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Non - Compulsory Briefing Session: Wits 2026 20: Telephone Management System RFP 

 BRIEFING SESSION 

 

 

Date: Friday, 14 August 2026,  Time: 10:00am Online Teams Meeting  
 

 
Notes | Minutes  

 

1.  Open and Welcome by procurement – Selaelo Semenya  

2. The project aim – ICT Team 

• to transition from a legacy on-premises telephone system to a cloud-based system, 

aligning with global enterprise technology trends and recognized industry best 

practices in the management of telephone services.  

• Improve operational efficiency, system resilience, and sustainability of the telephone 

services for collaboration and communication platforms.  

• Full integration of the telephone service to the Microsoft Teams calling system 

• Progress to the cloud-based PSTN and SIP services for national and international 

calling services. 

• Support for the legacy devices that are servicing the common areas such as the 

security booths, student residences, and door. 

 

3. High level of Scope of work was unpacked  
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4. Questions & Answers 

Question Response 

1. Existing Telephony and Contact Centre Environment 
1.1 Does Wits require a complete technology refresh, or would the University 
consider retaining and enhancing the existing telephony and contact centre 
technology where technically suitable? 
2. Contact Centre 
2.1 How many contact centre agents are currently required? 
2.2 How many supervisors are required? 
2.3 What functionality is required for contact centre agents? 
2.4 Which inbound and outbound communication channels must be 
supported? 
2.5 What reporting, management information and dashboard functionality is 
required?  
2.6 Is a post-call customer survey required? 
2.7 Is a Quality Assurance (QA) module required? 
2.8 Is social media integration required? If yes, which social media platforms 
must be supported? 
2.9 Are chatbots required? If yes, through which channels, for example web 
chat and/or WhatsApp? 
2.10 Is conversational AI/chatbot functionality required? 
2.11 Must contact centre agents operate only from the Wits LAN/WAN 
environment, or should the solution support remote/work-from-anywhere 
agents with a suitable internet connection? 
2.12 Is CRM integration required? If yes, which CRM platform is currently 
used, and does it provide an open API for integration? 
2.13 Are there any specific AI capabilities that Wits would like included in the 
proposed contact centre solution? 
3. Voice Recording 
3.1 Is voice recording required for all University telephone calls, or only for 
contact centre agent and supervisor calls?  
3.2 Must the voice recordings comply with any specific legal, regulatory or 
evidentiary requirements?  
3.3 Must recordings be stored on-site, or may a secure cloud-hosted 
recording platform be proposed? 
3.4 Is the successful bidder required to migrate existing voice recordings to 
the new recording platform?  

Existing Telephony and Contact Centre Environment 
1.1 Yes, complete technology refresh is required 
 
2. Contact Centre 
 
2.1: 62 agents required 
2.2: 6 supervisors required, 1 for each contact centre. 
2.3: Standard inbound call centre agent features are required such as: 

• Omnichannel support for voice, email, chat and messaging.   

• Efficient call handling, including transfer, conference, 
recording and disposition.  

• CRM and university system integration with screen-pop 
capabilities.  

• Knowledge management and access to relevant procedures 
and information.  

• Queue, case and escalation management.  

• AI-assisted capabilities, such as transcription, summaries 
and suggested responses.  

• Collaboration tools for supervisors and subject-matter 
experts.  

• Security, accessibility and role-based access.  

• Performance and interaction visibility to support effective 
service delivery. 

 
2.4 Refer to Omnichannel support above 

2.5 Provide real-time and historical reporting, management 
information and dashboards covering: 

• Service performance – service levels, response times, 
waiting and abandonment rates.  

