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=Q1

Please confirm the total number of users to be supported by the new telecommunications system. The RFP references 
155 users, while the current-state information identifies 152 active extensions. Should bidders size the solution for 155 
users, or should 152 be considered the current baseline with additional capacity for future growth?

§3.1 / 
Existing 

Environme
nt, pp. 
13–14

Please use the 155 number as the baseline and allow for a 
5% expansion as needed

=Q2

Please provide the final user count by agency and location, including named users, shared/common-area users, 
reception, dispatch, Contact Center agents, supervisors, administrators and remote/mobile users.

§3.1.2, pp. 
13–16

These numbers are subject to change. Please use the 
user numbers in the RFP for reference.

=Q3

Please confirm the total number of physical locations/facilities included in the project. Please provide the complete site 
list and identify which locations require telephony, Contact Center, dispatch, analog, fax, emergency calling and other 
services.

§3.1 / 
§3.2.1, pp. 

13–16

1) Laketran - 555 Lakeshore Blvd. Painesville Twp. OH 
44077 2) Geauga Transit - 12555 Merritt Rd. Chardon OH 
44024

=Q4

Please provide a site-by-site inventory of users, IP phones, analog endpoints, fax devices, dispatch positions, Contact 
Center agents/supervisors, DIDs, gateways and other telecommunications equipment.

§3.1 / 
§3.3, pp. 

13–18 Answered in other questions in this document.

=Q5
Please confirm whether the expected deployment model is cloud-hosted, on-premises, hybrid, or any architecture that 
meets the stated requirements.

§3.3, p. 18
Hybrid solution is preferred

=Q6

If a cloud-based service is acceptable, please confirm whether the successful bidder is expected to provide end-to-end 
PSTN service and number porting, including the existing approximately 110 DIDs, or whether Laketran will retain its 
existing PSTN carrier.

§3.1 / 
§3.3, pp. 

13–18 A 100% cloud-based solution is not what we are asking for

=Q7

Please identify the current PSTN carrier, service type and circuit architecture supporting the approximately 50 active 
SIP/PSTN trunks and 50 concurrent external call paths. Please clarify whether these are SIP trunks, PRI/T1/E1, analog 
services or another technology.

§3.1, p. 13 There are 50 SIP trunks provided by AT&T as stated in the 
RFP kickoff meeting.

=Q8

Please confirm whether the 50 concurrent external call paths represent the required future capacity or only the current 
configuration. If available, please provide peak concurrent call utilization for the past 12 months.

§3.1.2, pp. 
14–15

The 50 call paths meet today's needs and the needs into 
the foreseeable future.

=Q9
Please confirm whether all 110 existing DIDs must be retained and ported to the successful bidder, including user, 
Contact Center, IVR/DNIS, dispatch, fax and other service numbers.

§3.1, p. 13
The 110 existing DIDs are to continue to be owned by 
Laketran

=Q10

Please provide a DID inventory by location and function, identifying user DIDs, Contact Center numbers, IVR/DNIS 
numbers, dispatch numbers, fax numbers and other service numbers.

§3.1 / 
§3.2.3, pp. 

13–16

There are 25 DIDs at the Geauga Transit location and as 
stated 110 at the Laketran HQ location. We can provide 
more details as needed at a later date.
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=Q11

Please confirm whether the successful bidder is expected to provide PSTN service, including local, long-distance and 
international calling, as part of the overall solution.

§3.3, p. 18 Laketran will continue its vendor relationship with AT&T 
and the pricing agreements that are in place will remain.

=Q12

Please provide historical inbound and outbound PSTN calling volumes, including monthly minutes and peak concurrent 
calls, to enable accurate capacity sizing.

§3.1.2, pp. 
14–15

Average call volumes for inbound/outbound traffic is 
approximately 410,000 calls per year. Peak trunk 
utilization for the past 12 months is 46 out of 50 trunks 
with the average being 32 trunks used.

=Q13

Please provide the current WAN/Internet connectivity, bandwidth, redundancy, QoS, firewall/NAT and routing 
information for each facility. Please clarify which network/connectivity components will be provided by Laketran and 
which are expected from the successful bidder.

§3.2.5, p. 
17

We currently have a 1GB symmetrical internet connection 
that is not currently redundant but will be in the near 
future.

=Q14

Please confirm whether local survivability is required at each location during a WAN/Internet/cloud service outage. If 
required, please define the functions that must remain operational, including internal calling, external calling, 
emergency calling, dispatch and Contact Center operations.

§3.2.5 / 
§3.4, pp. 

17–18 Answered in question # 154

=Q15

Please provide the site network topology and existing LAN/switch/PoE infrastructure to determine whether existing 
infrastructure can support the new telecommunications equipment.

§3.2.5, p. 
17

Sites are both recently freshly cabled with CAT6e to the 
desktops and SMF switch inter connects. Extreme 
Networks L3 switches as the backbone to both locations. 

=Q16

Please confirm whether the 83 existing IP phones (74 Laketran + 9 Geauga Transit) are to be replaced as part of the 
project, or whether any existing phones may be retained during migration or in the final environment.

§3.1, pp. 
13–14

If the replacement system is compatible with MITEL 
hardware, the voice terminals can stay. If not, the voice 
terminals will need to be replaced with system 
compatible units.

=Q17

If IP phones are to be replaced, please provide the site/user/function breakdown of the 83 phones, including standard 
users, executives, reception, dispatch, Contact Center agents, supervisors and shared/common-area phones.

§3.1, pp. 
13–14

If your system is compatible with the Shoretel MITEL we 
use (IP655, IP480, IP485G) then we will not require 
replacements. If not we are looking to have a least the 
same functionality or greater.

=Q18

Please confirm whether existing headsets are to be retained or replaced. If retained, please provide the exact 
make/model and connectivity/interface information for the 24 Laketran wireless and 6 Geauga wired headsets.

§3.1, p. 14

We would like to keep the wireless Bluetooth JABRA 
headsets that we just upgraded for our users. These 
headsets are attached to Shoretel IP480 and IP485G 
phones,



Laketran RFP#2605   9/21/2026 Phone System Replacement
QUESTIONS ANSWERS

3 of 39

Question # Questions Section Answer

=Q19

Please provide a complete inventory of the 24 analog lines, including the device/service connected to each line, such as 
fax, analog telephone, alarm, emergency phone, elevator, modem, paging, monitoring or other specialty service.

§3.1 / 
§3.2.5, pp. 

14, 17

We require that 24 analog extensions be installed at the 
HQ location to service a fluid variety of services including  
the devices in your question.

=Q20
Please provide the number of analog lines at each physical location and identify the associated device/service for each 
line.

§3.1, p. 14
See answer below

=Q21

Please clarify how the existing 24 analog lines are currently delivered: individual POTS/analog carrier lines, PRI/T1/E1, 
analog ports on the existing telephone system, or VoIP-to-analog gateways connected to SIP/PSTN services.

§3.1, p. 14
HQ location 24 lines are delivered by a Shoretel VOIP 
analog gateway. At Geauga Transit there is a FAX number 
and a Security System tied to a pair of POTS lines.

=Q22
Please provide the make, model, port count and connectivity architecture of the two existing VoIP-to-analog gateways, 
including the number and type of devices connected to each gateway.

§3.1, p. 14
They are GrandStream HT813 voice gateways.

=Q23

Please confirm whether all 24 analog lines must be migrated to the new system or whether any analog services will 
remain directly connected to existing carrier/POTS infrastructure.

§3.2.5, p. 
17

All 24 lines must be migrated to the new system. The 
majority of these lines are currently connected to a MITEL 
analog gateway

=Q24

Please identify any analog lines supporting life-safety, alarm, elevator, emergency, security, monitoring or other mission-
critical services and identify any specific technical or regulatory requirements associated with those services.

§3.2.5, p. 
17

No analog devices fall within this category.

=Q25

Please provide the total number of physical fax machines/MFPs, their locations, associated fax numbers and the 
number of analog connections currently required.

§3.2.2 / 
§3.2.5, pp. 

16–17
Please plan on at least (6) FAX devices as part of the 
install at HQ and (2) at the Geauga Transit location.

=Q26
Please confirm whether Laketran will accept a cloud-based fax/eFax service as an alternative to maintaining physical fax 
machines connected through analog ports.

§3.2.2, p. 
16

Hard line FAX machines are preferred to comply with 
HIPPA compliance issues

=Q27
If physical fax machines must be retained, please confirm whether the successful bidder is expected to provide the 
required analog adapters/gateways, ports, installation and fax testing.

§3.2.5, p. 
17

Yes, they should be provided to maintain or exceed the 
level of functionality in place today.

=Q28
Please provide historical fax traffic volumes, including inbound/outbound pages per month, peak usage and any fax-
specific reliability requirements.

§3.2.2, p. 
16

These are casual use in quantity, with HR being the 
primary user of the service.

=Q29
Please confirm whether fax numbers are included within the approximately 110 DIDs and whether those numbers must 
be ported as part of the project.

§3.1, p. 13
The FAX number are included in the number of DIDs on 
the exiting phone system



Laketran RFP#2605   9/21/2026 Phone System Replacement
QUESTIONS ANSWERS

4 of 39

Question # Questions Section Answer

=Q30

Please confirm which Contact Center channels are required on Day 1, including voice, webchat, callback and 
SMS/MMS. Please identify any capabilities that are optional or intended for future phases.

§3.2.3, pp. 
16–17

On day one we should have: Active call processing 
queues for both HQ and the Geauga Transit locations. The 
system should be able to provide callback if queue depth 
is to deep. It needs to offer IVR service for our visually 
impaired clients. Voice recording for station to station and 
external to internal extensions. Webchat and SMS 
functions to be delivered after initial install.

=Q31
Please clarify the required SMS/MMS functionality, including inbound/outbound messaging, use of existing business 
numbers, message retention, supervisor access and reporting.

§3.2.3, p. 
16

This is a feature we are looking to add to the new phone 
system that is not available today.

=Q32

Please provide the required Contact Center concurrency, including maximum simultaneous agents, concurrent calls, 
queue calls, callbacks and supervisor monitoring sessions.

§3.1.2 / 
§3.2.3, pp. 

14–16

The system should allow for at least 30 Call Center 
simultaneous sessions of the combined features in your 
question.

