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Abbreviations
CBT




Computer Based Training

CD




Compact Disc

CE




CE conformity and marking

CPE




Commissioner for Protection of Equality
DDR3




Double Data Rate v3 memory

DVD




Digital Video Disc

FE




Fast Ethernet

FSB




Front-Side Bus

GbE




Gigabit Ethernet
GDDR3



Graphics Double Data Rate v3 memory

HDD




Hard Disk Drive

IEC




International Electrotechnical Commission

IETF




Internet Engineering Task Force
IP




Internet Protocol 

IPS




Intrusion Prevention System

ISO




International Standards Organization

JPEG




Joint Photographic Experts Group – compression technique and image file format
L2




Level 2 (cache memory)
LAN




Local Area Network

LCD




Liquid Crystal Display
OS




Operating System

PCIe




Peripheral Component Interconnect Express
PCL 6




Printer Command Language Level 6
PDF




Portable Document Format

PS/2 




Mouse and keyboard interface port/connector
PS3




Adobe PostScript Level 3

QoS




Quality of Service

RAIDx




Redundant Array of Inexpensive Disks (original), Redundant Array of Independent Disks (later), class x
RAM




Random Access Memory

RoHS




Restriction of Hazardous Substances – EC Directive 2002/95/EC
SATA




Serial AT Attachment

SNMP




Simple Network Management Protocol

SSH




Secure Shell

SSL




Secure Sockets Layer

TCP




Transmission Control Protocol

TPM




Trusted Platform Module
USB




Universal Serial Bus

VLAN




Virtual LAN

VPN




Virtual Private Network

WAN




Wide Area Network

W3C




World Wide Web Consortium

XML




Extensible Mark up Language
ANNEX II :
 TECHNICAL SPECIFICATIONS 

	0.1 Minimum requirements and supporting documentation

	· Tenderers are required to demonstrate that the offered specifications are responsive to the Tender Dossier requirements identifying model, manufacturer and country of origin of each individual item in their Technical Offer providing necessary documentation (catalogues, guides, brochures, manuals, booklets, etc.) with detailed technical specifications for all items being offered thus enabling the Contracting Authority to verify the information provided in the offer.

	· Technical specifications described in column 2, Table Annex III: the Contractor's technical offer are the minimum requirements. Tenderer may offer better specs, with improved, additional or new features, but must not provide offer not strictly complying with the minimum requirements.

	0.2 Completeness of the supply

	· Supply delivery, including installation, integration and final customization must include all needed parts, accessories and consumables required for the supplies to be presented for provisional acceptance fully installed, operational and ready for use.

	· Consumables, accessories, fixing, fittings, connections, joints, links, extensions, modules, parts, software and legal licenses as well as documentation used during delivery, installation, integration and customization before provisional acceptance must therefore be anticipated and calculated into the offer.

	· It shall be the sole responsibility of the Tenderer to ensure that all pre-requisites for the completeness of the supply delivery are met before its commencement.

	0.3 Supply delivery

	· The locations of installation for each items and group of items are provided in the following tables. Data centre equipment is to be installed in data centre offices at locations receiving such equipment. Office desktop, office printing and imaging equipment are to be installed directly in the individual offices of individual users at each location. The exact locality for each installation will be agreed with the beneficiaries at the time of the commencement of the delivery.

	· The Tenderer must provide the necessary measures to prevent any damage during delivery, installation, integration and customization stages. If any damage occurs during delivery, installation, integration and customization stages, the Tenderer must appropriately rectify it.

	· The Tenderer must keep the work site(s) clean and safe against any hazard (e.g. fire, etc.) during all supply stages until formal acceptance.

	· Installation, operational and regular maintenance manuals in English must be included with the supply.

	· Installation, testing, demonstration and training must be completed within the time frame set out in the Special Conditions of Supply Contracts included in the Tender Dossier. At the end of this period, all items supplied, including hardware and accompanying software, must be fully operational and the staff chosen by the Beneficiary will have been given full training for safe and efficient use of the items.

	· There will be no partial provisional acceptance. Provisional acceptance will depend on the supply of all the equipment, on the requested software installation, integration and customization, as well as requested training having been satisfactorily completed.

	· Successful Tenderer will be provided with defined legal conditions (e.g. Declaration of confidentiality or similar), under which, when signed, access to confidential resources needed for successful delivery, installation and integration will be obtained, including physical access to installation locations and individual computer network device settings at locations.

	· Successful Tenderer must follow the provisions of the defined legal conditions (e.g. Declaration of confidentiality or similar) through entire duration of the contract with Contracting Authority.

	· Each single requirement that describes the specific item feature as well as all requirements describing overall item features have to be considered as describing feature(s) that have to come already pre-installed with or embedded within the item, meaning that they can not be additionally nor externally added.


0.4 Place of Delivery 

Equipment and software are to be delivered (Table 1) and distributed (Table 2), as follows:

	No.
	Location 
	Abbr.
	Address
	Notice

	1
	Directorate for Human and Minority Rights
	DHMR
	Mihajla Pupina 2 street (5th floor), 11070 New Belgrade
	Equipment to be delivered and prepared (packaging & instructions) for further Beneficiary distribution

	2
	Commissioner for Protection of Equality
	CPE
	Beogradska 70 street, 11000 Belgrade
	Equipment to be delivered, installed and customized with training accomplished and commissioning finalized


Table 1. Delivery locations
	No.
	Abbr.
	Distribution of items 1-18 per each location

	
	
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13
	14
	15
	16
	17
	18

	1
	DHMR
	/
	/
	/
	/
	/
	/
	1
	/
	/
	/
	/
	/
	/
	20
	40
	2
	20
	/

	2
	CPE
	1
	1
	1
	2
	2
	8
	2
	3
	25
	2
	2
	1
	1
	8
	8
	8
	0
	1

	Total Qty

per Item
	1
	1
	1
	2
	2
	8
	3
	3
	25
	2
	2
	1
	1
	28
	48
	10
	20
	1


Table 2. Distribution of items 1-18 per each location

0.5 Equipment and Software Delivery Summary
	No.
	Item(s)
	Qty

	1
	19” Rack Enclosure
	1

	2
	KVM switch
	1

	3
	Rack UPS
	1

	4
	19” Rack Server Type I
	2

	5
	19” Rack Server Type II
	2

	6
	Notebook
	8

	7
	PoE Network Switch
	3

	8
	Portable projector with screen
	3

	9
	Mobile phone
	25

	10
	GPS car device
	2

	11
	LCD TV 42”
	2

	12
	Network Security Appliance
	1

	13
	Call Center
	1

	14
	Desktop PC
	28

	15
	Personal UPS
	48

	16
	Color MFD
	10

	17
	B&W MFD
	20

	18
	Training
	1


Table 3. Equipment and Software Delivery Summary
ANNEX  III :
the Contractor's Technical Offer