• Agent and team performance – volumes, handling times, 
availability and productivity.  
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4. System Administration and Training 
4.1 Which parts of the proposed solution does Wits intend to administer and 
manage internally? 
This information will assist us in determining the appropriate level and scope 
of administrator and user training required. 
5. Number Porting 
5.1 Are the telephone numbers that need to be ported currently hosted by 
Telkom or another VoIP/service provider? 
This information is required as the porting process and associated costs may 
differ depending on the current service provider. 
6. Operator/Switchboard Positions 
6.1 How many operator/switchboard positions are required? 
6.2 Must the proposed solution include handsets, headsets and/or a 
software-based operator application/softphone? 
6.3 Where a software-based operator solution is required, will Wits provide 
the computers/laptops on which the application will operate? 
7. Telephony Management System (TMS) 
7.1 Does Wits require a new TMS solution for reporting and management of 
telephony usage? 
7.2 Must the TMS provide user or departmental budget management, 
including email notifications when predefined budget thresholds are reached? 
7.3 Must the TMS automatically bar external calling when an allocated budget 
has been reached? 
7.4 Is the successful bidder required to migrate historical telephone call 
records from the existing TMS into the new platform? 
8. Migration and Transition 
8.1 Does Wits anticipate a phased transition where users are migrated from 
the existing Mitel PABX environment to the new solution over a period of 
time? 
Alternatively, is the requirement for a complete cutover/rip-and-replace 
migration during a defined implementation window, such as a weekend? 
9. Analogue Extensions and Devices 
9.1 How many analogue extensions or devices must continue to be 
supported? 
9.2 Please confirm the approximate number and types of analogue devices 
that must be accommodated, for example: 

• Channel performance – voice, email, chat and other 
channels.  

• Customer experience – satisfaction, complaints and first-
contact resolution.  

• Operational trends – contact volumes, reasons for contact 
and recurring issues.  

• Workforce management – demand, staffing levels, 
forecasting and capacity.  

• Management dashboards – configurable, role-based 
dashboards with drill-down capabilities.  

• Automated and custom reporting – scheduled reports, 
alerts, data export and integration with university BI systems. 

2.6 Yes  
2.7 Yes  
2.8 Bidders are invited to propose their recommended  approach, 
including any assumptions.  
2.9 Yes, it is required and integrated to the university’          
2.10 Yes, bidders are invited to propose their recommended approach, 
including any assumptions.   
2.11 Both at the university and remote location (e.g. home) 
2.12 Yes, Salesforce. 
2.13 Bidders are invited to propose their recommended 
          approach, including any assumptions., dependencies and 
           implications  

Voice Recording 
3.1 Voice recording only required for Contact centre agents, 
Supervisors and Switchboard Operator Consoles. 
3.2 Voice recordings must comply with all applicable South African 
legal and regulatory requirements, including RICA, POPIA and ECTA  
3.3 Propose a secure cloud hosted recording platform.  
3.4 No 

System Administration and Training 
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• Common-area telephones 

• Door/intercom phones 

• Radio station equipment 

• Fax devices 

• Other analogue equipment 

This information is particularly important where conversion to IP would 
require additional investment in LAN cabling, network switching or other 
supporting infrastructure. 
The above clarifications are important as they have a direct impact on the 
architecture, sizing, migration approach, commercial model and overall 
solution that we propose. 
We therefore kindly request that Wits consider extending the tender closing 
date by four weeks. This additional time, together with clarification on the 
above requirements, will allow bidders to properly assess the University's 
requirements and submit a comprehensive solution that provides the best 
possible value, scalability and protection of Wits' future technology 
investment. 
 

4.1 Wits intends to manage the proposed solution at first and second 
level support, including user management, basic administration, 
monitoring, troubleshooting. 

Number Porting 

5.1 The number range 0117170000 to 0117179999 needs to be ported 
to the new VOIP/service provider.  

Operator/Switchboard Positions 
6.1 6 operator positions are required  
6.2 The proposed solution should include handsets, headsets and 
softphone applications  
6.3 The university will provide personal computers for a software-
based switchboard operator consoles.  

Telephony Management System (TMS) 
7.1 New TMS required. Bidders are invited to propose a solution, 
including any assumptions, dependencies and implications  
7.2 Yes, departmental budget management required with email 
notifications when predefined budget limits have been exceeded 
7.3 TMS to bar outgoing calls when budget limit is exceeded. 
7.4 Not required. 

Migration and Transition 
8.1 Phased transition where users are migrated from the existing 
system will be done. 

Analogue Extensions and Devices 
9.1 50 (estimated) 
9.2 Common-area phones 60 (estimated) 
        Door/intercom phones 50 (estimated) 
        Radio station lines: 3  
        Fax devices: no fax devices. 

1) Who is the current line provider in terms of Lines and numbers 
2) Are you looking at porting all numbers to the new service provider? 

1. ITEC Tiyende. 
2. Yes (if a new service provider is proposed). 
3. Yes, each contact centre uses one number. 
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3) I know in the briefing you mentioned many numbers but does each 
contact centre only have one advertised number? 

