


























































































































































































Albany County Request for Contract Approval

Contract # 2022-112

Contract Type B) CAB Contract

Contract Action A) New

Contract Action Type A) New

Department A1680 - Information Services

Date Submitted Monday, March 07, 2022

Contact Person Blanchard, Perry

Contact Phone  () -1

Vendor Info Core BTS
855 NY 146 Suite 240, Clifton Park, NY 12065

Estimated Amount $25,833.00

Estimated Term 4/1/2022  to  3/31/2023

Scope of Services CoreBTS is providing this proposal for an upgrade of Albany County's Cisco 
Unified Commuication Platform from
version 11.5 to version 12.5. The following applications are included in this 
Scope. Each application will be upgraded to
the latest recommended version of software:
 (7) Cisco Unified Communications Manager
 (2) Cisco Unity Connection
 (1) Cisco Unified Expressway-C
 (1) Cisco Unified Expressway-E
 (1) Cisco Unified Contact Center Express
 (1) Cisco Emergency Responder

Budget Line Item AA1680 - 44046       -       -       - 

Fiscal Impact County: 100.00%  State: 0.00%  Federal: 0.00%
Local: 0.00%  Other: 0.00%

BID, RFP, RFQ Completed? N/A

Budget Analyst Date

For Contract Board Use: Date Approved

Daniel P. McCoy
Albany County Executive

Andrew Joyce, Chairman
Albany County Legislature

Bruce A. Hidley
Albany County Clerk
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Executive Summary 

Project Overview 
Project Specification 

Billing Terms 
Duties & Responsibilities 

Key Assumptions 
Confidentiality Agreement 

 
 

 
Statement of Work 

 
Cisco Unified Communications  

Upgrade to 12.5 
 
 
 

Albany County 
 
 
 

| 
 
 

Byron Perkins - Sr. Account Manager: 
703-624-8441 

Byron.Perkins@corebts.com 
 

Mitchell T. Buford - Senior Solutions Architect: 
813-370-4604 

mitchell.buford@corebts.com 
 

January 19, 2022 
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Project Overview 
 
CoreBTS is providing this proposal for an upgrade of Albany County's Cisco Unified Commuication Platform from 
version 11.5 to version 12.5. The following applications are included in this Scope. Each application will be upgraded to 
the latest recommended version of software: 
 

 (7) Cisco Unified Communications Manager  
 (2) Cisco Unity Connection  
 (1) Cisco Unified Expressway-C 
 (1) Cisco Unified Expressway-E  
 (1) Cisco Unified Contact Center Express 
 (1) Cisco Emergency Responder 

 
Disclaimer:  Due to Albany County UC environment growth in devices and some changes in the application 
requirements between versions that are beyond the stated capacities of the current hardware as defined by Cisco 
product design documentation. If Albany County wishs to proceed with the upgrade on the current hardware we will 
attempt the upgrade but cannot guarantee the performance of the upgraded application on the existing server 
hardware. 
 
 

Project Tasks 
 Responsible Party 

UC Upgrade Tasks Core BTS AC 

Verify Current Service Releases of Existing UC Apps X X 

Obtain current UCM, CUC, UCCX, CER, Verify Backup.  X X 

Upgrade IP Phone Firmware as necessary X X 

Configure (4) New BE7000M5 Servers  
 VMWare 6.0 to 6.5 or later 
 CIMC Firmware if needed 

 
X 

 

Server Farm: 
 Upgrade (7) Communications Managers - 11.5 to 12.5.x 
 Upgrade (2) Unity Connection Servers - 11.5 to 12.5.x 
 Upgrade (1) Emergency Responder Servers - 11.5 to 12.5.x 
 Upgrade (1) Unified Contact Center Express Servers - 11.5 to 12.5.x 
 Upgrade Expressway-C and Expressway-E to X12.7.1 

 

 
 
 

X 

 

Migrate UC Virtual Machines to New Hosts  X  

Upgrade Router IOS if necessary. Cisco 2900 and 3900 Routers require minimum IOS 15.7(3)M to 
support CUBE and SIP PSTN. Cisco ISR 43XX Routers require minimum IOS XE 3.15 1S. 
Recommended version is IOS XE 16.9.2. 

