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Introduction 
  

About Us 
We at Sagadahoc County serve the citizens of Sagadahoc County to provides:  Emergency Management, Law 
Enforcement, Emergency Dispatching, Probate, Registry of Deeds, and District Attorney’s Office. We are committed to 
answering all 9-1-1 and non-emergency calls with professionalism, integrity, and compassion while efficiently 
dispatching police, fire, and emergency medical services. Customer service is essential to our success, so we treat each 
caller with empathy and respect. Our dedicated and highly trained professionals routinely offer life-saving medical 
instructions in addition to providing accurate public safety information. 
  
The Communications Center and Sheriff’s Office is staffed 24 hours a day, 365 days a year, and provides 24-hour 
telephone service to the public for information or assistance that may be needed in emergencies.  
 

Request for Proposal 
Our current telephone environment consists of 1 Avaya IP Office 500 system, with digital and analog endpoints.  This 
Request for Proposal is to upgrade or replace the existing system to meet our needs today and in the future. 

Environment 
Locations 
Sagadahoc County is headquartered at 752 High Street, Bath Maine 04530 

Infrastructure 
The solution must support up to 200 users and 100 endpoints, as users may have multiple endpoints or no endpoints.   

SAGADAHOC COUNTY prefers an on-premises solution with perpetual licensing. Any components that are subscription-
based or require periodic renewals (including software or hardware maintenance contracts) must be specified in the 
proposal.     

Due to the nature of our business, uptime is critical.  We are looking for a system with duplicated processing should the 
primary processor experience an outage.  Phones should register to the secondary processor until the Primary processor 
has been restored.  Trunks should be available to both processors in the event the Primary processor goes off-line. 

Voice messaging should also continue to operate should the Primary processor experience an outage.  Voice mail to 
email is also required. 
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System Requirements 
 

The new system must support VoIP endpoints, digital endpoints, analog stations, and software-based phones. The 
softphones will be applications loaded on SAGADAHOC COUNTY computers and mobile devices that can connect to 
office networks or over the Internet using cellular data or home/private networks. Softphone users will utilize headsets 
whenever possible for client privacy. Some offices will need conference room endpoints with full duplex speakerphones 
and support for multiple microphones. Offices may have shared phones in open locations, wall-mounted phones, and 
wireless analog or VoIP handsets. 

The new system must be compatible with our existing onsite Equature recording server with the ability to continue 
recording calls that are transferred out of the system.   

The softphone application(s) must support internal 4-digit dialing, external calling, and normal call handling functions 
such as hold, transfer, mute, and conference. The softphone should support multiple line appearances, should be able to 
detect a user’s presence (available, on a call) based on telephone activity, and control a physical telephone if desired by 
the user (on/off hook, dialing).  The softphone should retrieve calendar information from the user’s Outlook/Office365 
for advanced status (In a meeting, out of office, etc.).   

The new system must support audio and video calls natively. Endpoints may be audio-only, but softphones must support 
video if supported by the underlying hardware.   

Users will need support and licensing for multiple endpoints (physical phone, soft phone, mobile phone) and voice mail.  
If a user is identified as one who needs a floating extension, the user should be able to “move” their extension 
temporarily to any similar endpoint by logging in on the endpoint using the dial pad with a PIN or passcode and 
disconnect the temporary association when the user leaves.   

Users should be able to access a web-based portal to modify basic phone features, such as setting speed dial numbers 
and changing ring tones.  

The new system must be compatible with our Zetron radio network specifically must support the TRHI port as described 
in appendix A.  
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Endpoints 
SAGADAHOC COUNTY will classify endpoint requirements as follows: 

 Assigned Desk Phone: This endpoint will be assigned to a specific user.  The endpoint should have dedicated 
buttons for hold, transfer, conference, mute, speakerphone, and headset. Support for a wired headset is ideal. 
Each endpoint must support caller ID, directory lookup, and have a visual voicemail message waiting lamp.    