The tenderers are requested to complete the template on the next pages: 

· Column 2 is completed by the Contracting Authority shows the required specifications (not to be modified by the tenderer), 

· Column 3 is to be filled in by the tenderer and must detail what is offered (for example the words “compliant” or “yes” are not sufficient)  

· Column 4 allows the tenderer to make comments on its proposed supply and to make eventual references to the documentation

· Column 5 is reserved for the Evaluation Committee 

The eventual documentation supplied should clearly indicate (highlight, mark) the models offered and the options included, if any, so that the evaluators can see the exact configuration. Offers that do not permit to identify precisely the models and the specifications may be rejected by the evaluation committee.

The offer must be clear enough to allow the evaluators to make an easy comparison between the requested specifications and the offered specifications.

	1.

Item Number
	2.

Specifications Required
	3.

Specifications Offered
	4. 

Notes, remarks, 
ref to documentation
	5.

Evaluation Committee’s notes 

	0
	General Requirements

NOTICE:
Following represent common requirements for all items.

	0.1
	Conformity to regulations and standards

	
	a. Items must conform to relevant regulations and standards, including any ISO, IEC, W3C, domestic or other relevant regulations and standards that apply to each specific item.
	
	
	

	
	b. Tenderer must provide a certificate of conformity, issued by a regulatory agency of recognised competence, if and when applicable for each item or category of items.
	
	
	

	
	c. Tenderer must provide additional or specific certificates, when required for particular item(s).
	
	
	

	0.2
	Working Conditions and Safety Requirements

	
	a. Equipment must comply to IEC 60 529 standard for indoor IT equipment operating under temperature range of 10°C – 40°C, relative humidity range of 20% – 80% and IP 20 protection level.
	
	
	

	
	b. Equipment must have safety operational warnings and mechanical interlocks for equipment operating under or generating more than 30V AC or DC, in line with current IEC and EU standards.
	
	
	

	0.3
	Power Supply

	
	a. Equipment must be able to operate on 230V ± 15V (1-phase) or 400V ± 30V (3-phase), at 50Hz ± 0.5Hz, due to grid voltage fluctuations (Serbia power grid standard supply voltage is 230V AC for 1-phase voltage and 400V AC for 3-phase voltage, with 50Hz nominal frequency).
	
	
	

	
	b. Standard office equipment must have ability to be connected to the standard Serbia 1-phase power output connections.
	
	
	

	
	c. Standard data centre equipment must have ability to be connected to the UPS power supply output connections.
	
	
	

	0.4
	Software Licensing

	
	a. Successful Tenderer must license all software to the Beneficiary allowing designated personnel to perform diagnostics, installation, update/upgrade and repair/debug activities without any external assistance.
	
	
	

	
	b. License types offered must be enterprise, business or similar, regardless of the commercial or non-commercial license origin. Home, academic, NGO or similar license types are not allowed.
	
	
	

	
	c. The beneficiaries must be entitled to use all provided software licences for unlimited period of time. 
	
	
	

	0.5
	Technical Documentation

	
	a. Tenderer`s offer must include documentation on technical characteristics, functionality, regulatory compliance and conformity to standards, as requested in specifications.
	
	
	

	
	b. Tenderer must provide technical documentation in English language.
	
	
	

	
	c. Tenderer must provide manufacturers technical specifications (data sheets).
	
	
	

	
	d. Tenderer must provide project Gantt chart (http://en.wikipedia.org/wiki/Gantt_chart). Gantt chart must clearly show project implementation plan with major project milestones.
	
	
	

	1
	19” Rack Enclosure, qty 1

	
	a.
19” rack enclosure, min 24 U (24 HE)
	
	
	

	
	b.
Lockable and removable perforated front and back doors must be installed
	
	
	

	
	c.
Cooling fan(s) and cable routing elements must be installed
	
	
	

	
	d.
Min 1 (one) power bar with min 6 (six) output connections must be installed
	
	
	

	
	e.
Must be delivered with all consumables and accessories needed for installation, operation and maintenance of relevant items
	
	
	

	
	f.
Must be compatible (width, depth, cable routing, placement, etc.) with relevant items
	
	
	

	2
	KVM switch, qty 1

	
	a.
For 19” rack installation
	
	
	

	
	b.
Min keyboard, min touchpad and min 1024x768 17" LCD must be installed
	
	
	

	
	c.
Min 8 (eight) KVM ports compatible with items 4, 5 and 13 must be installed
	
	
	

	
	d.
All installation accessories needed for items 4, 5 and 13 operation must be included
	
	
	

	
	e.
Must be compatible with items 1, 4, 5 and 13
	
	
	

	3
	Rack UPS, qty 1

	
	a.
19” rack, max 6U (6HE)
	
	
	

	
	b.
Min 5000VA capacity must be installed
	
	
	

	
	c.
Must support input/output voltage 230V/50Hz
	
	
	

	
	d.
Min surge protection must be installed
	
	
	

	
	e.
Min 1 (one) input connection and min 8 (eight) output connections must be installed
	
	
	

	
	f.
Installed battery capacity must support min 20 minutes of backup time at half load
	
	
	

	
	g.
Remote TCP/IP network monitoring and management must be pre-installed (embedded) with relevant software delivered and installed to protect the infrastructure
	
	
	

	
	h.
Must be compatible with relevant items
	
	
	

	4
	19” Rack Server Type I, qty 2

	
	a.
Rack server type, max 1U (1HE), must be delivered min with 19” rack sliding rails
	