=Q33

Please confirm whether the current 25 Contact Center agents (21 Laketran + 4 Geauga) represent the complete Day-1 
agent population and whether the 6 Laketran supervisors require monitoring, whisper, barge and reporting capabilities.

§3.1 / 
§3.2.3, pp. 

13–16

Yes, the 21 + 4 is the current day one population. Yes, the 
call center supervisors should have full call monitoring 
capabilities also.

=Q34

Please provide the current IVR call-flow diagrams, prompts, menus, DNIS mappings, business hours, holiday schedules 
and routing rules, including any configurations currently maintained by the existing service provider.

§3.1 / 
§3.2.3, pp. 

13–16

All are maintained internally by our IT department and 
details at that level will be shared with the winning bidder 
prior to project starting.

=Q35

Please clarify whether customer self-service transactions, such as account cancellation/opt-out, are mandatory at 
initial implementation or represent future capability requirements.

§3.2.3, p. 
16

Yes, customer self-service functions such as opt in/out 
and the ability to cancel trips without human interventions 
need to be available on day one.

=Q36

Please identify all required third-party integrations, including CAD, customer databases, scheduling systems, CRM, 
Microsoft Outlook/Exchange, dispatch applications and reporting systems.

§3.2.3 / 
§3.2.6, pp. 

16–17

The system should work with NOVUS by TripSpark (as 
stated in the kickoff meeting). There should also be a level 
of integration with Outlook and O365 applications.



Laketran RFP#2605   9/21/2026 Phone System Replacement
QUESTIONS ANSWERS

5 of 39

Question # Questions Section Answer

=Q37

Please clarify the Call Attached Data (CAD) requirement, including what information must be presented to agents, the 
source systems and the required integration method.

§3.2.3, p. 
16

As stated in the kick-off call, this integration should work 
with NOVUS by TripSpark and will need to be 
accomplished through API's between the two systems.

=Q38

Please confirm whether screen recording/screen capture is mandatory for recorded Contact Center interactions or 
whether it is a required platform capability that may be enabled for selected users.

Attachme
nt 1, p. 32

Screen recording is not in the scope of this project.

=Q39

Please confirm the exact call-recording scope, including users, agents, supervisors, dispatch positions, queues, IVR and 
administrative users that must be recorded.

§3.2.5 / 
Attachme
nt 1, pp. 
17, 32

All existing internal numbers should have the ability to call 
record: station to station, outside to inside and inside to 
outside.

=Q40

Please confirm whether all inbound and outbound calls associated with the Contact Center and dispatch operations 
must be continuously recorded, or whether recording may be limited to specific users, queues or call types.

§3.2.5, p. 
17

All calls coming into or going out of the call center need to 
be recorded without exception.

=Q41

The RFP specifies a minimum 12-month recording retention period. Please confirm whether recordings must remain 
immediately searchable/playable throughout the entire 12 months or whether older recordings may be archived while 
remaining retrievable.

§3.2.5 / 
Attachme
nt 1, pp. 
17, 32 May be archived while remaining retrievable in full.

=Q42

Please specify whether recordings must be retained for more than 12 months, including any requirements for legal hold, 
archival or permanent retention.

§3.2.5, p. 
17

We need to maintain 12 months of local call recording 
data with the option to place recording in legal hold for 
archival purposes.

=Q43

Please identify any applicable federal, state of Ohio, local government, public-records, regulatory or contractual 
retention requirements for call recordings, transcripts, CAD records, voicemail, fax records and other communications 
data.

§3.3 / 
Attachme
nt 1, pp. 

18, 29–32

There are no legal statutes for public records retention of 
call data, fax, other communications data. Laketran has 
established its retention guidelines of 12 months which is 
the required retention timeframe for communications 
data under this contract.

=Q44

Please confirm whether any data residency requirements apply to user data, call recordings, transcripts, voicemail, CAD 
data, analytics, backups or other telecommunications data, including any requirement for data to remain within the 
United States.

Attachme
nt 1, p. 29

Our phone system data needs to remain onsite in our 
facility.
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=Q45

Please identify all applicable privacy, public-records, regulatory and contractual requirements governing the collection, 
storage, processing, access and deletion of user and communications data.

§3.3 / 
Attachme
nt 1, pp. 
18, 29 See Question 43

=Q46

Please confirm required encryption standards for data in transit and at rest, including recordings, transcripts, voicemail, 
CAD, analytics, backups and stored communications.

Attachme
nt 1, p. 29

All of the described data should remain onsite and on our 
locally owned equipment.

=Q47

Please identify any mandatory security certifications or compliance frameworks applicable to the proposed service, 
such as SOC 2, ISO 27001, FedRAMP or other standards.

Attachme
nt 1, p. 29

None of our phone system data should be stored in the 
cloud making this not necessary.

=Q48

Please confirm whether the solution must support tenant/data isolation, RBAC, SSO/MFA, audit logging, administrative 
activity logging and other security controls, and identify any mandatory requirements.

Attachme
nt 1, p. 29

All of the described data should remain onsite and on our 
locally owned equipment.

=Q49

Please define the required access controls for call recordings and sensitive communications data, including separate 
access for administrators, supervisors, investigators, dispatch management and other roles.

Attachme
nt 1, p. 29

Yes, we should have access to all call recording data and 
the ability to control the access and downloading of data 
by access level control features.

=Q50

Please confirm whether Laketran requires the ability to export recordings, transcripts, call logs, voicemail, fax records 
and other communications data in standard formats and retain access to such data after contract termination.

§3.2.5 / 
Attachme

nt 1

All of the described data should remain onsite and on our 
equipment. There should not be a need to export our own 
data saved onsite.

=Q51

Please clarify whether call recording may be provided as part of the proposed telecommunications platform or through 
an integrated third-party recording solution, provided all RFP requirements are met.

Attachme
nt 1, p. 32

Call recording should be an integrated part of the propsed 
solution. Would NOT prefer a third party add-on to the 
system.

=Q52

Please confirm whether voice transcription is required for all recordings, selected recordings, Contact Center calls, 
dispatch calls or other specific call types.

§3.2.6 / 
Attachme
nt 1, p. 32

Voice transcription should be availble for selected calls 
from all groups or departments.

=Q53

Please clarify whether AI/NLP, sentiment analysis and automated escalation/alerting are mandatory Day-1 
requirements or whether the RFP is requesting these as available/future capabilities.

§3.2.4 / 
Attachme
nt 1, p. 32

These will be future capabilities of the system and not a 
day one initiative.
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=Q54

Please identify the current E911/NG911 service provider, if applicable, and confirm whether the successful bidder is 
expected to provide emergency calling services or integrate with an existing service.

§3.3, p. 18
Current system is not using NG911 services

=Q55

Please specify the required dispatchable emergency location granularity, such as facility, building, floor, room, dispatch 
position or other location identifier.

§3.3 / 
Attachme

nt 1 Physical address location for both locations

=Q56
Please confirm whether dynamic emergency location is required for remote/mobile users and how emergency locations 
are currently maintained.

§3.2.2 / 
§3.3

Managed through MITEL Director interface to the phone 
system

=Q57

Please confirm whether direct 911 dialing without an access code is required for all IP phones, softphones, analog 
endpoints, dispatch positions and remote users.

§3.3, p. 18 The solution should be able to map a 9-1-1 call with and 
without a trunk access code. (9+9-1-1, 9+1+9-1-1, 9-1-1)

=Q58

Please provide details of any existing emergency response/location database, including ERL/ELIN or equivalent location 
records, that must be migrated or integrated.

§3.3, p. 18
No location record databases are in use today. 9-1-1 
broadcast information within MITEL and AT&T site 
information.

=Q59

Please provide the current Mitel dial plan, hunt groups, auto attendants, IVR/DNIS mappings, call flows and routing 
configuration required for migration.

§3.1 / 
§3.3, pp. 

13–18
This will be addressed during the award of the winner in 
the bid process.

=Q60

Please confirm the required duration of parallel operation between the existing and replacement systems, including the 
period during which interoperability, internal dialing, PSTN calling, Contact Center and dispatch functions must coexist.

§3.3, p. 18
The interoperability between the two systems should be in 
place until the new system is live and user tested to 
departmental acceptance levels.

=Q61

Please confirm whether the successful bidder is responsible for decommissioning the existing telecommunications 
environment, including servers, virtual infrastructure, gateways, trunks and associated licenses after final acceptance.

§3.1 / §3.3
Laketran will assist with the decommissioning process 
after the old hardware/software has been migrated from 
and the project is completed.

=Q62

Please clarify which existing Microsoft Outlook/Exchange integrations must be retained or replicated, including 
voicemail-to-email, contacts, calendar and click-to-dial functionality.

§3.1, p. 14
Voicemail to e-mal notifications. Do not want actual 
voicemails sent ot individual e-mail inboxes due to lack of 
people cleaning up after themselves.

=Q63

Please provide the required dispatch workflows, including priority calling, emergency escalation, dispatch-to-customer-
service transfers, vehicle/route communications and any application integrations.

§3.2.1 / 
§3.2.3

Dispatch does not handle customer calls. These calls are 
all handled by the Customer Service Department utilizing 
ECC and IVR toolsets.
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=Q64

Please confirm whether dispatch operations must remain functional during WAN/cloud service outages and identify the 
minimum functionality required during such an outage.

§3.2.1 / 
§3.4

We need to have access to phone resources for 
employees and clients to access voicemail resources to 
but not limited to: employee call offs, cancelling 
scheduled bus trips.

=Q65

Please specify the required High Availability and Disaster Recovery objectives, including RTO, RPO, geographic 
redundancy and maximum acceptable service interruption.

§3.2.5 / 
§3.4, pp. 

17–18
Using AT&T SIP tools, calls can be re-routed in case of 
emergency to a list of any other numbers or locations.

=Q66

Please clarify whether redundancy is required at each physical facility, including redundant gateways/connectivity, or 
whether centralized/geographically redundant infrastructure is acceptable.

§3.2.5, p. 
17

Redundancy should be provided at the physical locations 
for CORE functions to the system. For example we 
currently have a warm spare for our SIP firewall in the 
event of a failure.

=Q67
Please provide expected future growth for users, phones, Contact Center agents, DIDs, concurrent calls, recording 
storage and locations for sizing purposes.