 Unassigned Desk Phone: This endpoint will not be assigned to a specific user and will have a generic extension 
assigned. It will be used primarily for “hoteling” workspaces. If desired, a named user with a personal assigned 
extension should be able to “log in” on this shared phone to assign their assigned extension and profile to it 
temporarily.  The endpoint should have dedicated buttons for hold, transfer, conference, mute, speakerphone, 
and headset. Support for a wired headset is ideal, or with an interchangeable wireless base where a user can 
place their headset in the base to automatically assign the user’s extension to the endpoint. Each endpoint must 
support caller ID and directory lookup.  S  

 Soft Phone: The system must support multiple softphone applications which will run on a Windows 10 
PC/laptop, a MacOS PC/laptop, an Apple iPad and/or iPhone, or an Android tablet/phone. A user may have an 
assigned desk phone or may be only on a softphone. The user’s extension number should be the same 
regardless of the endpoint and calls to the user’s extension should ring all instances of that extension 
simultaneously. A user may also require multiple assigned extensions that may be different, depending on 
device.  The soft phone application must support all standard call functions (hold, transfer, conference, mute), 
and support video calling if supported by the endpoint.  

 Conference Room: A conference room phone, VoIP or analog, should support multiple microphones based on 
room size. The telephone should support full duplex audio and offer all standard call functions.  

 Portable Phones: Capability to add IP cordless phones, utilizing a wireless base station using DECT 6.0, or an 
802.11 wireless VoIP phone, that utilizes the on-premises wireless network for communications.   

 Key Expansion Modules: For desk phones which need additional line appearance buttons, direct station 
selection/busy lamp field buttons, or other softkey functionality, some models may require the use of additional 
buttons in addition to the standard set provided by the device. The specific button requirements will be noted in 
the Locations table.   

All endpoint lines must have the ability to mask or block outbound caller ID on a per line instance basis. Calls will be 
marked with the appropriate public telephone number or marked as Anonymous/Private as needed for HIPAA 
compliance.   

Some endpoints will need Busy Lamp/Pick Up features to provide coverage for other lines within a location.   

Users should be able to record an active call to voice mail on demand by pressing a softkey or key sequence.   

Endpoint/Location Summary 

Location 
Assigned 

Desk 
Phones 

Side 
car/button 

module 

Cell Phone App 
(unduplicated ) 

Conference 
Room Basic 

Basic/Shared 
Unassigned 
Deskphone 

Portable 
Phones 

Wall 
Mounts 

Bath 50 10 50 3 5 0 TBD 
        
        
Totals: 50 10 50 2 5 0 TBD 
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Server/System Requirements 

All virtual appliances must run on SAGADAHOC COUNTY HyperV infrastructure. SAGADAHOC COUNTY will provide the 
resources necessary to meet the specifications required by the Vendor in its RFP response.  Virtual appliances must 
provide primary and secondary servers to allow for redundancy and coverage during maintenance windows.   

An optional session border controller must be provided to allow for 25 concurrent calls utilizing softphone or mobile 
ap’s on smart devices. 

Analog ports can be provided using a multi-port gateway device connected to traditional punch down blocks, or via small 
remote IP to analog terminals for locations where only a few analog ports are required.  

Vendor Requirements 
Vendor is responsible for the complete rollout of the new telephone system. Vendor will provide project management 
services including customer scheduling and end user notification and will provide weekly updates with SAGADAHOC 
COUNTY IT management team.  

Vendor will provide training at no additional charge. 

Vendor must also include a proposal for ongoing 3 year 7x24 support after the conclusion of the project. SAGADAHOC 
COUNTY would like to see a standard labor rate for support troubleshooting and problem resolution, and annual 
software maintenance upgrades.  

Proposal Submission 
All proposals must be received no later than end of business on 03/01/2023. Proposals must be delivered via email to 
Director of IT, Michael Dean, at  mdean@sagadahoccountyme.gov.   Proposals too large to email may use a 
Dropbox, Google Drive, or Microsoft Share delivery.   SAGADAHOC COUNTY is not responsible for late/missing email 
transmissions or receipt.  

Proposals must contain product information, specifications, and pricing for all components. Vendors must discuss how 
its solution will meet the requirements specified here by SAGADAHOC COUNTY, and Vendor’s ability to implement the 
proposed solution.  

If subcontractors are to be used, vendor must specify the name, address, phone number, contact person, and a brief 
description of the subcontractor’s role in the proposal.   
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Appendix A 

 

Rear Layout 

The Headset 2 port supports a second headset jackbox in ACOM and MAX Dispatch systems. 

 

 

Note There are two separate "Ear +" connections, representing two different audio channels. These channels have 
different meanings depending on the device, for example left/right, select/unselect, or monitor 1/2. 