	
	

	
	b.
Min 2 (two) 64-bit processors must be installed, with min 2 GHz and min 2 (two) cores per processor, min 1GHz of server FSB frequency, and L2 cache appropriate for chosen processor type
	
	
	

	
	c.
Min 4GB RAM must be installed
	
	
	

	
	d.
Min RAID 1 controller must be installed
	
	
	

	
	e.
Min 2 (two), min 10K Hot-Plug SAS, min 146GB HDDs in RAID1 must be installed
	
	
	

	
	f.
Min 2 (two) copper 100Mbps/1000Mbps ports must be pre-installed (embedded)
	
	
	

	
	g.
Min DVD±RW drive must be pre-installed / embedded (there can be no external devices)
	
	
	

	
	h.
Min 2 (two) min 350W power supplies in redundant configuration must be installed
	
	
	

	
	i.
Out-of-band and in-band management with web-based administration must be pre-installed (embedded)
	
	
	

	
	j.
Must support min EU RoHS standard
	
	
	

	
	k.
Must support min Microsoft Windows 2003 and later, and various Linux distributions (no OS license shall be installed)
	
	
	

	
	l.
Must be compatible with items 1, 2, and 3
	
	
	

	5
	19” Rack Server Type II, qty 2

	
	a.
Rack server type, max 2U (2HE), must be delivered min with 19” rack sliding rails
	
	
	

	
	b.
Min 2 (two) 64-bit processors must be installed, with min 2.4 GHz and min 4 (four) cores per processor, min 1GHz of server FSB frequency, and L2 cache appropriate for chosen processor type
	
	
	

	
	c.
Min 16GB RAM must be installed
	
	
	

	
	d.
Min RAID 1 and 5 controller with min 256MB cache memory must be installed
	
	
	

	
	e.
Min 2 (two) min 10K Hot-Plug SAS min 146GB HDDs in RAID1, and min 4 (four) min 10K SAS min 600GB Hot-Plug HDDs in RAID5 must be installed
	
	
	

	
	f.
Min 2 (two) copper 100Mbps/1000Mbps ports must be pre-installed (embedded)
	
	
	

	
	g.
Min DVD±RW must be pre-installed / embedded (there can be no external devices)
	
	
	

	
	h.
Min 2 (two) min 500W power supplies in redundant configuration must be installed
	
	
	

	
	i.
Out-of-band and in-band management with support for web-based administration must be pre-installed (embedded)
	
	
	

	
	j.
Must support min EU RoHS standard
	
	
	

	
	k.
Must support min Microsoft Windows 2003 and later, and various Linux distributions (no OS license shall be installed)
	
	
	

	
	l.
Must be compatible with items 1, 2, and 3
	
	
	

	6
	Notebook, qty 8

	
	a.
Must support min 64-bit, min 2 GHz, min two-core processor
	
	
	

	
	b.
Must support min 4GB RAM, min 160GB min 5400 rpm SATAII HDD
	
	
	

	
	c.
Must support min DVD±RW optical drive
	
	
	

	
	d.
Must support min integrated graphics
	
	
	

	
	e.
Must support min 15" min 1366x768 display
	
	
	

	
	f.
Must support min 100Mbps network card, min 802.11 b/g/n WLAN
	
	
	

	
	g.
Must support min 2 (two) USB 2.0 ports, min integrated sound and Bluetooth support
	
	
	

	
	h.
Must support power supply according to Serbian regulation
	
	
	

	
	i.
Min 32-bit desktop OS must be installed (and coupled with “Desktop Operating System User Training”, see page 40)
	
	
	

	
	j.
Office software package(s) must be installed with at least writing, spreadsheet, presentation, email, PDF, address book and calendar functionalities support
	
	
	

	
	k.
Security software must be installed, with support for:

	
	a. AV, anti-malware, anti-spyware software with real-time protection
	
	
	

	
	b. Online updates
	
	
	

	
	c. Single management console
	
	
	

	
	d. Compressed files inspection
	
	
	

	
	e. Removable media scanning
	
	
	

	
	f. Desktop email clients scanning
	
	
	

	
	g. Min 1 year update licence
	
	
	

	
	l.
Must be delivered with carrying bag
	
	
	

	7
	PoE Network Switch, qty 3

	
	a.
Must support min 24 (twenty-four) FE RJ45 ports with min 802.3af PoE support
	
	
	

	
	b.
Must support min 2 (two) RJ45 GbE uplink ports
	
	
	

	
	c.
Must support port auto sensing
	
	
	

	
	d.
Must support port mirroring
	
	
	

	
	e.
Must support for min 4000 port-based,

802.1q-based and MAC-based VLANs
	
	
	

	
	f.
Must support min 802.1p, 802.1d, 802.1w, 802.3ad and 802.1x protocols
	
	
	

	
	g.
Must support Link Layer Discovery Protocol
	
	
	

	
	h.
Must support IGMP snooping
	
	
	

	
	i.
Must support CLI, SNMP, RMON and HTTP(S) administration
	
	
	

	
	j.
Must support power supply according to the Serbian regulations
	
	
	

	8
	Portable projector with screen, qty 3

	
	a.
Must support min 1500 ANSI lumens brightness
	
	
	

	
	b.
Must support min 500:1 contrast ratio
	
	
	

	
	c.
Must support min 1024x768 resolution 
	
	
	

	
	d.
Must support min lamp life cycle 2000 hours
	
	
	

	
	e.
Must support min 1 (one) 1W RMS speaker
	
	
	

	
	f.
Must min support VGA and S-Video ports
	
	
	

	
	g.
Must support power supply according to the Serbian regulations
	
	
	

	
	h.
Must be delivered with min VGA cable and remote control
	
	
	

	
	i.
Must be delivered with carrying case
	
	
	

	
	j.
Must be delivered with portable projector screen of min 130cm x 130cm screen size
	
	
	

	9
	Mobile Phone, qty 25

	
	a.
Mono block, must weight max 135 g
	
	
	

	
	b.
Must support display with min 2" size, with min resolution of 320 x 240 pixels, with support for 16.7 million colours
	
	
	

	
	c.
Must support QWERTY keyboard, with min support for Home, Calendar, Contacts and Email function keys
	
	
	

	
	d.
Must support PIM (contacts, calendar etc.)
	
