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Definition: 
As per COT #7435:
Computer and Telephone Integration (CTI) is a term for connecting a computer to a telephone switch and having the computer perform various functions based upon predefined instructions. For example, as a call is received, the computer gets the phone number from Caller ID, locates the customer in a database and presents the call to a call center attendant with information regarding the last call that was received from this customer phone number.  These systems are usually highly customized to perform specific functions utilizing data and/or databases in an organization. Data that is gathered can be passed along with the call to another agent, if a transfer is required.

Rationale: 
As per COT #7435:
Because of the cost and complexity of installing CTI applications, it is important to follow a few guidelines to ensure proper results with minimal impact upon callers. CTI systems are usually highly customized applications to perform a specific function for a call center. Because of their complexity, these systems are often outsourced.

Approved Standards: 
As per COT #7435:
All implementation and usage of CTI systems must adhere to the following, minimum acceptable standard. This standard represents acceptable usage and should not adversely affect technology costs. Adherence to this standard is expected regardless of specific products installed. 

Effective with the issuance of this standard, a moratorium on any new CTI implementation or upgrade that does not follow this standard will be imposed. Existing applications must be modified within six months of issuance of this standard.  
1) Equipment currently in place can continue to be used and maintained. When it has reached the end of its useful life and the cost of repair or upgrade exceeds its value, replacement should be considered. 
2) Some CTI applications can be very proprietary, requiring specialized equipment and telephones. These systems must be avoided in favor of “open” systems and architectures that can function with Web interfaces and other newer technologies that may become available. 
3) CTI systems must be OBDC compliant with existing database standards as defined in the Commonwealth of Kentucky IT Enterprise Architecture and Standards documents. (http://www.state.ky.us/kirm/arcstand.htm).
4) Sensitivity and security need to be considered when phrasing the questions and gathering the data during one of these sessions. The data collected and stored in a database must adhere to existing security and privacy standards adopted by the Commonwealth. (Reference Web sites: http://www.state.ky.us/got/ois/security/security.html and http://www.state.ky.us/kirm/nw_3000up.htm).
5) When these systems are used to conduct e-Business by buying products, authorizing payments,  etc., care should be taken as it relates to security and privacy issues. (Reference standard 3515 “Secure Transport”,  http://www.state.ky.us/kirm/nw_3000up.htm ).
Adherence to all ADA requirements will be required for the use of special devices such as the TTY/TDD.

Approved Product(s): 
As per COT #7435:
None at this time. No approved contracting vendors or products.

Justification/Comments:
As per COT #7435
The adoption of standards in this area is necessary to reduce expenses and improve service.  However, it must be noted that citizens have expressed dissatisfaction with the automated telephone systems in state agencies and have registered these complaints with their state legislators. In some cases, citizens find it very frustrating to negotiate the various automated telephone options to get their issue resolved. It is feared that many may give up in frustration instead of getting the help that they may need. Long-term expenses under these standards are not expected to be any greater than today. However, there may be labor costs to reprogram the systems.  It will be important to measure our progress toward compliance with these standards.

Technical and Implementation Considerations:
As Per COT #7435:
In addition to the required standards, there are a number of considerations that must be reviewed for use with your system. Although these are very desirable there is no way to monitor their use. Therefore, it is difficult to make them ‘standards.’ It is, however, very important to give consideration to these items.
1) These components can be front-ended with Automated Attendant (AA) and Automated Call Distribution (ACD) technology. When installed in this fashion, it would be expected that the standards for both device types are followed. 
2) Care should be exercised when contracting for services to ensure that the service providers comply with state standards relating to safety, security and privacy. 
3) Because many of these installations will probably be outsourced, care should be given to considering a back-up vendor in case the primary one goes out of business.  Another alternative would be to ensure the software is in escrow so that the state could obtain it for the same reasons. 
4) Implementation considerations should be given to disaster recovery and automatic fail-over in case the call center site is not available. One possible solution is to install the system as a virtual call center. 
5) If language issues are a concern, the first menu presented to the caller choice might offer an English or foreign language version of the options.

As with any standard, measuring progress toward enterprise adoption and compliance is important.  Every agency should establish expectations by publishing service levels that all employees will be asked to meet.  It is not expected that agencies will be able to comply with these service levels initially. However, it is expected that decisions regarding equipment and staffing must be made with these service levels in mind and steps taken to ensure future compliance. The ultimate objective is to offer improved service to our customers. Please reference, “3415 Network Services – Enterprise & Desktop Voice Services” (http://www.state.ky.us/kirm/it_toc.htm ) for the currently defined service levels. The continued recording, review and research generated by performance monitoring will help to ensure better understanding, awareness and expertise. 

The Governors Office for Technology, Office of Infrastructure Services, Division of Communication Services, Consulting and Special Projects Branch; the Office of Policy and Customer Relations, Division of Relationship Management; and the Office of Consulting and Project Management, Division of Centers of Expertise, are available to assist with analysis and review of existing and future installations, as appropriate.

Emerging Trends and Architectural Directions:
As Per COT #7435:
With the world moving more and more toward wireless communications, care should be exercised regarding the security aspects of information requested since cellular calls by nature are not secure.

Exceptions:
Any exceptions to this standard must follow the procedures established in CHFS IT Policy #070.203.

Review Cycle:
Annually

Timeline:
Last revision date:  	12/1/2011
Next review date:	12/1/2012 
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