Overview/Basic Description of Product

OhioLINK seeks a commercially supported web-based customer contact center software to assist in the provision of online real-time reference services to the patrons of current OhioLINK member institutions and potentially for other participating Ohio academic libraries.  This software will enable questions to be asked and answered in real-time, in a secure, private environment, using primarily text-based chat, and eventually, voice over IP. Web pages and other materials can be sent (pushed) to the user's browser and forms on web pages can be filled out by both the librarian and the user working together.

Features List for RFP

General Requirements/Server-side operations (not sure what to call this)
· Server software runs on a Unix operating system 

· Server software can be loaded and run at OhioLINK 

· Unlimited simultaneous operators and clients (should we say a minimum of 300? seats, with no per seat charge and proven scalability?) 

· Supports the same minimum browser level that OhioLINK Dataware databases require (currently Netscape x.x and Internet Explorer x.x.) 

· Compatibility with all OhioLINK subscription databases (will "all" be a problem? What if we make Dataware databases required, others desirable?)
· Capable of pushing active web pages and other common materials displayed with browser plugins, such as  Adobe documents, streamed video, etc. 

· Multiple queues available (at least one per OhioLINK member institution), at least a few of which must be queues that accommodate groups of at least 30 people.

· Queues are associated with institutions or the consortia

· Operator access to queues can be set at the institutional level

· Operators can monitor multiple queues and answer multiple calls

· If an institutional queue is being monitored, the client is sent to their home institution's queue. If the institutional queue is not being monitored, the client is sent to the consortia queue. (What do we want to do when an institution's queue is busy and the consortia's is not? What do we want to do when we have more than one institutional queue?) Carol and I like this way of doing it better than operators being able to pick and choose out of a list of clients, given that this has more local control.
· An automatic hold message displays to a client as he/she enters a queue and includes some approximation of the wait time, e.g. how many already on hold. The hold message is customizable at the institutional level so that other service options can be presented. 
· Customizable graphics, bookmarks, scripts, hold messages, instructions, URLs, client forms at the consortia and institutional levels

· Customization at the consortia level applies to all operators and queues. Customization at the institutional level applies to all operators and queues associated with a specific institution. In some situations, institutional settings may need to override consortia settings (e.g. graphics). In other situations institutional settings would be added to consortia settings (e.g. scripts).

· Individual operator settings, such as saved bookmarks and scripts (canned messages), are maintained at the server level and saved, even after server reboots

· Bookmarks and scripts (canned messages) are saved at the server level and are easily available to the operators in session

· Bookmarks and scripts can be created and saved by the operators

· Bookmarks and scripts can be created at the institutional level and can be made available to all operators associated with an institution

· Bookmarks and scripts can be created at the consortia level and can be made available to all operators

· Client authentication can be done at the initial contact point (should we say using OL's authentication system? We don't want to create a patron database - right?)
· Includes relational database of statistics information

· Statistical information includes: client home institution, time of day in hour increments, day of week, page or database from which client connects (referrer page), turnaways, hold time, length of transaction, operator, queue, and operator institution (does anyone care who ended the session or can you think of anything else?)
· This database should be able to be queried by these fields, be able to combine any or all fields, and be able to export data in a delimited file

· Includes a database of session transcripts (which may or may not be related to statistical database)

· Transcripts of sessions are e-mailed to all requesting clients 

· Transcripts in databases are anonymous (client identifying information (e-mail, name) are not included). Transcripts can be accessed by date, operator, institution, or subject category assigned by librarian. Transcripts can be printed.

· Institutions can opt to receive, via e-mail, transcripts of all sessions of users and/or all operators affiliated with that institution.

· When chat is not available, the service displays information customizable at the consortia and institutional levels

· Passworded access to administrative functions (e.g., operator IDs, customization settings/options for graphics, bookmarks, scripts, hold messages, instructions, URLs, client forms, surveys, as well as access to statistics and transcripts.) at the institutional and consortia levels

· Web forms/surveys can be created and be set to automatically be offered to clients at logout

· Ability for the server administrator to broadcast a message to all operators that would be immediately available to all online operators and also available as operators logged in [DESIRED]

· Voice over IP option available [CAN BE IN DEVELOPMENT]

· Do we want the ability to block an individual patron? If so, who would be able to do this? The client would be blocked from an institution's queue or all queues?

Operator Interface

· Operator functions work for Windows, Mac (Others?)
· Operator features such as chat, push, escort, co-browse, scripts, bookmarks are conveniently located on the main chat screen

· Audio and on-screen (visual) notification of client call. Operator can decide whether one or more of these notifications is used.

· Options for operator to be notified by phone and/or pager when client calls

· Operator passworded identification

· Operators can be affiliated with a specific institution

· Possible for the operator see the client's OhioLINK institution affiliation before picking up the call

· Operator can see information from client form

· Client IP displays to operator and resolves to name [DESIRED]

· Operator sees the URL of the page from which the client connects (referrer page) [DESIRED]

· Software uses at least one frame for chat and one to view web pages (We're not sure we really need to specify frames?)
· Single web page push with a conveniently available click of a link or image

· Escort of client through web pages (all operator pages sent to the client browser)

· Co-browsing (all operator and client pages sent to each other)

· Form sharing (client and operator can share a web page and both can see as a web form is completed)

· Operator can sends client screen shots (did we want client to do as well?)
· Operator logout option

· Operator notification when client logs out

· Upon logout:

· client call is removed from the queue

· operator has the option to select a query category from a configurable subject list (such as from a drop-down list)

· Transfer of a session from one operator to another, within a queue and from queue to queue.

· Operators can view other operators' usernames and their institutional affiliations while monitoring any queue

· If a disruption occurs, operator can still get back into session

Client Interface

· Client functions work for Windows and Mac users (should we add any others?)
· No plug-ins or downloads required for simple chat and web page sharing

· Software uses at least one frame for chat and one to view web pages (We're not sure we really need to specify frames?)
· Client is offered option to have session transcript be e-mailed to them.

· Client logout option

· Client notification of operator logout

· Upon logout:

· client call is removed from the queue

· client retains a list of URLs used

· an optional service survey can be presented
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