	
	

	
	e.
Must support e-mail, SMS, and MMS
	
	
	

	
	f.
Must support min 2Mpix camera, min with digital zoom and LED flash, with support for min QVGA video recording at 15fps
	
	
	

	
	g.
Must min support H.263 and MPEG-4 video
	
	
	

	
	h.
Must support min mobile browser and music player with min support for MP3 and AAC
	
	
	

	
	i.
Must support min Bluetooth, WLAN and GPRS
	
	
	

	
	j.
Must support AV and micro USB connector
	
	
	

	
	k.
Min 2 GB ext. memory storage must be installed
	
	
	

	
	l.
Must support integration and be compatible with Item 13
	
	
	

	10
	GPS Car Device, qty 2

	
	a.
Must support driver personal navigation
	
	
	

	
	b.
Must support min 10cm size touch screen
	
	
	

	
	c.
Must support min 4GB of internal memory
	
	
	

	
	d.
Must support regular or micro USB port
	
	
	

	
	e.
Must support Bluetooth
	
	
	

	
	f.
Must support min internal GPS antenna
	
	
	

	
	g.
Must support min Serbian as (spoken) navigation language
	
	
	

	
	h.
Must support navigation maps for min Italy, France, Germany, Czech Republic, Slovakia, Austria, Hungary, Romania, Bulgaria, Serbia, Greece, Croatia, Slovenia, Bosnia and Herzegovina, Montenegro, and FYROM
	
	
	

	
	i.
Must support min car holder / cradle / mount
	
	
	

	
	j.
Must support easy self-installation without need for special device installation service
	
	
	

	
	k.
Must support min 1 year of map upgrades
	
	
	

	11
	LCD TV, qty 2

	
	a.
Must support min LCD display size ≥ 100 cm (measured diagonally from the bottom left corner to the top right)
	
	
	

	
	b.
Must support min 1920x1080 resolution
	
	
	

	
	c.
Must support min 100Hz display technology
	
	
	

	
	d.
Must be min MPEG-4 compatible
	
	
	

	
	e.
Must support DVB-S, DVB-C and DVB-T
	
	
	

	
	f.
Min 1 (one) USB 2.0 port must be installed
	
	
	

	
	g.
Min 2 (two) HDMI inputs must be installed
	
	
	

	12
	Network Security Appliance Type I, qty 1

	
	a.
Must support installation between the Internet and the corporate network
	
	
	

	
	b.
Must support proactive and reactive unified threat protection for complete security
	
	
	

	
	c.
Must support performance for network protection without affecting network speed
	
	
	

	
	d.
Must support modular design or architecture
	
	
	

	
	e.
Must support automatic continual updates without manual administrative intervention
	
	
	

	
	f.
Min 3 (three) 100Mbps ports must be installed
	
	
	

	
	g.
Must support min 25000 concurrent connections, min 50 Mbps firewall, 15Mbps IPSec VPN, 15Mbps antivirus and 15Mbps IPS throughput
	
	
	

	
	h.
Must support min configurable min Internal, DMZ and WAN ports
	
	
	

	
	i.
Min 1 (one) console port must be installed
	
	
	

	
	j.
Must support statefull firewall and DoS protection
	
	
	

	
	k.
Must support IPS with support for scanning of IP, ICMP, TCP and UDP protocols
	
	
	

	
	l.
Must support VPN with min support for:
	
	
	

	
	1. IPSec and PPTP based host-to-network and network-to-network VPNs
	
	
	

	
	2. DES, 3DES and AES encryption for IPSec VPNs
	
	
	

	
	m.
Must support anti-malware protection with support for detection and blocking of malware (viruses, worms, Trojans, spyware, phishing, hacking tools, security risks etc.)
	
	
	

	
	n.
Must support content protection (filtering) with support for customization of various content filtering parameters
	
	
	

	
	o.
Must support anti-spam protection with support for customization of scan intensity
	
	
	

	
	p.
Must support secure local and remote user-friendly administration (e.g. web interface)
	
	
	

	
	q.
Must support displaying detailed and user-friendly reporting at all levels (e.g. IPS, etc.)
	
	
	

	
	r.
 Min 1-year upgrade and update license must be installed
	
	
	

	13 Call Center, qty 1
NOTICE:
Call Center (Item 13) described bellow must be delivered with all software licenses (RDBMS, additional OS, application and web servers, plug-ins, etc.) and all necessary server hardware components, if and where required, and if and where applicable. 19” Rack Server Type I and II (items 4 and 5) can not be used for Call Center (Item 13) implementation. Call Center agents will use both existing and new desktop computer infrastructure when working with agent applications. Tendering cost must also include preparing the final planning & design document based on this technical specification (including the interviews with the CPE, where and if required and applicable) regarding the requirements and the definitions of the items 13.1.36, 13.3.11, 13.4.8, 13.7.12, 13.8.16, 13.9.13 and 13.10.

	1
	Call Center Core Equipment, qty 1
1. Must support min 50 VoIP licenses (users)

2. Must support distributed network architecture with support for local survivable telephony function in case of IP communication interruption

3. Must support public and private numbering

4. Must support min H.323 and SIP VoIP protocols

5. Must support full interoperability with packet networks of other manufacturers (vendors)

6. Must support advanced functions of Automatic Call Distribution (ACD), call forwarding and skill based routing (support for other types of routing recommended)

7. Must support data / voice / video integration

8. Must support min DECT, GSM and WLAN wireless standards and technologies

9. Must support modular architecture enabling easy upgrades (hot-plug), without changing existing parts and unnecessary work interruption

10. Must support feature upgrade (software update) without work interruption (software hot-plug)

11. Must support capacity upgrade (additional cards) without system interruption (hardware hot-plug)

12. Must support capacity upgrade by adding additional cabinets (shelves, modules, rack enclosures etc.) with minimal work interruption

13. Must support capacity upgrade of max 10 times than delivered without changing existing software

14. Must support capacity upgrade to twice bigger capacity by adding cabinets and/or interface cards without changing existing equipment

15. Must support bandwidth reduction (speech & silence suppression, echo cancellation, etc.)

16. Must support min six-party audio conference with support for conference bridge for six participants

17. Must support possibility for future upgrade(s) in order to support six-party video conference either by using its own or 3rd party developed products

