REQUEST FOR PROPOSAL

FOR

Call Center and Internet Service Channel CRM

I. INTRODUCTION

The City of Hampton is seeking an integrated Call Center and Internet Service Channel Customer Relationship Management System.  
It is the policy of the City of Hampton to obtain maximum competition consistent with the nature of each procurement action.  To prevent unnecessary expense associated with the preparation and submission of any proposal, only firms able to demonstrate expertise in CRM, 311 or customer call center systems are encouraged to respond to this RFP.  Offerors are encouraged to submit their best, most realistic, and thoughtful proposal.  

Any oral explanations given before the award of the contract will not be binding on the City.  All additions, deletions, or changes to this RFP will be made by RFP amendment.  Each amendment will be identified by number, and receipt should be acknowledged in each Offeror’s proposal.  The City does not accept responsibility for information received by a prospective Offeror who is not registered with the City’s Procurement Office with a response package and (if applicable) its amendments or which is not released by the Contracting Officer.  A Pre-Proposal Conference will be held.

This solicitation does not commit the City to award the contract, since the right to reject any or all proposals is reserved.  The Contracting Officer is the only individual who can legally commit the City to the expenditure of public funds in connection with the proposed procurement.  Recognizing the City’s budgetary limitations, the City may opt to a) award a proposal in its entirety; b) award portions which fulfill requirements of the RFP; or c) reject all proposals received.

II. Background

The City of Hampton, with a population of 146,000, deployed the first 311 Call Center in Virginia in September 1999.  The call center allows citizens to call the city for services 24 hours a day using one easy to remember number utilizing a “just one call does it all” service philosophy.  The Hampton call center has received numerous awards including PTI’s Technology Solutions award, the Commonwealth of Virginia’s Governor’s Technology award, the Virginia Municipal League Award and has performed presentations for the ICMA and Government Technology magazine.  The City has also been visited by numerous localities, some from as far away as Anchorage, Alaska, seeking advice on implementing their own 311 call center.

Hampton’s 311 call center was put together using state of the art telephony, technology and database systems.  Reengineering played a pivotal role as it allowed the city to deploy the call center with a moderate one-time investment and a minimal increase in recurring expenses.  The call center project has resulted in increased operational efficiency, organizational capacity and improved citizen satisfaction.

The call center project had its beginnings as part of a citywide strategic planning process.  The city called on internal staff, community leaders, businesses and residents to participate in the strategic planning process.  Through the planning process, customer service – dubbed “customer delight” to denote the exceeding of customer expectations – was identified as one of 5 critical issues necessary for the maintenance and improvement of the quality of life in Hampton.  It is the customer delight initiative that has produced not only the 311-call center, but also e-government and many other customer service enhancing projects throughout the city.  Additionally, the customer delight initiative has focused attention on the customer service value-ethic across the organization, lending energy, enthusiasm and pride to city staff and the community.

The call center currently employs 13 full-time staff and 6 part-time staff with operational hours from 7:00 a.m. to 11:00 p.m. 7 days a week, to include holidays.  Weekday call volumes average in the 750-800 calls per day range, with an average monthly trunk volume of 25,500 and an average monthly service request of 4,600.  The call center has also experienced an average of 12.1% growth in call volume over the last 3 years.  The current software system has approximately 45 end users in various city departments outside of the call center.  The call center supports the 4 largest service request departments in the city:  Public Works, Parks & Recreation, Code Compliance and the City Assessor’s Office.

III. Project Scope

It is the intent of the city to purchase a software system that integrates knowledge management, customer relationship management and work order management in a web browser environment.  The City of Hampton is NOT interested in a hosted solution.  

The selected vendor may also be utilized for related data management solutions.  The City of Hampton reserves the right to purchase optional modules or services at a future date.

The following features and functions are required: 

A. System Features and Functional Requirements
1. Knowledge Base:  The system shall provide a Knowledge Base composed of information for various request types, frequently asked questions, scripts and other pertinent information.

