[bookmark: _Toc114520971][bookmark: _Toc115625676][bookmark: _Toc118144738][bookmark: _Toc119790540][bookmark: _Toc119929927][bookmark: _Toc120292876][bookmark: _Toc120308207][bookmark: _Toc120515891][bookmark: _Toc121070773][bookmark: _Toc124179111][bookmark: _Toc117556195][bookmark: _Toc124186197]United Way of Pennsylvania





[bookmark: _Toc118144739][bookmark: _Toc119790541][bookmark: _Toc119929928][bookmark: _Toc114520972][bookmark: _Toc115625677][bookmark: _Toc120292877][bookmark: _Toc120308208][bookmark: _Toc120515892][bookmark: _Toc121070774][bookmark: _Toc124179112][bookmark: _Toc124186198]PA 211 Constituent Relationship Management ("CRM”) System 

[bookmark: _Toc114520973][bookmark: _Toc115625678]


[bookmark: _Toc117556196][bookmark: _Toc118144740][bookmark: _Toc119790542][bookmark: _Toc119929929][bookmark: _Toc120292878][bookmark: _Toc120308209][bookmark: _Toc120515893][bookmark: _Toc121070775][bookmark: _Toc124179113][bookmark: _Toc124186199]Request for Proposal 





Revision 1.0 (January 10, 2023)



Contents
Executive Summary	4
Highlights of Revision 1.0 (January 9, 2023)	5
Glossary of Terms Used	6
PART A: Overview of PA 211 CRM System	7
Section 1. Background Information	7
Section 2. Our Business Needs and Overall Vision	8
Section 3. Overview of PA 211 CRM System	10
Section 4. Providing Access to the CRM DB	12
Section 5: Overview of the System Requirements	13
5.1	Core Requirements, Exclusions and Other Considerations	13
5.2	User Interface, Reporting, Analytics, and Dashboards	13
5.3	Overall Information Technology and Cloud Services	14
5.4	Database Considerations (General, Resource Databases and Curation)	14
5.6 Integration through APIs	14
5.7 Data Migration Plan	14
PART B: INORMATION FOR RESPONDENTS	15
Section 6. Respondent Information and Guidelines	15
Section 7. Suggested Template for the Respondents	15
Section 7.1 Cover Letter & Executive Summary	16
Section 7.2. Respondent Information	16
Section 7.3 Proposed Solution Overview	16
Section 8. Data Migration Considerations	17
Section 9. Education and Training	18
Section 10. Project Management Tasks	18
PART C :  RESPONSE EVALUTION	20
Section 11.  Response Evaluation Process	20
Section 12 – Evaluation Criteria	20
APPENDIX A: Detailed System Requirements of the PA 211 CRM	22
A.	Core Requirements, Exclusions and Other Considerations	22
B.	User Interface, Reporting, Analytics, and Dashboards	24
Customer services/ ticketing/ issue resolution (Subsection)	24
User interface for partners (subsection)	25
C.	Overall Information Technology and Cloud Services	25
D.	Database Considerations (General, Resource Databases and Data Curation)	27
E.	Security and Privacy Considerations	29
F.	Integration through APIs	30
G.	Data Migration	30
APPENDIX B– Respondent Reference Form	31
APPENDIX C – Cost Proposal Form	32
APPENDIX D: Self-Assessment for Detailed Requirements	33
A.	Core Requirements, Exclusions and Other Considerations	33
B.	User Interface, Reporting, Analytics, and Dashboards	33
C.	Overall Information Technology and Cloud Services	34
D.	Database Considerations (General, Resource Databases and Data Curation)	35
E.	Security and Privacy Considerations	36
F.	Integration through APIs	36
G.	Data Migration	36
Main References	37

  
[bookmark: _Toc120292879][bookmark: _Toc120308210][bookmark: _Toc121070776]

[bookmark: _Toc124186200]Executive Summary

PA 211 is inviting the submission of proposals for modernization of our current Constituent Relationship Management ("CRM") system. We wish to replace the current system with a transformative solution that offers first-rate services to our constituents. PA 211 sees the new CRM solution as the platform for this vision. By means of this solicitation, we seek a partner to help transform and improve each constituent’s interaction with the PA 211 system. Vendors with proven CRM software and demonstrated experience designing CRM databases are invited to respond to this RFP.  PA 211 is interested in software as a service (“SaaS”) deployment and is not interested in hosting the solution on its premises.  
This RFP consists of several sections that are clustered into the following parts: 
· PART A: OVERVIEW provides background information for context and gives an overview of PA 211 business needs.  It also covers topics such as analysis and design of PA 211 CRM System, sharing of the CRM data with partners, and introduction to system requirements.  
· PART B: INFORMATION FOR RESPONDENTS suggests a Template for Respondents and guides the Respondents to develop a thorough proposal based on this Template. 
· PART C:  RESPONSE EVALUATION PROCESS explains the evaluation process and the evaluation criteria.  
· APPENDIX A specifies detailed System Requirements of the PA 211 CRM system that will be the primary focus of the Evaluation Process.  
· APPENDIX B, C and D provide additional information of potential value to responders of this RFP. 
The main target dates for this RFP are: 
· January 18, 2023, 5PM EST: Deadline for proposal submission. All proposals must be submitted to  . PA211databaseRFP@uwp.org
·  February 8, 2023: Start Contacting Potential Vendors for Initial Demos and Discussions   
· March 1 (Approximate): Second demos with finalists, including demonstration of current, active project and explore PA 211-specific scenarios
· April 1, 2023: Vendor Selected and Initiation of Contract, Data Migration  
· June 1, 2023: Run a Pilot Project (Focusing on functionality and not full integration with other applications)
· July 1, 2023:  Go Live with New CRM  
[bookmark: _Toc124186201]
Highlights of Revision 1.0 (January 9, 2023)

[bookmark: _Hlk124164477]
1. Page 4: June 1, 2023: Pilot Project focus is clarified, i.e., Integration with other vendors is not required in Pilot Projects 
2. Page 15: Suggestion about Formatting (e.g., Font Sizes and Maximum Length of Response Submission)  
3. Page 22: The Evaluation Criteria correctly refers to Section 12 
4. Page 24-30: Requirements B08, B20-B25, C02, C11, and D09-D12 have been clarified  

 


[bookmark: _Toc120292880][bookmark: _Toc120308211][bookmark: _Toc121070777]

[bookmark: _Toc124186202]Glossary of Terms Used

· ADA = Americans with Disabilities Act Standards for Accessible Design
· AI = Artificial Intelligence
· AIRS = Alliance of Information and Referral Systems 
· API = Application Programmable Interface
· AR = Augmented Reality
· BCM = Business Capability Model
· BPMN = Business Process Model and Notation 
· CBO = Community Based Organization
· CIE = Community Information Exchange
· CRM = Constituent Relationship Management 
· DB = Database 
· EC = Evaluation Committee 
· EHR = Electronic Health Records
· ER = Entity Relationship Model 
· ETL = Extract, Transform, and Load
· HIPAA = The Health Insurance Portability and Accountability Act of 1996
· HIE = Health Information Exchange
· IoT = Internet of Things 
· LDAP = Lightweight Directory Access Protocol
· ML = Machine Learning 
· NLP = Natural Language Processing
· OWL = Web Ontology Language
· PA = Pennsylvania 
· SAAS = Software as a Service
· SLA = Service Level Agreement
· SDoH = Social Determinants of Health
· UI = User Interface
· UWP = United Way of Pennsylvania 
· VR = Virtual Reality
[bookmark: _Toc120292881] 


[bookmark: _Toc120308212][bookmark: _Toc121070778][bookmark: _Toc124186203][bookmark: _Toc365463257]PART A: Overview of PA 211 CRM System