§3.1.2 / 
§3.3

Please budget an estimated 5% system growth for all 
categories specified.

=Q68

Please identify required maintenance, migration and cutover windows and any periods during which Contact Center or 
dispatch operations cannot be interrupted.

§3.4 / 
Attachme

nt 1

Our Customer Service Center is open seven days a week 
M-F 06:00-21:00 Sat 07:00-21:00 and Sunday 07:00-
19:00. Wednesday is typically our heaviest call and trip 
volumes of the week and any interruptions can be service 
effecting for our clients. Any work that is service effecting 
should be scheduled outside of these times. 

=Q69

Please clarify the requirement for vendor personnel to be onsite at both facilities for at least 50% of the active 
implementation period and identify which implementation activities are expected to be performed onsite.

§3.2.1, p. 
16

This project will not be done remotely. It is expected that 
there will allows be technical and project people onsite 
during the entire installation, testing and acceptance 
phases of the project.

=Q70

Please specify the required hardware warranty period, advance replacement requirements and onsite replacement 
expectations for phones, gateways, analog adapters and other bidder-provided equipment.

Technical/
Contract 
Requirem

ents

There should be spare hardware onsite for phones, 
gateways, ATA hardware also. Major gear should have a H-
A device onsite in the case of a site failure.
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=Q71

Please confirm the scope of required 24×7×365 support, including telecommunications, Contact Center, PSTN, 
gateways, recording, emergency calling and other components.

§3.4 / 
Attachme

nt 1

We are open seven days a week and operate 24 hours a 
day. If something fails in the middle of the night, it is 
expected that we are ble to work with support staff to 
resolve the issue.

=Q72

Please clarify how SLA responsibility and service credits/liquidated damages will apply when an outage is caused by an 
underlying carrier, cloud service provider or other third party.

§3.4 / 
Attachme

nt 1
The nuance of liquidated damages will be negotiated with 
the winning vendor. 

=Q73

Please identify which capabilities are mandatory Day-1 requirements versus optional/future requirements, particularly 
Contact Center multimedia, SMS/MMS, recording, transcription, analytics, AI/NLP, cloud fax and other advanced 
capabilities.

§3.2 / §3.3 All specifications listed in section 3.2 are required in order 
to issue final acceptance

=Q74

Please specify the required data and configuration transition process at contract termination, including recordings, 
transcripts, call logs, CAD data, voicemail, fax records, configurations and other customer-owned data.

Contract / 
Security 

Requirem
ents

All of the described data should remain onsite and on our 
equipment. There should not be a need to export our own 
data saved onsite.

=Q75

The RFP requires the proposed solution to be a “hybrid unified system.” (Section 1.1) Can Laketran confirm whether a 
100% cloud-hosted platform with on-site IP endpoints (desk phones, ATAs, and session border controllers) qualifies as a 
“hybrid” solution, or does Laketran require a portion of the core call-processing infrastructure to reside on-premises at 
Laketran or Geauga Transit facilities?

1.1
A core part of the call processing infrastructure should be 
located onsite at the HQ location with a subset at the 
Geauga Transit location.

=Q76

The RFP requires the vendor to maintain an on-site deployment presence at both facilities for no less than 50% of the 
active implementation process. (Section 3.2.1) Can Laketran clarify whether this 50% requirement is measured by 
calendar days, labor hours, or project phases? Additionally, does this requirement apply to the entire project team or 
only to the lead implementation engineer?

3.2.1
The person/people doing the actual work and install of the 
system, need to be here onsite at either location at least 
50% of the time.

=Q77

The RFP requires a standardized 5-digit extension plan linking both agencies. (Section 3.2.1) Can Laketran confirm 
whether the existing 5-digit dialing range (61000–62000) must be preserved exactly, or whether a new standardized 5-
digit plan may be proposed as part of the system redesign?

3.2.1
A new standardized plan can be instituted as part of the 
upgrade, but we should be able to identify the location by 
the extension.

=Q78

The RFP requires a “dedicated, automated interactive self-service workflow that allows callers to process account 
cancellations or opt-outs without mandatory agent intervention.” (Section 3.2.3) Can Laketran describe the back-end 
system (e.g., a scheduling or paratransit software platform) that this self-service workflow would need to integrate with 
to execute cancellations or opt-outs? Is an API or web service available from that system?

3.2.3
The phone systems with need to interface with NOVUS by 
TripSpark to accomplish these tasks. Work will need to be 
done with TripSPark to implement a set of API's to allow 
this to happen.
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=Q79

The RFP references “Computer Telephony Integration (CTI) capabilities that support automated screen pops, pushing 
customer record data to the CSR’s workstation instantly upon call arrival.” (Section 3.2.3) Can Laketran identify the 
specific line-of-business application(s) (e.g., scheduling software, CRM, CAD system) that the screen pop must 
integrate with? Is there an existing API or integration layer available?

3.2.3
This integration should happen with our version of a 
custom CRM solution. We use NOVUS by TripSpark 
Technologies as an agency management solution. This 
would involve working with TripSpark and building an API 
to allow NOVUS and the phone system to communicate.

=Q80

The RFP states the infrastructure must retain backward compatibility with existing legacy hardware, supporting analog 
endpoints via ATAs or voice gateways. (Section 3.2.5) Can Laketran provide the complete count and types of analog 
endpoints (phones, fax machines, door intercoms, overhead paging, etc.) that must remain operational under the new 
system?

3.2.5
GrandStream HT-813 ATA, Viking Electronics analog call 
boxes and door actuator hardware, traditional analog 
phones, traditional FAX machines, Canon MFP with FAX 
onboard, ALGO SIP ringers.

=Q81

. The RFP references a “Geauga Transit facility security alarm system utilizing an existing, hardwired legacy network.” 
(Section 3.1) Is the vendor expected to integrate with or maintain this alarm system as part of the telephony scope, or is 
it simply noted as an existing infrastructure constraint to be aware of during deployment?

3.1
This is there for notation purposes. Any upgrades should 
not interrupt the existing analog circuit for the security 
system.

=Q82

The RFP requires the vendor to “coordinate a staged migration strategy utilizing SIP trunking to the existing Mitel system 
to maintain connectivity during the transition period.” (Section 3.3) Can Laketran confirm whether the current SIP/PSTN 
trunking provider (separate from Mitel) will remain in place during the parallel migration, or whether the vendor is 
expected to provision new SIP trunking as part of this engagement?

3.3
We would like to keep the existing phone system up and 
runnning during the migration process and we tie trunks to 
allow the two systems to work together during the 
migration period.

=Q83

The RFP requires the vendor to provide “all necessary handsets, software licensing, and related hardware.” (Section 1.1) 
Can Laketran confirm whether the existing Jabra headsets (24 wireless GN units at Laketran, 6 wired units at Geauga 
Transit) are expected to be replaced as part of this engagement, or whether compatibility with the existing headsets is 
acceptable?

1.1
Keeping the existing wireless headsets would be 
preferred, if they are compatible with the new voice 
terminals.

=Q84

The Liquidated Damages schedule specifies a $2,500 flat fee plus $250/hour for unauthorized outages, with “absolute 
accountability” extending to sub-vendors and third-party cloud/software providers. (Section 3.4.5) Can Laketran confirm 
whether this liability framework applies to outages caused by upstream internet service providers or carrier network 
failures entirely outside the vendor’s control, or whether Force Majeure provisions would apply in those scenarios?

3.4.5 Force Majeure would apply in these instances. 
Additionally, Laketran reserves the right to waive 
liquidated damages on a case-by-case basis.
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=Q85

 The RFP requires “active, corporate-level professional partner certifications from the major communications platform 
provider being proposed.” (Section 3.5) Can Laketran confirm whether this requirement applies to the prime vendor (the 
proposing company itself) or whether certifications held by the assigned project team members satisfy this 
requirement?

The vendor and staff assigned to this project should both 
have valid certifications for the system that is being 
installed.

=Q86

The RFP states the technical proposal must not exceed 25 pages, with visual elements counting toward the page limit. 
(Section 3.10) Can Laketran confirm whether the draft SLA, required forms (Attachments A–N), and the responses to 
Attachments 1 and 2 (Vendor Questionnaires) are all excluded from the 25-page limit, as implied by the parenthetical 
“(not including mandatory forms, draft SLA or other legal documents, and cover page)”?

3.1

Confirmed. 

=Q87

 The RFP requires five (5) spiral-bound printed copies submitted to Laketran’s offices. (Section 1.5) Given the September 
23, 2026 deadline, can Laketran confirm whether hard copies must arrive by 12:00 PM on that date, or whether they may 
be postmarked/shipped by that date with delivery to follow?

Refer to addendum #2. The spiral bound hard copies must 
be delivered by the due date. At minimum, they should be 
shipped the day before for morning delivery on September 
30th to be considered on time. Proposals postmarked on  
the due date will be considered late.

=Q88
	Line-of-Business Application Integration - Please identify the line-of-business applications that will require CTI or 
screen-pop integration with the proposed phone system. NOVUS by TripSpark

=Q89
Analog Lines and Endpoints - The RFP identifies 24 existing analog lines. Could you please provide a breakdown of these 
lines by endpoint/device type and location? Analog wall phones, Viking call boxes, FAX machines

=Q90
PSTN/SIP Carrier Services - Please clarify whether PSTN/SIP carrier services after cutover are to be provided by the 
selected vendor or will be retained/procured separately by Laketran. 

SIP/PSTN services will be retained by Laketran and not by 
the wining bidder.

=Q91
In addition to the referenced trunks, are there any PRI, analog/POTS, or other carrier voice services currently 
maintained?

see answer to Q21

=Q92
Are the underlying services part of this procurement, or will those services remain under separate agreements? Laketran will maintain its Microsoft Licenses

=Q93

Are any of the existing voice, Internet, or WAN carrier agreements approaching expiration during the anticipated 
implementation period? 

No, we are currently under contract to our carriers for a 
period of time extending past the implementation of the 
new phone system.

=Q94 Would Laketran consider a fully hosted UCaaS/contact center solution? See answer to Q5

=Q95
Would Laketran consider utilizing a technology advisor to assist with solution evaluation, implementation oversight, and 
post implementation service and billing validation?

This is beyond the scope of RFP#2605
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=Q96
1.	Unauthorized Outage Fee: what is the correct fee?  Section 3.4.5 states $2,500 per incident plus $250/hour, while 
Section 3.4.12 lists $1,000 per incident plus $250/hour.

