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Contract Amendment to Covington Creative, LLC for Implementation Services for SAP Contact Center
(B)

GRU entered into a Contract on November 27, 2018, for implementation services for SAP Contact Center. SAP
Contact Center is replacing existing Contact Center software and Interactive Voice Response (IVR) for the
GRU Customer Call Center and Outage Reporting.

Staff is now seeking additional, optional services that were quoted in the bid response. Those services include
application managed services and call center reporting software, EyeDogz.

This item was on the consent agenda of the UAB's July 11, 2019 meeting.

Funds in the amount of $28,800 are available in the GRU Customer Operations budget. Subsequent annual cost
for this item are estimated at $16,400, subject to budget approval.

Staff Recommendation: The City Commission authorize the GRU General Manager or his designee to execute
First Amendment to the Contract between The City of Gainesville d/b/a Gainesville Regional Utilities, and
Covington Creative, LCC for Implementation Services for SAP Contact Center, subject to approval by the City
Attorney as to form and legality.

UAB:  The UAB voted 4-0, with members Alford, Miles and Porter absent, to advise the City Commission to
approve the staff recommendation.
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