 
X 

 
X 

Perform testing. X X 

Provide 2 Hour Knowledge Transfer for Administrative Functions X  

Monitor the new system and address any issues X X 
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Communications Manager 
As part of this upgrade project, the Cisco Unified Communications Manager (UCM) cluster is being upgraded from 
version 11.5 to 12.5.x. There are three UCM instances are currently running 11.5.   
 
Unity Connection Voice Mail  
The current Cisco Unity Connection Integrated Messaging version 11.5 will be upgraded to Unity Connection version 
12.5(1)SU5.  There are two Unity Connection instances are currently running 11.5  
 
Collaboration Edge – Expressway C and E 
The current Expressway System will be upgraded from X8.10.4 to X12.7.1.   
 
Cisco Unified Contact Center Express 
The current Cisco Unified Contact Center Express at version 11.5 will be upgraded to Unified Contact Center Express 
version 12.5(1)SU5. There are two UCCX instances are currently running 11.5.  
 
The following notes apply to the upgrades proposed in this SoW:  
 
UCCX, the 12.5 release will only use TLS 1.2 as the default protocol for secure inbound and outbound messages.  
 
CUCI, the 12.5 release, to address injection vulnerabilities, the Custom Widget feature in Dashboards is disabled by 
default. If any custom widgets were added to the Dashboards in versions earlier to Unified Intelligence Center 12.5, those 
widgets are visible in the read-only mode post upgrade to version 12.5. You can opt to retain or delete them. 
An administrator can enable or disable the Custom Widget feature using the set cuic properties dashboard-customwidget-
enabled CLI.  For more information, see Administration Console User Guide for Cisco Unified Intelligence Center at:  
https://www.cisco.com/c/en/us/support/customer-collaboration/unified-intelligence-center/products-maintenance-guides-
list.html Should Albany Country require Core BTS to reconfigure any existing dashboards, this effort will require a 
change order to the project. 
 
In UCCX, the Realtime Reporting Tool (RTR) now requires a java applet to be downloaded and installed on any PC 
requiring access to this tool. The RTR is available as a downloadable plugin from the UCCX server, or, can be 
downloaded by a user when accessing the RTR for the first time after the UCCX upgrade. The user must have rights to 
allow the download and opening the Java applet.  
 
After the UCCX upgrade the Chat web form must be regenerated and redeployed on the external website.  
 
After the UCCX upgrade any instances of the UCCX Editor and Realtime Monitoring Tool must download updated 
plugins from the UCCX server and e-install the upgraded plugins.  
 
After UCCX upgrade agents and supervisors must clear their browser cache before logging in to the Finesse Desktop or 
the CUIC.  
 
UC Manager and Unity Connection Version 12 and Cisco Smart Licensing 
As of version 12.0, UC Manager and Unity Connection, license management moves from the on-premises Prime License  
Manager (PLM) to cloud-based Cisco Smart Licensing.  
 

 Albany County will need to establish a Cisco Smart Account, and assign authorized users to that account 
 Core BTS will migrate the existing UC Manager and Unity Connection licenses to the Albany County Smart 

Account during the upgrade process.  
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 Core BTS assumes that Albany County will elect to use the “direct transfer” option where the UC Manager and 
Unity Connection servers can connect to the Cisco Smart License manager in the cloud directly. This requires that 
the UC Manager and Unity Connection servers can make an outbound HTTPS connection to the Cisco Smart 
License manager over the Internet. Should Albany County wish to prevent the UC Manager and Unity Connection 
servers from communicating directly across the Internet, the Cisco Smart Software Manager (CSSM) satellite 
server is available from Cisco. The CSSM would be deployed on-premises at Albany County and configured to 
make either ondemand, or scheduled connections to the Cisco Smart License manager in the cloud. If the CSSM 
is deployed, the UC Manager and Unity Connection only need to communicate to the CSSM node which would 
communicate with the Cisco Smart License Manager in the cloud. One item to note is that the Cisco published 
requirements for the CSSM virtual machine include 4 vCPUs, 8 GB vRAM, and 200 GB vHDD. If Sufficient 
resources to support the CSSM VM are not available on the three UCS C220-M4 and UCS C220-M5 servers 
currently hosting the UC applications at Albany County. As such Core BTS assumes that Albany County would 
make another host available to host the CSSM. The professional services required to install and configure the 
CSSM would require a change order. 