1.1. The system shall allow call center supervisors (a.k.a. administrators) to update the knowledge base of frequently asked questions/scripts and to modify workflow options as required.

1.2. The system shall provide the ability to organize knowledge base items into work groups (departments, agencies or other organizational units) and create links through workflow options to the work request management system.

1.3. The system shall allow participating agency/department supervisors (a.k.a. provider leads) to update the knowledge base of frequently asked questions and scripts specific to their organization with oversight by administrators.

1.4. The system shall provide searches in the knowledge base, based on keyword, full text, wild-card searches, with additional parameters for organization.

1.5. The system shall provide reporting and listing of knowledge base items for management and updating based on user defined fields.

1.6. The system shall enable participation among diverse organizations outside of the city’s immediate network infrastructure through use of the Internet and user accounts with appropriate levels of security, access and authority.
1.7. The system has an area that designates the “top 10” requests as computed by a real-time analyzer.

1.8. The system shall provide a “hot and new” area of the web browser entry screen to draw attention to important items and facts relevant for that date.

1.9. The system shall provide updating, scheduling and purging of time sensitive events and hot and new items by administrators.

1.10. The system shall provide a bulletin board area similar to hot and new.

2. Customer Tracking:  The system shall provide a Customer Tracking database for recording and tracking customer information.

2.1. The system shall provide searches in customer tracking system based on address, telephone number, customer name or e-mail address.

2.2. The system shall provide a method to identify and track customers with special needs as applicable for emergency management and homeland security purposes.

2.3. The system shall provide the ability to identify duplicate customer records based on defined criteria and “collapse” customer information database records to eliminate duplicates.

3. Work Request Management:  The system shall provide a Work Request Management system capable of dispatching, tracking and reporting on requests based on address, location, place name (i.e.: a park), or customer information.

3.1. The system shall allow call takers (a.k.a. advocates) to receive and process requests for service from citizens through the 311 call center system.

3.2. The system shall provide work-flow options for e-mail, specific network printers, fax or interface files so that individual work order types may be setup to automatically direct submissions through the appropriate channel.

3.3. The system shall provide tracking and processing of requests including time received, time completed, and other pertinent information.

3.4. The system shall provide the ability to identify duplicate requests based on defined criteria and “collapse” work request database records to eliminate duplicates.

3.5. The system shall allow designated work requests to be received via a web browser over the Internet from the general public (and therefore from general employees as well).

3.6. The system shall allow customer access to complaints/requests for service they have submitted using a tracking ID and personal account login over the Internet.

3.7. The system shall provide searches of particular work requests by address, location (such as intersections) or request type.

3.8. The system shall provide monitoring of performance metrics for:

3.8.1. Response times

3.8.2. Time required to complete requests

3.8.3. Escalation alarms

3.9. The system shall allow participating departments and agencies to receive work requests based on their preference: by e-mail, fax, hard copy (via LAN printer), Internet web browser or application interface files (integrate with back-end systems).

3.10. The system shall allow information required by participating departments and agencies for particular requests to be recorded and forwarded as necessary.  The system shall allow for user defined workflow options and user defined business rules in such a way as to allow custom configuration for each individual work request type based on information required from customer and destination of work request for processing.

3.11. The system shall provide for automatic receipt and processing of updates from end-using department/agency processing systems through a designated interface (describe in detail).

3.12. The system shall provide automated alarms and escalations, highlight overdue requests, change priority settings, and notify appropriate staff via e-mail according to business rules.  Call takers can manually escalate requests as needed.

B. Technical & Other Requirements

1. System shall be fully web-enabled -- that is, the system shall be accessed through a web browser by administrators, call center personnel, general employees, external providers and the public.