[bookmark: _Toc114520975][bookmark: _Toc115625680][bookmark: _Toc117556199][bookmark: _Toc118144743][bookmark: _Toc119790545][bookmark: _Toc119929932][bookmark: _Toc120292882][bookmark: _Toc120308213][bookmark: _Toc121070779][bookmark: _Toc124186204]Section 1. Background Information
United Way is a global network of over 1,800 local nonprofit organizations which raise charitable dollars to invest in community impact work related to education, economic mobility, and access to health. In North America, the United Way network operates the 211 service, which constituents can contact to seek information and referrals for health and human service organizations for such needs   as food and shelter. The U.S. 211 network reaches  more than 96% of the US population, currently providing four unique assets:   a): technology-centered access to community resources (e.g., shelter, food, healthcare information, etc.), b) curation of the 211 data as an asset of the community as different technology applications evolve,  c) capture the community needs data  which reflects the needs of different communities in different locations , and d) quickly meet the needs of communities impacted by disasters such as Covid-19 
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PA 211, Inc. is a non-profit subsidiary of United Way of Pennsylvania. It coordinates a network of 4 regional contact centers in Pennsylvania, which serve PA 211 customers. There are 7 PA 211 regions, each of which will have its own set of records to maintain in the PA 211 database. The above map illustrates this.
The PA 211 service is supported by an extensive database system that provides access to free and confidential crisis and emergency counseling on a wide range of resources. Examples of these resources are housing and utilities payment assistance, food, health care and insurance assistance, employment programs, veteran services, disaster assistance and more. The PA 211 system also maintains community resource data and needs data as an asset of the community, to be used by the community to improve health equity. Over 835,000 Calls, Texts, & Clicks from Pennsylvanians were received in 2021. We are planning to increase and improve our services significantly.
Towards this goal, PA 211 is inviting the submission of proposals for the modernization of our current Constituent Relationship Management ("CRM") system to support the entire PA 211 system of regional contact centers and database managers. We wish to replace the current system with a transformative solution that offers first-rate services to all residents of Pennsylvania. PA 211 sees the new CRM solution as the platform for this vision. By means of this solicitation, we seek a partner to help transform and improve each constituents’ interaction with the PA 211 system. Vendors with proven CRM software and demonstrated experience designing CRM databases are invited to respond to this RFP.  
PA 211 is interested in software as a service (“SaaS”) deployment and is not interested in hosting the solution on its premises. The working system is expected to be operational by June 30, 2023.  This system should interface with EHR systems and other interfaces as needed. Please visit www.pa211.org to see an example of how our community resource data is publicly shared to help people access a wide range of services.    
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We seek to replace our current system with a state-of-the-art technology solution that will facilitate our commitment to collaborate and innovate. There are several key drivers for this change, including:  
· Increase opportunities for collaboration with public, private and nonprofit partners.  
· Providing a comprehensive user-friendly knowledge base
· Increasing residents’ use of self-service options and digital technologies
· Providing data entry validation scripting to make sure consistent data is collected
· Providing a consistent approach to address residents' service requests  
· Improving querying and reporting capabilities 
· Improving call-related measurement tools and tracking of end-to-end call flows 

The 211 portal is the public face for PA 211 services. Figure1 shows the user interface of the PA 211 portal. This portal, providing self-service tools for constituents to search for community resources, also includes a chat tool through which constituents can interact with AI guides and live agents. The portal is utilized through multiple channels such as mobile devices and desktop computers, and is used by constituents and, informally, by human services staff. In the future, it is possible that resource navigation capacity may be embedded in community-based organizations for walk-up assistance. Constituents may prefer accessing PA 211 services via self-serve web portal, web chat with an AI guide or live agent, mobile app, email, SMS, or telephone.   Their questions, requests, suggestions, and comments are equally important through any channel. Towards this objective, it is crucial to integrate constituent inputs, regardless of which channel a constituent uses. 
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Figure 1: Screenshot of PA 211 System Home Page  
[bookmark: _Toc114520977][bookmark: _Toc115625682]
PA 211 provides different avenues to find help through text, chat, and self-service by searching PA 211’s resource database (www.pa211.org). Specifically [1]: 
· Since March 1, 2020, there have been more than 1,356,000 web sessions with access to the database of community resources. This medium provides individuals in need of help another point of entry that is even more confidential than calls and texts, with the option to explore the variety of supports and services available in their community. 
· Chats on our PA 211 web site are being used by Pennsylvanians from all different age groups. These chat conversations initially utilize artificial intelligence until the constituent indicates they need more help, and then they are seamlessly connected to a live agent. 
· Phone channels are being used to help preserve our person-to-person contact with human Resource Navigators. We could exploit metaverse technologies in the future PA 211 systems for people with disabilities. This is being tested in Seoul, Korea [9].  
· PA 211 Southwest has a regional pilot with Children’s Hospital of Pittsburgh which is demonstrating successful outcomes with a very simple approach using tools such as MS Excel, to track 211-to-patient family follow-up and outcomes related to Social Determinants of Health (SDoH) gaps filled by CBOs. 
· PA 211 launched a statewide project to make connections to community-based services that address SDoH needs and conduct follow-up to measure if those needs have been met in the community. This project focuses on individuals insured under Medicaid.
· PA 211 is also looking toward the future and the potential to partner with third party technology vendors who want to resource and leverage 211’s unique assets in SDoH solutions. In the Commonwealth of Pennsylvania’s resource and referral tool procurement process, PA 211 was included in two different finalist proposals as a subcontractor to provide community health resource data for third party vendor platforms, and SDoH navigation through our contact centers. It demonstrates that 211 provides services which are marketable and valuable for SDoH work.  
· PA 211 is especially interested in the convergence of various technologies (e.g., AI, open APIs, knowledge bases, cloud services and IoTs) to improve the quality of services and data curation capabilities for the underserved populations in Pennsylvania.  
[bookmark: _Toc117556203][bookmark: _Toc118144746][bookmark: _Toc119790549][bookmark: _Toc119929936][bookmark: _Toc120292884][bookmark: _Toc120308215][bookmark: _Toc121070781][bookmark: _Toc124186206]Section 3. Overview of PA 211 CRM System 
[bookmark: _Toc117556204][bookmark: _Toc118144747][bookmark: _Toc119790550][bookmark: _Toc119929937][bookmark: _Toc120292885][bookmark: _Toc120308216][bookmark: _Toc121070782][bookmark: _Toc114520978][bookmark: _Toc115625683]The PA211 CRM system is designed for management of the overall constituent lifecycle and captures the relationships between the constituent and the key players. The “constituent” (customer) visits the PA 211.org website or calls the 211 phone number to seek help. Figure 2 shows a conceptual entity-relationship model of the PA 211 CRM database that highlights the roles of key players in the PA211 system:  
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Figure 2: High Level Conceptual Model of the CRM Database 
· The Resource Database and Customers (Constituents) are the core players in PA 211 system because the constituents need resources such as food, shelter, utilities, etc. The snapshot of pa211.org home page, displayed in Figure1, shows a sample of the resources offered by the PA 211 system. A quick walkthrough of this site is highly recommended for an overall schema of the main PA 211 resources.  
· Several Agencies populate the Resource Database and seven PA 211 regions, each with their own set of records, maintain the PA 211 database to serve their customers. 
· The Resource Database also supports multiple data sharing partnerships with community-based organizations (CBOs), healthcare providers, government agencies, and co-branded websites. 