 
Software Support And Licensing 
 
All UC Applications for Albany County must be covered by a valid SWSS contract in  
order to obtain new releases through the Product Upgrade. It is also recommended that Albany County obtains a license 
count  
report by running the Readiness Assessment App. Available at http://collabupgrade.cisco.com 
 
Handsets 
Albany County has been advised that deprecated phones will not register to or function with the upgraded UC Manager 
software. Albany County must replace any deprecated phones before the start of the upgrade. Should Albany County 
request Core BTS to deploy replacement phones, this work will be considered out of scope for this project and require a 
signed Project Change Request (PCR).  All handsets are currently owned and in place and these existing handsets will be 
staying in place are part of the upgraded solution. The configuration of the individual handsets will not be changed as the 
migration process will carry through the current configurations. The following phone models are deprecated as of the 
12.5(x)release: 
 
• CiscoUnifiedWirelessIPPhone7921 
• CiscoUnifiedIPPhone7970 
• CiscoUnifiedIPPhone7971 
• CiscoUnifiedIPPhone7902G 
• CiscoUnifiedIPPhone7905G 
• CiscoUnifiedIPPhone7910 
• CiscoUnifiedIPPhone7910G 
• CiscoUnifiedIPPhone7910+SW 
• CiscoUnifiedIPPhone7910G+SW 
• CiscoUnifiedIPPhone7912G 
• CiscoUnifiedWirelessIPPhone7920 
• CiscoUnifiedIPConferenceStation7935 

 
Existing LAN 
It is understood that the current infrastructure is sufficient to meet the needs of the upgraded Unified Communications 
application environment.  Core BTS will provide network expertise in an advisory capacity with respect to new 
requirements for communication between application components inherent to UC version 12.5(1)SU5. 

 
Knowledge Transfer 
Core BTS will provide one knowledge transfer session for up to 4 Albany Country employees. This session is designed to 
update the administrators on changes within version 12.5(1)SU5. The session will last approximately 1 hour. This training 
will be delivered by the voice engineer on the project. It's preferred to deliver this knowledge transfer after the cut over on 
day-2 of operation.  This knowledge transfer session is not intended to replace formal classroom training. 
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Location 
Core BTS will provide all remote services as a part of this SOW.  There will be no onsite resources provided.  

Core BTS Fixed Fee Billing Terms 
a. Albany County agrees to compensate Core BTS for the effort required to deliver all items outlined in this 

Statement of Work. Modifications to this project via the Change Management Process may change the 
associated fees.  

b. This fixed fee price is inclusive of all travel related expenses. 
 

 
Service Description 

 

 
Total 

 
  
Professional Services 

 
$25,883.00 
 

 
 

Duties and Responsibilities 
In order for this project to be successful, it is important that each person performs his/her project duties and creates an 
environment that is conducive to success. Below are the responsibilities for each member of the project team. 

Core BTS Project Coordinator 

Responsibilities of the Core BTS Project Coordinator include: 

1. Developing project timeline and ensure scheduled are maintained 
2. Acting as a single point of contact for all members of the Project Team 
3. Managing all Core BTS resources and coordinating resources 
4. Resolving issues with point of contact 
5. Presenting status weekly via status meetings and status reports 
6. Providing issue and risk management including escalation management 
7. Controlling change management process 

Core BTS Engineer(s) 

Responsibilities of the Core BTS Engineer(s) include: 

 Performing tasks as outlined in this Statement of Work with efficiency and diligence 
 Acting in a professional manner and abiding by Albany County code of business conduct 

