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• Attendees Sign In
• Introductions and Project High Level Description
• Walk-Through of Key Areas at Town of 

Greenwich and Greenwich Board of Education

Agenda

Greenwich and Greenwich Board of Education
• Q&A from RFP
• Next Steps in process
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Confidentiality Statement 
(from RFP Cover)

CONFIDENTIALITY STATEMENT: This 
Request For Proposal and any 
communication regarding this engagement 
are to be considered confidential.  The 
information provided within is strictly information provided within is strictly 
confidential and proprietary and cannot be 
reused in whole or part without express 
written permission by Town of Greenwich CT 
and Leaden Associates, Inc.
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Background – Town of Greenwich

• The Town of Greenwich CT
– Replacing its current Avaya infrastructure
– Greenwich’s intention is to replace the current Avaya 8700, IP Office, 

Partner, Octel Voice Mail systems with a state-of the art VoIP-PBX/UCC 
and associated gateways (survivable remotes) 

– Town has 1,900 end points across 29 Town sites
– Town has 1,300 end points across 16 BoE sites
– Total of 3,200 end points across 29 Town sites and 16 Public School sites– Total of 3,200 end points across 29 Town sites and 16 Public School sites

• 4 main Telephone systems, all Avaya (manufacturer):
– Town Hall system – Avaya S8720
– Police Department – Avaya S8730
– The Library system – Avaya S8500
– Nathaniel Witherell (Skilled Nursing Facility) – Avaya S8500

• Other smaller telephony systems exist for smaller sites, including:
– Avaya Partner (14 systems)
– Avaya IP Office (3 systems)
– Nortel Norstar (2 systems)
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Background – Greenwich Board of 
Education
• Greenwich Board of Education 

– Desires to piggy-back onto the new Town system approximately 
two years after the Town has been totally implemented

– Currently has Mitel 3300 systems with a mix of IP, digital and 
analog sets

– The IP and digital sets are commonly in the offices, whereas the – The IP and digital sets are commonly in the offices, whereas the 
analog sets are in the classrooms

– Some staff share telephone sets, but each have their own voice 
mailbox. Most all School facilities currently have Category 5 or 
better cabling capable of handling IP

– Each facility has an analog line for 911 calling, overhead paging
– The Board of Education utilizes ParentLink for emergency 

notification via voice, text and IM and will likely continue to do so
– It is important to the Board of Education that each location is 

able to continue communicating in the event of a storm
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� Town of Greenwich Carriers
� Broadview and Verizon for PRI services
� Some AT&T for POTS, other
� Lightpath for WAN
� Cable modems and DSL for WAN back up or remote sites
� Some legacy OPX lines at key locations

� PBX and Key Systems – Town of Greenwich

Background – Carriers, State of 
Systems

� PBX and Key Systems – Town of Greenwich
� Current Avaya 8700 at 2 key locations, Octel systems at end of 

manufacturer support
� Additional systems and digital end points - end of life within next 

24 months
� Town Avaya Modular Messaging currently supported 

� PBX and Key Systems –Greenwich BoE
� Mitel 3300s at most current release
� Plan is to replace Mitel 3300s with new system in approx. 24 

months
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Background

• Cabling Infrastructure
– CAT3 to all digital phones for the Town
– Plan is to reuse CAT3 utilizing Phybridge or equivalent for 

IP end points over CAT3
• Data Infrastructure

– Town, Nathaniel Witherell, Police Data Network  – Avaya – Town, Nathaniel Witherell, Police Data Network  – Avaya 
ERS Model 5510-24T, 5510-48T, 5520-24T, 3510-24T, 
Avaya Passport 1612

– Police Voice Network – Extreme Networks Summit Models 
X250E-24T, X450E-24P, X250E-48P, X250E-24P 

– Library – HP Procurve 5412ZL Chassis, J8705A and 
J8702A Modules, 2810-48G, 2810-24G

– BoE – Cisco 3560, SRW224
– Current environment – no voice on LAN, voice on WAN
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Two Optional Solutions for 
Consideration
• A Centralized VoIP/UCC solution – a basic 2 

core system environment with survivable 
remotes at all key Greenwich sites for each 
entity

• A Cloud-based rental VoIP/UCC solution –• A Cloud-based rental VoIP/UCC solution –
leveraging a private cloud solution dedicated 
(highly desirable) to the Town of Greenwich with 
survivable remotes and appropriate SLAs
– Note that a private cloud solution does not include the 