3.4.12 Addendum#2 resolved this issue.

=Q97

1. Insurance Form Requirements: Is the Bidder’s Insurance Agent’s Affidavit required with Step 1, since the Section 4 
required-forms list expressly calls for a Certificate of Insurance but does not separately list the affidavit.

You do not have to complete the bidder's insurance 
affidavit. This is not a required form. You will not be 
penalized for not completing this form.

=Q98

1. Proposal Due Date: Given the volume and technical depth of the clarification questions submitted by respondents, 
would Laketran consider extending the proposal due date to allow sufficient time to incorporate the responses into a 
complete and accurate proposal?

Addendum #2 will address this issue.

=Q99

1. Incumbent Consideration: Will incumbent service providers receive any preferential consideration during the 
evaluation process, or will all respondents be evaluated using the same published evaluation criteria?

Refer to section 3.11

=Q100

1. Multiple Proposals for the Same Platform: If multiple respondents propose solutions based on the same manufacturer 
or communications platform, will Laketran evaluate each proposal independently, or will only one proposal per 
manufacturer/platform be considered?

Vendors are being evaluated overall and that includes the 
hardware proposed. But multiple vendors proposing the 
same solution does not impact evaluation. How the 
system will be installed is just as important as the 
hardware/software/platform that is installed.

=Q101
1. BOM: Should the itemized BOM requested in Section 3.3 include quantities or just model numbers? 3.3 BOM should included model numbers and quantities

=Q102

1. Support and Licensing Term:  What duration of software licensing, manufacturer support, maintenance, and ongoing 
technical support should be included in the base proposal to ensure an equivalent comparison between respondents?

The system should be quoted with options for renewal 
tersm of the support and maintenance periods. i.e.: one, 
three and five year renewal terms.
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=Q103

8.	Historical Support Volume: Can Laketran provide historical support activity for the existing communications 
environment, including approximate:
a.	Monthly incident/service-request volume
b.	Move, Add and Change activities
c.	Severity/priority distribution
d.	After-hours support incidents
e.	Carrier-related incidents
f.	Major outages or recurring issues

This will be addressed during the award of the winner in 
the bid process.

=Q104

Subscription-Based Licensing and Support: Would Laketran consider a subscription-based commercial model that 
combines software licensing, manufacturer support, maintenance, and ongoing managed services into a monthly or 
annual recurring fee?

Pricing is not evaluated at this stage. 

=Q105

1. Multi-Year Contract Term: Would Laketran consider a multi-year support and licensing agreement, such as a 
36-month or 60-month term, if the longer commitment provides improved pricing, price protection, or 
additional support benefits?

Pricing is not evaluated at this stage. 

=Q106

11.	Can Laketran provide the existing ShoreTel/Mitel software license key or system ID, registered customer account 
information, and applicable site IDs? 
(This information should be available within ShoreTel Director under Administration > Licenses or Help > About, 
depending on the installed release.

We are not at liberty to disclose this information. The 
system is owned by Lake County Government and we are 
a site off of the current MITEL phone system.

=Q107

12.	Can Laketran provide a current logical and physical network/voice topology identifying:
•	Laketran and Geauga Transit locations
•	WAN connectivity between sites
•	Internet circuits and providers
•	SIP trunk connectivity
•	Existing ShoreTel/Mitel components
•	VMware infrastructure
•	Voice VLANs/subnets
•	Firewalls and SBCs
•	Analog gateways
•	Contact center components
•	Call recording systems
•	Existing redundancy/failover architecture

This will be addressed during the award of the winner in 
the bid process.
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=Q108

13.	VMware Infrastructure Specifications: Can Laketran provide the VMware infrastructure specifications for both 
Laketran and Geauga Transit, including:
•	VMware ESXi/vSphere version
•	Number and model of hosts
•	Available CPU and RAM capacity
•	Available datastore capacity
•	Storage architecture
•	Shared-storage availability
•	VMware HA configuration
•	vMotion capability
•	Backup platform
•	Disaster-recovery capabilities
•	Network interface configuration and available VLANs

New server and virtualization should be quoted as part of 
the system. Or if your solution runs a dedicated server 
provided by the manufacturer. The existing VMware server 
is set to be decommissioned at the end of the MITEL 
install.

=Q109

1. VMware Infrastructure: Can you provide the VMware specifications at both Laketran and Geauga, including 
ESXi version, host count, available CPU/RAM/storage, shared storage, HA, and vMotion capabilities? 

The current server infrastructure will be decommissioned 
at the end of the MITEL systems service life and should 
not be used in the design of the new phone system.

=Q110

15.	Contact Center Concurrency: What is the maximum number of contact center agents expected to be 
simultaneously logged in across Laketran and Geauga Transit?
a.	If possible, please identify expected concurrency by functional group, such as:
i.	Reservations
ii.	Customer service
iii.	Dispatch
iv.	Scheduling
v.	Administrative personnel
vi.	After-hours operations

The system should allow for a minimum of 22 conncurrent 
sessions if everyone needs to be logged in at both 
locations.



Laketran RFP#2605   9/21/2026 Phone System Replacement
QUESTIONS ANSWERS

15 of 39

Question # Questions Section Answer

=Q111

16.	Queue and Routing Design: Laketran has referenced new queue-routing configurations currently being developed or 
implemented. When is that work expected to be completed?
a.	Can the final queue and routing requirements be provided to respondents, including:
i.	Queue names and purposes
ii.	Agent skill groups
iii.	Skills-based routing requirements
iv.	Queue priorities
v.	Overflow rules
vi.	Time-of-day routing
vii.	Holiday routing
viii.	Callback requirements
ix.	Maximum wait thresholds
x.	Supervisor escalation rules
xi.	Cross-agency routing between Laketran and Geauga Transit

We are adding a new IVR queue to answer quick questions 
for customers. i.e. When will my Dial a Ride bus arrive, 
can I add funds to my account, When will the next route 
bus arrive and other quick answer questions.

=Q112

17.	Contact Center Reporting Requirements:  Are there specific real-time and historical reporting requirements that the 
proposed solution must provide beyond standard queue, agent, abandonment, service-level, and call-volume reporting?
a.	Should reporting include TripSpark activity or other external application data in addition to telephony/contact-center 
activity?

There should be a dashboard function so that Operations 
staff can see the current status of the call queues 
including call depth, hold times, longest waiting, number 
of calls answered, number of CSRs available.

=Q113

15.	Existing SIP Architecture: Please identify the current SIP carrier and provide details regarding the existing 50 SIP 
trunk sessions, including:
o	Carrier/provider
o	SIP handoff locations
o	Number of concurrent sessions
o	SBC or gateway used for termination
o	Signaling protocol and transport
o	Codec requirements
o	DID inventory
o	E911 configuration
o	Failover configuration
o	Any carrier-specific interoperability requirements

AT&T is our current provider of (50) SIP trunks. AT&T 
provides a Cisco SIP router and we have our InGate 
SIPerator firewall right behind that device.
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=Q114
16.	SIP Trunk Distribution Between Sites: Are all 50 SIP sessions currently terminated at Laketran headquarters, or are 
SIP services independently delivered to both Laketran and Geauga Transit?

All 50 SIP trunks are terminated at the Laketran HQ 
facility.

=Q115

17.	Carrier Diversity / Secondary SIP Provider: Would Laketran consider a secondary SIP carrier delivered through a 
physically and logically diverse transport path to improve PSTN resiliency?
o	If so, should respondents include options for:
1.	Carrier diversity
2.	Geographic diversity
3.	Automatic inbound failover
4.	Automatic outbound route failover
5.	DID rerouting
6.	Alternate SBC termination

We would consider and desire this. The problem is all of 
the facilities for the area are in front of the building 
delivered on a common set of utility poles no matter who 
you pick.

=Q116

18.	Site Survivability: In the event of a WAN failure, Internet outage, carrier failure, or complete loss of either primary 
location, is each site expected to retain independent inbound and outbound PSTN calling capability?
o	If so, which services must remain operational locally during the outage?

Geauga will not have the ability to stand on its own 
currently in the event of a WAN link failure. We currently 
use mobile phones as a backup in the event of a failure.

=Q117

19.	Network Readiness: Has a recent voice/network readiness assessment been completed for the LAN and WAN 
environment?
o	If available, can Laketran provide information regarding:
1.	Available bandwidth
2.	WAN utilization
3.	Latency
4.	Jitter
5.	Packet loss
6.	QoS configuration
7.	Voice VLAN architecture
8.	PoE capacity
9.	Switch models
10.	Firewall models
11.	Internet redundancy

The system was intially desinged and specified to exceed 
the minimum requirements of Shoretel when it was 
installed. Networks physical infrastrucure, L3 switching 
and WAN links have all be upgraded since the install and 
still exceed requirements.
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=Q118

20.	SD-WAN Architecture: Would Laketran consider SD-WAN as part of the proposed architecture to provide:
o	Automated WAN failover
o	Application-aware routing
o	Voice traffic prioritization
o	QoS enforcement
o	Circuit health monitoring
o	Dynamic path selection between Laketran and Geauga Transit?

No, not at this time.

=Q119

21.	TripSpark Version and Integration Documentation:  Can Laketran provide the current TripSpark Novus software 
version and any available API, CTI, SDK, web-service, or integration documentation required to support:
o	Screen-pop
o	Click-to-dial
o	Customer identification
o	Trip lookup
o	Reservation workflows
o	Cancellation workflows
o	Customer history
o	Automated notifications

The winning bidder will have to engage in a project with 
TripSpark to get theses features programmed and 
working. NOVUS is a web-based self-hosted application 
running on our internal network.

=Q120

TripSpark Integration Method: Does the existing environment currently integrate telephony with TripSpark Novus?
o	If so, can Laketran provide documentation regarding the current integration method, including any middleware, CTI 
connectors, APIs, database queries, or custom development?

There is NOT a current integration between NOVUS and 
the phone system. This is a feature we are looking to add 
to help assist CSR performace and service.

=Q121

23.	Reservation Self-Service: Are there common TripSpark transactions that Laketran would like customers to perform 
through IVR/self-service without requiring an agent, such as:
o	Confirming an existing trip
o	Checking a scheduled pickup window
o	Canceling a trip
o	Confirming trip status
o	Receiving estimated vehicle-arrival information?