Albany County  

Responsibilities of Albany County include: 

 Providing necessary personnel, including: 
 A dedicated point of contact. 
 Subject matter experts (SME's) as needed. 
 Management with decision-making authority. 
 If necessary, assist in physical movement and racking of components (unless otherwise specified) 
 Providing access during agreed upon timeframes to: 

o Suitable workspace, including a workstation and telephone, if necessary 
o Required systems and networks 
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o Documentation of current procedures, workflows, and network diagrams 
 Providing remote access (VPN preferred) if work is to be completed offsite 
 In a timely manner, resolving problems not directly discussed in this SoW, but adversely affecting the 

project's progress (i.e. software bugs, hardware failures, connectivity issues, etc.) Core BTS can assist with 
these issues as through the scope management process. 

 Participating in knowledge transfer throughout the project (unless otherwise noted) 

Mutual 

Responsibilities shared by all members of the Project Team include: 

 Responding to communication (calls and email) in a timely manner 
 Participating in all status meetings 
 Identifying situations requiring scope management and alerting Project Management 
 Identifying potential issues and risks and alerting Project Management 
 Coordinating scheduling in the event of delays outside of Core BTS's / Albany County control 

Core BTS Key Assumptions 
 
Out of Scope: Any additional work outside of the tasks defined in this Agreement is considered out-of-scope and will 
be quoted in a separate Statement of Work.  
 

Core BTS assumes for the sake of pricing and solution sizing that the following will hold true for the duration of the 
engagement: 

Core BTS will perform all review and assessment at the Albany County in the specified location.  

 Core BTS engineer will be provided access to systems and passwords as required 
 Requests for information pertinent to this project will be addressed within 2 business days, unless otherwise 

agreed upon by both parties. 
 All documentation listed will be delivered in a Core BTS standard format and with Core BTS standard level 

of detail. 
 Core BTS assumes no liability for equipment damage and/or loss associated with the relocation of any 

equipment to any location other than the initial delivery location.  
 Core BTS assumes no liability for data loss. Customer is strongly encouraged to backup and validate data on 

all affected systems prior to initiation of the engagement. 
 Any additional tasks, work, labor, and other efforts for this project that have not been clearly defined In the 

SoW are the client's responsibility and will be performed by the client. Any additional items not outlined in 
the SoW that the client wishes to be a part of Core BTS' work product will require a signed and approved 
Project Change Request (PCR). PCRs will detail the additional work and costs, and will be submitted to the 
client project sponsor for approval and signature. Signed PCRs will become an official part of the project. 
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Core BTS Confidentiality Agreement 
During the course of the provision of the services by Core BTS to Albany County, each party to this Agreement may 
have access to confidential information concerning the methodologies and business practices of the other.  Neither 
party shall make any use of such information of the other party except in connection with the exercise of its rights and 
responsibilities under this Agreement except as may be necessary to comply with the laws of the state of New York - 
NY.  The obligations of this paragraph shall not apply in the event such information is already public or becomes 
available to the public through no breach of this Agreement by the receiving party; or, such information is lawfully 
received without obligation of confidentiality from a third party who is free to disclose such Information to the 
receiving party; or, such information is independently developed by or on behalf of the receiving party; or, such 
information is required to be disclosed by the receiving party to a governmental agency or a court having proper 
jurisdiction.  If such a requirement is made, the receiving party shall give the disclosing party reasonable notice to 
enable the disclosing party to try to protect the confidentiality of the confidential information. 

 

DUE TO THE CONFIDENTIAL AND PROPRIETARY NATURE OF THIS PROPOSAL, WE REQUIRE THAT IT 
NOT BE DISTRIBUTED OR DISCLOSED TO THIRD PARTIES NOT EMPLOYED BY Albany County. 
WITHOUT THE EXPRESS WRITTEN CONSENT OF CORE BTS. 

