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TECHNICAL REQUIREMENTS
REGARDING THE PURCHASE
HARDWARE AND SOFTWARE COMPLEX
CONTACT CENTER OF THE "HELP DESK" SYSTEM
AND SERVICES FROM ITS SETTINGS



INFORMATION ON THE NECESSARY TECHNICAL, QUALITATIVE AND QUANTITATIVE 
CHARACTERISTICS OF THE OBJECT OF PURCHASE (SPECIFICATION) 





LIST OF CONVENTIONAL ABBREVIATIONS, BASIC TERMS AND DEFINITIONS

	Terms/
abbreviation
	Definition

	Agent or Operator
	An employee of the Contact Center who takes calls

	APC
	Hardware and software complex of the Contact Center

	PBX
	Automatic telephone exchange

	Website
	A set of web pages that can be viewed on the Internet using a browser. Each web page contains text, images, video, audio or other content elements that may be available for viewing by the user

	Performer
	A person who has the right to grant software licenses for the Contact Center

	Applicant or client
	A person using the Contact Center services

	ZIS
	External information and communication system

	Contact center
	Contact center of the HELP DESK system

	Ground
	Location of one or more groups of Contact Center agents

	software
	Software is a set of programs of the information processing system and program documents necessary for the operation of these programs

	Technical requirements
	Technical requirements for the purchase of the hardware and software complex of the Contact Center of the "HELP DESK" system and its configuration services

	API
	Application Programming Interface - a set of ready-made classes, procedures, functions, structures and constants provided by the application (library, service) for use in external software products

	CRM
	(Customer Relationship Management) - customer relationship management - a concept that covers concepts used by companies to manage relationships with consumers, including the collection, storage and analysis of information about consumers, suppliers, partners and information about relationships with them. A CRM system is software that allows you to collect, analyze and use information about customers, including information about their customer service history, feedback and suggestions

	CSAT
	Customer Satisfaction Score - evaluation of quality based on the results of communication

	DMZ
	Demilitarized Zone - a physical or logical segment of the network where network services are located, which act as intermediaries between users/services of the internal (local) network and services of the Internet and/or users located in the external network

	IVR
	Interactive voice response. IVR is an interface that allows a user to communicate with a computerized system using voice and, in many cases, hardware

	DTMF
	Dual-Tone Multi-Frequency – a dual-tone multi-frequency analog signal. Scope of tone signals: automatic telephone signaling between devices, as well as manual input by the subscriber for various interactive systems, such as voice auto-answer

	CTI
	Combining telephone communication with computer applications to enable the use of computer processing functions

	ACD
	Systematic routing of incoming calls to Contact Center agents, according to the selected algorithm

	Finesse
	Operator's workplace

	WFM
	Workforce Management system Personnel management

	Missed Calls
	Missed calls

	Supervisor
	An employee who organizes and monitors the work of the Contact Center, analyzes and prepares reports on the performance of the Contact Center, provides assistance to operators during work in cases of force majeure
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1. GENERAL INFORMATION

1.1. General provisions
The creation of a digital information exchange service between the State Customs Service, subjects of the Customs Service and citizens to ensure centralized processing of all communication channels requires the development of a centralized Contact Center, which will ensure the processing of applications received by telephone and other electronic communication channels.

1.2. List of documents
The procurement of APC products is regulated by the following documents:
The Association Agreement between Ukraine and the EU (in the context of Ukraine's accession to the Convention on the Common Transit Procedure and the introduction of an electronic transit system for the operation of the common transit regime).
Paragraphs 2 and 4 of Clause 32 of the Action Plan for the Reform and Development of the System of Bodies Implementing Customs Policy, approved by Order of the Cabinet of Ministers of Ukraine No. 569 dated May 13, 2020 (ensuring the functioning of communication mechanisms between the State Customs Service and the business community, non-governmental organizations, citizens; ensuring the operation of a "hotline" for receiving information from the public and business).
Clause 5.2.2 of the "Customs Administration" section of the National Revenue Strategy, approved by the Decree of the Cabinet of Ministers of Ukraine of December 27, 2023 No. 1218-r (to support and cooperate with business, the State Customs Service takes measures to ensure the development of a comprehensive business support service (Help Desk) in order to increase the quality of service functions of the State Customs Service, provision of consultations on customs issues, prompt response to appeals from citizens and subjects of foreign trade).
By the rules for ensuring the protection of information in information, electronic communication and information and communication systems, approved by Resolution No. 373 of the Cabinet of Ministers of Ukraine dated March 29, 2006.
Regulations on the State Customs Service of Ukraine, approved by Resolution No. 227 of the Cabinet of Ministers of Ukraine dated March 6, 2019.
By order of the State Customs Service No. 192 dated 12.03.2011 "On the implementation of the incident management process in the EAIS of the State Customs Service".
The operation procedure of the joint transit support service of the State Customs Service, approved by the order of the State Customs Service No. 926 of 11/19/2021.
By order of the State Customs Service dated January 8, 2024 No. 21 "On the approval of the Concept for the creation of the Contact Center of the HELP DESK system of the State Customs Service and the Action Plan for its implementation".
The list is not exhaustive and can be clarified at the Customer's initiative.