Wide Area Network (WAN) as part of the bid 
response, as the Town of Greenwich carries a 
separate agreement with Lightpath for
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3.  SPECIFICATIONS
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Voice Forms Summary

A. CHECKLIST OF ENCLOSED ITEMS – A checklist to be completed 
citing all necessary proposal response areas

B. VENDORS EXCEPTION SECTION – Vendors are to note and 
reference any exceptions to the RFP on this form

C. SOLUTION PROPOSAL FORM FOR THE TOWN OF GREENWICH 
AND THE GREENWICH BOARD OF EDUCATION –

– Two completed solution proposals forms must be returned
– This form must be completed and returned with your proposal– This form must be completed and returned with your proposal
– This form must be inserted  in front of the cover page

D. NO SOLUTION RESPONSE FORM – If applicable
E. REPLY FORM – NON-COLLUSION AND COMPLIANCE WITH 

ETHICS CODES – to be completed
F. REPLY FORM - VENDOR INFORMATION & SIGNATORY FORM – to 

be completed
G. REPLY FORM – INSURANCE PROCEDURE – to be completed
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Exhibits and Definitions

H. Exhibit A - Insurance Requirements Sheet – details 
insurance requirements relative to this VoIP/UCC project

I. Exhibit B - Agent/Broker – will be requested of the vendor’s 
agent/broker and completed ONLY upon award of bid of the 
selected vendor by the Town of Greenwich

J. Exhibit C - Agreement Contract – contract to be signed with 
the Town of Greenwich upon award of bid of the selected the Town of Greenwich upon award of bid of the selected 
vendor by the Town of Greenwich

K. Exhibit D - Bid Bond – Instructions and completed form TO 
BE INCLUDED with proposal to the Town of Greenwich

L. Exhibit E - Performance, Maintenance, and Payment Bond –
to be completed ONLY upon award of bid of the selected 
vendor by the Town of Greenwich

– A letter from the performance bonding company stating that the 
Performance Bond can be obtained within seven (7) days of 
request, shall be provided with contractor’s proposal response
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Noted (from RFP Page 1)

• Exceptions - Any and all exceptions to this RFP and its attachments must be clearly 
stated in section 9, Vendor’s Exception Section in order to be considered by the Town

• Award - Award to the approved vendor and systems are contingent on Town of 
Greenwich Board financing and approval for the project

• Vendor Proprietary Information - All proprietary vendor information, including 
financials and roadmap information, must be prepared and provided in a separate, 
sealed envelope marked confidential. 

• End Point Features - Highly desired end-point features include (1) bridged • End Point Features - Highly desired end-point features include (1) bridged 
appearances (1A2 key), (2) call log (for up to 100 calls, either incoming or outgoing), 
and (3) call coverage paths (for directing calls to pre-determined specific points, i.e., 
voice mail, 2nd phone, etc.)

• PRIs and SIP Trunking - The system is to be equipped with trunk ports consisting 
initially for PRI trunking with the intent of being migrated to SIP trunking in 
approximately 24 months; PRI and analog trunks interfacing directly with the local or 
long distance carrier of choice

• Congruous Rollout - The vendor of choice will be responsible for the latest patches 
and system updates to keep the system current with the latest manufacturer offerings

– All end points/phones purchased during the initial phase must be fully upgradable and supportable during 
the last phases

– Once completed, Greenwich will have a complete, fully functioning system, fully supported system with all 
end points and gateways (survivable remotes) capable of communicating with one another as one cohesive, 
unified system 12



Vendor Requirements 
(Cover Letter)
• Minimum requirements : 

– Greenwich requires that any manufacturer and affiliated VAR must meet the following 
minimum criteria given below

– The Town will take into consideration prior positive experience with vendors meeting 
most but not all minimum criteria.

• Highest Level VAR Status 
• Years Sold - Minimum of 5 years partnership with manufacturer
• Local Presence - A local presence within 30 miles of Greenwich, including • Local Presence - A local presence within 30 miles of Greenwich, including 

a warehouse that has inventory of spare equipment in the Tri-State regional 
area

• Experience –
– Experience of the firm in Greenwich’s line size (3K+ end points) and qualifications of 

the staff
– Experience with implementations in VoIP and UCC in both Municipality and K-12 

Education
• References - A minimum of 3 references each in Municipality and K-12 

Education (Northeast or Tri-State preferred), and preferred references in 
both through the same client

• SLAs - The ability to provide Service Level Agreements (SLAs) for meeting 
or exceeding those for response times and fixes (preferred) in the time 
frames stipulated, with penalty for ‘misses’ 13