This conceptual model is very helpful in understanding the relationships between the key players in CRM. It can also capture semantics and insightful workflow scenarios by traversing the arrows to discover how information flows from one entity (key player) to another and the possible impact. Workflow scenarios in CRM can be of crucial value in capturing how various organizational units interact with each other and how knowledge is exchanged between different organizational units. 
[bookmark: _Toc124186207]Section 4. Providing Access to the CRM DB  
The following statements are intended to serve as general guidelines for the RFP Respondents:   
· Smooth and seamless access to CRM DB by multiple CBOs (Community Based Organizations) is an essential requirement. For example, healthcare providers need CRM data to address gaps in social determinants of health (SDoH). Instead of creating siloed navigation systems, the proposed CRM DB should focus on the assets of all community partners and further developing capacity for distributed data-sharing models. Our goal is to create a true community information exchange in which technology must fit service delivery systems.  We discourage service delivery networks that are defined by the technology being used. 
· Based on the lessons learned from the COVID Pandemic (e.g., the historically high demand for 211 during the Pandemic, the resiliency and strength demonstrated by the local partners to keep essential services operating, and the necessity of trusted messengers to help connect hard-to-reach populations with COVID-19), we encourage the Respondents to support these activities as much as possible.  
· We also encourage utilization of shared data taxonomies, such as AIRS [2], to facilitate successful data-sharing across government, healthcare providers, payers and community-based organizations who are essential to addressing Social Determinants of Health (SDoH) gaps. Vendor APIs should utilize these shared definitions across sectors.  
The capability to use more than one indexing system – a way to automate the process of cross-walking AIRS taxonomy to other forms of indexing more commonly used in other sectors.
Detailed discussion and explanation of these guidelines can be found in [1].  Specifically: 
· PA 211 constituents such as the PA 211 Website visitors, 211 callers and the AI-based chat users.  These users must be able to access the needed data by using a simple SQL Adapter with an API. 
· Integration with healthcare instances of various EHRs, mostly from EPIC, by using APIs that that are based on healthcare protocols. 
· Support the 211 National Data Platform and Community Information Exchange (CIE) models by using APIs that should be based on the Open API models. The exact API will depend on the CIEs involved.  
As stated previously, the national 211 network reaches 96% of the US population and provides the following unique assets [1] community needs:    
1. The constituent needs data (the call activity that shows who needed what when) is an incident log which captures which 211 contact needed what type of resources. This serves as a real-time barometer of human needs. Many state 211s share their community needs data on public dashboards such as  211 Counts. 
1. Based on our experience with COVID 19, the national 211 network can capture the human needs of diverse communities impacted by disasters and then quickly adapt to meet these needs. 
1. 211 provides access to community resources through live human interactions via telephone, SMS, or web chat, as well as self-serve tools via the publicly accessible website and web chat. This provides extensive flexibility to the constituents and also supports the scenarios when self-serve technology can’t connect the person to what they need. 
1. Many community-based organizations (CBOs) rely on 211 data because they do not have the capacity to curate their own needs data as an asset of the community. 
[bookmark: _Toc119790551][bookmark: _Toc119929938][bookmark: _Toc120292886][bookmark: _Toc120308217][bookmark: _Toc121070783][bookmark: _Toc124186208]Section 5: Overview of the System Requirements 
The following discussion will inform the Respondents about the detailed system requirements stated in Appendix A.  
5.1 [bookmark: _Toc119929939][bookmark: _Toc120292887][bookmark: _Toc120308218][bookmark: _Toc121070784][bookmark: _Toc124186209]Core Requirements, Exclusions and Other Considerations 
· PA 211 encourages utilization of shared data taxonomies, such as AIRS [2], and has no plans to replace the telephony in the 211 Center.  The CRM solution must work within the context of current telecommunications technology. We are working with LinkLive to improve our chat capability, and language translation by chat. These capabilities should be better integrated with our CRM. 
· Exclusions from this RFP: PA 211 Web Portal Implementation is not part of this RFP but our current CRM system feeds API-based resource data to the web site, and our future CRM system will need to do the same.  ADA Compliance for websites is not an issue because PA 211 Web Portal Implementation is not part of this RFP.  Social Media Integration with CRM Database is also not an issue.   
· The Selected Respondent will provide a cloud-based solution for supporting integrations with several incumbent applications such as LinkLive, 211 National Data Platform, Healthcare providers for SDoH and Homeless Management Information Systems utilized in Pennsylvania.   
See Appendix A, Section A for additional details and other related requirements. 
5.2 [bookmark: _Toc119929940][bookmark: _Toc120292888][bookmark: _Toc120308219][bookmark: _Toc121070785][bookmark: _Toc124186210]User Interface, Reporting, Analytics, and Dashboards  
The User Interface should be intuitive and self-explanatory especially for the PA 211 personnel. The proposed CRM must support extensive capabilities for data mining to classify the consumer calls/ cases by different factors such as by topic (such as, food, shelter, healthcare etc.), by location of the consumer calling/the area the service is required, by severity of the case, either number of people effected or the severity of the individual case, by consumer demography, which includes age, gender etc., and by service provider that was referred to the consumer. See Appendix A, Section B for more information and other related requirements. The product needs to provide a high degree of customizability for varying projects which can have a local, regional or statewide scope.  
5.3 [bookmark: _Toc120308220][bookmark: _Toc121070786][bookmark: _Toc119929941][bookmark: _Toc120292889][bookmark: _Toc124186211]Overall Information Technology and Cloud Services  
As stated previously, our goals are centered around significantly improving PA 211 services by replacing the current system with a transformative cloud-based solution that offers first-rate services to all residents of Pennsylvania. PA 211 sees the new CRM solution as the platform for this vision. We are interested in a state-of-the-art technology solution that will facilitate our commitment to collaborate and innovate through user-friendly, standards-based services. These services must be supported through strong documentation and fully exploit the SAAS capabilities of the cloud. See Appendix A, Section C for additional details and specific requirements. 

5.4 [bookmark: _Toc121070787][bookmark: _Toc119929942][bookmark: _Toc120292890][bookmark: _Toc120308221][bookmark: _Toc124186212]Database Considerations (General, Resource Databases and Curation)   
[bookmark: _Toc120308222][bookmark: _Toc119929943][bookmark: _Toc120292891]The usage, flexibility, extensibility, and curation of the proposed CRM Database are crucial because the system could take multiple future directions. In addition, recent and relevant resource data must be available to all decision makers. Data curation, i.e., looking after our data to increase its value, is of crucial importance to PA 211. Appendix A, Section D, shows detailed requirements that are at the core of this proposal.  Security Considerations  
Provision for the Agencies to easily integrate with the system and manage their respective data securely is a key requirement.  Other important considerations are identity management and intrusion detection/tolerance. See Appendix A, Section E for detailed security requirements that are important to PA 211.  
[bookmark: _Toc120308223][bookmark: _Toc121070788][bookmark: _Toc119929944][bookmark: _Toc120292892][bookmark: _Toc124186213]5.6 Integration through APIs  
As stated previously, our goal is to create a true community information exchange in which technology must fit service delivery systems and we discourage service delivery networks that are defined by the technology being used.  This implies customizable APIs as specified in Appendix A, Section F. We also encourage the Respondents to connect with hard-to-reach populations and local regions, if possible. There is also a need for integration of new CRM with Homeless Management Information Systems used in PA because PA 211 housing specialists have to do a lot of duplicate data entry between the PA 211 database and HMIS. We need to integrate these systems better to serve clients more effectively and also extend the productivity of our specialists.  See Appendix A, Section F for additional details. 
[bookmark: _Toc119929945][bookmark: _Toc120292893][bookmark: _Toc120308224][bookmark: _Toc121070789][bookmark: _Toc124186214]5.7 Data Migration Plan 
Detailed plans and tools needed to support migration of PA 211 resource and client data from existing database/s to new system should be provided. These requirements are discussed in detail in Appendix A, Section G.   
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[bookmark: _Toc124186215]PART B: INORMATION FOR RESPONDENTS
[bookmark: _Toc117556212][bookmark: _Toc118144755][bookmark: _Toc119790558][bookmark: _Toc119929952][bookmark: _Toc120292897][bookmark: _Toc120308227][bookmark: _Toc121070791][bookmark: _Toc124186216]Section 6. Respondent Information and Guidelines
The Respondent may be an individual, partnership, corporation, or other legal entity that is licensed to operate in the Commonwealth of Pennsylvania. All reports, information, or data prepared or assembled by the Selected Respondent under a contract awarded pursuant to this RFP are confidential in nature and will not be made available to any individual or organization without the prior written approval of PA 211.  The following guidelines must be followed by the Respondent: 
· Communications between PA 211 and Respondents must be kept confidential
· [bookmark: _Hlk121324561]Submission of Questions or Requests for Clarification must be only with the CRM Consultant at PA211databaseRFP@uwp.org   
· Deadline for Submitting Proposals is January 18, 2023
· Proposals must be sent to the following email address:  PA211databaseRFP@uwp.org   
· Timetable for the RFP solicitation process is summarized below (Please note that these are target dates): 
PA 211 Issues RFP: Dec 15, 2022  
Optional Pre-Proposal Conference: January 6, 2023 
Proposal Questions Due	Jan 11, 2023   
Answers to Questions Issued 2-3 business days before proposal Due Date- 	
Proposals Due	January 18, 2023, 5PM EST  
· Respondents may designate portions of the Proposal which contain trade secrets or other proprietary data which Respondents desires remain confidential. As a general guideline, PA 211 prefers not to receive proprietary data.  
[bookmark: _Toc115625690][bookmark: _Toc117556213][bookmark: _Toc118144756][bookmark: _Toc119790559][bookmark: _Toc119929953][bookmark: _Toc120292898][bookmark: _Toc120308228][bookmark: _Toc121070792]
[bookmark: _Toc124186217]Section 7. Suggested Template for the Respondents
The Proposal Content must include the information outlined in the Exhibit1 Template. Please use headings provided in this Template in the same order as listed below.  Failure to comply with these instructions may cause rejection of your Proposal. Each Respondent must submit one (1) original Proposal in PDF format. All proposals must be written in English, with 11-point font, on a single column format, and should not exceed 25 pages. The essential elements of this Template are explained in the balance of this Section.     