These all can be performned online at our customer portal 
or on your mobile device using the Laketran App.
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=Q122

24.	Automated Cancellation Workflow: Laketran currently provides a 24-hour cancellation line where customers can 
leave trip information.
o	Would Laketran like the new solution to automate this process by identifying the caller, validating the scheduled trip, 
and submitting the cancellation directly into TripSpark through an API or supported integration rather than relying on 
voicemail and manual processing?

This would be a highly desirable feature to automate calls 
and functions.

=Q123

25.	Automated Outbound Notifications: TripSpark currently generates confirmation and reminder calls for Dial-a-Ride 
services. Should TripSpark remain the system responsible for generating these notifications, or should the proposed 
communications platform provide some or all outbound notification functionality

Yes, TripSpark Notifications will retain it functionality 
today and moving forwaord.

=Q124

26.	Proactive Customer Notifications: Would Laketran like the proposed platform to support future integration with 
TripSpark for automated voice and/or SMS notifications for events such as:
o	Vehicle approaching
o	Pickup-window changes
o	Delays
o	Trip cancellations
o	Service interruptions
o	Reservation confirmations?

The system does most of these options today through an 
interface named Notifications by TripSpark. This is 
managed offsite on their network.

=Q125

27.	Recording Scope: Should call recording apply only to contact center agents, or are additional users or departments 
required to be recorded?
o	Please identify the approximate number of users requiring recording by department or function.

We should have the ability to record any extensio on the 
phone system. We should be able to record station to 
station, INBOUND to OUTBOUND and EXTERNAL to 
INBOUND.

=Q126
28.	Screen Recording: Is synchronized agent screen recording required in addition to audio recording?
o	If so, should screen recording apply to all recorded agents or only a defined subset

Screen recording is not in the scope of this project.

=Q127

29.	Sensitive Information / PCI Considerations: Do agents collect or process payment-card information or other 
sensitive data that must be excluded from call or screen recordings?

Agents do collect sensitive information at times. These 
calls are typically deleted from voice recordings after a 
quality audit is completed. We do NOT do screen 
recordings. All voice recording data is currently and 
should always be stored locally here at the HQ facility.
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=Q128

30.	Recording Pause/Resume Requirements: If sensitive information is collected, what recording-control methodology 
is preferred?
o	Examples include:
1.	Agent-controlled pause/resume
2.	Application-triggered pause/resume
3.	API-based recording suppression
4.	Automatic pause based on screen/application state
5.	DTMF masking

Agents do collect sensitive information at times. These 
calls are typically deleted from voice recordings after a 
quality audit is completed. We do NOT do screen 
recordings. All voice recording data is currently and 
should always be stored locally here at the HQ facility.

=Q129

31.	Quality Management:  Does Laketran require a formal quality-management workflow that allows supervisors to:
o	Search and retrieve interactions
o	Score calls using configurable evaluation forms
o	Provide agent coaching
o	Track quality trends
o	Create calibration sessions
o	Associate evaluations with agent performance?

Yes, this feature was available and highly used while we 
were using NICE as our call recording platform.

=Q130

32.	AI-Based Interaction Analytics: Would Laketran consider AI-assisted quality management and interaction analytics 
for capabilities such as:
o	Automated transcription
o	Call summarization
o	Sentiment analysis
o	Topic detection
o	Automated quality scoring
o	Compliance monitoring
o	Keyword/phrase detection
o	Customer-experience trend analysis?

Please propose what you consider to be the best solution 
for Laketran and our scope of work. We as an organization 
have filtered and banned all AI tools from use internally.

=Q131
33.	Recording Retention: What is the required retention period for recorded calls, screen recordings, transcripts, and 
quality-management evaluations?

Please allow for 12 months of call recording data 
retention.

=Q132
34.	Recording Access Controls: Are role-based access controls required to restrict recordings based on department, 
supervisor assignment, location, interaction type, or customer-data sensitivity?

No, not at this time.



Laketran RFP#2605   9/21/2026 Phone System Replacement
QUESTIONS ANSWERS

20 of 39

Question # Questions Section Answer

=Q133

35.	Unified Interaction Interface: Does Laketran require recordings, transcripts, voicemail, fax, contact-center 
interactions, and associated CAD/TripSpark information to be accessible through a single unified application interface?
o	Alternatively, are tightly integrated applications with separate user interfaces acceptable?

Would prefer a homogenous unified solution. Have used 
other vendor options in the past with poor success.

=Q134

36.	Analog Device Inventory: Can Laketran provide a site-by-site inventory of approximately 24 analog devices?
o	Please identify the device type and criticality of each endpoint, including:
1.	Fax machines
2.	Garage phones
3.	Blue-light/emergency phones
4.	Elevator phones
5.	Modems
6.	Paging equipment
7.	Door/intercom devices
8.	Other specialty analog endpoints

Please include:  1, 2, 3 (looking to integrate offsite phones 
(4) in the future), 6, 7

=Q135

37.	Emergency / Life-Safety Analog Devices: Are any analog endpoints considered life-safety or emergency devices that 
must remain operational during a WAN, PBX, network-switch, or power outage?

None at this time. All life safety devices have been moved 
to 5G.

=Q136

38.	Current and Future IVR Call Flows: Can Laketran provide documentation of the current IVR and planned future call 
flows? 
o	Please identify which IVR functions require:
1.	DTMF input
2.	Speech recognition
3.	Text-to-speech
4.	Database access
5.	TripSpark/API integration
6.	Customer authentication
7.	Automated transaction processing
8.	Callback functionality

1. YES, 2. YES, 3. Future, 4. Future, 5. Future, 6. Future, 7. 
Future (Currently on website), 8. YES
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=Q137

38. Conversational AI / AI Self-Service: Would Laketran consider a conversational AI solution for selected self-service 
applications rather than a traditional menu-driven IVR, provided the solution meets security, accessibility, integration, 
and reliability requirements?

Please propose what you consider to be the best solution 
for Laketran and our scope of work. We as an organization 
have filtered and banned all AI tools from use internally. 
Focus on IVR as the toolset of choice.

=Q138

40.	Fax Platform Architecture: Must fax functionality be native to the proposed communications platform, or is a third-
party integrated fax service acceptable if it provides the required:
o	Store-and-forward functionality
o	Email-to-fax
o	Fax-to-email
o	Audit/history capability
o	User access controls
o	Administrative reporting?

All we need for our FAX requiremnents is an analog line to 
send them out on.

=Q139
41.	Fax Volume: What is the approximate inbound and outbound fax volume per week or month?

FAX is a low volume function, budget for approximately 
120 per month

=Q140
42.	Fax Number Inventory: How many dedicated fax DIDs currently exist, and should all existing fax numbers be 
retained?

There are currently six dedicated FAX numbers in the 
system

=Q141
43.	Remote Worker Population: How many employees are currently enabled to work remotely using VPN or other remote-
access technologies?

Varies by the day and workload assignment. Can be 
between two to ten people.

=Q142

44.	Remote Communications Requirements: For remote workers, which communications capabilities are required?
o	Physical desk phone
o	Softphone
o	Mobile client
o	Contact center agent
o	Supervisor functionality
o	Video meetings
o	SMS
o	Presence/instant messaging

Open to your recommendation. I know what I have in 
place today, that covers all methods.
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=Q143

45.	Remote Connectivity Architecture: Should the proposed solution require VPN connectivity for remote users, or 
would Laketran prefer a secure Internet-based remote-access architecture that does not require users to establish a 
corporate VPN session for voice services?

We currently use a VPN solution that reuires ZERO user 
interaction to initiate and use. Looking for equal or greater 
functionality.

=Q144

46.	Dispatch Priority Routing: Should calls between drivers and dispatch be identified and prioritized separately from 
normal customer-service traffic so operational communications are not delayed during periods of high customer call 
volume?

Two separate systems, please see answer to Q145 below.

=Q145

47.	Driver / Field Communications: How do drivers and other field personnel currently communicate with dispatch?
o	Please identify whether communications primarily occur through:
1.	Two-way radio
2.	Cellular/PSTN calls
3.	Mobile data terminals
4.	Push-to-talk applications
5.	TripSpark applications
6.	Other systems

Drivers and field staff only have access to the Motorola 
public safety radios to communicate with Dispatch. 
Disaptch will always prioritize radio traffic to phone 
traffic.

=Q146

48.	Driver Communications Integration: If drivers currently use PSTN or cellular calls, would Laketran see value in 
integrating those communications into the proposed platform to provide:
o	Priority routing
o	Dedicated dispatch queues
o	Recording
o	Reporting
o	Caller identification
o	Emergency escalation
o	Interaction history?

Mobile voice devices are prohibited from use on all 
Laketran vehicles.

=Q147
49. Overnight Operational Requirements: As Laketran expands toward 24-hour operations for airport shuttle service, 
which departments or functions will remain staffed overnight?

Dispatch, drivers and the Special Services Coordinator.
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=Q148

50.	Dynamic After-Hours Routing: Should the communications platform automatically change routing based on:
o	Time of day
o	Staffing level
o	Overnight operations
o	Weekends
o	Holidays
o	Emergency conditions
o	Severe weather?

Yes, the system should know hours of operation, holidays, 
call routing information.

=Q149
51.	After-Hours Escalation: Are there specific after-hours escalation paths for dispatch, management, maintenance, 
safety, or emergency events that should be automated within the proposed solution?

First line of defense for any phone realted issues is to 
reach out to the on CALL IT Resource.

=Q150

52.	Medical Transportation Data Requirements: Dial-a-Ride customers may provide medical-facility, physician, and 
appointment information when arranging transportation.
o	Are there specific privacy, data-retention, recording, encryption, auditing, or access-control requirements that 
Laketran requires for interactions involving this information?

This is why all customer data is stored locally on our 
network and behind MFA to gain access to the NOVUS 
system.

=Q151

53.	Regulatory Requirements: Are there specific regulatory, contractual, or internal requirements respondents should 
design around for:
o	Call recording
o	Personally identifiable information
o	Payment-card information
o	Medical transportation information
o	Data retention
o	Legal discovery
o	Public-records requests?