Table 14: Headset ports 

 

Signal Pin 

Mouth + 1 

Mouth - 2 

Jack sense 3 

Ear - 4 

Ear+A 5 
Ear + B 6 
PTT + 7 
PTT - 8 

 

The nominal expected input (microphone) level is -19 dBu (-13 dBu sine wave). For ACOM systems, the bias current can 
be modified using its configuration software to support a wide range of microphone types. 

The nominal output (ear piece) level is -13 dBu (-7 dBu sine wave) into a 600 LI load. 

For ACOM consoles, additional configuration and level adjustment is possible using ACOM Position Manager. 

TRHI 

The TRHI port is used for sharing the Media Dock XS handsets or headsets with a telephone instrument, and can be 
connected as follows: 

· For any phone with a NENA-compliant headset jack, use a 6-conductor RJ patch cable. 

· For a Zetron 3240 Desktop Phone, use a 6-conductor RJ patch cable to connect to J5 on the phone. 
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· For a Zetron 3299 Console Phone, use a 6-conductor RJ patch cable to connect to 

H FADSET/RADIO (TRHI) on the phone. 

For phones not providing On/Off hook contact closure, one of the following solutions must be used for off-hook 
detection: 

  

Interfaces 

· A script can be installed that enables telephone mouthpiece current to be used for off-hook detection. For more 
information, see MAX Dispatch Custom Scripts (P/N 011-0898) and refer to the "TRHI Enable Mic. Current Sense.py" 
script. 

· A custom cable can also be built. Most commercial phones only have a 4-pin headset connector with mouth and 
ear connections. To make the ofd hook connections, the phone must be modified to bring the off-hook switch 
connections to pins 1 and 6. The existing 4-pins from the headset connector become pins 2-5. 

          

Pin 1 is to the left when looking at the port. Table 15: TRHI port 

Signal Pin 
Off hook - (from phone') 1 
Mouth + (to phone) 2 
Ear - (from phone) 3 
Ear + (from phone) 4 
Mouth - (to phone) 5 
Off hook + (from phone) 6 

 

I Off hook contact sense requires JP1 and JP2 to be installed in position A. (Factory Default) 

The phone may be detected as off-hook using either contact closure on pins 1 and 6 or current on pins 2 and 5. 

TRHI Ear: Normal expected voice level is -34 dBu (-28 dBu sine wave). 

TRHI Mouth: Normal audio level is -34 dBu (-28 dBu sine wave) with the default gain setting into a 220 Ohm load. 
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For ACOM consoles, additional configuration and level adjustment are possible using the ACOM Position Manager 
application. 

 

TRHI Bypass Mode 

When the Media Dock XS is not configured or has lost communications with the console service over the USB port, it 
enters Bypass Mode. This is a fall-back mode that ensures the headsets can still be used with the TRHI device. 

While in Bypass Mode: 

· The TRHI LED will show red 

· Microphone audio from the Headset 1 and Headset 2 ports is summed together and routed to the TRHI port via 
relays 

· The audio from the TRHI is routed to both the Headset 1 and Headset 2 earpieces 

The USB port connects with the PC, providing a path for digital audio and signaling. The Media Dock XS requires a USB 
2.0 Full Speed (12 Mbit/s) connection. 

The USB port is a Type B USB 2.0 connection and requires a Type A-to-Type B USB 2.0 cable to connect it to the console 
PC. 

The Media Dock XS enumerates as two USB audio devices and a custom HID control device. The default Windows drivers 
are sufficient and install automatically when the Media Dock XS first connects. 

When the Media Dock XS is connected to the console PC, there are three hardware entries added to the Window Device 
Manager: 

· In the Human Interface Devices section, each connected Media Dock XS is listed as an HID-compliant device. This 
HID device is used by the console software for monitor & control of the Media Dock XS. 

· In the Sound, Video, and Game Controllers section, Zetron Custom Audio A (DO NOT USE) provides a duplex 
stereo audio interface for the console to pass custom audio to and from the Media Dock XS. Do not use this sound 
interface for PC Tones or IRR recording. 

· In the Sound, Video, and Game Controllers section, Zetron Standard Audio A provides a stereo audio playback 
interface for purposes such as moving PC Tones from the PC to the Media Dock XS. 

 

 

 

 