2. The system shall integrate telephony (311), Internet, and other service channels so as to provide for ease of management and work flow processes regardless of the service channel selected by the citizen such as phone, email, postal mail, kiosk, and/or walk-up.
3. The system shall enable participation among diverse organizations outside of the city’s immediate network infrastructure through use of the Internet and user accounts with appropriate levels of security, access and authority.
4. The system shall provide multiple roles/levels of access/authority (security) including:

4.1. Administrator (full access)

4.2. Advocate (access to all functions except updates to knowledge base, but including items flagged for internal use only)

4.3. Provider (access only to work request management records designated for their organization)

4.4. Provider Lead (access to provider functions plus updates to knowledge base records specific to provider’s organization

4.5. Public (read-only access to knowledge base items NOT flagged for internal use only and work request management functions designated accessible by public)

5. The system shall track additions, deletions and modifications to data in the system including FAQs, work requests or customer information, with a minimum of user-id and date/time stamps.

6. The system shall provide a method to make automated outbound notifications by email, pager, PDA, voice, or similar, to individuals and/or groups as configured by the system.  It is the desire of the city to use such a system in conjunction with the customer-tracking database in the event of an emergency to notify special needs citizens, or for use to notify staff as part of a particular work request work flow procedure.

7. The system shall integrate with Avaya telephony products, so as to provide a customer search based on caller-id (a.k.a. 'screen pops').  The call center specifically uses the Definity G3CSI (a.k.a. Prologic).

8. The system shall provide the ability to attach or merge documents, emails, pictures, etc., to a customer record, a service request or an FAQ record.

9. The system shall provide user defined fields that can be configured as mandatory or optional when entering into the system.  These fields will be used for items such as:

9.1. Tracking and reporting purposes specific for agencies and departments

9.2. State, federal, or FEMA requirements

10. The system shall provide a way to create various management and ad-hoc reports from the customer, knowledge management and work requests databases.  The reporting system will allow/provide:

10.1. Queries and reports based on user defined fields.

10.2. Queries and reports based on request type, geographical area, date or time.

10.3. Statistical reports based on user defined criteria

10.4. Charts and graphs

10.5. Maintenance reports for specific tables

10.6. A listing of outstanding requests with user defined criteria

11. The system shall integrate with a standardized street index file for validation and accurate location and address and provides mapping capabilities using standard integration with ESRI shape files from Hampton's GIS system.

12. The system shall provide a method to verify accurate street addressing and locations based on the city’s standardized street index files.

12.1. If an address/location cannot be determined, the call taker will have the ability to over-ride system error messages.  A notification will be made to the administrator of the override.

12.2. A location can be specified as a street address, intersection (entered in either order), or commonplace name.

13. The system performance must meet an acceptable 'response time' to inquiries made by users.  Response times may be defined differently based on the type of user, hardware and/or connectivity method.  Call takers in the call center must have 'sub-second' response time while using the system.  The offeror shall provide information on anticipated response times based on design considerations and anticipated load of the proposed system.

14. The system is developed utilizing a state-of-the-art development architecture.  Specify architecture including programming language(s), database and applicable tiers.   

15. The city will be granted a perpetual license for the software, and the vendor will make available the latest copy of the system’s source-code.  The vendor will also send future versions of the source code to the city so long as the city is entitled to such updates.  It is the intent of the city to keep a copy of the source code for maintenance purposes should the city desire not to receive support from the vendor in the future.  

16. The system shall include complete user and technical documentation.

17. The system shall provide a method for backing up files and/or redundancy methods.
18. Updating of files, tables and other maintenance activities will not adversely affect system performance or operations.
IV. City Responsibilities

During and after implementation, the City will provide the following:

1. A project manager to oversee and coordinate installation, configuration and training between offeror’s staff and city staff

2. All necessary hardware, including servers and PCs, respective operating system(s) and database software, unless offeror proposes otherwise

3. Workspace for offeror project and technical staff as required

4. Staff to assist in installation activities to include installation and setup of server(s)

5. Staff to assist in testing including reports, scripting and work flow

6. Staff to assist in the migration or conversion of any data 

7. Internet access for offeror staff

V. Offeror Responsibilities

During and after implementation, the offeror shall:

1. Deliver a web-enabled system that includes the features, functions and documentation as described in Section III.

2. Install, configure and deploy the system.

3. Train city personnel in use and support of the system

4. Manage offeror’s staff and activities

5. Provide ongoing support for bugs, system problems and issues that may arise in an operational setting.

6. Maintenance to keep the system compatible with the latest commonly accepted release of operating system and database software.