	
EXHIBIT1: SUGGESTED RESPONSE TEMPLATE

A. Cover Letter
B. Executive Summary 
C. Respondent Information– Unique Features and Strengths 
D. Proposed Solution Overview (based on the requirements introduced in Section 5) 
E. Plan for implementing and supporting the proposed CRM system
F. Proposed project timeline including milestones and management approach
G. Strategies and tools for ensuring project success
H. Training and knowledge transfer
I. Ongoing maintenance and support
J. Detailed Specification of the Solution (how the Detailed Requirements specified in Appendix A are satisfied) 
K. Additional factors for PA 211 consideration 



[bookmark: _Toc120292899][bookmark: _Toc120308229][bookmark: _Toc121070793][bookmark: _Toc124186218]Section 7.1 Cover Letter & Executive Summary 
The objective is to highlight the Respondent’s key strengths and unique characteristics. 
[bookmark: _Toc115625692][bookmark: _Toc117556215][bookmark: _Toc118144758][bookmark: _Toc119790561][bookmark: _Toc119929955][bookmark: _Toc120292900][bookmark: _Toc120308230][bookmark: _Toc121070794][bookmark: _Toc124186219]Section 7.2. Respondent Information  
· Respondent’s legal name, Number of years Respondent has been in business, history of ownership of the company
· Principal Contact: Indicate the name, address, email address, and telephone number of the principal contact for oral presentation or negotiations
· Respondents’ headquarters address and principal place of business
· Respondent’s legal structure (i.e., corporation, joint venture, partnership) and Names of its principals or partners
· Whether Respondent is authorized to do business in the Commonwealth of Pennsylvania   
Team Overview: Summary of the qualifications, experience, and background of the entities that comprise Respondent’s team and its Key Personnel, including organizational chart which shows the breadth of the team. Specifically, the names of team members who would work on our project, and their resume's Competitive edge of the Respondent: with samples of successful projects.   We prefer good examples based on challenging yet successful projects that highlight and demonstrate real life results.  APPENDIX B (Respondent Reference Form) should further enhance this information. 
[bookmark: _Toc115625693][bookmark: _Toc117556216][bookmark: _Toc118144759][bookmark: _Toc119790562][bookmark: _Toc119929956][bookmark: _Toc120292901][bookmark: _Toc120308231][bookmark: _Toc121070795][bookmark: _Toc124186220]Section 7.3 Proposed Solution Overview  
The Respondent must present a cloud-based solution that specifically addresses the overall requirements presented in Section 5. This must include detailed artifacts (hardware, software, or cyber-physical components), suppliers of the artifacts, cloud options (e.g., IAAS, PAAS, SAAS) and an overall architecture that shows how all these pieces fit together to form a first-rate CRM system. The architecture vision should include the following:    
· Components included with a description of each component proposed
· Software licensing and deployment models 
· Decision support and business analysis tools
· Documentation (identify specific elements of documentation provided)  
· Describe what percentage of the functionality is met with out-of-the-box Cloud Services and what features are met through custom development, if any   
This is an opportunity for the Respondent to convey their understanding of the PA 211 requirements and how their overall solution meets the PA 211 needs. Of specific interest are:  
· Data Migration Plans.  How will the historical CSR (Customer Service Request) data be migrated into a data warehouse (See Section 8 for more details).  
· Training and Knowledge Transfer. Provide a brief overview of a training plan that addresses the training and knowledge transfer needs outlined in Section 9.  For each type of instructor-led training, the overview should include an outline of the training, the required number of days and classes needed, a list of documentation and manuals that will be included (e.g., training manuals, training videos, online training materials, etc.), and suggested timing of the training.
· Project Management Approach. The Respondent’s project manager will be responsible for managing and directing all project activities, risks, communications, and deliverables within the defined scope, timeline, quality standards, and budget.  The Respondent’s Project Manager shall coordinate resources for the overall project team that includes both PA 211 and Respondent resources. (See Section 10).  
· [bookmark: _Toc118144751][bookmark: _Toc119790554][bookmark: _Toc119929948][bookmark: _Toc117556208]Detailed System Requirements. The high-level system requirements, introduced in Section 5, capture the core capabilities of PA 211 system. These requirements must be satisfied based on detailed analysis (See Appendix A for Detailed Discussion and Analysis of these Requirements).   
[bookmark: _Toc120292902][bookmark: _Toc120308232][bookmark: _Toc121070796][bookmark: _Toc124186221]Section 8. Data Migration Considerations 
PA 211 has many years of historical CSR (Customer Service Request) data and will migrate all of the historical CSR data gradually into a data warehouse.  The following considerations are important: 
· All service requests created in 2 to 3 years prior to cutover must be migrated to the new platform.
· All open CSRs must be loaded into the CRM solution for analytics purposes.  
· The proposed solution must provide a process to migrate components of existing historical data from the current applications into the proposed solution.  The data will be provided to the Selected Respondent in the form of a CSV, XML or JSON file. 
· PA 211 staff wants the CRM system to integrate with its telephony. 
· To enhance the customer (constituent) experience and promote the use of chat and web channels, PA 211 would like to migrate constituent profile information from other application databases to populate preliminary CSR accounts for residents to facilitate account set up and promote user adoption.
· As stated previously, PA 211 Web Portal Implementation is not part of this RFP but it will continue to support our current and future CRM system. The data migration plan must seamlessly integrate with our PA 211 Web Portal. This portal plays the central role of a one-stop-shop for all PA 211 transactions. The portal also provides the data that supports the PA 211 open data initiatives and other collaborations through social media.  
· The migration plan shall ensure a smooth and efficient transition from PA 211’s current system to the new CRM solution with minimal disruption to operations. The migration plan shall heavily rely on the best ETL (Extract, Transform, and Load) tools for a rapid and smooth data migration.  
The exact sources of the data that need to be migrated into the selected CRM solution will be specified before the start of Data Migration Phase.   
[bookmark: _Toc114520983][bookmark: _Toc115625687][bookmark: _Toc117556209][bookmark: _Toc118144752][bookmark: _Toc119790555][bookmark: _Toc119929949][bookmark: _Toc120292903][bookmark: _Toc120308233][bookmark: _Toc121070797][bookmark: _Toc124186222]Section 9. Education and Training
CRM Database design must be intuitive to the PA 211 constituents, so that partners who help update their own resource information via survey tools can follow a workflow that guides them to a successful conclusion, thus eliminating the need for constituent training. However, the PA 211 technical staff will need some training in vendor-specific management of the CRM Database.    
The Selected Respondent shall provide PA 211 with a training program that includes training the trainer as well as instructor-led direct training models to facilitate successful implementation and knowledge transfer of the proposed CRM solution.  PA 211 is interested in training services that transfer practical knowledge about the use of the new CRM solution.  The Respondent shall propose an approach that includes significant opportunity for knowledge transfer and enhanced system understanding throughout the implementation process.  	 
[bookmark: _Toc115625688][bookmark: _Toc117556210][bookmark: _Toc118144753][bookmark: _Toc119790556][bookmark: _Toc119929950][bookmark: _Toc120292904][bookmark: _Toc120308234][bookmark: _Toc121070798][bookmark: _Toc124186223]Section 10. Project Management Tasks
Transformation of the PA 211 current CRM System to a future one is a major undertaking that requires an experienced project manager who will be an all-rounder – capable of working with constituents, top management, colleagues and other staff members. The following table suggests a project deliverables map as a starting point -- it shows the main activities and phases. These activities are not strictly sequential but are iterative in nature. For example, during migration, a few things might require to be reconfigured.
	Activity/Phase
	Deliverables from the Vendor