 

The enclosed material is proprietary to Core BTS and Albany County. This document is the copyright of Core BTS.  
Neither this publication nor any part of this publication may be photocopied or reduced to any electronic medium or 
machine-readable form without the express written consent of Core BTS 

 
 
 
 
 
 
 

Customer Acceptance. Please sign below, on behalf of Albany County indicating your agreement to the above terms 
and to indicate acceptance of this Core BTS Service Agreement.  

 
Customer Name       
 
 
Customer Title       
 
 
Customer Signature       
 
 
Date       
 

 
*After this date, please consider the details of this SoW void until a formal review can be conducted  

by a Core BTS technical resource. A new SoW will be submitted for your review and approval. 
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Terms & Conditions 
 
1. Payment Terms.  Payment is due within thirty (30) days of invoice date.  After this time period, interest accrues at the lesser of the maximum rate permitted 
under applicable law or one and one-half percent (1.5%) per month from the date due until paid.  We shall have a purchase money security interest in the products 
delivered by us to secure payment of the purchase price and any installation charges until they are paid in full by you.  If invoice is not paid by you after 60 days, you 
authorize us to file all documents (including UCC financing statements) deemed necessary by us to protect and maintain our security interests. 
2. Independent Contractor; Taxes.  We will perform all services hereunder in our capacity as an independent contractor and not as an employee or agent of you.  
Our employees shall not be entitled to any privileges or benefits that you may provide to your employees, and we shall be responsible for payment of all unemployment, 
social security, federal income (state and local income where applicable) and other payroll taxes imposed by any governmental body on us in regard to our employees 
who are engaged in the performance of the services. Pricing set forth herein is exclusive of applicable sales, use and similar taxes assessed on the performance of any 
services.  You agree to reimburse, indemnify and hold us harmless from and against any such tax, penalty and interest thereon levied against us for the provision of 
services to you hereunder. 
3. No Hiring.  For the term of the project and for a period of one year thereafter, you agree not to hire, solicit or accept solicitation of, through employment or 
otherwise, directly or indirectly, any of our employees or independent contractors with whom you have had any contact during the project, unless you obtain our prior 
written consent.  Should you hire an employee or independent contractor of ours through employment or otherwise within this time period without our prior written 
consent, you will immediately pay as liquidated damages to us an amount equal to the relevant person's then current annual compensation (or the amount paid to or on 
behalf of the person in the last 12 months, in the case of an independent contractor). 
4. Warranty. 
 A.  We warrant and represent that the services will be performed in a skillful and workmanlike manner according to those standards generally prevailing 
among consultants performing similar services under similar circumstances. To the extent that we are not the manufacturer of any hardware or software products that 
you may purchase as a result of or relating to our Services, we do not provide any warranty on such products, whether with respect to their design, performance, 
functionality or compatibility with your existing system.  Any warranty with respect to product must come from the manufacturer.  Our product procurement distributor 
or we will pass through to you any applicable warranties of the manufacturer, to the extent permissible.   
 B. EXCEPT FOR THE EXPRESS WARRANTIES STATED IN THIS SECTION, WE DISCLAIM ALL WARRANTIES INCLUDING ALL 
IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE. 
5. Our Indemnity.  We will indemnify, defend and hold you harmless from and against any claims, liabilities, losses, expenses or damages 
(collectively,"Damages") caused by the services performed or the work delivered by us under these terms infringing any copyright, trade secret or any other proprietary 
right of any third party.  Excluded from such indemnification are any claims related to (i) services performed on equipment or software which you covenanted that we 
had the rights to modify as set forth in Section 7 below, (ii) services performed to your specification or design and (iii) infringement resulting from or caused by your 
misuse or unauthorized modification of systems or product.  We will also indemnify, defend and hold you harmless from and against any Damages resulting from our 
willful misconduct or negligent acts or omissions in performing the services which are the subject of these terms, except to the extent such Damages are caused by the 
willful misconduct or negligence of you, your employees or agents.  Our obligation to indemnify and defend you with respect to any claim shall be subject to (i) your 