7. Migrate the city’s FAQ database into the new system (currently in a SQL database developed by the city).

8. Migrate the city’s existing work order history into the new system (currently in a Visual FoxPro database provided by GOVT.com).

9. Install communication interfaces for faxes, printers, e-mail and back-end departmental systems, etc.

The project duration should not exceed 6 months.  It is proposed that the city and the offeror agree on specific milestones and completion dates, and that periodic reviews take place.

VI. PROPOSAL INSTRUCTIONS

General:
Interested parties must submit four (4) copies of their proposal properly signed by an individual(s) authorized to obligate the Offeror, and one electronic copy submitted via diskette.

Proposal Outline:

Each proposal must include the following in the specified order:

1. A description of the company/offeror, the staff’s credentials and background.

2. A brief statement of the Offeror’s understanding of the project, followed by a description of the methodology, approach and philosophy in regards to the proposed project.

3. A statement of the offeror’s terms and conditions, in addition to or in place of the City’s proposed terms.  Do NOT attach standard contracts.

4. A detailed response to EACH of the features and functions listed in Section III.  Each response should state:
4.1. The offeror’s understanding of the feature/function and how it is manifested within the product.  

4.2. Indicate if the feature is standard in the system.

4.3. If the feature/function is not included, offeror may offer alternatives, including but not limited to customization or 3rd party solutions, provided this is clearly identified as an alternative and that additional costs are clearly stated.  

5. Required hardware and system software (OS or database).  Offerors should NOT state minimums but reasonable specifications to produce high-performing results with allowances for growth over the next 3 years.  If offeror is providing hardware OR system software, the offeror should state what is being provided and why.

6. A statement of the proposed maintenance agreement.

7. A statement of the terms of the support agreement including:

7.1. Levels of support.

7.2. Expected response times to problems and indicate if there are levels of urgency

7.3. Technical support facilities (800 number) and times available

7.4. Upgrades

7.5. Future product enhancement, business plans, etc.

7.6. Costs associated with support agreements

8. Provide a detailed, itemized cost break down of hardware, software, licensing, installation, training, maintenance & support and all other costs.

9. Complete the Cost Summary Sheet (attached) indicating all licensing, installation costs, maintenance/support costs and other related costs.  

10. The Offeror’s training plan to include proposed training schedule and methodology (as described in item 11.5 below) and training for any future enhancements and/or modules.

11. The offeror shall provide a project plan that should discuss how the offeror/contractor will coordinate and conduct the effort.  The plan should include city review of the deliverables.  Deliverables associated with milestones 11.1 and 11.2 below may include briefing materials, mockups, and screen prototypes.  The contractor should provide a schedule using Microsoft Project format, with a work-breakdown structure to the task level.  Specifically address the following phases and deliverables:

11.1. Detailed requirements discovery process – (functional specifications)

11.2. Implementation design process – (conceptual design)

11.3. Implementation – system complete through testing by offeror/contractor

11.4. Test Plan and Acceptance Testing – test plan, acceptance criteria, system complete through city acceptance.

11.5. Training Plan for city personnel

11.6. Turnover and project completion – all components and documentation turned over to Hampton.

11.7. Payment Plan and Milestones – suggested progress payments.

12. Resumes of the staff that will be assigned to work on this project.

13. A list of three references (of similar organizations in both size and function) that within the last 3 years have utilized services of the offeror, and which can demonstrate offeror’s ability to perform in the call center software arena.

