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Statewide Hosted Contact Center Standard

Introduction
Contact centers provide a centralized way for the citizens of Oklahoma to request assistance with
state services. Citizens may access the contact center via voice, chat, email, SMS or social media.

Purpose
This document establishes the standard for the Statewide Hosted Contact Center.

Standard
The statewide standard for contact center providers is Nice InContact Hosted CXone.

Available Features within this Standard:

Integrated soft phones.

Recording.

Reporting.

Call back.

Workforce management.

Quality monitoring.

Feedback customer survey.

Live agent chat.

Outbound dialer.

CXone Attendant.

Omnichannel services including SMS, email & social media.
Smart Assist Al — chatbot and virtual agent.
Knowledge base management.

FedRAMP security compliance.

Compliance

This standard shall take effect upon publication and is made pursuant to Title 62 O.S. §§ 34.11.1
and 34.12 and Title 62 O.S. § 35.8. OMES IS may amend and publish the amended standards
policies and standards at any time. Compliance is expected with all published policies and
standards, and any published amendments thereof. Employees found in violation of this standard
may be subject to disciplinary action, up to and including termination.

Rationale

To coordinate and require central approval of state agency information technology purchases and
projects to enable the chief information officer to assess the needs and capabilities of state agencies
as well as streamline and consolidate systems to ensure that the state delivers essential public
services to its citizens in the most efficient manner at the lowest possible cost to taxpayers.

Revision history
This standard is subject to periodic review to ensure relevancy.

Effective date: 04/04/2022 Review cycle: Annual
Last revised: 08/01/2022 Last reviewed: 07/04/2024
Approved by: Joe Mclntosh, Chief Information Officer
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