2. PURPOSE AND PURPOSE OF THE PURCHASE

2.1. The purpose of the purchase
The main purpose of the purchase is to create a single technological and communication space for automating communication flows based on a single centralized modern technical platform, ensuring fast and efficient customer service, both through voice and non-voice channels of communication, in particular by introducing a service of chats with agents Contact-center, construction of a convenient, intuitive IVR, implementation of the service of recording Operator-Client telephone conversations and their subsequent storage on separate media, integration of the agent desktop with the existing auxiliary software of the HELP system DESK » – Ivanti Neurons for ITSM.
Purchasing an APC along with its customization services will reduce the time and effort required for implementation. Qualified specialists should provide professional support during the installation and configuration of programs.

2.2. Appointment
The purpose of the purchase is to obtain the necessary software, hardware (servers and operator telephones) and technical support for the effective operation of the Contact Center.
The main goals of such a purchase are:
High-quality service to customers who contact the Contact Center
Purchasing a Contact Center software license will help improve the process of handling requests and interaction with customers, both through voice communication channels and using messengers, chat from the website or mobile application, thanks to which operators will be able to quickly and efficiently respond to requests, provide necessary information and customer support.
High productivity and efficiency
The use of specialized software in the Contact Center will allow you to automate communication processes (including functions of automatic call routing, queue management, integration with other systems, etc.), reduce manual work and increase employee productivity.
Quality assurance and control
The purchase of a software license for the Contact Center will make it possible to implement a system for recording and storing conversations and chats of Contact Center operators with customers, monitor and control the quality of conversations, which will help Contact Center managers to evaluate the work of agents, identify weak points and take the necessary measures for improving the quality of service.
Ensuring security and privacy
Contact center software will help ensure a high level of customer data security. The software may include encryption mechanisms, protection against unauthorized access and other measures to preserve the confidentiality and integrity of data (provided integration with the Customer's user database is implemented).



3. GENERAL REQUIREMENTS

3.1. Requirements for the subject of procurement in general

3.1.1. Software specification requirements
The software for receiving and processing calls and messages sent to the Contact Center through various communication channels must meet the following characteristics:
1. The number of jobs for Contact Center agents is unlimited and at the initial stage is at least 24.
2. 24/7 working modes:
· processing of incoming phone calls;
· processing chat requests.
3. Processing of incoming calls:
· building an interactive voice menu (IVR) for the possibility of forming voice responses to incoming calls, managing call allocations by requesting and collecting DTMF data;
· agents of the Contact Center who receive incoming calls must be grouped into the appropriate group. The principle of building such groups should support the possibility of further development of the system: building several groups of incoming call agents for their division by competences, processed lines, the order of call routing, the possibility for one operator to enter several different groups;
· routing by Contact Center agents, by groups, by skills depending on the qualifications and competence of Contact Center agents and the type of requests (skills) using ACD algorithms;
· queuing to Contact Center agents, to groups of agents using ACD algorithms;
· when processing an incoming call, a reference card for the auxiliary software of the "HELP DESK" system - Ivanti Neurons for ITSM - automatically appears at the Finesse operator's workplace.
4. Ability to organize static and dynamic IVR.
5. Automatic "raising" of the client's card during a call (provided integration with the Customer's user database is implemented).
6. Keeping chronological and real-time reports.
7. Input and storage of various codes and call termination timers.
8. Control of automatic distribution of calls on several lines.
9. Automatic (by event) or manual operator connection to web pages/services.
10. Organization of workplaces, groups of agents and assignment of the level of competences of agents.
11. Web interface of agents, supervisors, administrator.
12. Personalization of web interfaces of Contact Center agents.
13. Ability to connect supervisors to the conversation.
14. Personnel Management (WFM):
· resource planning;
· optimization of the distribution of qualifications;
· structuring service levels;
· development of work shifts.
15. Call transfer or organization of a conference from the agent's workplace by integration through CTI with the PBX.
16. The possibility of connecting remote Operators.
17. Recording of conversations:
· recording of all calls with the possibility of their subsequent listening;
· storage, search and listening of recorded conversations;
· automatic deletion/overwriting of pre-recorded conversations when there is insufficient space.
18. Total and individual statistics of incoming and outgoing calls.
19. Real-time statistics and historical statistics.

