3-1-1 Telephony & Software Application Environment
The current telephony and application environment for 3-1-1 Helpline follows: 
a. Avaya Definity G3r Automatic Call Distribution
The Avaya Definity G3r Automatic Call Distribution (ACD) routes calls to Telecommunicators, in conjunction with Genesys CTI

· Call-taker telephone set:: Avaya 6416D+M

b. Avaya Integrated Voice Response (IVR)

An Avaya Integrated Voice Response (IVR) offers callers a menu to choose language.

· Avaya S8720 CM Release 4.0

· Avaya Call Center Elite Release 4.0

· Avaya IR Release 3.0

· Avaya AES Release 4.2

· Avaya Call Management System 

· Avaya Contact Center Express Release 3

· Verint Impact 360 Workforce Optimization Release 7.8

c. Genesys

The Genesys suite of applications provides the computer telephony integration (CTI), data logging and reporting, and workforce scheduling for the 3-1-1 Service Center. They reside on several different servers and the most critical components are configured in a warm stand-by mode for redundancy. All components are version 6.5 except for the staff scheduling applications, Work Force Manager (WFM), which is version 7.5.

Components:

· Log_DBServer

· MessageServer

· SolutionServer

· Solution Control Interface

· Tserver (Primary and Backup)

· StatServer (Primary and Backup)

· URServer (Primary and Backup)

· CCA_DBServer (Primary and Backup)

· ETL_Proxy

· CCA_StatServer (Primary and Backup)

· VTServer

· CC Pulse

· CC Analyzer

· CCA_DataSourcer

· Data Modeling Assistant

· IR_Designer

· Workforce Manager – when configured, Workforce Management calculates and forecasts accurate staffing requirements based on historical volume and external factors. 
· WFM_ScheduleServer

· WFM_StatServer

· WFM WebServices

· Data Aggregator

· Configuration Server

· Configuration_DBServer

· ITCUtility

· Several Local Control Agents

d. NICE Applications 
The NICE applications provide a contact management quality assurance solution for call recording and playback. These applications are integrated with Genesys. The software runs on two servers and utilizes a digital voice tape recording and playback unit and a 9,000-hour online storage system. NICE records all call-taker-citizen interactions. 
Components:

· NICELog Recording System

· NICE Call Logging System

e. NXi

NXi Telephony Services™ and NXi NexTalk for Networks™ integrate non-voice calls (TDD, TTY, VCO, and HCO) into the 3-1-1 Service Center applications so that agents can converse with the deaf, hearing impaired, and speech impaired community.

Components

· NXi Telephony Services™ version 4.0 (server software)

· NexTalk for Networks™ version 4.0 (client software)

· Genesys Media Link 6.1

· Four TDD stations

· Four NexCom 300™ TTY compatible modems 
f. Customer Service Request (CSR) System

Customer Service Request (CSR) software from Motorola creates service requests, assigns due dates, tracks activity and generates reports. 

g. SYMON 2000 

SYMON™ 2000 Server provides a real-time communication and visual messaging system to the call center. Five large NetBright wallboards display current events, changing conditions or answers to ‘hot topics’. SYMON also communicates with the Genesys applications to display real-time inbound call statistics on the wallboards.
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