providing us with prompt notice of such claim, (ii) our having sole control over the defense and settlement thereof, (iii) your providing us with the information and 
assistance necessary to defend or settle such claim as reasonably requested by us, and (iv) the limitations on liability set forth in Section 6 below. 
6. Limitations of Liability.  WE WILL NOT BE LIABLE FOR INCIDENTAL, SPECIAL, PUNITIVE, INDIRECT OR CONSEQUENTIAL 
DAMAGES, INCLUDING FOR LOSS OF DATA OR ITS USE OR LOST PROFITS OR OTHER ECONOMIC DAMAGES, EVEN IF ADVISED OF THE 
POSSIBILITY OF SUCH DAMAGE.  With the exception of indemnification for intellectual property infringement, your right to recover Damages from us in 
aggregate of all claims is limited to the amounts paid to us by you in the preceding twelve (12) months.  You acknowledge that this limitation of liability is part of the 
consideration and was considered by us in establishing the prices and rates to be charged to you, which, but for this limitation, would have been higher. 
7. Your Covenants.  You covenant that: (i) you have the authority to agree to these terms and the funding necessary to pay for the requested services; (ii) you 
have title to or license or rights to use or modify any software or products which you have requested us to modify as part of such services; and (iii) you will provide us 
necessary access to your personnel, appropriate documentation and records and facilities in order for us to timely perform such services. 
8. Requests for Changes.  No change in the services provided hereunder will be performed until we receive a properly issued and executed Change Order; 
provided, however, that nothing herein will relieve you of the obligation to pay us for services rendered which were requested by you but are not documented in such a 
properly issued and executed Change Order or within the applicable scope of work. 
9. Confidentiality.  Each party acknowledges that it and its employees or agents may, in the course of the project, be exposed to or acquire information that is 
proprietary or confidential to the other party.  Each party agrees to hold such information in strict confidence and not to discuss or disclose any such information to any 
third party for a period of three years.  The parties acknowledge that the provisions of this paragraph shall not apply to: (a) information which at the time of disclosure 
is, or without fault of the recipient becomes, generally available; (b) information which either party can show was in its possession at the time of disclosure or was 
independently developed by it; (c) information received from a third party which had the right to transmit same without violation of any secrecy agreement with the 
other party; and (d) information which is required to be disclosed pursuant to court order or by law. 
10. Termination of Agreement.  Either party may terminate our engagement at any time upon 30 days prior written notice.  Cancellation of any licensing or 
services with a fixed term and indicated as non-cancellable shall Incur a termination fee equal to 100% of the cost of the remainder of the term, payable to us 
in full upon the effective termination date. 
11. Entire Agreement; Amendment.  These terms and the accompanying engagement letter sets forth the entire understanding of the parties with respect to the 
subject matter hereof and is binding upon both parties in accordance with its terms and may be amended only by an entry signed by both parties.  There are no 
understandings, representations or agreements other than those set forth herein. 
12. Assignment.  You may not assign any of the rights or obligations hereunder without the prior written consent of Core. 
13. Notices.  Any notice or communication from one party to the other concerning the terms hereof shall be in writing and shall be sent by certified mail, return 
receipt requested and postage prepaid or by commercial overnight mail to the most recent address that either party has specified in writing to the other. 
14. Governing Law.  These terms shall be governed by and construed in accordance with the laws of the State of Delaware. 
15. Force Majeure.  Neither party shall be liable to the other for any failures or delays arising out of conditions beyond its reasonable control, including, without 
limitation, work stoppages, fire, civil disobedience, delays associated with product malfunction or availability, riots, rebellions, storms, electrical failures, delays caused 
by the other party, and acts of God and similar occurrences.  
16. Waiver; Severability   Any waiver of any right or default shall be effective only in the instance given and if in writing and signed by the party against whom 
it is sought to be enforced and shall not operate as or imply a waiver of a similar right or default on any other occasion.  If any term or provision hereof should be 
declared invalid by a court of competent jurisdiction, the remaining terms and provisions hereof shall be unimpaired, and the invalid terms or provisions shall be 
replaced by such valid terms and provisions as come closest to the intention underlying the invalid term or provision. 
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