3.1.2. Requirements for setting up APC
The requirements for setting up the APC are defined in Clause 4.2 of the Technical Requirements.

In the course of setting up the software, the Contractor's specialists must provide technical instruction to the Customer's specialists on working with the basic software tools of the Contact Center.

3.1.3. Requirements for the reliability of APC production
Preservation of operability must be ensured by the reliability of operation during the failure of one or more components due to their redundancy. Ensuring high availability due to the formation of fault-tolerant architecture, both at the logical and physical level. The possibility of clustering the system, where the main and backup servers of the system will be located in geographically dispersed Data Centers. At the same time, minimal attention should be required from the technical staff regarding the response to the elimination of the consequences of component failures. Data storage should be ensured by hardware and software tools and information exchange mechanisms.

3.1.4. Requirements for security and protection against unauthorized access
The solution must ensure the protection of personal data of Contact Center customers in accordance with the requirements of current legislation.
When accessing the functionality of the Contact Center, users must be authenticated.
The module that interacts with messengers (Omni Channel Chatbot Connector or equivalent) must be located on a separate virtual server in the DMZ of the Customer's infrastructure.
User access rights must regulate the actions allowed to the user in the system (for example, read, change, create, delete, etc.).
Setting the minimum password length - at least 10 characters for administrators and at least 8 characters for users.
The deployed Contact Center should record the following minimum list of events:
· modification or removal of components;
· notification of errors or malfunctions;
· starting and ending users' work;
· changing rights and privileges for system accounts.
The contact center must be able to transmit its logs in real time using the Syslog protocol.

3.1.5. Requirements for securing property rights
The executor must supply the Customer with the licensed software of the agro-industrial complex and transfer the non-exclusive intellectual property rights to it, without limitation regarding the term, the territory - Ukraine, and the methods and forms of use that will ensure the use of the software by the Customer for the purposes of its activity (in particular: the license must be is intended for the use of the software by the Customer for the purposes of its activity, i.e. in accordance with the Convention on the Common Transit Procedure and the Customs Code of Ukraine, and the Customer shall not have the right to assign, transfer, divide or sublease any share in the license or grant any right to any third party; the license must allow the Customer to use the APC software for an unlimited number of users and environments/sites; the license must not contain time limits on the right to use it, namely, to ensure unlimited use of the software for all categories of users , in functionality on the last day of paid technical support; license volumes within the scope of supply and configuration of the APC products must ensure the full operation of all categories of users on the Customer's complex of technical means with the necessary characteristics; after the end of the technical support of the agro-industrial complex, further purchase of technical support without penalties).
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3.2. Requirements for the functions (tasks) performed by the APC

3.2.1. Routing and distribution of incoming calls
The software solution should ensure:
1. Flexible routing and distribution of incoming calls according to specified criteria depending on:
· qualifications of an agent/group of agents;
· subscriber's phone number;
· the subscriber chooses one of the IVR menus;
· the current state of the call queue;
· number of available agents;
· time of day, day of the week, date.
2. Determination of processing priorities depending on the selected item from the IVR menu.
3. The ability to notify the subscriber of the number of the position in the queue.
4. Broadcasting of reference information to the subscriber while waiting for a connection with the operator. 
5. Load distribution between agents taking into account the following basic principles:
· "the most free agent" (the agent who remained free the longest is chosen);
· "the most free and most qualified agent" (the agent who has the highest level of qualification, suitable for servicing this call and who has been free the longest is chosen);
· "least loaded agent" (the agent with the lowest total load is chosen).
6. Call transfer to the internal PBX with continued recording of the conversation (if necessary).
7. The possibility of identifying the subscriber according to the set parameters (phone number) and "picking up" the client's card. (provided integration with the Customer's user database is implemented).
8. Provide for the possibility of integrating the functionality of the new contact center with the existing telephony system to enable calls between contact center operators and staff of the administrative service of Ukraine, as well as to ensure the call recording function
9. In case of the need to expand the functionality of the contact center, the ability to route calls based on additional digits of the number/extension dialed by the caller, call priority, and queue wait time calculation can be added. Cisco UCCX is already included in the current specification and fully complies with Cisco licensing terms. The system ensures the capability to accept and process DTMF input at any time before the operator answers, allowing for flexible configuration. Additionally, the auto-dialing functionality can be integrated at any time, with the purchase of additional Outbound IVR Port licenses, where each license provides 1 concurrent outbound call.