Vendor Requirements 
(Cover Letter)
• NOC Services –

– 24x7x365 NOC services offered through the manufacturer and VAR for monitoring the 
health of the VoIP/UCC environment from multiple locations

– Preference for 20% (or more) of customer base with 1,000+ end points of said 
manufacturer using the NOC Services today

• Cloud Option –
– Ability to provide an optional Cloud model for Greenwich either direct or through a 

partnership
– The cloud option MUST be provided in an off-site Data Center and NOT on Town of – The cloud option MUST be provided in an off-site Data Center and NOT on Town of 

Greenwich premises (managed solution)
• Maintenance –

– Certified maintenance technicians and services provided by the VAR direct, or worst 
case through a subcontractor that adheres to the same SLAs as the said 
manufacturer/VAR and providing proof of such

• Discounting – Providing discounted pricing that is in the mutual best 
interest of the manufacturer and VAR and Greenwich

– Pricing will include one-time and recurring (maintenance, software subscription, NOC) 
costs

– Solution providers will be evaluated based on one-time capital costs AND annual 
recurring maintenance costs for a period of 7 years (84 months), including both a 
premise-based solution or cloud solution

– Any service cost programs beyond a standard annually renewable program will be 
considered - will be evaluated and used at the discretion of Greenwich 14



Current Greenwich Data Network
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Centralized Network

. Each site 
connects to core 
system
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system
. Redundant
. Centralized 
trunking (PRI, SIP)
. Redundant WAN 
for all critical sites



Cloud Model

. Each site 
connects to cloud 
as a remote site
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as a remote site
. Redundant in 
cloud
. Redundant WAN 
for all critical sites



Purchase/Lease Model

• Outright Purchase Option –
– Greenwich will make one (1) initial payment of ten percent (10%) of the finalized contract 

upon a fully executed contract being signed by all responsible parties, one (1) payment of 
twenty-five percent (25%) upon core systems delivery, progress payments upon completion 
of facilities (total of 55%), and would remit the balance of a minimum of ten percent (10%) at 
system acceptance, defined as satisfactorily processing calls for two (2) weeks from the final 
cutover to assume ownership of the system. 

– A five percent (5%) retainage will be kept throughout the progress payments portion to 
ensure each portion is working acceptably as defined above.
NOTE: All pricing must be itemized and shown by unit price so changes can be made flexibly NOTE: All pricing must be itemized and shown by unit price so changes can be made flexibly 
as needed.

• Lease/Purchase Agreement - Option-
– System would be leased for a five (5) year period, first and last payment in advance, fair 

market value buyout.  Please define fair market value and current percentage used for 
estimation purposes.
NOTE: Include lease rate factor used for the above and state the approximate fair market 
value buyout

• Core Refresh Costs at Month 48 –
– Please provide expected costs for core upgrades/replacements and any other equipment 

upgrade expected at end-of-life at that time – at Month 48 (or as denoted by the vendor).
– Include 

• Purchase Costs
• Install Costs
• Any additional Maintenance Costs

– Any additional Software Subscription Upgrade costs
18



Cloud Model

• MUST BE OFF-SITE
• Optional Rental Model Cloud-Based Solution – System will be rented on a per 

seat basis without circuit costs for all of the required end point counts and features 
requested, separate pricing can be provided for anything optional requested in the 
specification. Note:

– Same feature functionality applies as outlined in the specification
• Required
• Optional

– It is expected that the Greenwich core will connect in a secure manner to the second core in – It is expected that the Greenwich core will connect in a secure manner to the second core in 
the cloud, rented

– For a cloud model (a managed solution is not acceptable), include:
• SIP trunking
• Maintenance
• Software Subscription
• NOC Monitoring
• Dual (redundant) Ethernet cost associated with the necessary bandwidth to connect to the Greenwich 

network  in cost
– Telephony/UCC Only - Cloud solution for Telephony and UCC only, and NOT to include any 

Wide Area Network/WAN replacement as a part of this project
– Managed Alternate Solution Not Acceptable - Managed solution (on-premise) will not be 

considered an alternative to a Cloud solution
• Own/Rent at End - Would look for possibilities to own or continue to rent at end of 

contract period
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Ongoing Costs

• VENDOR MAINTENANCE COSTS –
– Assuming a guaranteed service response time within 15 minutes remotely 

and on-site no longer than two (2) hours for any major system outages 
(24x7x365) and one (1) hour remotely and 24 hours for any minor outages, 
8am - 5pm Monday through Friday (24 hour stand-by for minor service with 
appropriate response is required on a time-and- materials basis). See 
Section 2.8.5 for additional details.