4) Do you perhaps have an existing extension list so we can look and 
ensure we include all extensions in our solution 

5) Do you need wall boards stating current calls, wrap up time, missed and 
taken calls? 

 

4. The existing extension list ranges from 0117170000 to 

0117179999.  

5. Yes, wallboard is required. 

- to provide real-time visibility of contact centre performance, - 

current call volumes, agent availability, wrap-up times, missed 

calls, and handled calls.  

- to enhance contact centre operations. 
 

1. User and Extension Quantities 
The briefing referred to approximately 10,000 telephone extensions. Can Wits 
provide a detailed breakdown of: 

o Named users. 
o Shared users.  
o Contact centre agents. 
o Operator users.  
o Common-area devices.  
o Analogue devices unallocated 

Are all 10,000 extensions expected to be migrated during the initial 
implementation phase?  
2. Physical Devices 

1. Does the scope include the supply of new physical devices? If existing 
models cannot be reusable 

2. If yes, can Wits provide quantities for:   
o Teams-certified desk phones:  
o Executive phones 
o Reception phones 
o Common-area phones 
o Conference room phones 
o Residence phones 

3. Should bidders assume reuse of existing handsets where technically 
feasible? 

4. Should endpoint devices be priced as mandatory or optional items? 
 
 
 

1.User and Extension Quantities 
Yes, as they are all owned by the university. All 10 000 numbers must 
be ported although some of them might be unused initially.   
2.Physical Devices 
2.1 Yes, if existing models cannot be reusable on the proposed 

solution. 
2.2 Offer pricing for one to allow flexible quantity costing  
2.3 Yes 
2.4 Priced based on reusability 

 
3.Contact Centre 
3.1: 6 contract centres 
3.2: 1 supervisor per contact centre 
          ICT Helpdesk: 10 agents   
         Student Contact Centre: 32 agents 
         PIMD: 6 agents 
         Fees Office: 4 agents 
         Financial Aid: 4 agents 
         Ulwazi: 5 agents 
 
3.3 Solution must be able to integrate with all below including AI and 
Chatbot, ITSM 

Voice 
Email 
Web Chat 
WhatsApp 
Social Media 
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3. Contact Centre 
1. How many contact centres are included in scope?  
2. How many agents and supervisors currently operate within each 

contact centre?  
3. What channels are required 
4. Is CRM integration required? If yes, which CRM platforms?  
5. Are historic contact centre reports and recordings required to be 

migrated? No 
6. What workforce management, quality management, or analytics 

capabilities are required?  
 

4. Switchboard Operator Requirements 
 
1. How many switchboard operator positions are required?  
1. Are attendant consoles required, or is a software-based operator 

console acceptable?  
2. Are there multiple switchboards across campuses?  
3. Is after-hours operator coverage required?  

5. Call Recording 
1. How many users require call recording? 
2. Is recording required for: 
3. What recording retention period is required?  
4. Is speech analytics required?  
5. Is migration of existing recordings required?  

 
6. Common Areas and Analogue Devices 
The briefing slide specifically includes security booths, residences, intercoms, 
common area devices, and analogue gateway solutions. 

1. Can Wits provide quantities for: if is for pricing provide price per 
device to allow flexibility 

• Security booth telephones 

• Student residence telephones 

• Door phones/intercoms 

• Shared/common-area devices 

• Emergency telephones 
2. Can Wits provide an inventory of analogue devices currently 

deployed? 

 
3.4 If yes, which CRM platforms? Not as part of this implementation. 
SalesForce and Oracle might be a future consideration. 
3.5Yes 
3.6 No specific workforce management required.  
 
4.Switchboard Operator Requirements 
 
4.1: 6 switchboard positions 
4.2 Software based switchboard operator console. 
4.3: 6 Switchboard operators 
4.4: After-hours calls are diverted to the Campus Protection Services 
group of extensions. 
 
5.Call Recording 
5.1 All call centre agents(62), supervisors(6) and switchboard 

consoles(6) 
5.2 No 
5.3 1 year - the system must support a configurable call-recording 

retention period, with automatic deletion/archiving when the 
retention period expires. 

5.4 Bidders can propose their solution with pricing 
5.5 Yes 
 
6. Common Areas and Analogue Devices 
6.1 Can Wits provide quantities for: if is for pricing provide price per 
device to allow flexibility.  
 
Total 6500 devices (approximate). 
 