3.2.2. Organization of language multi-level interactive IVR menu
When working with the IVR menu, the following should be provided:
· construction of language menus with an arbitrary level of nesting;
· the possibility of the applicant's self-service mode (provided integration with the Customer's user database is implemented) by selecting the necessary options in the IVR menu;
· transferring the call from the IVR to the specified group of agents;
· the possibility of automatic routing of the subscriber after the completion of service by the agent to a certain branch of the IVR menu, where the subscriber can answer a given number of questions, following the given scenario by pressing the suggested numbers, followed by the creation of a report based on the survey of subscribers; (provided integration with the quality assessment database is implemented);
· editing the IVR menu from the workstation of a user with administrator and supervisor rights using the designer (adding records, setting their playback time, etc.);
· Possibility of navigation using DTFM (response to button pressing by a subscriber);
· Possibility to switch the subscriber to the IVR system when he/she is in the queue waiting for an operator's response (with reserving a queue position);
· Setting up the IVR function in the system with automatic identification of the subscriber by the first beep, connection to the IVR and the possibility to disclose the status of the subscriber's call without the need to transfer the call for processing by a "live" operator;
· Allowing to build a multi-level interactive voice response system (IVR), and the ability to integrate IVR with external databases, support for Voice XML;
· The IVR should support the MRCPvl protocol to connect the speech recognition systems and NLU;
· The IVR should support settings in the system of uniform templates and regulations for processing calls received via different communication channels;
· Support for G.711, G.729 audio codec to ensure more efficient network bandwidth;
· The IVR should perform a post-call questionnaire — support for customer surveys after a self-service session, which increases the level of customer satisfaction;
· The IVR should read and record information from databases, providing subscribers with real-time access to information from databases;
· The IVR should support Web service interfaces such as WSDL and SOAP allowing to integrate real-time business applications with web pages enabled;
· The IVR should ensure the possibility to leave voice messages by a subscriber;
· The IVR should play audio announcements to a subscriber waiting in the servicing queue. Voice announcements should contain information about number in a queue, expected holding time as well as other relevant information, considering the subscriber's commands, etc.;
· The IVR should replay in a spoken voice in Ukrainian: numbers, dates, sums of money;
· The IVR should have an automatic recording of voice messages, oral appeals of citizens, calls to the Contact Center service as well as saving the conversation record in the text version. If a subscriber did not ask a question in the voice message or did not provide the phone number, the voice message should not be created.

3.2.3 . Organization of recording of conversations and their assessment
The software must implement:
recording of all agent conversations, including after transfer to the internal PBX;
storage of all conversation recordings with a specified storage time (set at the request of the Customer during implementation and may be changed in the future by the Customer or at his request);
automatic archiving of records according to a predetermined schedule (set at the Customer's request during implementation and further changed by the Customer or at his request);
the possibility of searching and listening to the necessary recording of the conversation by a number of parameters, including by their combination (by the date and time of the conversation, by the date range, by the phone number, by the agent, by the duration of the conversation, by the number to which the call was transferred, by assessment of the conversation, etc.).
In the conversation recording system, the possibility of saving the selected recording in the form of a sound file should be implemented, and the possibility of saving the conversation database on external media should also be provided.
The solution should provide the ability to evaluate conversation recordings according to the developed criteria and a given evaluation scale, to enter a text comment to the conversation recording and to generate a statistical evaluation report in the section of agents.