HIPAA compliance is our number one regulatory 
reuirement that we must follow. We are also subject to 
public records requests by external resources.
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=Q152

54.	High-Volume Call Events: Are there predictable events that create significant increases in inbound call volume, 
such as:
o	Severe weather
o	Service interruptions
o	Holidays
o	Major Cleveland-area events
o	Airport disruptions
o	Transit emergencies?

Winter in Ohio can and will increase call volumes also 
accidents on major roads within Lake County can 
increase call volumes.

=Q153

55.	Dynamic High-Volume Routing: During these events, would Laketran like the system to automatically or manually 
activate predefined contingency workflows such as:
o	Alternate announcements
o	Emergency IVRs
o	Overflow queues
o	Virtual hold/callback
o	Alternate staffing groups
o	Cross-site routing
o	Remote-agent activation?

We would like to maintain control in these situations so 
we know exactly what is happening and can re-allocated 
human resources along with system resources. 

=Q154

56.	Business Continuity Prioritization: During a major carrier, WAN, network, data-center, or site outage, what is the 
required order of priority for maintaining communications?
o	For example:
1.	Dispatch
2.	Driver communications
3.	Emergency/blue-light phones
4.	Dial-a-Ride reservations
5.	Customer service
6.	Airport shuttle operations
7.	Administrative calling

The order should be:
Customer Service (Dial a Ride reservations is the same 
group), Dispatch, Front Desk, Driver Communications, 
Emergency Blue-Light Phones, Airport Service, 
Administrative Calling. 

=Q155

57.	Disaster Recovery Objectives: Does Laketran have defined Recovery Time Objectives (RTO) or Recovery Point 
Objectives (RPO) for the communications and contact-center environment?

We have a failover option for the Shoretel ECC system 
that will failover to a serperate geographic location in the 
event of a failure.
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=Q156

58.	Cross-Agency Customer Experience: Can a single customer trip or interaction involve both Laketran and Geauga 
Transit?
o	If so, should the customer experience remain transparent across both organizations, including transfers between 
reservations, customer service, and dispatch personnel?

All trips are currently scheduled with Laketran or Geauga 
Transit depending on the required service area.

=Q157

59.	Shared vs. Segregated Operations: Which components of the proposed solution should be shared between Laketran 
and Geauga Transit, and which should remain logically or administratively segregated?
o	Examples include:
o	Dial plan
o	Contact center
o	Reporting
o	Call recording
o	Administration
o	IVR
o	SIP trunking
o	User directories
o	Security roles

All resources hsould be shared between the the locations 
with the ability to segregate resources to keep a clean line 
between the two entities for billing and chargeback 
purposes.

=Q158

60.	Cradle-to-Grave Interaction Reporting: Would Laketran like supervisors to have a complete cradle-to-grave view of a 
customer interaction that correlates:
o	Initial inbound call
o	Caller identification
o	IVR selections
o	Queue activity
o	Agent interactions
o	Transfers
o	Holds
o	Recordings
o	Callbacks
o	TripSpark activity
o	Final disposition?

Customer Service supervisors and upper level 
management should have a complete view and control of 
all CSR recordings. All other recordings should be 
accessiable by senior level mamagement members.
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=Q159
60. Data Retention for Reporting: How long must detailed call records, contact-center reporting data, agent activity, and 
interaction history remain searchable online?

AT  least 12 months of data, stored locally onsite.

=Q160

60. Reporting Integration: Is there a requirement to export communications data into another reporting, business-
intelligence, data-warehouse, or analytics platform?

No, but there should be a highly customizable and locally 
availble reporting tool built into the proosed solution for 
our reporting needs.

=Q161

63.	Authentication Requirements: Does Laketran require integration with Microsoft Entra ID/Active Directory for:
o	Single sign-on
o	Multi-factor authentication
o	User provisioning
o	Role-based administration?

Active directory, yes. We are working on a MFA solution 
using FortiToken technology through Fortinet.

=Q162
64.	Administrative Segmentation: Should Laketran and Geauga Transit have separate administrative roles or delegated 
administration while operating on a shared communications platform?

The two locations should be treated a separate entities for 
function and billing purposes.

=Q163

63. Logging and Audit Requirements: Are there specific requirements for administrative audit logs, login history, 
configuration-change tracking, security-event logging, or integration with a SIEM platform?

Not at this time.

=Q164

66.	Patch and Upgrade Requirements: Does Laketran have defined maintenance windows or policies governing:
o	Security patching
o	Software upgrades
o	Firmware upgrades
o	Emergency vulnerability remediation
o	Change-control approval?

We utilize NINJA ONE as our RMM solution covering all of 
the functions in your question.

=Q165

67.	Migration Approach: Does Laketran have a preferred migration methodology, such as:
o	Phased site-by-site migration
o	Department-by-department migration
o	Parallel operation
o	Single cutover event?

As stated in the kickoff meeting, we are looking for a 
phased site approach looking for a controlled migration 
from the existing system to the new system. Department 
should be split over the two system as the cutover 
progresses.
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=Q166

68.	Acceptable Service Interruption: What is the maximum acceptable service interruption during migration for:
o	PSTN calling
o	Contact center
o	Dispatch
o	Emergency phones
o	Fax
o	TripSpark integrations?

Contact Center, main number and Dispatch ZERO 
interrruptions preferred. All others if we can schedule an 
outage window and indentify to our users and customers 
a couple of hours should be acceptable.

=Q167

69.	Testing and Acceptance Criteria: Does Laketran have formal User Acceptance Testing (UAT) or system-acceptance 
requirements, or should respondents propose a testing and validation plan?

We have testing for our currrent system and how it is 
designed. You should be able to provide how to 
sucessfully test your system.

=Q168

70.	Training Requirements: Please identify expected training requirements for:
o	End users
o	Contact center agents
o	Supervisors
o	Dispatch personnel
o	System administrators
o	IT support personnel

Yes, there should be multiple training sessions to cover all 
levels of phone system users, supervisors and 
administrators.

=Q169

71.	Documentation Requirements: What documentation is expected upon project completion? Examples may include:
1.	As-built documentation
2.	Network/voice topology
3.	Dial plan
4.	DID inventory
5.	SIP architecture
6.	Queue and IVR documentation
7.	Disaster-recovery procedures
8.	Administrative procedures
9.	Support escalation procedures

Full system documentation and diagrams are to be 
provided upon project completion and prior to training.
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=Q170

Section 1.14 states that all requests for clarification of the specifications and for an approved equal (RFCAE) "must be in 
writing on the form provided in Section 4." The list of required forms in Section 4 does not appear to include an RFCAE 
form. Please confirm whether such a form exists and, if so, provide it. Otherwise, please confirm that written questions 
submitted by email under Section 1.13 satisfy the requirement of Section 1.14.

1.14
Hard technical specifications are not provided in the 
Scope of Work. RFCAE form is not needed.

=Q171

Section 3.10 limits the technical proposal to 25 pages, excluding "mandatory forms, draft SLA or other legal documents, 
and cover page," and separately lists "Answers to questions in Attachments #1 and #2" among the required contents of 
the technical proposal. Attachment 1 contains ten multi-part questions and Attachment 2 contains fifteen, each calling 
for narrative response.
Please confirm whether responses to Attachment 1 and Attachment 2 count toward the 25-page limit or are excluded 
from it.

3.1

See Q86

=Q172

Section 1.2 requires technical proposals to be emailed no later than 12:00 PM on September 23, 2026, and states that 
hard copies are also required. Section 4 specifies five printed copies. Please confirm whether the five printed copies 
must be physically received at 555 Lakeshore Boulevard by 12:00 PM on September 23, 2026, or whether delivery after 
that time is acceptable provided the electronic submission is timely. Timing required to get proper documentation 
together, print and bind documents, and deliver to site are in direct conflict with the current timeline after questions are 
answered.

1.2

See Q87

=Q173

Section 4 lists "Certificate of Insurance" among the forms to be included with the proposal. The Bidder’s 
Insurance Agent’s Affidavit provides at item (d) that certificates and binders will be furnished "if an award of 
contract is made to the Bidder," and Section 1.8 applies its coverage requirements to "the successful 
proposer."
Please confirm whether a Certificate of Insurance naming Laketran as an additional insured is required with 
the Step 1 technical proposal, or at award.

4
Certificate of Insurance is not a condition of 
responsibility. It is a requirement of the winning vendor.

=Q174

The proposed solution is a cloud communications platform licensed as a commercial software subscription 
and procured through an authorized distributor. Neither entity performs installation, configuration, or 
professional services on this project.
Please confirm that the platform manufacturer and the distributor are treated as suppliers of commercial 
items rather than as subcontractors, and accordingly are not required to submit Lower Tier Participant 
forms or to be listed on the Schedule of Subcontractors.

4
This does not sound like a situation in which the lower tier 
forms are required.



Laketran RFP#2605   9/21/2026 Phone System Replacement
QUESTIONS ANSWERS

29 of 39

Question # Questions Section Answer

=Q175

The Section 4 listing of Lower Tier Participant forms identifies Attachments C-2, D-2, E-2, F-2, G-2, and I-2. The RFP also 
contains an Attachment N-2, Fair Labor Standards Act Certification of Compliance, which does not appear on that list. 
Please confirm whether Attachment N-2 is required from each subcontractor.

4
 Fair Labor Standards Act Certification of Compliance 
form is required

=Q176

The Schedule of Subcontractors requires an entry for "Amount of Subcontract." Section 1.1 states that technical 
proposals must not contain any pricing information.
Please advise how proposers should complete that column in the Step 1 submission: leave it blank, enter "To be 
provided in Step 2," or express the value as a percentage of scope.

1.1

Express as a percentage of the scope.

=Q177

Section 1.8(d) requires Ohio stop-gap employer’s liability coverage with a $1 million limit, and Section 1.8(f) applies all 
coverage requirements in that section to subcontractors. Please confirm Laketran’s expectation for subcontractors 
domiciled outside Ohio that do not carry an Ohio stop-gap endorsement, and whether equivalent employer’s liability 
coverage is acceptable.

1.8

Equivalent employer's liability coverage is acceptable.

=Q178

Section 3.5 requires that any subcontractor be explicitly identified in the proposal, with its scope of work and the 
technical certifications and past project experience of its personnel. Section 3.11.3 provides that each bid in the second 
step must be based on the bidder’s own technical proposal.
Please confirm the process and approval requirements for substituting or adding a subcontractor between the Step 1 
technical proposal and contract award.