	Initiation & Agreement of the Transformation Project
	· Project Contract agreement
· Non-Disclosure Agreement
· Timeline Agreement

	Infrastructure
	· Provision of Cloud infrastructure
· Provision of Software

	Configuration
	· Setting up the software application
· Configuring functionality of the system according to PA 211 requirements
· Configuration of multi-layered Security 
· Network Security
· OS Security
· Software Security
· Database Security
· Functional Testing of all the features
· Quality Testing 
· Performance Testing
· Security Testing

	Migration
	· Divide the data into segments to iteratively migrate data. For example, a single slice could be one locality, one topic, and 10 facilities. 
· Size of segments could be incremental, i.e., first few segments are small, to help verify successful migration mechanism. The later segments can be large.
· For each segment: 
· Extracting the data from the existing system.
· Transformation of data to fit the schema of the software solution.
· Loading into the system.
· Verifying functional accuracy.

	User training
	· Train the staff members in how to use the system.
· Take their feedback for customizations.

	Customizations
	· Customizations for reports
· Customizations for UI
· Customizations for Security and other quality attributes

	Acceptance Testing
	· Let the staff use the system and its features for final approval.
· Fix/configure/customize/educate any problems the users face.
· User documentation of the software system is provided.

	Go Live
	· Roll out the system for operations.

	Close the Migration and Establish Ongoing Support
	· Set up support channels for any technical help required.


[bookmark: _Toc120292905][bookmark: _Toc120308235][bookmark: _Toc121070799]
[bookmark: _Toc124186224]PART C :  RESPONSE EVALUTION
[bookmark: _Toc115625694][bookmark: _Toc117556218][bookmark: _Toc118144761][bookmark: _Toc119790564][bookmark: _Toc119929958][bookmark: _Toc120292906][bookmark: _Toc120308236][bookmark: _Toc121070800][bookmark: _Toc124186225]Section 11.  Response Evaluation Process  
The RFP proposal evaluation process is organized into three phases:
Phase I – Preliminary Proposal Assessment
This is a quick assessment of the Respondent’s compliance with the submittal requirements requested in Section 7. Proposals that are incomplete and/or missing key elements of the requirements and suggested Template may be rejected in this phase.    
Phase II – Proposal Evaluation
The Evaluation Committee (EC) will evaluate the extent to which a Respondent’s proposal meets the project requirements set forth in this RFP. This Phase will include a detailed analysis of the Respondent’s proposed solution based on the evaluation criteria outlined in Section 7.  PA 211 reserves the right to seek clarification of any information that is submitted by any Respondent at any time during the evaluation process.  
Phase III – Demonstrations and/or Oral Presentations
Selected Respondents may be invited for an oral presentation and demonstration to clarify information provided in Respondents’ Proposals, and/or to answer additional questions that might have arisen in Phase II.  After the oral presentations and demonstrations, the Evaluation Committee will make a final evaluation of the Respondents and submit its recommendation to the PA 211 Management. At this point, PA 211 may enter into contract negotiations or reject the recommendation and pursue alternate options. 
[bookmark: _Toc115625695][bookmark: _Toc117556219][bookmark: _Toc118144762][bookmark: _Toc119790565][bookmark: _Toc119929959][bookmark: _Toc120292907][bookmark: _Toc120308237][bookmark: _Toc121070801][bookmark: _Toc124186226]Section 12 – Evaluation Criteria
The PA 211 Evaluation Committee (PA 211 EC) will carefully review all Respondent Proposals with respect to the requirements outlined in this RFP.  The outcome of any oral presentations, demonstrations, and discussions/negotiations will also be used where applicable. Specifically, we will use the following evaluation criteria, not necessarily in this order: 
12.1: Proposed Solution and Overall Vision 
The PA 211 EC will evaluate the Respondent’s overall solution and vision by using the System Requirements, as specified in  Section 5. The EC will specifically consider the following:
· Extent to which Respondent’s proposed solution meets PA 211 business and technical requirements (meets or exceeds our requirements, can meet our requirements by customizations/plugins, cannot meet our requirements)
· Added value of any particular aspect (s) of the proposed solution.
· Utilization of innovative ideas and technologies that enhance the value of the proposed solution for the end users, stakeholders, and PA 211 management plus technical staff.    
· Impact of the proposed solution on the operation and management of the PA 211 system. 
· An overall vision of how the proposed solution could gracefully evolve to meet the future trends and user needs (this requires a flexible solution architecture).
12.2: Qualifications and Experience
The EC will carefully examine Respondent’s qualifications and experience as evidenced by the information submitted by the Respondent. We will use the following criteria:  
· Qualifications and specialized experience of Respondent and its team implementing CRM solutions of similar scope and magnitude.  
· Ability to provide the Services described in the RFP and the capacity to achieve the project goals and objectives as described in this RFP.
· Availability of Respondent’s Key Personnel assigned to this project. The EC may solicit relevant information concerning Respondent’s record of past performance, if needed.  
12.3: Overall Implementation Approach and Services
PA 211 EC will carefully evaluate the feasibility of the proposed approach based on the implementation plan, project management methods, training plan, and long-term maintenance and support services.   
12.4: Cost Proposal
PA 211 EC will examine the reasonableness and competitiveness of Respondent’s cost proposal and the projected life cycle costs.  Please keep in mind that the Cost Proposal is important but not the only factor in the selection process.
12.5 Financial Stability
The EC will consider the long-range financial stability of the Respondent to ensure performance over the duration of the contract.
12.6 Right to Reject Proposals
[bookmark: _Toc117556220][bookmark: _Toc118144763]PA 211 reserves the right to reject any and all Proposals that do not conform to the requirements set forth in this RFP or that do not contain at least the information required in this RFP.   

[bookmark: _Toc119790566][bookmark: _Toc119929960][bookmark: _Toc120292908][bookmark: _Toc120308238][bookmark: _Toc121070802][bookmark: _Hlk120204913][bookmark: _Toc124186227]APPENDIX A: Detailed System Requirements of the PA 211 CRM
The following detailed requirements are important for the final review and evaluation of the Respondents. Each requirement will be evaluated by using the following simple Rubric (see Appendix D for the Rubric Form): 
· Meets or exceeds this requirement
· Can Meet Our requirement by customizations/Plugins 
· Cannot Meet Our Requirement
[bookmark: _Hlk124177544][bookmark: _Toc117556221]In addition, the Evaluation Criteria, specified in Section12, will be used to determine the suitability of the proposed system.   
The CRM system detailed requirements are categorized into following sections:
A.	Core Requirements, Exclusions and Other Considerations 
B.	User Interface, Reporting, Analytics, and Dashboards
C.	Overall Information Technology and Cloud Services 
D.	Database Considerations (General, Resource Databases and Data Curation)
E.	Security
F.	Integration with Agencies or other software systems through APIs
G.	Migration