18. Must support public ISDN network services with support for forwarding them to private network

19. Must support min following networking interfaces: 1) ISDN BRI / PRI with min DSS1 and QSIG signalling; 2) E1 with CAS signalling; 3) Ethernet VoIP interface; 4) CTI Ethernet interface

20. Must support min 1 (one) ISDN PRI interface installed

21. Must support integration with mobile phones for minimum 25 users

22. Must support system interfaces for paging, relay, speakers, semaphore and information panels

23. Must support relevant international ITU-T and ETSI standards, and CE certification (if applicable)

24. Must support following standards for VoIP networking: 1) ITU-T G standards speech compression; 2) ITU-T standards echo cancellation; 3) IP QoS at 2nd and 3rd layer

25. Must support jitter buffer dynamic change depending on state of IP transmission network

26. Must support IP network monitoring with support for monitoring QoS needed for VoIP

27. Must support all relevant/standard TCP/IP protocols necessary for VoIP implementation
28. Must support IP user devices with support for following functions:
a. Intuitive interface with simple user options activation

b. Clear and visible indication of options at users disposal

c. Function keys with interface context dynamic change

d. Power supply according to IEEE 802.3af 

e. ITU.T G standards for bandwidth reduction

f. TCP/IP set of standards and protocols

g. Voice activity detection and noise suppression

h. Remote and centralized software update

i. WAP, JAVA or XML use for user device applications

j. User authorization and User Profile(s)

k. 2 „switch“ VLAN FE ports for connecting both user device and user’s PC over one Ethernet line

l. Use of colour touch screen (on appropriate models)

29. Must support soft phone for all VoIP licenses (users) by using “fat” or “thin” client application, with support for future upgrade to support video call(s) and video conference(s)

30. Must support administration of all core and user equipment from one administrative point

31. Must support administration of core and user equipment using ISDN PRI internal channel, LAN/MAN/WAN network, analogue modem (console access), ISDN BRI interface or by using their combination (recommended support for all)

32. Must support, as a minimum, security by user name and password, user profiles with access rights definition, definition of user access to specific features / functions / services, encryption of sensitive data in memory, encryption of transmitted data (content or media encryption) and event logging (Single Sign On is recommended)
33. Must support voice mail for all users (licenses)

34. Must support min listening voice mail messages on Desktop PCs by using “fat” or “thin” client application

35. Must support voice mail total capacity considering medium individual voice mail mailbox capacity of 30 minutes for all users (VoIP licenses)
36. Must be delivered with installation customization and integration of all CC components
	
	
	

	2
	Call Center User Equipment, total qty 25

1. Agent IP phones with headsets, qty 25
a. Large colour display 

b. Min 32 function keys
c. Fixed function keys for common functions (e.g. conference, transfer, drop, hold, mute, etc.)

d. High-quality duplex speakerphone

e. Call Center quality Headset
f. Wideband audio support

g. Gigabit support
h. 2 RJ45 switch ports with VLAN support
i. SIP and H.323 protocol support
	
	
	

	3
	Computer Telephony Integration, qty 1
1. Must be delivered on 19” standard rack server, if applicable

2. Must support call information display based on ANI, DNIS, CLIP, etc.

3. Must support automatic dialling and computer controlled dialling with support for outbound dialling campaigns

4. Must support basic (Set up/Ringing/Answer/Hang up/End) and advanced phone control (Hold/ Hold Retrieve/Conference/Transfer/Forward)

5. Must support coordinated phone and data transfer (e.g. client calls -> agent context screen pop-ups)

6. Must support Call Center phone control (agent logging, etc.)

7. Must support agent state control (agent ready etc.)

8. Must support advanced functions such as call routing, reporting functions and multi-channel blending of phone, e-mail, chat and web requests

9. Must support call control for Call Center Quality Monitoring and Call Recording software

10. Please provide min number of licences satisfying manufacturer requirements regarding all the Call Center subsystems requiring CTI licenses
11. Must be delivered with installation and customization as well as integration with other CC components
	
	
	

	4
	Call Center Reporting & Statistics, qty 1
1. Must be delivered on 19”, standard rack server, if applicable
2. Must support supervisors with reporting and statistics tool for real time tracking, viewing and analysis of the Call Center work activity

3. Must support statistics tools for detailed historical reports (daily, weekly, monthly or for any defined period) of the Call Center work activity

4. Must support graphic-based reporting providing statistics on incoming calls, average call response time, the number of abandoned calls, average time of leaving and waiting, info on how long agents were logged in, level of services provided, etc.

5. Must support reports export in min XLS format, for further processing, presentation and preservation

6. Must support such Call Center agents reports allowing planning / managing agent workforce

7. Please provide min number of licences satisfying manufacturer requirements regarding all the Call Center subsystems requiring reporting and statistics
8. Must be delivered with installation and customization as well as integration with other CC components
	
	
	

	5
	Call Center Inbound Dialling, qty 1
1. Must be delivered on 19”, standard rack server, if applicable

2. Must support skill based routing (support for other types of routing recommended)

3. Must support providing callers with information on estimated waiting time

4. Must support agents handling e-mail messages without any obligation to install any e-mail clients at agent workplaces through using agent interface

5. Must support unique control, management and administration application with support for supervisor(s), agent and routing script development, support for IVR integration is recommended

6. Must support way of tracking evidence on all agent interaction regardless of interaction channel

7. Must support using office space graphical architectural plan for quality agent supervision

8. Must support standard RDBMS products

9. Must support “fat” or “thin” client agent interface

10. Must support min 1 concurrent supervisor license

11. Must support min 15 CC inbound dialling agents concurrent licences
	
	
	

	6
	Call Centre Outbound Dialling, qty 1
1. Must be delivered on 19” standard rack server, if applicable

2. Must support different types of outbound dialling with min support for “power” dialling

3. Must support multiple outbound dialling enabling agents to work on different campaigns

4. Must support system-wide definition of dialling rules (e.g. “if busy then call again after X minutes”)

5. Must support unique control, management and administration application with support for supervisor(s), agent and routing script development, support for IVR integration is recommended

6. Must support way of tracking evidence on all agent interaction regardless of interaction channel

7. Must support using office space graphical architectural plan for quality agent supervision

8. Must support standard RDBMS products

9. Must support “fat” or “thin” client agent interface

10. Must support min 1 concurrent supervisor license

11. Must support min 1 concurrent scripting license

12. Must support min 5 CC outbound dialling agents concurrent licences
	
	
	

	7
	Interactive Voice Response (IVR), qty 1
1. Must be delivered on 19” standard rack server, if applicable

2. Must support min VoiceXML 2.1 (CCXML 1.0 support recommended) open standards for automating inbound and outbound customer care

3. Must support integration with other systems by using standard RDBMS connectivity (ODBC, JDBC, etc.) or SOA, RPC or REST web services (support for more than one method recommended)

4. Must support caller transfer from IVR to Call Center agent and from Call Center agent to IVR

5. Must support script creation including call flows, routing rules, message recording and play out, integration to external RDBMS, etc.

