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Steering Committee

Avrizona FirstNet
AZNet Il Steering Committee meetings are open to all State personnel interested in leaming more about the current statewide

—
el — telecommunication system and helping to drive future AZNet Il developments.
— Sy Png P BREAZ
— Hosted by Suzan Tasvibi-Tanha, Chief Networking Officer for the State of Arizona, and AZNet Il Program Manager, Steve
Kalomas, the Steering Committee meets every other month at the Department of Administration building in the Capitol MalL Archived Programs

2015 MEETINGS
Monday, August 3, 2015 / 10:00~ 11:30 am
LOCATION

100 N. 15th Avenue, Room 300

Phoenix, AZ 85007

Don't forget your State ID badge—you'll need it to pass through ADOA security.
'STEERING COMMITTEE ARCHIVES AND UPDATES
January 2015 UPDATE

August 2014

June 2014

April 2014

February 2014

December 2013

November 2013

October 2013

April 20132

February 20132

January 2013

November 2012

‘September 2012

August 2012

July 2012

Voice & Network Committee
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About

AZNET II - Arizona Network

User Guides

NEW! VPN INSTRUCTION GUIDES

« VPN transition FAQs
+ VPN Set Up User Guide-Hard Token

« AZNET Il VPN Set Up User Guide - Soft Token
+ Remote Access Users Guide

PHONE DEVICES

« Cisco User Guide for 8831
Cisco IP Phone 7937 User Guide - Conference Station
Cisco IP Phone 7942 and 7962 User Guide

Cisco IP Phone 7945 and 7965 User Guide NEW

+ Quick User Guide / Cisco IP Phone 7945 and 7965 NEW
« Cisco Unified IP Phone 7941G and 7941G-GE Tutorial

VOICEMAIL GUIDES

+ User Guide Cisco Unity Voice Mail
« Cisco Web Portal Guide V10

+ Cisco Unity Voice Mail Password Change Guide NEW!
+ VSPR User Guide NEW!

CALL CENTER

« Attendant Console Training
« CUIC Reporting Quick Reference Guide NEW.

« Reskilling Tool Quick Reference Guide NEW

- Finesse Supervisor Quick Reference Guide_V1 NEW

misc.

« Remedy User Guides
- Telesoft TelMaster User Tips
« LAN Switch Management Fact Sheet

Processes & Procedures

10.5 AZNet Il - RFI Carrier Process Guide

10.6 AZNet Il - MAC Carrier Order Process Guide

Circuit Disconnect Form(referenced in 10.6 MAC Project Carrier Order Process Guide)

6.1 AZNet Il Billng Dispute Procedure
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AZNET II - Arizona Network
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About | Overview | Outreach | Resources and Files | Reports | Team AZNET Il - Arizona Network

Arizona 9-1-1
About AZNet II

Avrizona FirstNet
AZNet Ilis a consolidated telecommunications program providing State of Arizona agencies, boards and commissions with

outsourced voice and networking services and equipment, contracted at a predictable, user-based monthly charge -

Background Archived Programs

In accordance with Arizona Revised Statutes § 41-712 the Arizona Department of Administration (ADOA) was tasked to
establish and oversee a statewide contract for telecommunication services and equipment, known as AZNet - Arizona Network

Following AZNet's inaugural term with service provider Accenture, on March 12, 2012 the State of Arizona entered into a five
year contract with CenturyLink, AZNet I

To view the complete AZNet Il contract, visit procure az gov.

Contact us

Have a question? Call us at 602-364-1106.

Twitter {8 Facebook [ Linkedin (3 YouTube (8 Google+ [§ This site (RSS

ADOA-ASET ConactUs

Arizona Strategic Enterprise Technol

ADOA-ASET

100 N. 15th Avenue, Suite 400 Phone: 602542 2250
Phoenix, AZ 85007

Find in Google Maps
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~——
- Program Basics
- Arizona FirstNet
—— AZNet s the offcial telecommunications program servicing all State of Arizona agencies, boards and commissions.
e |
— Contract oversight is performed by the Enterprise Infrasiructure & Communications team within the ASET division of BREAZ
— o ADOA. See the AZNet Il Team page for more information on who’s who within the program.

Archived Programs

Pricing and Services

AZNet Il employs a pricing structure based on *seats” whereby services and ((( )))
‘equipment are bundled at a fixed, monthly, per-user rate for the duration of the
contract

AZNet Il offers a variety of voice seats and networking seats to meet the needs of
individual employees as well as the requirements of their sie locations.

Voice seat prices include the following services and equipment:

« Cisco Handsets
« VoIP Services & Features.

« Voicemail Sevices

« Moves, Adds & Changes

- Device Maintenance & Repairs
« Access-controlled Security
Help Desk Support

Network seat prices include the following services and equipment:

« Network Management, Monitoring
« All Engineering, including design and configuration
« WAN/ LAN Client Access Switches
« Moves, Adds & Changes to Services
- Security Sevices
- Help Desk Support
See the AZNet Il Resources page for more detailed information about our portfoio of services.