3.5

This will be addressed on a case by case basis. Laketran 
has the right to deny any substitutions. Your project team 
will be evaluated as part of Step 1 and sub-contractors 
can factor into that evaluation. If you change subs, it can 
impact the scoring.

=Q179

Section 1.25 states that "the Proposer represents that at least twenty percent (50%) of the work of its proposal will be 
performed by its employees and will not be subcontracted." The threshold is expressed two different ways in the same 
sentence.
Please confirm the governing percentage, and specify the basis on which it is measured: percentage of total contract 
value, percentage of labor hours, or percentage of defined scope elements. Please also 
confirm whether the purchase of manufacturer software licenses, subscriptions, and hardware is included in or 
excluded from the calculation of "work."

1.25
Addendum #1 addresses this issue.  Work is defined as all 
the labor required to implement the project including but 
not limited to oversight, project management, installation, 
implementation, coding, hardwiring, set-up, etc. 
Hardware and licenses are not "work."
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=Q180

Q12. Unauthorized Outage assessment rate, and the threshold at which a condition becomes an outage
Section 3.4.5 establishes liquidated damages for an Unauthorized Outage of "$2,500 flat fee per incident, plus $250 per 
hour (or fraction thereof) until Laketran verifies full restoration." The Unified Schedule of Liquidated Damages at Section 
3.4.12 states "$1,000 flat fee per incident, plus $250 per hour until fully restored" for the same event. Please confirm 
which figure governs.
Relatedly, Section 3.4.1 defines an Unauthorized Outage by reference to when and why it occurs, and defines a Critical 
Outage as a failure or degradation that "materially impairs call center operations." Neither definition establishes what 
constitutes an outage in the first instance, and "materially impairs" is not reduced to a measurable threshold.
Please clarify the point at which a condition becomes an assessable outage, and specifically whether each of the 
following qualifies: degradation of audio or performance that does not stop call handling; loss of a single queue, a single 
site, or a subset of users while the remainder of the system operates; loss of an individual feature such as voicemail, fax, 
call recording, or reporting while inbound and outbound calling remain available; and a condition affecting only one of 
the two agencies. Please also confirm whether the flat fee is assessed once per incident or once per affected agency.

3.4.5

An outage will be loosely defined as the failure of inbound 
and outbound calling for either or both Laketran and 
Geauga Transit. The nuance of liquidated damages will be 
negotiated with the winning vendor. This section is 
provided to notify proposers of the prospective contract 
language.

=Q181

Section 3.4.12 assesses $500 per calendar day for a "Missed Corrective-Action Plan (CAP) Deadline." The RFP does not 
elsewhere define the CAP process, identify the party that assigns the remediation date, establish a minimum notice 
period, or provide a mechanism for the Contractor to dispute an assigned date. Because the assessment accrues daily, 
the trigger requires the same precision as the deadline itself. Please identify the objective threshold at which Laketran 
will require a Corrective-Action Plan, the party that determines that threshold has been met, the minimum notice the 
Contractor will receive before the remediation clock begins, and whether a CAP may be issued for a condition whose 
classification as an outage or Service Failure is itself in dispute.

3.4.12

This section is provided to notify proposers of the 
prospective contract language and will be further 
negotiated with the winning vendor.
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=Q182

Section 3.4.12 provides that the schedule of liquidated damages applies "unless explicitly modified in the final executed 
Agreement," and Section 3.7 states that Laketran reserves the right to negotiate the final metrics, penalty structures, 
and escalation paths prior to contract award.
Please confirm that a proposer may include a proposed aggregate limitation on liquidated damages within its draft 
Service Level Agreement without the proposal being deemed non-responsive.
The request is made because the events that trigger assessment presently rest on terms the RFP does not define and on 
determinations reserved to Laketran alone. Exposure of that character cannot be quantified by a proposer, and any 
attempt to account for it in Step Two pricing would necessarily be built on contingency rather than on scope, which 
serves neither party. Please also confirm whether Laketran will provide written notice and a reasonable opportunity for 
the Contractor to respond before liquidated damages are assessed.

3.4.12

This section is provided to notify proposers of the 
prospective contract language and will be further 
negotiated with the winning vendor.

=Q183

Section 3.4.4 accrues damages "from the scheduled start of operating hours until Laketran verifies full restoration." 
Under Section 3.1.1, Laketran’s call center opens at 5:00 a.m. Monday through Friday and Geauga Transit’s opens at 
6:00 a.m.
Please confirm which agency’s opening time governs the accrual clock for a maintenance window affecting both 
agencies. Please also confirm the maximum duration Laketran anticipates approving for a maintenance window, given a 
9:00 p.m. close and a 5:00 a.m. open.
Separately, Sections 3.4.4 and 3.4.5 both end accrual only when "Laketran verifies full restoration." As drafted, the clock 
is stopped by an act of Laketran rather than by the restoration of service, which leaves the Contractor accruing damages 
during any interval between actual restoration and Laketran’s verification of it, including overnight and on weekends 
when verifying staff may not be available.
Please provide the objective criteria that constitute full restoration, identify the Laketran role responsible for performing 
the verification, state the timeframe within which verification will be performed including outside of normal business 
hours, and confirm whether accrual ceases at the time service is demonstrably restored or at the time Laketran records 
its verification.

3.4.4

The definition of full restoration can be negotiated with 
the winning firm.

=Q184

Section 3.4.6 sets a Substantial Completion deadline of December 31, 2027, with liquidated damages of
$1,000 per calendar day beginning January 1, 2028. Pricing proposals under Step 2 are due November 4, 2026. Please 
provide the anticipated contract award and Notice to Proceed dates so that proposers may assess schedule feasibility 
against the Substantial Completion milestone.

3.4.6
Refer to section 1.3. Notice of Award will be issued within 
48 hours of Board of Trustees Meeting. Notice to Proceed 
will be issued after contract execution.
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=Q185

17. Laketran Standard Contractual Terms and Conditions
Section 2.0 incorporates the "Laketran Standard Contractual Terms and Conditions" by reference, including Section 
2.14 Liquidated Damages and Section 2.20 Failure to Meet Specifications, which are not reproduced in the RFP.
Please provide the current version of that document, and confirm whether the Section 3.4 liquidated damages schedule 
supersedes or supplements Section 2.14. Where the two contain differing definitions of a failure or a remedy, please 
confirm which controls.

2
Contractual issues will be negotiated with the winning 
vendor - except for indemnification. Download Terms and 
Conditions here: https://laketran.com/wp-
content/uploads/2026/07/Section-2-Laketrans-Terms-
and-Conditions-updated-01DEC2025.pdf

=Q186

Q18. Line-of-business applications requiring CTI integration
Section 3.5 requires the Vendor to assume total responsibility for provisioning, configuring, and testing the CTI 
middleware, webhooks, or APIs necessary to bridge the phone system with "Laketran’s specific line-of-business 
applications," and states that "No post-award technical change orders for telephony-side integration delivery will be 
approved."
 
To scope this obligation accurately, please identify each application requiring screen-pop or CTI integration, including 
vendor, product name, version, deployment model (cloud or on-premises), and whether a documented and supported 
integration API is available.

3.5
The integration will need to happen with NOVUS by 
TripSpark as stated in the kickoff meeting. NOVUS is a 
web-based application that is run on-prem with the SQL 
instance for NOVUS also being on-prem.

=Q187

Section 3.1 identifies 24 analog lines and two VoIP-to-analog gateways supporting analog phones and fax machines, and 
separately identifies a Geauga Transit facility security alarm system on an existing hardwired legacy network.
Please provide the function of each analog endpoint, for example fax, elevator, emergency phone, paging, or alarm 
circuit. Please also confirm whether the Geauga Transit security alarm system must be supported, monitored, or 
migrated by the new platform, or whether it remains out of scope on its existing network.

3.1 The analog end points in the HQ building are for analog 
phones and Viking analog call boxes. We do NOT have 
elevators, paging or alarm devices attached to the phone 
network.

=Q188

Section 3.2.1 requires the vendor to maintain an on-site deployment presence at both facilities "for no less than 50% of 
the active implementation process." Please confirm whether this is measured as 50% of the implementation calendar 
duration or 50% of implementation labor hours, and whether the requirement applies concurrently at both facilities or in 
aggregate across them. Please specify tasks to be completed by on site resources during this time.

3.2.1
The approved vendor needs to have staff onsite at the 
locations that they are working on at leaast 50% of the 
time. We are NOT looking for a remote installation of the 
phone system.

https://laketran.com/wp-content/uploads/2026/07/Section-2-Laketrans-Terms-and-Conditions-updated-01DEC2025.pdf
https://laketran.com/wp-content/uploads/2026/07/Section-2-Laketrans-Terms-and-Conditions-updated-01DEC2025.pdf
https://laketran.com/wp-content/uploads/2026/07/Section-2-Laketrans-Terms-and-Conditions-updated-01DEC2025.pdf
https://laketran.com/wp-content/uploads/2026/07/Section-2-Laketrans-Terms-and-Conditions-updated-01DEC2025.pdf
https://laketran.com/wp-content/uploads/2026/07/Section-2-Laketrans-Terms-and-Conditions-updated-01DEC2025.pdf
https://laketran.com/wp-content/uploads/2026/07/Section-2-Laketrans-Terms-and-Conditions-updated-01DEC2025.pdf
https://laketran.com/wp-content/uploads/2026/07/Section-2-Laketrans-Terms-and-Conditions-updated-01DEC2025.pdf
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=Q189

Attachment 2, question 2.5 asks how the supervisor dashboard natively links and plays back synchronized voice 
recordings "alongside multi-monitor screen scrapes through a single, time-aligned review tool."
Please confirm whether synchronized screen recording is a mandatory requirement for award or a desired capability and 
identify the number of agent and supervisor positions that require it.

2.5
The screen recording would be a desired capability 
possibly with a future project calling it phase two.

=Q190

Section 3.3 requires full compliance with Kari’s Law and the RAY BAUM’S Act, including automated transmission of 
precise dispatchable location data. Please confirm the number of distinct physical locations requiring Emergency 
Response Location definition, and the level of dispatchable location granularity Laketran requires, for example building, 
floor, or zone.