6.2 Door phones/intercoms:  100 (approximate) 
6.3 Service provider to propose handset  usability or replacement as 
per their solution 
6.4 Yes, propose usability or replacement per device 
 
6.5 Not yet, in future and must be compatible to systems such as 
Galagha.  
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3. Which analogue device types must remain operational following 
migration? For handset propose usability or replacement per device 

4. Are analogue gateways expected to be supplied by the successful 
bidder?  

5. Are any intercom systems integrated with access control solutions?   
10. Sites and Campuses 

2. How many campuses and locations are included in scope?  
3. Can Wits provide a site inventory with estimated user counts per 

site?  
4. Are all sites connected through a common network infrastructure?  

 

 
10. Sites and Campuses 
10.1 5 main campuses (Parktown and Braamfontein) and Braamfontein 
precinct buildings 
 
10.2 Please refer to question 6.2 for the inventory. Please confirm what 
inventory you are looking for, as you have already asked for device 
quantities on question 2 & 6 and number quantities ques 1 
  
10.3  Yes, all areas using 011 717 7xxx 
 

1. Is the expectation to integrate with the existing third-party platforms, 
or is a complete replacement of these platforms envisaged? 

2. Please provide the detailed scope of the contact centre requirements. 
Additionally, please confirm whether a complete replacement of the 
existing contact centre solution is acceptable. 

3. Please provide an inventory of all existing handsets, ATA gateways, 
and any other legacy devices, including their make and model 
numbers, so that we can assess compatibility with the proposed 
solution. 

4. Kindly provide the number porting requirements, including: 
o The total number of telephone numbers to be ported. 
o The current service provider(s). 
o The allocation of numbers, as the tender documentation 

currently references 10,000 extensions and requests pricing 
on a per-device basis, but does not specify the number 
porting requirements. 

 

1. Is up your company propose solution, if it can be replace or integrate 
with existing third party platform, the full platform should be supported 
by your company. 
2. The proposed contact centre solution should provide functionality 

equivalent to or better than the current environment, including voice 

and digital channel capabilities, real-time monitoring and reporting, 

dashboards, wallboards, call recording, and integration with relevant 

systems. 

Please refer to the section 2 Contact Centre above. 
 
A complete replacement of the existing contact centre solution is 

acceptable, provided that the proposed solution meets or exceeds the 

current functionality and all requirements outlined in the Scope of 

Work. 

3. base it on 6.2 answer  

4. 10 000, Itec Tiyende, The existing extension list ranges from 
0117170000 to 0117179999. The porting number is 10 000 
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 Whether the expectation is integration with the existing third-party platforms 
or a complete replacement. 

Migrating to the new solution that must be compatible with Microsoft 
Teams Phone 

The detailed scope of the contact center requirements. If we can replace 
them 

Please provide a solution that will be able to provide capabilities for 
multiple integrated contact centres, and must be compatible with 
Microsoft Teams Phone 

A list of all existing handsets, ATA gateways, and any other legacy devices, 
including model numbers, so we can confirm compatibility. 

Current models for Mitel  handsets: 6910 , 6920, 6930, 6940, and 
6970, Yeastar Model TA100 & Grandstream  HT812 

No number porting information how many numbers and from what provider 
                                    ’        k                         

a) The request was that bidders specify how they will handle number 
porting for the full range of 10 000 university-owned numbers 
(0117170000 to 0117179999), and costing. 

b) The request is for costing for each device (handset). For further 
details, please refer to the pricing template.  

The RFQ speaks of call barring; please can you confirm if it's budget barring, 
like for instance, do you require users to be allocated a budget 
Data Migration of existing CPR records to new TMS platform  

Yes 
 
Data migration of CDRs not required 

I see no requirements for call baring. Could you kindly clarify requirements?  
 

Currently, we have 30 users using budget barring 

Please advise if Licensing is going to be required for teams and what type of 
license are required and how many. thanks 

No Teams license is required, as that is acquired through a separate 
process. 
 

Do we need to cost the MS Teams Phone system with Direct routing as a 
complete rip and replace, replacing the entire Mitel solution (PABX, Call 
Centre, Datatec voice recording and TMS solution)? 

Yes 
 
 
 

Do you want all telephony users - IP and analogue to migrate to MS Teams 
Phone system, which will include analogue voice gateway replacements? 
 

Yes 

 

It is compulsory for bidders to submit Annexure 5A as part of 
references; this is to make sure that references letters are aligned with 
the scope of work 

 