6. Must support flexible and configurable voice menus without limits regarding the number of redirections

7. Must support caller choosing options using DTMF and voice menus to obtain personal (dynamic) or general (pre-recorded) information

8. Must support voice menus organized from system stored pre-recorded messages, system voice files, RDBMS query generated voice files, etc.

9. Must support different ways for recording messages (by phone, file import, etc.)

10. Must support customer-entered information collection (e.g. JMBG/PIN, etc.) for further actions

11. Must support licensing for IVR with 10 channels with support to be future extended to 60 channels
12. Must be delivered with installation and customization as well as integration with other CC components
	
	
	

	8
	Agent’s Interface, qty 1
1. Must be delivered on 19” standard rack server, if applicable

2. Must support interface with Serbian language with support for min Latin alphabet

3. Must support queue information (number of callers waiting for different available channels)

4. Must support “drop current caller” function

5. Must support “put current caller on hold” function

6. Must support “transfer current caller on IVR” function

7. Must support “search internal directory” function

8. Must support e-mail handling function

9. Must support caller submitted case history display

10. Must support fax receiving & sending from PC

11. Must support display of caller personal preferences (e.g. caller language, last IVR branch/node etc.)

12. Must support displaying personal caller data extracted from internal or external database

13. Must support agent interface context screen pop-ups

14. Must support “fat” or “thin” client interface

15. Please provide min number of licences satisfying manufacturer requirements regarding the Call Center subsystems
16. Must be delivered with installation, development and customization as well as integration with other CC components
	
	
	

	9
	Application for request handling, qty 1
1. Must support definition of organization structure (users, user groups, skills)

2. Must enable definition of different roles with different privileges
3. Must support dynamic link with client database (MS SQL)

4. Must support integration with CC system
5. Must enable dynamic request rooting by business rules
6. Must enable request escalation

7. Must enable email input channel (conversion email to request)

8. Must enable automatic sending email confirmation to customer when request is closed
9. Must enable time management (time frame definition and work time definition by request type)

10. Must enable various types of reports (by agent, by user group…)

11. Must enable notification system for critical request
12. Application must be web based, running in any browser
13. Must be delivered with installation and customization as well as integration with other CC components
	
	
	

	10
	Information to use for CC planning
The fight against all forms and types of discrimination is the CPE mission and purpose. Discrimination is not a condition that should be tolerated. Each successfully completed case of discrimination will be a valuable contribution to building an equal opportunities society.
CPE is governed by the Serbia “Law against discrimination” as autonomous and independent organization within the Serbia human and minority rights protection establishments.

As such, forms and types of discrimination are defined according to the following:

I. The forms of discrimination

a. Direct discrimination

b. Indirect discrimination

c. Violation of the principle of equal rights and obligations

d. The prohibition of calling to account

e. Association for the purpose of exercising discrimination

f. Hate speech

g. Harassment and humiliating treatment

h. Severe forms of discrimination – causing and inciting inequality, hatred and enmity on the grounds of national, racial or religious affiliation, language, political opinions, gender, gender identity, sexual orientation or disability

i. Severe forms of discrimination – advocating or exercising discrimination on the part of state organs or in the course of proceedings conducted before state organs

j. Severe forms of discrimination – advocating discrimination through public organs

k. Severe forms of discrimination – slavery, trafficking in human beings, apartheid, genocide, ethnic cleansing, as well as advocating any of the above

l. Severe forms of discrimination – discrimination against individuals on the basis of two or more personal characteristics (multiple or intersecting discrimination)

m. Severe forms of discrimination – discrimination that is committed a number of times (repeated discrimination) or is committed over an extended period of time (extended discrimination) against one and the same individual or a group of persons

n. Severe forms of discrimination – discrimination that results in severe consequences for the individual discriminated against, other persons or property, especially if it involves an act punishable by law, predominantly or solely motivated by hatred or enmity towards the aggrieved party on the ground of a personal characteristics of his/hers

II. The field of discrimination

a. Discrimination in the course of proceedings conducted before public administration organs

b. Discrimination in the sphere of labour

c. Discrimination in the provision of public services and in the use of premises and spaces

d. The prohibition of religious discrimination

e. Discrimination in the sphere of education and professional training

f. Discrimination on the grounds of gender

g. Discrimination on the grounds of sexual orientation

h. Discrimination of children

i. Discrimination on the grounds of age

j. Discrimination against national minorities
k. Discrimination against Roma ethnic minority
l. Discrimination on the grounds of political party or trade union membership
m. Discrimination of persons with disabilities
n. Discrimination on the grounds of health

III. The cause of discrimination

a. Racial affiliation

b. Skin colour

c. Ancestors

d. Citizenship

e. National or ethnic affiliation

f. Language

g. Religious and political beliefs

h. Gender

i. Gender identity

j. Sexual orientation

k. Financial standing

l. Birth

m. Genetic characteristics

n. Health

o. Disability

p. Marital and family status

q. Being recurrently sentenced

r. Age

s. Appearance

t. Political, trade union or other organization membership

u. Other personal feature

IV. The subject against whom a complaint was filed

a. Legal entity

b. Legal entity, wherein the complainant is employed with legal entity

c. Legal entity, government authority

d. Legal entity, government authority, wherein the complainant is employed with this legal entity, government authority

e. Natural person

f. Natural person, at it’s working place or while performing work tasks

Registration and reporting of discrimination should be enabled in a public or anonymous manner for the shortest possible time.