14. A copy of the company/Offeror’s financial statements.

Failure to comply with these instructions, in their entirety, will cause the proposal to be rejected.

VII. SELECTION CRITERIA
Proposals will be evaluated in accordance with the Virginia Public Procurement Act using the competitive negotiation process.

The city will evaluate all proposals submitted and will select the proposal that is judged to be the most advantageous and of greatest benefit to the taxpayers of the City, and the most convenient administratively.  Only offerors with demonstrated experience will be considered.

The selection criteria for evaluation of proposals shall include the following:

· Offeror’s qualifications and experience in the public sector CRM and/or call center arena

· Responses to Section III

· Thoroughness of proposal and adherence to proposal outline instructions

· Understanding of project

· Existing system design(s)

· Costs

· References

· Contractual terms and conditions

· Perceived financial strength of offeror

· Other items that may provide added value but not specifically mentioned in this RFP

VIII. GENERAL CONDITIONS & INSTRUCTIONS TO OFFERORS:

Four (4) copies of the proposal shall be signed and submitted in a sealed envelope to the Purchasing Office no later than the time and date specified on the front of this solicitation, along with an electronic version of the proposal on diskette.  Proposals received after the time and date specified shall not be opened or considered.  Each page of the proposal and all attachments submitted shall be identified with the name of the Offeror.  By submitting a proposal, Offeror understands and agrees that the proposal, specifications, provisions, and the terms and conditions of the proposal shall become part of a valid contract between the City of Hampton and the Offeror upon issuance of a purchase order and attachments.  Submission of a signed proposal is the Offeror’s certification that Offeror will accept any award made as a result of the submission at the prices and terms contained therein.  It shall be understood and agreed that any award on this proposal shall comply fully with all Local, State, and Federal laws and regulations pertaining to this activity.  The City shall NOT accept responsibility for any expense incurred in the proposal preparation and presentation.  Such expenses are to be borne exclusively by the Offeror.  Before submitting a proposal, each Offeror shall make all investigations and examinations necessary to ascertain all conditions and requirements affecting the full performance of the contract and to verify any representations made by the City that the Offeror will rely upon.  No pleas of ignorance of such conditions and requirements resulting from failure to make such investigations and examinations will relieve the successful Offeror from its obligation to comply in every detail with all provisions and requirements of the contract documents or will be accepted as a basis for any claim whatsoever for any monetary consideration on the part of the successful Offeror.  This RFP, Offeror’s proposal, purchase order and changes will constitute the final contract.  Offeror shall not attach or incorporate by reference its standard contract documents.  Offeror is requested to clearly note in its proposal any terms and conditions required.

CITY OF HAMPTON

COST SUMMARY SHEET

Integrated 311 and Internet Service Channel CRM
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Date:  




A pricing format is provided to ensure a consistent price quote presentation.  The vendor is encouraged to diagram, itemize, document, price, and include any and all hardware, software and corresponding services required to satisfy the City of Hampton’s requirements.  Summarize the cost in the below table provided.  Annualized maintenance and support costs should be projected over the next 7 years.

COST SUMMARY

	Capital
	One Time Cost

	Hardware
	

	Software
	

	Optional Software Modules Proposed
	

	Supplies
	

	Licensing
	

	Operating
	Annual Cost

	Hardware maintenance
	

	Software maintenance
	

	Support/Service Level Agreements
	

	Future upgrades/enhancements (if separate from maintenance)
	

	Licensing
	

	Services
	One Time Cost

	Site preparation
	

	Hardware installation
	

	Software installation
	

	Training/Documentation
	

	Software Customization (to include 3rd party software and/or middleware)
	

	Data Migration of the city’s FAQ’s
	

	Data Migration of the city’s work order history
	

	Project Management (to include travel)
	

	Any and All other One-Time costs
	

	TOTAL SYSTEM COST
	One Time/Capital:
	

	
	Annual:    
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