A. [bookmark: _Toc119929961][bookmark: _Toc120292909][bookmark: _Toc120308239][bookmark: _Toc121070803][bookmark: _Toc124186228]Core Requirements, Exclusions and Other Considerations 
A01. AIRS Taxonomy integration, including all of the AIRS mandatory data elements, as described in the AIRS style guide (https://www.airs.org/files/public/AIRS_StyleGuide_2016_Final.docx) (Mandatory)
A02. PA 211 has no plans to replace the telephony in the 211 Center.  The CRM solution must work within the context of current telecommunications technology. PA 211 is working with LinkLive to improve our chat capability, and language translation by chat. These capabilities should be better integrated with our CRM.  (Mandatory)
A03. Cloud based SAAS (Software as a Service) solution that provides the most recent and relevant information with backups and recovery mechanism is required. (Mandatory)
A04. Tools to support migration of resource and client data from existing resource database to new database or complete vendor management of the migration process (Mandatory)
A05. Different levels of security (different user permission levels) and role-based access to different features. (Mandatory)
A06. Information exchange should be HIPAA compliant (Mandatory)
A07. High availability and reliability of the software (99.8% uptime and over) (Mandatory) 
A08. The proposed software should have an intuitive and easy to use Graphical User Interface (Mandatory) 
A09. High database performance (i.e., every query in less than 2 seconds with a good connection) (Mandatory) 
A010. Complete integration with major PA 211 texting vendors and chat vendors is required. (Mandatory)
A011. The system should be integration ready to potential future mobile apps for informational searches and issuing service requests (Mandatory)
A012. PA 211 Web Portal Implementation is not part of this RFP.  ADA Compliance for websites is also not an issue and Social Media Integration with CRM Database is also not an issue.   (Mandatory Exclusion)
A013. As a long-range consideration, we are interested in supporting Community Information Exchange models (Mandatory Consideration)
A014. The Selected Respondent will be responsible for supporting integrations with the following incumbent applications from partners and vendors shown below (Mandatory).   
A015. The CRM database should provide isolated user interfaces to the different contact centers located in different regions, so that data is virtually isolated per region. 
Table A.1: Applications from Partners and Vendors that Require Integration 
	
	Application Type 
	Application Name
	Vendor/Partner
	Comments

	1
	Phone and Chat (East, South Central, Northeast

 

Phone (Southwest, Southeast, Northwest)
	 LinkLive 





8x8
	 Revation.com





8x8
	Two different systems currently in use across the state.  
It would also include Chatbot AI to automate referrals in LinkLive, 
We would like to integrate the database interface with the phone system

	2
	Text
	EMS
	Prevention Pays
	We send referrals to customers directly from the database through this platform, as well as blast texts to opt in lists, special messaging campaigns, etc.

	3
	Common APIs (AIRS Compliant)
	National Data Platform
	Expound.ca
	

	4
	HMIS (Homeless Management Information Systems)
	Eastern CoC: Client Track
Chester County:
Client Track
Montgomery County:
Clarity
	Eccovia


Eccovia


Bitfocus
	

	5
	Electronic Health Records (EHR)  
	EPIC
	EPIC Systems
	

	6
	Community Information Exchange models
	N/A
	N/A
	In early stages of formation



B. [bookmark: _Toc119790567][bookmark: _Toc119929962][bookmark: _Toc120292910][bookmark: _Toc120308240][bookmark: _Toc121070804][bookmark: _Toc124186229]User Interface, Reporting, Analytics, and Dashboards  
B01. The User Interface should be intuitive and self-explanatory especially for the PA 211 personnel. (Mandatory) 
B02. The solution allows reports to be viewable on the screen and printed in hard-copy format (Mandatory)
B03. The solution provides user friendly ad hoc query capabilities that do not require a user to understand backend database table structure. (Mandatory)
B04. Ad-hoc / custom reporting tools, that allow designing new reports. (Mandatory)
B05. Integrated reporting that details phone calls, text, and chat.  (Mandatory)
B06. The proposed CRM must support data analytics at all levels (descriptive, prescriptive, and predictive). (Mandatory)
B07. The proposed CRM must support extensive capabilities for data mining to classify the consumer calls/ cases by different factors such as by topic (e.g., food, shelter, healthcare etc.), by location of the consumer calling/the area the service is required, by severity of the case, either number of people effected or the severity of the individual case, by consumer demography, which includes age, gender etc., and by service provider that was referred to the consumer.  (Mandatory)
B08. Error diagnostics information (troubleshooting information), both user guides or technical error details, must be online and not offline (in the system and not in MS word documents) (Mandatory)
B09. The proposed CRM supports development of Workflow scenarios that capture how various organizational units interact with each other and how knowledge is exchanged between different organizational units based on a 211 call (Mandatory).
B010. The proposed CRM supports automatic speech to text so that the user calls can be translated to text and then used in the aforementioned data-mining experiments (Preferred).
B011. The solution provides the ability for reports to be run against both current and archived data. (Preferred)
B012. The solution provides the ability to export report data into other applications and formats (e.g., Excel etc.). (Mandatory) 
B013. The solution provides the ability to conduct trending analysis Custom caller data analytics, reporting and Geo mapping of services with the ability to distinguish how referrals are provided: phone, web, text, chat, etc. (Preferred)
B014. Built-in reporting of performance metrics related to all aspects of contact center and database management that are ready for inclusion in reports (Preferred)
B015. Built-in canned reports (detail suite of reports)-client, referral, quality assurance and resource data (Mandatory) 
B016. The solution provides the ability to create customizable dashboards on a real time basis. (Preferred)
B017. The solution has the capability to drill down on data contained in the dashboards (Preferred)
B018. Ability to create and send referral report by email or text to 211 customer (Mandatory)
B019. The solution should have the ability to run reports without impacting system performance levels. (Mandatory)  

[bookmark: _Toc124186230]Customer services/ ticketing/ issue resolution (Subsection)

B020. The CRM needs to support customer ticket life cycle from creation, to resolution, over multiple channels, such as phone call, web portal, instant messenger chatbot, API. (Mandatory)
B021. The tickets should be assignable, prioritized, tagged, organized in categories, and assigned timelines to measure progress. (Mandatory)
B022. The ticketing system interface should be linked to a knowledgebase of standard responses (Intake Script), to guide the staff proceeding with different type of tickets. (Preferred)
B023. The ticketing system interface should be able to handle different languages, with AI translations. (Preferred)
B024. The customer ticket record needs to log all activity from customer, staff, or partners. (Mandatory)
B025. The ticketing system should make automated follow-up notifications on tickets. (Preferred)

[bookmark: _Toc124186231]User interface for partners (subsection)

B026. The Proposed solution should provide a user interface for the partners/agencies to be able to review update and insert their data. (Mandatory)
B027. The user interface for the agencies should be intuitive, and guided experience. (Preferred)
B028. The user interface for agencies should only allow access to the relevant data. (Mandatory)

 
C. [bookmark: _Toc120292911][bookmark: _Toc120308241][bookmark: _Toc121070806][bookmark: _Toc119790569][bookmark: _Toc119929963][bookmark: _Toc124186232]Overall Information Technology and Cloud Services  
Key Drivers for the New CRM (Mandatory):   
C01. The data must be up-to-date, consistent, and relevant. 
C02. Provide a comprehensive and user-friendly Knowledge Management Environment that supports the Call Center.
C03. Increase residents’ use of self-service options and digital technologies.
C04. Validation scripting for data entry to achieve consistency in data.
C05. Provide a consistent approach to address residents' service requests.  
C06. Improve querying and reporting capabilities. 
C07. Improve call-related measurement tools and tracking of end-to-end call flows. 

