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16 November 2023
Dear Sir/Madam

Freedom of Information Act 2000 (FOIA)
Request ID: FOI557342028

Thank you for your request for information relating to LAN, Core & Edge refresh.
You have requested the following information:

1. When was your last networking (LAN, Core & Edge refresh, and when is the next refresh
planned?

There is a continuous rolling programme of network hardware replacements.
1a. What would you like to improve upon in your next refresh?
Not applicable.

1b. Could you please confirm the supplier for your current contract and the vendor that you
are using?

CDW.
2. When was your last Wi-Fi refresh, and when is the next refresh planned?
June 2018 and nothing currently planned.

2a. What would you like to improve upon in your next refresh?
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Not applicable.

2b. Could you please confirm the supplier for your current contract and the vendor that you
are using?

CDW/Cisco.

3. When was your last telephony or Unified Communications refresh, and when is the next
refresh planned?

January 2020 and nothing currently planned.
3a. What would you like to improve upon in your next refresh?
Not applicable.

3b. Could you please confirm the supplier for your current contract and the vendor that you
are using?

Microsoft.

4. Do you currently use SD-WAN or SASE, if not it this something that you are planning to
do?

No.

4a. If yes, could you please confirm the supplier for your current contract and the vendor
that you are using?

Not applicable.

5. How many users do you currently have in your contact centre?
371.

5a. What would you like to improve upon with your contact centre

Intuitive IVRs for phone/internet/chat — grasping info from all medias and informing IVRs and
messaging across all medias in some automation

Additional Multi media: phone/email/chat/SMS - in particular email/SMS

CRM: link contacts across the Councils CRM platforms

Reporting: easily set up reports/dashboards for real time and historic monitoring and set up custom
metrics for these reports. Also require ability to report on agent activity via agent status thru the call

journey. Also need to see any call/chat/email journey and report/playback the journey.

5b. Could you please confirm the supplier for your current contract and the vendor that you



are using?
8x8.

The supply of information in response to a FOI/EIR request does not confer an automatic right to
re-use the information. You can use any information supplied for the purposes of private study and
non-commercial research without requiring further permission. Similarly, information supplied can
also be re-used for the purposes of news reporting. An exception to this is photographs. Please
contact us if you wish to use the information for any other purpose.

For information, we publish a variety of information such as: FOI/EIR Disclosure Log, Publication
Scheme, Facts about Coventry and Open Data that you may find of useful if you are looking for
information in the future.

If you are unhappy with the handling of your request, you can ask us to review our response.
Requests for reviews should be submitted within 40 days of the date of receipt of our response to
your original request — email: infogov@coventry.gov.uk

If you are unhappy with the outcome of our review, you can write to the Information Commissioner,
who can be contacted at: Information Commissioner’s Office, Wycliffe House, Water Lane,
Wilmslow, Cheshire, SK9 5AF or email icocasework@ico.org.uk.

Please remember to quote the reference number above in your response.

Yours faithfully

Information Governance
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