub-item 13.9 "Application for request handling" must
| be an integrated part of the Call Center architecture;
L T R e T .:52”':}1:-'Ca11 center agents must work ‘with multlple
| Item Number: 13 Call Center |ir '

and net w1th _
3) Agents using desktop "PCs agent'_
| phones and mobile phones would be using. completely.
b integrated devices in the future like for example
| mobile- tablet devices (work anywheré.‘and on any-

. .dev1ce), and 4) Such web based: appllcatlon can be

P _;_Item Number 13 Call Center

| in Tine 13.9.13. Howmany T

: .__Tenderer
s customlzatlon 1nput needed for full and complete Call
" |'Center -
“|:Tenderer's Call Center archrtectu.re Please see: sub- .
-item 13, IO "Information to use for CC plannmg for
3 _;?Call Center archltecture planmng and design. -

hlS

rnust antlc1pate and predrct

1mplementat10n ‘This. - will depend  on

: “see item 13 "Call nter” Notrce clear :

_- | . hours customization is g -'--"Tendermg cost must 50_include preparing |
i -:-;:.._._r:equrred?__ . I"planning & design document based on this. technical
------ B | specification (including .the interviews with the CPE,
where and if required and appl:cable) regardmg the
“ooo | requirements and the definitions of the items 13.1.36,

| 13311, 13.4.8/13.7.12, 13:8.16, 13.9.13 and 13.10",
11SER01/11/11
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CONTRACTING AUTHORITY’S CLARIFICATIONS

in lme 13 10 Please
confirm if the system is to
be used to collate this
information such as by

;- using an IVR menu or
‘|- Agent asking these from a
- Form and selecting the item

- that corresponds to the
_ caller's request?

" Please see: sub;ltems 13ﬁ _ .
13.10: "Informatlon to use for CcC plannmg" for Call

Center archltecture planmng and des1gn

- Ttem Number: 13 Call Center

| in'ine 13.10. Should databe
~:-collected in such a manner,

what reports need to be

: e see sub ltem 13, :':'"Call Center Reportmg &

i fein llne 13 10 Upon
.= | determination of the first
2 four categories does any
| other action need to follow
4+ /in the creation of a 'case' for = {4
| the callee? ‘

. .Item. Nurnber 13 Call Center o (ak.a. reporting of the dlscnmlnatlon by -the caller)

The reg1strat1on of the dlscnmmatlon by the agent

| ends wilh the enl,r_y ol one: Uf the folluwmg database
'records 1) Complaint ﬁled 2) Complaint rejected; 3)
: diation T recommended 4) Complamt ﬁIed:{' with

11SER(1/11/11
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| I Instruction to Tenderers,

Point 4 - Origin, it is stated that
"all goods purchased must

G originate in a Member State of
| the European Union or a

country covered by the IPA

L | programme.” Also, in Annex
| li-Hli, Technical Specification
-] and Technical Offer, You

requested a quotation for:

| Ttem 7 - PoE Network switch
1. Item 8 - Portable projector with

screen
Item 10 - GPS car device

b tem 11 - LCD TV 42"
- Item 12 - Network Security

36

Appliance
:Hem 16 - Color MFD
tem 17 _B&W_MFD

Ho ever no manufacturer of

| network equipment, portable
. projectors, GPS Car devices,
oo LCD TVs and multifunctional S
w ot Cprinters has any manufacturing:|. .
.| facility in EU or any country:
|.covered by IPA programme. |
‘Having this in mind, is it{ -
. acceptable for us to offer|
| ' models for these listed items | -
| that do not meet the origin:|-
‘requirements stated in ITT,.|
Pomt 47 Or, to put it|
| differently is it possible for |
‘You to make an exception to |
| the Origin rule for these items? | =

No, it is not possible to make an exception to the rule

‘| of origin for the required items. Tenderers must
o comply with: the_j: requirements clearly stated inthe

Instructlons To Tenderers" 'document 1tem 4 sub-

:Item 9 Mobﬂe Phone -

_ QWERTY |
- keyboard is requested. Please-

'support ~ for
-clarify if hardware QWERTY

- “l'keyboard is requested or
- |'software (on screen) keyboard
| isacceptable,

3“M1n1mum ore
-udocumentatlon ‘clearly states tha he
'technlcal speclﬁcatlons present the ‘minimum

You ‘can offer- Software on screen keyboard 1f it

- 'satisfies requested ‘minimum. requlrements Sub-item
“19.¢c spec1ﬂes that moblle phone item 9 "Must support
: QWERTY keyboa:rd with- min ‘support for Home,

Calendar, Contacts and Emall functlon keys". Ttem 0.1

1rements supportmg_
E descnbed 4

requirerhents meaning the "Tenderer- may offer better

| specs, with improved, additional or new features, but
| must not provide offer not strictly complymg wu‘h the
© | minimum requirements”. '
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CONTRACTING AUTHORITY’S CLARIFICATIONS

S Item 13 Call center -

38

e No it 1s n' obhgatory to provrde every smgle module'_
' cornprlsrng “this Item - (Inbound Dialing, Outbound.
|- Dialing, etc) in 1ts own 19" standard rack server. The
- :|.precise number ‘of 119" “standard ‘rack servers will

1 Isit obhgatory to prov1de every
single module comprising theis
Hem (inbound Dialing, |
‘Outbound Dialing, etc) in it’s |77
own 19” standard rack server:|:

or it is acceptable to offer:
-solution that includes all these f: _
modules in one package. ol

‘depend on your Call. Center- architecture that has to
strlctly comply w1th ~the: Call - Center mlnlmum '.

Item 13— Call Center

_Under 13 1 21 1ntegratlon w1th. :
- |'mobile phones for minimum

|25 users is requested. Please | v
| clarify what protocol have to |-
‘|"use mobile users or it is up to.
i tenderer to  propose the:

You ‘are free to de01de on protocol used for Call'
Center mobile user: 1ntegrat1on as long as you have in '
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