Standards to be used and Improved (Preferred)
C08. AIRS and SDoH. We encourage utilization of AIRS [2] to support SDoH and other applications, and also the ability to link AIRS terms to SDoH terms.
C09. Improve multichannel help through text, chat, and self-service for searching PA 211’s resource database. This includes APIs for EHRs in SDoH initiatives.   
Documentation (Mandatory): 
C010. Detailed system and user documentation to PA 211 staff responsible for the operation and support of the system.  
C011. Documentation of their standard Service Level Agreements (“SLAs”) as part of their response.  
C012. In the event the Selected Respondent does not meet the contractual performance requirements, the Selected Respondent will pay the PA 211 damages.  
Cloud Services and SaaS 
C013. The solution operates in a SaaS environment. (Mandatory)
C014. The solution provides the ability to download a complete copy of the solution's database at any time.  (Mandatory)
C015. The solution provides the ability to encrypt the data and deliver enhanced security protocols. (Mandatory)
C016. The solution provides patches/upgrades to the application and servers that are included in the hosting services. (Mandatory)
C017. The enterprise owns all data. The solution ensures that the data may not be used by the contractor or a third party for marketing-related purposes. (Mandatory)
C018. The contractor will provide a set of Service Level Agreements (SLA) for high levels of performance, security, and availability of the system. (Mandatory)
C019. The contractor will provide periodic (not less than annual) security audits at the datacenter. (Mandatory)
C020. The solution's hosting site(s) & backups are located in the United States. (Mandatory)
C021. The solution is hosted in at least two-Tier III class datacenters as defined by the Uptime Institute. (Preferred)
C022. All data will be backed up according to a set schedule (at least daily) at the contractor’s site. (Mandatory)
C023. The solution must seamlessly failover between data centers. (Preferred) 
C024. The solution must support seamless system upgrades without service outage. (Mandatory)
Scalability  
C025. The solution provides the ability to quickly add (e.g., within 30 minutes) a large volume of new call intake personnel if an adverse situation arises (e.g., weather issue, domestic terrorism). (Mandatory) 
C026. The solution provides the ability to minimize the performance impact (e.g., call intake metrics) of the CRM solution when new a large volume of call intake personnel is added. (Preferred)
C027. The solution provides the ability to quickly scale down back (i.e., return to standard service levels) to "normal" operating mode after the adverse situation has passed. (preferred)
D. [bookmark: _Toc119790570][bookmark: _Toc119929964][bookmark: _Toc120292912][bookmark: _Toc120308242][bookmark: _Toc121070807][bookmark: _Toc124186233]Database Considerations (General, Resource Databases and Data Curation) 
General Database Considerations  
D01. Ability to search by AIRS taxonomy term and SDoH terms, keyword, or program/service name (Mandatory)
D02. Tiered data structure (Agencies, Programs, Sites, Services) (Mandatory)
D03. Option for including required fields on intake forms/records (Mandatory)
D04. Record duplication prevention and correction (Mandatory)
D05. Separate identifiers for client records vs. individual call records/anonymous calls (Mandatory)
D06. Audit trail for record updates (Mandatory)
D07. Ability to save met & unmet needs, referrals, call dispositions/reasons for contact (Mandatory)

Resource Database Considerations 
D08. Customizable and flexible resource database (i.e., user interface, data fields, layout, filters, editing tools etc.) (Mandatory)
D09. Customizable user interface/data fields and layout, and tools to easily format data fields without having to use HTML coding? (Line breaks, bullets, etc.) (Mandatory)
D010. Ability to create custom data fields such as filters and triggers for call takers and for specialized contracts (Mandatory)
D011. Ability to create customized/user-defined service areas/taxonomy terms (Mandatory)
D012. Ability to auto fill data fields (Mandatory)
D013. Functionality for both the staff and the agency updates to the resource data (Mandatory)
D014. Standard intake form template(s) (Mandatory)
D015. Ability to create new intake forms with customizable fields (Mandatory)
D016. Able to reassign client files to other staff (Preferred)
D017. Able to send updates to database staff (Preferred)
D018. Ability to create client records and provide care coordination using closed loop/bi-directional referrals (Preferred)
D019. Autosuggest and detailed search filtering (by zip code, city, insurance type, age, geography, veteran status, etc.) (Mandatory)
D020. Follow-up scheduling by phone and SMS text and tracking of results integrated into the database (Preferred)
D021. Guided search functionality (decision tree, category search, keyword search etc.) (Mandatory)
D022. Geographical map could be displayed on demand in resource description (Preferred)
D023. A suite of state-of-the-art update tools for database specialists including tools for evaluating the quality of the database, timesaving measures and friendly reporting and directory development. (Preferred)
Data Curation Considerations   
D024. The solution provides the ability to ensure that attacks against the system will not cause it to fail in an open state exposing it to damage, duplication, or integrity changes. (Mandatory)
D025. The solution provides full back up and restore functions with logging. (Mandatory)
D026. The solution provides the ability to allow one or more users to view the same record, run queries and reports on the data simultaneously. (Mandatory)
D027. The solution provides the ability to open multiple screens simultaneously (Mandatory)
D028. The solution provides the ability to prohibit record deletions. (Mandatory)
D029. The solution provides a tool to customize forms and user interfaces without a significant knowledge of programming languages (e.g., drag-and-drop). (Preferred)
D030. The solution provides the ability to support real time and batch update processing. (Preferred)
D031. The solution provides the ability to redact data. (Preferred)
D032. The solution provides a cancel/accept feature for any data entry screen or document creation. (Preferred)
D033. The solution provides the ability to track the number of requests by an individual via multiple access channels. (Preferred)
D034. The solution provides the ability to display both internally generated codes and related text descriptions where necessary. (Preferred)
D035. The solution allows capability for administrators to override or correct user data with logging. (Preferred) 
D036. The solution minimally logs time, date, user, field changed, pre-change content, and post-change content. (Preferred)
D037. Ability to send automated resource update requests by email, text or phone as well as the ability for service providers to submit annual and interim resource updates that can be tracked and audited by resource specialists (Mandatory)
D038. Able to run batch operations within a provider record but also with a group of providers (Preferred)
D039. Ability to insert HTML links and styling using WYSIWYG formatting throughout the listings (Preferred)
D040. Auditing tool that can easily scan for inconsistencies in the database and the ability to batch update to fix the inconsistencies (Preferred)
D041. Features that make it easier for managers to monitor the performance of staff, for example, the ability to set KPI’s and monitor progress. (Preferred)
D042. Ability to keep resource staff in compliance with established taxonomy rules by enforcing strongly typed data entry. (Preferred)

E. [bookmark: _Toc119790571][bookmark: _Toc119929965][bookmark: _Toc120292913][bookmark: _Toc120308243][bookmark: _Toc121070808][bookmark: _Toc124186234]Security and Privacy Considerations
Identity Management, Password Controls and Configuration
E01. The solution provides a full password security process based on roles and groups. (Mandatory)
E02. The solution provides a flexible and secure security management process for assigning privileges and rights. (Mandatory)
E03. The solution provides the ability to encrypt user IDs and passwords. (Mandatory)
E04. The solution provides the ability for an administrator to suspend an ID from future use. (Mandatory)
E05. The solution provides the ability to define system privileges based on user role or responsibility. (Mandatory)
E06. The solution provides Active Directory/LDAP integration to support single user sign-on. (Preferred)
E07. The solution provides the ability to have technical controls for password timeout, complexity, reuse, and length. (Preferred)
E08. The solution provides multi-factor authentication. (Preferred)
E09. The solution provides the ability to provide an automatic log-off feature at user-specified time limits. (Preferred)
Contractor and Software Security Policies
E010. The solution provides the ability for the contractor to perform security testing as part of the development/configuration process. (Preferred)
E011. The solution provides the ability to conduct vulnerability management (i.e., stress testing) for all system components. (Preferred)
Intrusion Detection, Alerts, and Reporting
E012. The solution provides an audit trail of all system activity, including by user, date and time. (Mandatory)
E013. The solution provides alerts for unauthorized or suspicious activity.  (Preferred)
E014. The solution maintains information on security events and can provide reporting on demand. (Preferred)
E015. The solution provides summarized and detailed reports on user access, usage, and audit logs, etc. (Preferred)
E016. The solution provides the ability to generate security scans to verify that the system has not been compromised. (Preferred)

F. [bookmark: _Toc120292914][bookmark: _Toc120308244][bookmark: _Toc121070809][bookmark: _Toc119929966][bookmark: _Toc124186235]Integration through APIs  
Customizable API to share data with other systems
F01. The solution provides real-time, bi-directional, message-level web services. (Mandatory)
F02. The solution provides ETL access to both real-time or near real-time data and to offline archives of data. (Mandatory)
F03. The solution provides seamless integration to the systems shown in Requirement A14 (Table A.1) that are configurable, including, but not limited to resource database (Mandatory)
F04. The solution provides the ability to interact with an API, internal or external. (Mandatory)
F05. The solution provides the ability to queue if an integration fails, allowing the solution to run standalone until the integration is available again. (Preferred)
F06. The solution provides public-facing APIs or a web services interface, including one that conforms to the Open 211 platform in which the APIs provide control over which fields are offered to the public or partners. (Preferred)
F07. The solution provides APIs or a web services interface only accessible by users.  Internal-facing APIs include more fields than are used via the public-facing API. (Preferred)
F08. The software provides the ability for a map (e.g., google maps) service to interface location data. (Preferred)

G. [bookmark: _Toc119790573][bookmark: _Toc119929967][bookmark: _Toc120292915][bookmark: _Toc120308245][bookmark: _Toc121070810][bookmark: _Toc124186236]Data Migration
Mechanisms and tools to support migration of resource and client data from existing database/s to new system should be provided. 
G01. Provide an outline of your project plan to migrate the PA 211 constituent and resource database data into your system. Including service outage required during migration.  (Mandatory)
G02. Provide details on how the migration will be accomplished including what format the data must be in. (Mandatory)
G03. Discuss all associated costs. If your company is not able to handle the migration from A-Z and expects PA211 to handle some aspects, please discuss the skill level that is required by PA 211 to be a successful partner with you on this part of the project. (Mandatory)
G04. Provide details on staff allocation by the vendor during the data migration phase (Mandatory)
[bookmark: _Toc365463288][bookmark: _Toc118144766][bookmark: _Toc119790581][bookmark: _Toc119929975][bookmark: _Toc120292922][bookmark: _Toc120308252][bookmark: _Toc121070811] 

[bookmark: _Toc124186237]APPENDIX B– Respondent Reference Form

Please complete one Project Reference Form for every CRM implementation project for that Respondent has commenced or deployed within the last four years.   More than 5 references are not needed. 

