CITY OF HOUSTON - CITY COUNCGIL
Meeting Date: 9/11/2018
ALL
Itam Creailon Date: 8/17/2018

N28717 - Aspact Voxeo Products and Professionat Service - MOTION

Agenda ltem#:

Background:
$78-N28717 -~ Approve the sole source purchase from MicroAutomation, Inc. for Aspect Voxeo Products and Professional
Services in an amount not to exceed $189,072.50 for the Houston Publlc Works.

Specifle Explanation:
The Direcler of the Houston Public Works and the Chlef Procurement Officer recommend that the Cily Councll approve a sole

solree purchase fromn MicroAutomation, Inc. In an amouni not fo exceed $189,072.50 for the purchase of Aspect Voxeo {Agpecl
Valce Center) Praducts and Professional Services for Houston Public Works, and that authorization be glven lo Issue a purchase
order.

The Aspect Voxeo (Aapect Volee Gentar) has served as the Interaclive Volce Response (IVR) cloud-based solullon for Gustomer
Accoun! Services (CAS) Conlact Center located at 2805 McKinney since May 2018, Aspact Velca Center s the most cost-effeclive
channel for customer service and provides enhanced self-service by phone. The self-service by phone options include balance
Inquiry for water, wastewaler, drainage, and permil center payments, account sfalus lookup, and payment arrangements,
Approximately 148,000 customers per month phoned the CAS Contact Center during 2017 of which 105,000 (71%} utlized the VR
self-sarvice options with the remaining 43,000 assisted by a customer service representalive.

In coliaboration with Houston Information Technology Services (HITS) and HPWHT, CAS will migrate to the Glty of Houslon’s
enterprise wide IVR on the CISCO platform. The migratlon project is underway and expected {0 complele by the end of Fiscal Year
2010, Funding Is required to bridge CAS's exlsing Voxeo IVR capablilty through completion of the GISCO IVR migration by HITS.
Funding requested Is basad on cosls assoclated with historical IVR usage In the Contact Center, Lack of IVR capabilily would result in
the loss of self service options due to the required routing of all calls to a customer service representative. Rerouling calls to a
customer service representative would adversely impact the cusiomer experience as custorners would experience longer wait times,
holdfbusy signals dropped calls, and potential delay of payments.

This recommendation is made pursuant to Ghapler 262, Section 252,022 (a) (7) {A) “a procurement of ltems that are available from
only one source because of palents, copyrights, secrete processes, or natural monopolles” of the Texas Local Govarnment Code for
exempt procurements,

MWBE Participation:
MMWWBE Zero Percentage Goal Document approvad by the Office of Business Opportunity.

Hirg Houston First:

This proeurerment Is exempt from the Cily's Hire Houston First Ordinance. The bid was not solicited because the dopartment Is
utiizing a sole source contractor for the purchase.

scal Note:
Funding for this ltem Is Included In the FY2019 Adopted Budget. Tharefore, no Flscal Note s raquired as stated in the Financlal

- Ad nﬁs, Chiel Procurement Officer Depaﬁmeut Apmoféal lAutlmrit:g.r
Finance/Strategic Procuroment Division

Amount of Funding:
$180,072.50 — W & 8 System Oparating Fund (8300)

Strategic Procurement Division 8/31/2018




Contact Information:
NAME:

DEPARTMENT/DIVISIO  PHONE NO

John Petrig, Assistant Direclor
Mariin King, Divislon Manager
Katle Moore, Procurement Specialist

ATTACHMENTS:

Description

Affldavit shi

Deliguent Tax Repott
FormA-Fair G aglh Ordinance
$ole Source Jusilficatlon

OBO Walver

F nformation

Form B - Falr Campagin Ordinance

Strateglc Procurement Division

HPW
FIN/SPD
FIN/SPD

{832) 396-3764
(832) 393-8705
(832) 363-6710

Type

Backup Mafterlal
Backup Matetla!
Backup Materlal
Backup Material
Backup Materlal
Backup Material
Backup Malerlal
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