The registration and reporting of the discrimination ends with the entry of one of the CPE database records:
· Complaint filed 

· Complaint rejected

· Mediation recommended 

· Complaint filed with protection from discrimination requested

· Misdemeanour charge filed
Following statistics is monitored by the CPE:

· Number of complaints filed 

· Number of complaints rejected

· Number of mediations recommended 

· Number of complaints filed with protection from discrimination requested
· Number of misdemeanours charge filed

CPE currently publishes following information:

· general information (contact, organization etc.)

· specific information about discrimination

· information about Commissioner actions

· information on actions, forms and procedures
· publicly available information (e.g. Budget etc.)

· FAQ information
· … see more at http://www.ravnopravnost.gov.rs/
	
	
	

	14
	Desktop PC, qty 28

	
	a.
Desktop small form factor chassis
	
	
	

	
	b.
Chassis must support placement in vertical or horizontal position
	
	
	

	
	c.
Min 1 (one) 64-bit, min 4-cores, running at min 2.8GHz processor must be installed
	
	
	

	
	d.
Min 4GB min DDR3-1066 RAM must be installed with support for memory upgrade
	
	
	

	
	e.
Must support min integrated graphics with min 1680x1050 at 60Hz and min 1(one) digital interface (all cables must be included, connection to be made via digital interface)
	
	
	

	
	f.
Min 1 (one) min 7.2K min 500GB min SATAII HDD must be installed
	
	
	

	
	g.
Min DVD±RW drive with appropriate recording software must be installed
	
	
	

	
	h.
Min 1 (one) min 100Mbps LAN, min 1 (one) front and min 1 (one) back min USB 3.0 ports must be installed
	
	
	

	
	i.
Min integrated sound must be installed
	
	
	

	
	j.
Min 1 (one) min 22" LCD monitor with min 1(one) digital interface supporting min 1680x1050 must be installed (all cables must be included, connection to be made via digital interface)
	
	
	

	
	k.
PS/2 or USB mouse, PS/2 or USB keyboard with Serbian layout must be installed
	
	
	

	
	l.
Must support min BIOS Setup Password software security
	
	
	

	
	m.
Must support min EU RoHS standard
	
	
	

	
	n.
Min 32-bit desktop OS must be installed (and coupled with “Desktop Operating System User Training”, see page 40)
	
	
	

	
	o.
Office software package(s) with following functions must be installed:
	
	
	

	
	1. 
Word processor, spreadsheet, presentation, PDF, e-mail, address book, calendar, and browser client
	
	
	

	
	2.  Security software, with support for:
	
	
	

	
	a. AV, anti-malware, anti-spyware software with real-time protection
	
	
	

	
	b. Online updates
	
	
	

	
	c. Single management console
	
	
	

	
	d. Compressed files inspection
	
	
	

	
	e. Removable media scanning
	
	
	

	
	f. Desktop email clients scanning
	
	
	

	
	g. Min 1 year update licence
	
	
	

	
	p.
Must be compatible with relevant items
	
	
	

	
	q.
Precise instruction must be made to connect and install with the items 15 and 16
	
	
	

	15
	Personal UPS, qty 48

	
	a.
Desktop (stand-alone) UPS
	
	
	

	
	b.
Must support min 500VA (330W) capacity
	
	
	

	
	c.
Must support Serbian input/output voltage
	
	
	

	
	d.
Maintenance-free, user-replaceable, sealed type of battery must be installed
	
	
	

	
	e.
Must support min surge, spike and lightning protection
	
	
	

	
	f.
Must support min 1 (one) input connection and min 2 (two) output connections
	
	
	

	
	g.
Installed battery capacity must support min 7 minutes of backup time at half load
	
	
	

	
	h.
Must support min USB cable with management software and cable delivered
	
	
	

	
	i.
Must be delivered with all power cables
	
	
	

	
	i.
Precise instruction must be made to connect and install with the item 14
	
	
	

	16
	Color MFD, qty 10

	
	a.
Multi function device based on color laser printer technology with duplex printing
	
	
	

	
	b.
Must support min 600x600 dpi for both B&W and color printing
	
	
	

	
	c.
Must support min plain paper media type
	
	
	

	
	d.
Min 256MB of standard memory must be installed with support for memory upgrade
	
	
	

	
	e.
Must support min ISO 216 min A3 media for printing, scanning and copying
	
	
	

	
	f.
Must support min 9ppm A3 and 18ppm A4 print speed for B&W/color at normal quality 
	
	
	

	
	g.
Must support min 600dpi scanning
	
	
	

	
	h.
Must support min text, photo (image) and OCR scan modes for both B&W and color
	
	
	

	
	i.
Min 50-sheet ADF must be installed
	
	
	

	
	j.
Scanner must support (and be delivered with) TWAIN driver 
	
	
	

	
	k.
Must support min 600x600 dpi copy with support for resize and multiple copy options
	
	
	

	
	l.
Must support standardized fax with support for 33.6Kbps speed
	
	
	

	
	m.
Fax must support auto-redial, memory for min 150 standardized fax pages and min 50 standardized address book items
	
	
	

	
	n.
Must support advanced functions like “send-to email”, “send-to network” or similar
	
	
	

	
	o.
Min 1 (one) paper tray must be installed
	
	
	

	
	p.
Must support total min paper input capacity of 500 sheet
	
	
	

	
	q.
Must support min 1 (one) RJ-11 fax port
	
	
	

	
	r.
Must support min 1 (one) FE RJ45 and min 1 (one) USB port
	
	
	

	
	s.
Must support min PCL 6 and PS3
	
	
	

	
	t.
Must support (drivers for) multiple OS
	
	
	

	
	u.
Must support power supply according to Serbian regulations
	
	
	

	
	v.
Must be delivered with all cables and accessories needed for initial operation
	
	
	

	
	w.
Must be compatible with item 14
	
	
	

	17
	B&W MFD, qty 20

	
	a.
Multi function device based on B&W laser printer technology with duplex printing
	