3.3

Emergency response will be required for two physical 
locations. Laketran HQ offices located in Painesville Twp. 
Ohio and Geauga Transit located in Chardon Ohio. There 
is only one building at each location and each building is a 
single floor.
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=Q191

Section 3.1 inventories 74 Laketran and 9 Geauga Transit desk phones, and Section 3.3 requires a bill of materials 
detailing "all physical handsets, integrated headsets, licenses, and auxiliary hardware." Section
3.2.2 separately assumes a softphone client, and Section 3.2.1 requires hot-desking and hoteling. Please confirm 
whether Laketran intends to replace physical desk phones on a one-for-one basis, or whether it would consider a 
softphone-first deployment for some or all positions in order to reduce capital cost. If softphone deployment is of 
interest, please indicate whether proposers should identify which positions remain on physical handsets, for example 
dispatch, shared and common-area phones, conference spaces, and any position with a fixed-location emergency 
dialing requirement. Softphone positions require a headset in place of a handset. Commercially available USB and 
Bluetooth models are suitable for most administrative users, and higher-grade options, including DECT wireless   units 
built for high-density environments, are available where a concentrated call center or dispatch floor creates roaming and 
interference considerations. Proposers can recommend an appropriate mix if Laketran indicates a direction. Laketran’s 
existing 24 wireless and 6 wired Jabra headsets would be assessed for reuse or replacement against whichever path is 
selected. Laketran should also be aware that a softphone deployment places emergency-dialing compliance obligations 
on Laketran’s data infrastructure rather than on the endpoint. A fixed desk phone reports a known location by virtue of 
the port it occupies. A softphone does not, so dispatchable location must be derived from the network itself, which 
requires that switch ports, VLANs, IP subnets, and wireless access points be mapped to Emergency Response Locations 
and that those mappings be maintained as the environment changes. Section 3.1 further notes that VPN access is 
enabled for work-from-home staff and Section 3.2.2 requires remote access for dispatch, so any softphone used off the 
corporate network additionally requires a registered-location workflow with user confirmation. Please confirm whether 
Laketran’s network infrastructure is already mapped to that level, and which party Laketran expects to own creating and 
maintaining those mappings.

3.1

Inside of the two physical locations it is expected that we 
have physical desk phones for all of our users.  We 
currently have VPN access setup for our Shoretel phones 
so that users can have remote acccess with their desk 
phones. We also utilize the Shoretel Virtual Edge Gateway 
to include your mobile device into the Shoretel network.
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=Q192

Section 3.2.5 requires the proposed system to ensure compatibility with existing IT network infrastructure and routing 
configurations, and Section 3.3 requires compliance with Kari’s Law and the RAY BAUM’S Act. Please describe 
Laketran’s current data infrastructure, including for each item the manufacturer, model, and whether the installed 
software or firmware version is current as of 2026:
 	Access and distribution switches at each facility, including the PoE standard supported and the available power budget 
per wiring closet
 	Routers, firewalls, and the WAN or internet circuits serving each site
 	Wireless infrastructure, including controller and access point models
 	VLAN and IP subnet structure as it relates to voice traffic
 	Whether LLDP-MED is supported and enabled on access switches
 	Whether the environment is currently mapped to Emergency Response Locations, and at what granularity
Please also provide a high-level network diagram sufficient to assess E911 location determination capability. Trace3 
recognizes that Laketran may treat network topology documentation as sensitive. If Laketran prefers not to distribute a 
diagram by addendum, please confirm whether it can be made available during the technical discussions described in 
Section 3.11.2 or under a confidentiality arrangement.

3.2.5

This will be addressed during the award of the winner in 
the bid process.
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=Q193

section 3.1 establishes the size and shape of the contact center operation: six active queues, 21 customer service 
representatives and 6 supervisors at Laketran, 4 agents and no supervisors at Geauga Transit, distribution by longest-
idle and round-robin respectively, 50 concurrent external call paths, 110 DIDs, and annual volumes of 96,260 inbound 
and 37,509 outbound calls. Section 3.1.2 adds aggregate performance metrics.  
The RFP does not describe how interactions are handled once they arrive. The following are not stated anywhere in the 
document:
 	Call flows. No IVR menu structure, prompt inventory, or mapping of DIDs and DNIS values to queues. No business 
hours, after-hours, holiday, emergency, or service-disruption routing. No overflow, interflow, or escalation rules. Section 
3.1 indicates the current IVR is hosted by the incumbent support partner rather than on the Mitel platform.
 	Queue and skill definitions. The function of each of the six queues is not identified. Although Section 3.2.3 
contemplates agents holding memberships across multiple groups, queues, or skill tiers, no current or target skill 
taxonomy is provided.
 	External integrations. Section 3.1 identifies Mitel ECC and Microsoft Outlook as the only software integrations in use, 
while Sections 3.2.3 and 3.5 require CTI screen pops to unnamed line-of-business applications, a self-service workflow 
against an unnamed system of record, and click-to-dial from unnamed third-party interfaces. No identity provider is 
named.
 	Interaction handling standards. No wrap-up or disposition code taxonomy, no agent scripts, no recording notification 
requirements, and no stated language requirements.
 	Sizing data. Volume is provided in annual and daily-average form only, with no per-queue or per-DNIS breakdown, no 
interval-level arrival data, no day-of-week or seasonal distribution, and no peak concurrency figure. Service Level 
Objective and Call Transfer Rate are both listed as "Not Tracked."
Section 3.1 instructs proposers not to limit scope based on the current environment, and Section 3.6 places site 
discovery after contract award, while Section 3.5 provides that no post-award technical change orders for telephony-
side integration delivery will be approved. The questions below are requested so that contact center licensing and 
implementation services can be sized accurately rather than by contingency.

3.1

This will be addressed during the award of the winner in 
the bid process.
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=Q194

 	How many named agents and supervisors are required at go-live at each agency, including any dispatch or 
administrative staff who handle public calls but are not among the 31 positions listed in Section 3.1?
 	What is the peak number of simultaneously logged-in agents at each agency?
 	Does Geauga Transit require supervisor capability, given that Section 3.1 lists zero supervisors, or will Laketran 
supervisors cover both agencies?

3.1

There will be at least two supervisors at the Laketran 
location and one at the Geauga location initially.

=Q195

 	Which of the channels required by Section 3.2.3 are needed at go-live and which are a later phase: voice, callback, 
webchat, inbound SMS/MMS, outbound SMS/MMS, and email?
 	For messaging, are the existing DIDs to be text-enabled or are new numbers required, and which party owns 10DLC 
brand and campaign registration? Section 3.1 indicates no toll-free numbers are in use today.
 	Is outbound messaging agent-initiated only, or does it include automated rider notifications?
 	If webchat is in scope, on which web properties, at what expected concurrent volume, and which party performs the 
required site changes?

3.2.3
Voice and callback need to work on day one. Webchat 
would be the next feature following shortly thereafter. 
SMS and e-mail would be the third phase or 
implementation.

=Q196

 	For the self-service cancellation and opt-out workflow required by Section 3.2.3: which transactions must be 
supported, against which system of record, how is the caller authenticated, and approximately what share of the 96,260 
annual inbound calls are these transactions today?
 	Is conversational natural-language self-service required at go-live, evaluated as a differentiator, or out of scope for this 
phase?
 	Is the sentiment alerting required by Section 3.2.4 to operate in real time during the live interaction, or is post-
interaction scoring acceptable? What triggers other than sentiment are expected?
 	Is quality management scoring, meaning evaluation forms, scorecards, and calibration, in scope, or only the recording, 
sampling, and playback described in Attachment 2?
 	Is workforce management forecasting and scheduling in scope?
 	Which languages are required for self-service and for live agent handling, and is third-party interpreter bridging in 
scope?

3.2.3

This will be addressed during the award of the winner in 
the bid process.
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=Q197

Question 18 requests identification of the line-of-business applications requiring CTI integration. To complete the 
integration picture, please also identify:
 	The scheduling and reservation system of record behind the Section 3.2.3 self-service workflow, including vendor, 
product, version, deployment model, and whether a documented API exists for lookup, cancellation, and confirmation 
write-back
 	Each application targeted by the Section 3.2.3 click-to-dial requirement, with vendor, product, version, and 
deployment model
 	Any CRM, ticketing, vehicle location, GTFS, or fare and payment systems expected to interface with the platform
 	The identity provider used for single sign-on, directory synchronization, and user provisioning

3.2.3

As stated before this integration is through TripSpark and 
their transit application NOVUS. This will be addressed 
during the award of the winner in the bid process.

=Q198

 	How many IVR flows and recorded prompts must be built or migrated? Does Laketran hold documentation of the 
current flows, or must it be obtained from the incumbent provider?
 	What is the function of each of the six queues, and does Laketran intend queue-based or skills-based distribution? If 
skills-based, what taxonomy and proficiency tiers are intended?
 	Are existing flows to be carried forward, redesigned collaboratively during implementation, or proposed by the vendor?
 	What business hours, holiday, after-hours, emergency, and inclement-weather routing behaviors are required, and 
what overflow and interflow rules apply between queues and between agencies?
 	Do wrap-up and disposition codes and agent scripts exist today, or are they to be developed during implementation, 
and by which party?
 	How many staff require training by role, and what delivery method does Laketran prefer?
 	What recording notification or consent announcement requirements apply?

We have the technical call flows for our current IVR 
system. This will be gone over in detail with the winning 
bidder.
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=Q199

Inbound and outbound volume broken out by queue and by DNIS
 	Arrival volume in 15 or 30 minute intervals, with day-of-week and seasonal distribution
 	Peak concurrent call volume
 	Current IVR containment or self-service rate
 	The mapping of the 110 DIDs between queue-routed numbers and direct extensions
Section 3.1.2 directs proposers to use the stated metrics to size concurrent call capacity, SIP trunking, and licensing 
requirements. The figures provided are an annual total and a daily average, set against a maximum queue wait of 
1:46:00, which indicates arrival patterns that an average cannot represent.
Interval-level data would allow proposers to size accurately rather than apply contingency.
If any of the information requested in this section is unavailable, or if Laketran prefers that it be addressed during the 
technical discussions described in Section 3.11.2, please confirm that, and please confirm that proposals may state 
design assumptions for these items without being deemed non-responsive.

3.1.2

This will be addressed during the award of the winner in 
the bid process.
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