3.2.4. Chat module
It is possible to implement the following functionality in the Contact Center system:
· saving the general history of interactions with the subscriber on all communication channels (telephony, web chat on the site, messengers) in the client card (if necessary; the function must be available when organizing the client identification system);
· self-service of the subscriber according to predefined scenarios in the 24/7 mode (provided integration with the Customer's necessary databases is implemented);
· instant messaging programs used should include the following: Telegram, Viber, WhatsApp, Facebook Messenger;
· availability of a single client identification system when using any of the available communication channels (if necessary; when organizing a client identification system) (provided integration with the Customer's user database is implemented);
· analysis of user appeals and responses to them to optimize the routing of information flows (provided integration with the quality assessment database is implemented);
· redirection of chats to a group of agents (if necessary);
· making changes to the dialogue maintenance logic through the web interface;
· setting up response templates for use by the agent during dialogue;
· creation of menu buttons in messengers;
· at the end of each chat, conducting a customer survey about the quality of service and the degree of resolution of the given issue (provided integration with the quality assessment database is implemented);
· the user interface must be implemented according to the principle of a "thin" client (web client);
· availability of an application program interface (API) for data exchange;
· generation of online and historical statistics (number and duration of sessions (by channels, types of requests, etc.), number of customers (by channels, language, etc.), customer satisfaction statistics, etc.);
· [bookmark: _Toc492847862]informing the subscriber about the working hours of the Contact Center, etc.
The script for working with messengers is developed according to individual requirements.

3.2.5. Organization of monitoring and reporting
The software should automatically generate daily reports on its performance. These reports should contain the following information:
· the total number of calls and chats received per day;
· the number of calls and chats in which there was a direct connection with a Contact Center agent;
· the number of calls and chats in which the citizen received advice through self-service in the IVR without switching the call to an agent (provided integration with the Customer's user database is implemented);
· the number of calls and chats in which the citizen received a consultation through self-service, after which the system transferred the call to an agent (provided integration with the Customer's user database is implemented);
· the number of calls and chats in which the citizen hung up the phone to connect with the agent;
· average call and chat session duration.
Online reporting should include:
· online monitoring of the functionality of the Contact Center software;
· online monitoring of agents' work in real time (average conversation/chat session duration, average post-processing time, average call waiting time, etc.);
· online queue monitoring (general, by IVR menu directions, by agents);
The solution should provide for the compilation of a number of standard reports according to the specified parameters, containing statistical data on the efficiency of processing calls and chats and the productivity of agents.

3.2.6. Accounting of appeals
The software solution must contain a mini-CRM for recording all calls and chats with the possibility of setting fields for entering the results of the Contact.
After identification of the client, the card should be "raised" to record the result of the conversation/chat session, and if it is a repeat contact, then the agent should see the history of the previous interaction with the client.
In the application accounting system, it should be possible to generate a report on the number of applications, subject matter, channel of receipt, agent who accepted the application, date, etc. Call and chat history should be searchable by criteria: agent, time slot, phone number, etc.

3.2.7. Interaction with ZIS
The solution for integration (interaction) with other ZIS should ensure:
· availability of a standard mechanism for remote software methods of calls using web services;
· the possibility of data import/export using ARI;
· integration of the operator's workplace and third-party CRM Ivanty Neurons for ITSM with the "HELP DESK" system via API into a unified interface;
· connection to the public telephone network using the Customer's existing corporate telephone communication system based on Cisco UCM 11.5.
· provide for the possibility of integrating the functionality of the new contact center with the existing telephony system to enable calls between contact center operators and staff of the administrative service of Ukraine, as well as to ensure the call recording function

3.3. Role model
The allocation of powers and access rights to the software for receiving and processing calls and messages received by the Contact Center through various communication channels should be carried out depending on the role of the employee: "Agent", "Supervisor", "Administrator".

For the user in the role of "Administrator", it is necessary to implement the possibility:
· access to statistical information about calls and chats that have been processed;
· setting routing rules, editing the IVR menu, other system settings.

For the user in the role of "Supervisor", it is necessary to implement the possibility:
· tracking and changing the status of the Log In/Log Out agent;
· access to statistical information about calls and chats processed in real time and historically;
· listening and evaluating agent conversations;
· connecting to the agent's conversation, transferring the conversation;
· management of queue priorities, setting of routing rules, etc.;
· dynamically transfer agents from one group to another (without requiring the agent to change state).