– Option: 24 hour, 7 days per week coverage shall be supplied – Option: 24 hour, 7 days per week coverage shall be supplied 
– Option: Provide an optional cost for an on-site system technician

• VENDOR SOFTWARE SUBSCRIPTION COSTS
– Quarterly Patch Updates - Assuming quarterly patch updates to the site out 

of normal business hours
– Firmware/Software/Hardware Upgrades - Firmware/software/hardware 

upgrades to be included will be considered an option if offered
• OPTIONAL NETWORK OPERATIONS CENTER (NOC) 

OFFERING
– 24 x 7 NOC offering to monitor all core system components, UPSs, and 

POE data switches is to be proposed.
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Additional Pricing Notes

• Price Inclusion - All prices must include materials (hardware and software), labor, 
engineering, coordination, shipping, insurance, programming, training, supervision, 
testing, and any other tasks required to deliver a working, turnkey system in 
accordance with the specifications contained herein. 

• Pricing Alternatives - Vendors are encouraged to submit as many financial 
alternatives as they are prepared to offer, including third party financing and capital 
leasing.

• Credit Offers - Vendors are encouraged to present any and all offers of credits for 
“trade in” of existing telephone equipment.“trade in” of existing telephone equipment.

• Unit Pricing - Provide unit pricing for all individual components required as per 
Section 6 (Specifications).

– Pre-cutover pricing
– Post cutover pricing
– Pricing must be guaranteed for a minimum of 36 months after initial install of Town system  

to allow the Board of Education to join the system at a later time
• Additional Pricing Notes and Alternatives

– 60 month Fair Market Value buyout
– Ramp Up Period – provide a solution for leasing as Greenwich ramps up over 12-36 month 

period
– Not To Exceed – Greenwich requires a Fair Market Value ‘Cap’ not to exceed percentage or 

cost estimate
– Co-Terminus - All equipment leased during the lease period targeted to be co-terminus, all 

ending on same lease end date
21



• Unified Communications Integration
– Town – Lotus Notes integration
– Library – Microsoft integration
– BoE – Google integration

• UC Components

Greenwich Unique Areas

• UC Components
– IM/Chat, Adhoc video, Adhoc audio, Meet me video, 

Meet me audio, Web Collaboration, Directory, 
Presence, Softphone Agent, Shared Web pages, 
Shared documents

• Cloud option
• All Adds/Deletions Co-Terminus
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• Mean Time To Repair Option  –
– No greater than 4 hours to repair for a major outage
– No greater than 24 hours for a minor outage

• Crash Kit Option –
– The Town wishes to consider a crash kit being stored at a Town 

facility as an option
• Upgrades/Scheduled Maintenance 

Greenwich Unique Areas – Service
(from 2.16)

• Upgrades/Scheduled Maintenance 
– Subject To Greenwich Approval

• Automatic Tracking of Troubles
• Solution Provider’s Network Operations Center (NOC) 

(OPTION) – including QoS tools
• Monthly Statistical Report (NOC)
• Contract End transitioning to another provider
• Working With Ethernet/MPLS Provider Towards 

Resolution
23



• Mean Time To Respond –
– No greater than 15 minutes for a major outage and one (1) hour for a minor 

outage to respond to a problem once vendor or Greenwich has identified a 
problem

• Mean Time To Repair  –
– No greater than 4 hours to repair for a major outage
– No greater than 24 hours for a minor outage

• Technology Refresh –

Greenwich Unique Areas – Cloud 
(from 2.17)

• Technology Refresh –
– A technology refresh of all equipment supported through this agreement 

must be performed in accordance to manufacturer’s current best practices
• Latest Release –

– Vendor must supply latest release of all GA/General Availability hardware, 
firmware, and software

• Equipment Buyout –
– Greenwich will have the option, at the end of the 60 month contract period, 

to purchase equipment. Vendor Customer Service Contact Center - Vendor 
will supply a 24 x 7 Greenwich Service Contact Center. 
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• Rates –
– Rates provided will be estimated for up to 3,200 end points. A 

significant change in the size (20% or more) will be cause for 
possible change and improvement in monthly rates.