	
	

	
	b.
Must support min 600x600 dpi printing
	
	
	

	
	c.
Must support min plain paper media type
	
	
	

	
	d.
Must support min ISO 216 min A4 media for printing, scanning and copying
	
	
	

	
	e.
Must support min 9ppm duplex and 18ppm simplex print speed at normal quality 
	
	
	

	
	f.
 Must support min 600dpi scanning
	
	
	

	
	g.
Min 25-sheet ADF must be installed
	
	
	

	
	h.
Must support min 600x600 dpi copy with support for resize and multiple copy options
	
	
	

	
	i.
Must support 33.6Kbps fax with auto-redial, min 50 standardized fax pages and min 10 standardized address book items memory
	
	
	

	
	j.
Min total paper input capacity of 250 sheet must be installed
	
	
	

	
	k.
Must support min 1 (one) RJ-11 fax port and min 1 (one) USB port
	
	
	

	
	l.
 Must support min 1 (one) printing language
	
	
	

	
	m.
Must support (drivers for) multiple OS
	
	
	

	
	n.
Must support power supply according to Serbian regulations
	
	
	

	
	o.
Must be delivered with all cables and accessories needed for initial operation
	
	
	

	
	p.
Must be compatible with item 14
	
	
	

	
	q.
Precise instruction must be made to connect and install with the item 14
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	18.
	General Requirements

Tenderer will be solely responsible for provision of all training related services, products, equipment and documentation.

	
	Training Plan
The Tenderer must submit as part of the offer training plan with minimum following:
	
	
	

	
	· Gantt chart showing training implementation plan with major implementation milestones.
	
	
	

	
	· Detailed training program (overview, objectives, offered syllabus, offered materials, trainee prerequisites, etc.)
	
	
	

	
	· Proof of qualification of instructors for all training modules (certificates relevant to software solutions on which training is to be provided, examples of previous relevant professional experience, years of experience)
	
	
	

	
	Training Materials
	
	
	

	
	· Materials must be provided on min 1 (one) electronic media and in min 1 (one) duplex printed bonded hard-copy per trainee
	
	
	

	
	· Materials must be delivered in adequate quantities for all trainees at least three days before the training begins
	
	
	

	
	· Materials must include min training syllabus overall description, detailed description of theory (lectures) and step-by-step instructions (exercises), training sample data (electronic media only) and training software/procedures/scripts exercises (electronic media only)
	
	
	


I
Infrastructure Administration Training
For location No 2 (Table 1.), Tenderer must provide sufficient training for designated personnel to ensure they will be able to operate the infrastructure without any help from Supplier during operation and maintenance (list of personnel will be timely provided). Training for items must take place after the delivery and installation is completed, during or after the integration, as on-site training (delivered at location No 2). Training documents can be in Serbian or English language and the language of the training can be Serbian or English. Training program must be defined according to:
	1.

Item Number
	2.

Specifications Required

	18. 1
	Training Course
	Type of Training
	Syllabus

	
	
	Training Methods
	Number of trainees
	Course Duration
	

	
	Infrastructure Administration Training 
	On-site training
	min 1 administrator
	min 5 days
	i. Must cover location No 2 (Table 1.) and items 1-16 (Table 3)
ii. Must be designed as operation and maintenance (O&M) training

iii. Must explain to administrator the strategies and resources, applicable to each item

iv. Must provide administration in-depth practical experience applicable to each item

v. Must explain basic and advanced administration tasks, applicable to each item

	3.

Specifications Offered
	4. 

Notes, remarks, 
ref to documentation
	5.

Evaluation Committee’s notes

	
	
	


II
Desktop Operating System User Training
For location 2 (Table 1.) and items 6 and 14 (Table 2.), Tenderer must provide sufficient training for designated personnel to ensure personnel will be able to operate the items during day-to-day activities (list of personnel will be timely provided). Training must take place after the delivery and installation is completed, during or after the integration, as on-site training (delivered at each location) or classic, instructor led training, conducted in training classroom(s). The training classroom (s) must support min 1 (one) Personal Computer per each trainee with adequate software and appropriate software licenses, if applicable. Training documents can be in Serbian or English language and the language of the training can be Serbian or English. Training program must be defined according to:

	1.

Item Number
	2.

Specifications Required

	18.2
	Training Course
	Type of Training
	Syllabus

	
	
	Training Methods
	Number of trainees
	Course Duration
	

	
	Desktop OS User Training
	1. Presentation

2. Demo
3. CBT
	Estimated number of trainees 16
	min 5 days
	i. Overview of the OS – structure, components, services and functions

ii. Maintenance, monitoring and troubleshooting of the OS
iii. Basic OS user services – network, file, print, Internet, etc.

iv. Security and protection of the OS – authentication, log-in, etc.
v. Connecting to enterprise networks and services

vi. OS back up and recovery – mechanisms, strategy and implementation

	3.

Specifications Offered
	4. 

Notes, remarks, 
ref to documentation
	5.

Evaluation Committee’s notes

	
	
	


III
Call Center Agent & Supervisor Training
For location No 2 (Table 1.) and item 13 (Table 3), Tenderer must provide sufficient training for designated personnel to ensure they will be able to use the infrastructure without any help from Supplier during operation (list of personnel will be timely provided). Training for items must take place after the delivery and installation is completed, during or after the integration, as on-site training. Training documents can be in Serbian or English language and the language of the training can be Serbian or English. Training program must be defined according to:

	1.

Item Number
	2.

Specifications Required

	18.3
	Training Course
	Type of Training
	Syllabus

	
	
	Training Methods
	Number of trainees
	Course Duration
	

	
	Call Center Agent & Supervisor Training 
	On-site training
	15 in-bound agents, 5 out-bound agents and 2 supervisors
	min 10 days
	i. Must cover location No 1 (Table 1.) and item 13 (Table 3)
ii. Must be designed as training to sustain the future everyday use and operation of the CC
iii. Must explain to agents and supervisors strategies and resources and in-depth practical experience for everyday use and operation of the Call Center
iv. Must provide training to agents and supervisors for Application for request handling in regard to everyday use and operation of the Call Center
v. Must explain basic administration tasks available to agents and supervisors as well as relation to advanced admin tasks available to higher level support

	3.

Specifications Offered
	4. 

Notes, remarks, ref to documentation
	5.

Evaluation Committee’s notes
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