For the user in the role of "Agent", it is necessary to implement the possibility:
· agent registration at any workplace by accessing the system through the web interface;
· tracking the status of other agents;
· access to online monitoring of own queue.

3.4 Delivery specification requirements

3.4.1 Hardware -  2 server platforms, power cables and their service support for 3 years
3.4.2. Software:
recording system licensing package in the amount of 24 pcs
a licensing package for users of the telephony server and Contacte Centre operators based in the amount of 24 units and service support for it for a period of 3 years
a license for the possibility of building a fault-tolerant cluster architecture of the Contacte Centre and its service support for a period of 3 years.
scripting bot: 
· basic license with embedded product logic
· connector to the Web chat 
· connector to the bot.
· basic license for the bot and its building.
· license responsible for the number of simultaneous bot sessions.
· bot script creation services
· professional installation services

3.4.3. Subscriber devices

Phone set - 26 pieces IP Phone:
Graphic display, at least 3.5" (396 x 162 pixels), monochrome
Optical call notification and LED status indicator
Keyboard: – 2 freely programmable function keys with LED (red/green/yellow), 4 context-sensitive function keys 6 fixed function keys, 4-position navigator, plus OK key, 3 audio keys (mute/speaker/headset) with LED (red or green)
Volume control +/-
Built-in microphone and speaker - hands-free conversation mode
Headset port
10/100 Base-T Ethernet switch
802.3af Power over Ethernet, class 1
Full compatibility with the software platform of the Contact Center
Administration through the subscriber device management system, web interface and directly from the phone
Term of warranty and technical support
Delivery set:
Desk phone with pre-installed SIP software
Handset plus cord
Stand
Installation guide
External power supply
Headset type «Wired Dual On-Ear», or equivalent

3.4.4. Jobs
Computer equipment for operators' workplaces is provided by the Customer.
The client part of the Contact Center software must be compatible with browsers and operating systems at the level of work with 32-bit and 64-bit versions, respectively, namely:
with operating systems such as "Windows", "Linux", "macOS";
with browsers: "Google Chrome", "Opera", "Mozilla Firefox".

3.4.5. Technical and service support
All components of the agro-industrial complex must have at least three years of warranty and technical support for equipment and software from the Manufacturer.
Service support of the APC from the Contractor (change of routing settings, editing of phrases and messages of automatic service at the request of the Customer, consultation on work and in the event of technical failures, accompanying the escalation of tickets to the Technical Support of the manufacturer) should be at least 12 months.



4. TERMS AND PROCEDURE FOR THE PROVISION OF SERVICES

4.1. Terms of service provision
The Customer must gain access to the functionality of the APC within 120 calendar days from the date of signing the contract between the Customer and the Contractor.

4.2. Service provision procedure
The Contractor must provide the Customer with the APC, technical support for such software (install, configure, test, identify and eliminate defects) as a component of the APC.
The contractor must conduct preliminary training of employees (Contact Center operators) in the number of up to 30 (thirty) people.
All key business processes, API descriptions and database models, if required by the task within the scope of these Technical Requirements, will be provided after signing a Non-Disclosure Agreement (NDA).

4.3. Composition of services
4.3.1. Detailing and approval of functional and technical requirements for the Contact Center.
4.3.2. Installation and configuration of server components of the Contact Center.
4.3.3. Setting up reservation of server components of the Contact Center.
4.3.4. Recording and setting phrases and messages of automatic service.
4.3.5. Configuration and setting of SIP trunks.
4.3.6. Installation and configuration of software at the workplaces of Contact Center operators.
4.3.7. Configuring the routing of incoming calls.
4.3.8. Setting up real-time statistics.
4.3.9. Setting historical statistics.
4.3.10. Configuration and setting of the recording subsystem.
4.3.11. Chatbot settings.
4.3.12. Integration with Customer's CRM HELP DESK.
4.3.13. Teaching:
Instruction of operators.
Instruction of supervisors.
Instruction of the system administrator.



5. DOCUMENTATION REQUIREMENTS

The package of technical documentation for the APC products must contain the following documents:
Contact center operator instructions;
Supervisor's instructions;
Instructions for the system administrator on setting up the APC;
Instruction of the system administrator on emergency situations;
The documentation is provided in Ukrainian and English and should be sufficient in terms of completeness and content for use by technical specialists and users.
Documents are delivered to the Customer in paper form in two copies and on electronic media (each document as a separate file in *.docx and *.pdf formats).
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