Referenced Company:   	 
CRM Product:    	
Client Name:    	
Client Organization Size (# of Employees):    		Size of Constituent Base:    	
Project Start Date:    		Project Go Live Date:    	

Initial Contract Amount:    		Final Contract Amount:    	 
Project Scope and Description:    	
What was the outcome of the project?    
Is the client satisfied with the project and continuing with the project?     
List all Applications that were interfaced with the CRM Software.
Client Project Implementation Manager - Name:  		Title:           Phone:           

[bookmark: _Toc119790582][bookmark: _Toc119929976][bookmark: _Toc120292923][bookmark: _Toc120308253][bookmark: _Toc121070812]

[bookmark: _Toc124186238]APPENDIX C – Cost Proposal Form

Instructions to Respondent:
1. Please use the following Cost Template for your proposal and add other templates if needed (we recognize that there are different approaches to reporting costs).
1. Our focus is on the Total Cost that should include all software and services costs necessary to deliver the proposed solution at a fixed fee.  The timing of all costs should match Respondent's implementation plan.
1. Cost Detail sections indicate anticipated cost items.  Please add items as needed/proposed.
1. All costs must be in US dollars.
.

The Cost Summary
	
	ITEM 
	Cost 
Year1
	Cost
Year2
	Cost
Year3
	Cost
Year4
	Cost
Year5
	Total 

	
1
	· CRM Software
· Third Party Software
· Other Software/Plugins

	
	
	
	
	
	

	2
	Implementation Costs
	
	
	
	
	
	

	3
	Training Costs
	
	
	
	
	
	

	4
	Maintenance & Support Service Costs
	
	
	
	
	
	

	5
	License or Subscription Cost
	
	
	
	
	
	

	6
	Other Implementation Costs
	
	
	
	
	
	

	7
	Any Other Costs
	
	
	
	
	
	

	 
	
Total Cost
 
	
	
	
	
	
	


  
Additional Cost Information (if needed): 

Pricing Assumptions and Additional Notes: 

[bookmark: _Toc118144767][bookmark: _Toc119790583][bookmark: _Toc119929977][bookmark: _Toc120292924][bookmark: _Toc120308254][bookmark: _Toc121070813][bookmark: _Toc124186239]APPENDIX D: Self-Assessment for Detailed Requirements
As per the detailed requirements specified in Appendix A, the following table is an assessment tool. The respondents need to see the detailed requirements and self-evaluate how their proposed solution meets the requirement. This Self-Assessment is mandatory for all Responders.  
	Requirement ID
	Meets or exceeds this requirement
	Can Meet Our requirement by customizations/Plugins
	Cannot Meet Our Requirement

	[bookmark: _Toc124186240]A.	Core Requirements, Exclusions and Other Considerations

	A01
	
	
	

	A02
	
	
	

	A03
	
	
	

	A04
	
	
	

	A05
	
	
	

	A06
	
	
	

	A07
	
	
	

	A08
	
	
	

	A09
	
	
	

	A10
	
	
	

	A11
	
	
	

	A12
	
	
	

	A13
	
	
	

	A14
	
	
	

	A15
	
	
	

	[bookmark: _Toc124186241]B.	User Interface, Reporting, Analytics, and Dashboards

	B01
	
	
	

	B02
	
	
	

	B03
	
	
	

	B04
	
	
	

	B05
	
	
	

	B06
	
	
	

	B07
	
	
	

	B08
	
	
	

	B09
	
	
	

	B10
	
	
	

	B11
	
	
	

	B12
	
	
	

	B13
	
	
	

	B14
	
	
	

	B15
	
	
	

	B16
	
	
	

	B17
	
	
	

	B18
	
	
	

	B19
	
	
	

	B20
	
	
	

	B21
	
	
	

	B22
	
	
	

	B23
	
	
	

	B24
	
	
	

	B25
	
	
	

	B26
	
	
	

	B27
	
	
	

	B28
	
	
	

	[bookmark: _Toc124186242]C.	Overall Information Technology and Cloud Services

	C01
	
	
	

	C02
	
	
	

	C03
	
	
	

	C04
	
	
	

	C05
	
	
	

	C06
	
	
	

	C07
	
	
	

	C08
	
	
	

	C09
	
	
	

	C10
	
	
	

	C11
	
	
	

	C12
	
	
	

	C13
	
	
	

	C14
	
	
	

	C15
	
	
	

	C16
	
	
	

	C17
	
	
	

	C18
	
	
	

	C19
	
	
	

	C20
	
	
	

	C21
	
	
	

	C22
	
	
	

	C23
	
	
	

	C24
	
	
	

	C25
	
	
	

	C26
	
	
	

	C27
	
	
	

	[bookmark: _Toc124186243]D.	Database Considerations (General, Resource Databases and Data Curation)

	D01
	
	
	

	D02
	
	
	

	D03
	
	
	

	D04
	
	
	

	D05
	
	
	

	D06
	
	
	

	D07
	
	
	

	D08
	
	
	

	D09
	
	
	

	D10
	
	
	

	D11
	
	
	

	D12
	
	
	

	D13
	
	
	

	D14
	
	
	

	D15
	
	
	

	D16
	
	
	

	D17
	
	
	

	D18
	
	
	

	D19
	
	
	

	D20
	
	
	

	D21
	
	
	

	D22
	
	
	

	D23
	
	
	

	D24
	
	
	

	D25
	
	
	

	D26
	
	
	

	D27
	
	
	

	D28
	
	
	

	D29
	
	
	

	D30
	
	
	

	D31
	
	
	

	D32
	
	
	

	D33
	
	
	

	D34
	
	
	

	D35
	
	
	

	D36
	
	
	

	D37
	
	
	

	D38
	
	
	

	D39
	
	
	

	D40
	
	
	

	D41
	
	
	

	D42
	
	
	

	[bookmark: _Toc124186244]E.	Security and Privacy Considerations

	E01
	
	
	

	E02
	
	
	

	E03
	
	
	

	E04
	
	
	

	E05
	
	
	

	E06
	
	
	

	E07
	
	
	

	E08
	
	
	

	E09
	
	
	

	E10
	
	
	

	E11
	
	
	

	E12
	
	
	

	E13
	
	
	

	E14
	
	
	

	E15
	
	
	

	E16
	
	
	

	[bookmark: _Toc124186245]F.	Integration through APIs

	F01
	
	
	

	F02
	
	
	

	F03
	
	
	

	F04
	
	
	

	F05
	
	
	

	F06
	
	
	

	F07
	
	
	

	F08
	
	
	

	[bookmark: _Toc124186246]G.	Data Migration

	G01
	
	
	

	G02
	
	
	

	G03
	
	
	

	G04
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[3] United Way Worldwide, URL: https://www.unitedway.org/
[4] Alliance of Information and Referral Systems (AIRS)-  the 211 LA County Taxonomy that is the North American standard for indexing and accessing human resource databases  per AIRS style guide (https://www.airs.org/files/public/AIRS_StyleGuide_2016_Final.docx)
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