AZNet Il FAQ

AZNet Il Glossary
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How do I order a new phone and/or data services?
You can call the ADOA Service Desk at 602-364-4444 or you can
‘email a request to AZNETSUPPORTDESK@AZDOA.GOV. They wil
create a Move, Add or Change (MAC) ticket in the Remedy ticket-
ing system and provide you a with a ticket number to track your
request. You can contact them at any time during normal business
hours from 8am-Spm to get a status on your request.

What do 1 doif | have a billing question on my AZNet Il invoice?
You can call the ADOA Service Desk at 602-364-4444 or you can
‘email a request to AZNETSUPPORTDESK@AZDOA.GOV. They wil
‘open a Request For Information (RFI ticket n the Remedy ticketing.
system and provide you with aticket number to track your request
The RFI ticket will be sent over to Telesoft who will research your
request. You can contact them at any time during normal business
hours from 8am-Spm to get a status on your request.

What is Telesoft?
Telesoft is the vendor awarded with the statewide contract for
Telecommunication Expense Management (TEM). Their system
provides billing for all telecommunication expenditures including
AZNet I services and Carrier services.

Who do I contact if I have a customer service issue with Centu-
ryLink or Telesoft?

A good place to start is with EIC Customer Service. You can either
call 602-364-1106 or send an emal to ASET_EIC@azdoa.gov.

How do | get more information about the AZNet Il contract and
the Telesoft contract?
You can find the contracts on the AZProcure website at
https://procure.az gov.

How do I call forward my phone?
You can find telephone user guides based upon the type and model
of phone that you have by going to the EIC website at
http://aset.azdo.gov/aznet iiand clicking on “User Guides” under
the AZNet I links.

‘Will AZNet 1 refresh our Universal Power Supply (UPS) units that
‘are marked with an AZNet tag?

No, UPS's are out of scope in the AZNet If contract. It is the
‘agency's responsibility to maintain, replace and dispose of their
UPS's. AZNet tags were assigned to the UPS's during the initial
AZNet contract when the devices were in scope. EIC will void all
UPS AZNet asset tags at the time of surplus

nd voice devices after they

Azt I will collect the equipment and return them £1C. EIC wil
determine whether the equipment should be sent to surplus or
keptin the State Spares for future re-use.

X FAQ; -

‘Are there any other agency responsibilities?
Agencies are responsible for cabling from the IDF closets (or
rooms) to the workstations. The minimum standard to support
Voice Over Internet Protacol (VOIP) s Category 5 cabling. This will
allow 100meg to the desktop. If agencies want to have 16ig to the
desktop, then Category Se cabling or better is required.

Agencies can obtain price quotes from the various approved
cabling vendors on the Statewide Cabling Contract and can be
accessed through the State Procurement Website at
hitps://procure.az gov.

‘Agencies are also responsible for providing the required power for
the new network and voice equipment and HVAC to the IDF closet
o rooms. The recommended ambient temperature is 80 degrees
for the IDF closets (or rooms )

‘The specific agency responsibiliies and refresh requirements are
listed on page 19 of the AZNet If Refresh Readiness Booklet and in
the Baseline Power and BTU document. Both can be found on the
EIC website (nttp://aset azdoa gov/aznet-i) under “Publications.”

‘What are the costs associated with Voice “seats” and Network
“seats”

AZNet Il offers variety of fixed, predictable pricing options that
depend on the device type (IP, analog, virtual, etc.) and the level of
service availability required by your agency. To view all pricing
options, visit http://aset azdoa. gov/aznet-ii and click on “Publica-
tions” under the list of AZNet Il links.

Do agencies have to get quotes from all carriers when ordering
new circuit?

Yes, new circuits or new services require quotes from all carriers by,
category and by county as approved through the State Procure-
ment Office.

1f my agency would like to request an increase of bandwidth on
our existing circuit are we required to get quotes from all
No, provided there is no change to the current technology needed
to achieve the bandwidth increase. If new technologies and/or
devices are required, then quotes must be obtained from all qu
fied carriers.

For more AZNet Il program information visit aset a2 £0v/.

@ADOA-ASET

Arizona Strategic Enterprise Technology
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AZNet

ACD / Automatic Call Distributor - A routing system for

incoming calls consisting of switches, terminal hard-
ware, phone lines and routing strategy software. The
routing strategy is a rule-based set of instructions that
tells the ACD how calls are handled inside the system.

Availability - The up-time requirement of a facility, to
which all seats in that facility will be designated.

Call Center - A centralized office used for the purpose
of receiving or transmitting a large volume of requests
by telephone.

Carrier - A company authorized by regulatory agencies
to operate a telecommunications system.

Cutover - Switching from an old (hardware and/or
software) system to a replacement system, covering the
overlap from when the new system is live until the old
system has been shut down.

Data Center - Afacilty used to house computer systems
and associated components, such as telecommunica-
tions and storage systems. It generally includes redun-
dant or backup power supplies, redundant data commu-
ations connections, environmental controls (e.g., air
conditioning, fire suppression) and security devices.

EOL / End-of-Life - A process that consists of a series of
technical and business milestones and activities that,
once completed, make a product obsolete. Once obso-
lete, the product is not sold, manufactured, improved,
repaired, maintained, or supported.