• Upgrades/Scheduled Maintenance 
– Subject To Greenwich Approval

• Automatic Tracking of Troubles

Greenwich Unique Areas – Cloud 
(from 2.17)

• Automatic Tracking of Troubles
• Vendor’s Network Operations Center (NOC) 

– NOC Will contact Greenwich if they notice the problem before 
Greenwich reports it to vendor 

– Vendor will follow-up with Greenwich to ensure that the problem has 
been resolved and Greenwich is satisfied

• Network Operations Center (NOC) Monitoring – including 
QoS tools

• Monthly Statistical Report (NOC)
• Contract End transitioning to another provider
• Working With Ethernet/MPLS Provider Towards Resolution 25



Greenwich Unique Areas - Cloud

• Elements Included in Costs - Monthly charges do include 
– Surcharges, regulatory fees (the Town and Board of Education are 

exempt from all state, local and Federal taxes)
– Inside wiring 
– DMARC loop extensions
– Cable Modem / Router testing
– 24 x 7 NOC REAL-TIME monitoring– 24 x 7 NOC REAL-TIME monitoring
– T1 (as applicable)
– Nationwide Billing/invoicing
– Bill consolidation 
– Static IP addresses (if applicable)
– SIP trunks

• Extended Demarc –
– Extended demarc to be included with installation 
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• VoIP system
– 2 cores
– 27 survivable remotes (Town)
– 16 survivable remotes (BoE)
– 12 seat Call Center
– PRIs, SIP trunking option, POTS overflow

• Sizing

Required (High Level)

• Sizing
– 1,968 - End points/users (Town)
– 1,322 - End points/users (BoE)
– 2,675 - Equipped with redundant licenses for end points/licenses (Town)
– 1,443 - Equipped with redundant licenses for end points/licenses (BoE)

• Without the need to forklift and replace the entire system
– 4,935+ 50% growth ‘wired’ capacity - Long term capability of growing to 

users (with additional equipment)
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Key Features - Required

� Trunking –PRIs, SIP (opt.) 
QSIG, POTS
� Station Counts as detailed
� Centralized Voice Mail, 

Redundant
� Disaster recovery 

(redundancy, resiliency to 

� Caller ID
� Follow Me
� Mobility Integration
� With Android, iOS and 

Blackberry, including iPhone, 
iPad

� Call Accounting
� Disaster recovery 

(redundancy, resiliency to 
secondary site)
� Survivable remotes
� Corporate directory 

integration (Google for, 
Microsoft Exchange, Lotus 
Notes)
� Virtual office
� Remote hardphones

� Call Accounting
� Session Border 

Controllers remote 
workers
� E911 to end point 

notification
� 911, 9-911 dialing 

desired from any end 
point
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Optional Features

� Unified Communications
� Unified Messaging 
� Unified Communications 
� Google integration
� Microsoft integration
� Lotus integration

� Softphones

� Emergency Notification 
� (via Text Message, Phone 

(multiple), e-mail)
� Emergency Notification (EN) 

alerts and emergency 
notification (SIP ports)

� Network Management � Softphones
� UC Clients for  Tablets , 

Smartphones 
� Audio Conferencing 

(Web-enabled)
� Ports Available

� Redundant Voice Mail
� Session Border 

Controllers (SBCs)

� Network Management 
Tools (VoIP-enabled)
� # of points to be monitored 

(servers, data switches, 
UPSs, phones)

� SIP Trunking ports
� Town
� BoE
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Key Call Center Features

Required
� Call Center Set w/Visual 

Display
� CTI - integrated stations
� Supervisor Terminals
� Wallboards
� Reporting Package 

Optional
� Headsets (wired) 
� Workforce Management 

(users) 
� Screen Capture/Scrapes 

(users) � Reporting Package 
(upgraded - custom)
� Simultaneous call center 

user licenses
� IVR
� Self service for 
� IVR scripting
� Report development
� Customer reporting

� Call Recording (users) 

(users) 

(see add’l features and 
functions Pages 37-39)
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Target Dates

� Pre Bid Conference –
February 24, 2014, 10am
� Vendor Questions and 

Answers - By March 3, 2014
� Proposal Date – Wednesday 

March 19, 2014 3PM 

� Vendor Selection
� May 2014

� Beginning Work –
� Six (6) weeks after a finalized copy 

of the contract has been signed by 
all necessary parties

March 19, 2014 3PM 
� To the Town’s Purchasing 

Department - one original and 
four (4) printed hard copies and 
an electronic version on CD or 
USB flash drive

� Vendor Demos (Short List) –
� April 2014

(at the Town’s and Board of Ed’s 
discretion)

� System Replacement/ 
Cutover –
� Start – June, 2014 time frame
� Deployment anticipated 12-18 

months
� BoE to be scheduled beyond that
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Questions?Questions?Questions?Questions?
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