Ethernet - A family of computer networking technolo-
gies for local area networks (LANS).

Hub - A common connection point for devices in a
network. Hubs are commonly used to connect segments
of a LAN. A hub contains multiple ports. When a pack-
etarrives at one port, it is copied to the other ports so
that all segments of the LAN can see all packets.

VR / Interactive Voice Response - A system that allows
customers to interact with a company’s host system via
a telephone keypad or by speech recognition.

IETF - Internet Engineering Task Force - A worldwide
organization that develops standards that promote
Internet usability.

GLOSSARY OF PROGRAM
& INDUSTRY TERMINOLOGY

IPT / Internet Protocol Telephony- A set of technolo-
gies that enables voice, data, and video collaboration
over existing IP based Local Area Networks, Wide Area
Networks, and the Internet.

Trunking - A method for a system to provide network
access to many clients by sharing a set of lines or frequen-

ies instead of providing them individually. This is analo-
gous to the structure of a tree with one trunk and many
branches.

MAC / Move, Add and Change - Activities associated
‘with in-scope services and/or equipment. MAC costs are
built into seat prices, thus will be performed at no addi-
tional cost for the 5 year contract duration.

Hard MAC - Work performed requiring an onv-site visit by a
technician, including installation, move, adds, deletes,
equipment change, router configurations, LAN switch
configuration of in-scope device, Carrier circuit installa-
tion, change, modification, and disconnection.

Soft MAC - Work performed remotely, including program-
ming, password resets, voicemail and auto attendant
administration, basic call trees, routing changes, interface
changes and software updates.

MDF / Main Distribution Frame - A signal distribution
frame for connecting equipment (in:

cables and subscriber carrier equipment (outside facil-
ity). MDF provides flexibility ing facilities, at
lower cost and higher capacity than a patch panel.

MOE / Metro Optical Ethernet - Service offeri

ng that uses carrier copper and fiber networks to
provide Ethemet service in a metropolitan area/wide
area network for lowcost, scalable and secure band-
width to connect multiple locations and to transport
voice, data and video services.

Network Core - The central part of a telecommunica-
tion network consisting of switches and networks that
provide paths for the exchange of information between
different sub-networks.

Network Node - An active electronic device that is
attached to a network and is capable of sending, receiv-
ing, or forwarding information over a communications
channel.
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Patch Cable - An electrical or optical cable used to
connect ("patch-in") one electronic or optical device to
another for signal routing. Devices of different types (e.g.,
a switch connected to a computer, or a switch to a router)
are connected with patch cords.

PON - A three-digit billing code assigned to an agency
used to post charges to their leger. Agencies may elect to
have multiple PONs, which are often used to separate
different cost centers within the agency.

Projects - Tickets that are larger in scope and require a
project manager and more resources for implementation.
Projects that consist of in-scope services are not subject
to additional fees.

QO / Quality of Service - The concept of applying and
ensuring specific, quantifiable performance levels on a
shared network. Performance can be assessed based on
the physical measurements of the network, the methods
by which network traffic priorities are set and how the
network is managed.

Router - A device or, in some cases, software in a com-
puter that determines the next network point to which a
packet should be forwarded toward its destination. The
router is connected to at least two networks and decides
which way to send each information packet based on its
current understanding of the state of the networks to
which it s connected.

“Seat “ Pricing - Bundled telecommunication services for
anindividual user. Under the AZNet Il contract, pricing is
based on Voice Seats and Network Seats.

Severity Levels - Levels assinged to tickets by AZNet II
based on the rate of escalation appropriate to reach resolu-
tion. Severity 1 is the most severe level, traveling up the
AZNet organizational chart within 120 minutes or unti
resolved. Severity 2 escalates within 6 hours and Severity 3
escalates within 16 hours.

SIP / Session Initiation Protocol - A signaling communi-
cations protocol, widely used for controlling multimedia
communication sessions such as voice and video calls
over Internet Protocol (IP) networks.

SubPON - Optional S-digit alpha-numeric billing codes
selected by an agency to identify different funding
streams on their AZNet Il invoice. Organizing a
PON/SUbPON system is at the discretion of each agency.

Switch / Network Switch - telecommunication device
that receives a message from any device connected to
and then transmits the message only to the device for
‘which the message was meant.

Trunking - A method for a system to provide network
access to many clients by sharing a set of lines or frequen-

ies instead of providing them individually. This is analo-
gous to the structure of a tree with one trunk and many
branches.

UPS / Uninterruptable Power Source - An electrical appa-
ratus that provides emergency power to a load when the
input power source fail.

Voice Matrix - A framework for defining and evaluating
voice technology integration

VoIP / Voice-over Internet Protocol - A technology o set
of standards for delivery of telephone calls and other voice
communications over the Internet, involving conversion of
analog voice signals to digital form

Wireless Access Point - A device that allows wireless
devices to connect to a wired network using Wi-Fi, or
related standards. The AP usually connects to a router (viaa
‘wired network) as 2 standalone device, but it can also be an
integral component of the router itself.

For more AZNet i program information vist aset a2 g0v/.
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