
REQUEST FOR PROPOSALS

GREAT LAKES BAY

MICHIGAN WORKS!

Customer Relationship Management System (CRM)

AUGUST 14, 2017
BACKGROUND INFORMATION:
1. Great Lakes Bay Michigan Works! (GLBMW) is one of about 16 Michigan Works! Agencies in the State of Michigan, and one of about 550 similar agencies nationwide.  Its annual operating budget of approximately $10,000,000.00 varies somewhat from year-to-year, and is made up of 20 to 30 separate federal and state grants.  With a program staff of approximately 90 employed by two major contracted service providers, it operates three Michigan Works! Service Centers in Gratiot, Isabella, Saginaw, Midland and Bay Counties.  There are also three youth services providers.  In general, Great Lakes Bay Michigan Works! provides services to our business customers by reducing the time it takes for them to fill job openings with qualified candidates, by coordinating workforce development programs in the area, and by helping the local labor force improve skills required by businesses.
2. Objective: To procure a web based, real-time Customer Relationship Management System that integrates mobile device compatibility, allows for customization of data collection and reporting, and can import data from other systems to prevent loss of continuity.   This procurement will be used across all five counties in the Great Lakes Bay Michigan Works! service delivery area. Licenses required initially is 10, with the ability to add users as needed at the negotiated rate or improved pricing.  Storage capacity will need to be flexible and expandable as GLBMW business needs require.
3. GLBMW currently uses Windows and Microsoft RDP. Our software includes Office 2013, Exchange, MacAfee, Adobe products, Xen Server, Windows 3 and 10, Shadow Protect server version, and Exchange Defender. This is not meant to be an all-inclusive list. GLBMW needs to be aware of improper usage of the internet, security of our network, and a very limited down time of our network as it is used by internal GLBMW staff and also the general public. The CRM software must be compatible with existing systems and software used by GLBMW.
SCOPE OF WORK
1. Cloud based system and accessible from anywhere 
i. Internet capabilities 24/7.
ii. How often is the software updated and releases made available?
2. Access via mobile devices. 
i. How are mobile capabilities implemented? (i.e. mobile-enabled, apps, etc.) How and when are mobile updates provided?
3. Administrative access to define and assign different user levels with variable levels of access to the system. 

4. Ability to create accounts

5. Ability to create contacts

6. Ability to create projects

7. Ability to create activities

8. Ability to create custom fields based on user need.

9. Ability to import/export data

10. Ability to search by keyword

11. Ability to mass email from CRM. Integrate with mass email applications (Mail Chimp, Xero, Constant Contact, Hubspot)

12. Ability to merge duplicate accounts, projects, activities and contacts.  Search/match duplicate error checking.
13. Ability to integrate with email system (Microsoft Outlook/Gmail)

14. Ability to task other CRM users. 
15. Create and generate dashboard of key metrics

16. Create workflows that automate tasks and emails for users

17. Create marketing campaigns

18. Create new objects that allow for the collection of specialized data needs 
i. Must allow new or editable data fields (such as wage) to be easily added and used as part of data import/export as well as campaigns, communications, tracking, filtering and reporting.
19. Generate reports and ability to customize
i. Reporting able to save data for trend analysis/historical data.
ii. Ability to create ad-hoc reports as needed
20. Call tracking and recording. Analyze recorded calls.
21. Geolocation

22. Integration with Google Apps (Maps, Docs, Sheets, Gmail, etc)

23. Timeline view for future events

24. Provide reminders of when things are due or need to be started
25. All lead’s information found on one page

26. Allow users to stay connected with each other and work together

27. Application in which to develop and create new changes prior to going to production

28. Ability to create and use a contract management object that would be helpful for grant management
29. Describe the training options available in support of this product and implementation. Include training for functional and technical users.
30. Provide storage capacity limits of the CRM system related to record retention.
31. Provide online support communities 
i. Describe your post-implementation customer support model including any priority system to provide for urgent support, hours of operation, location of support services, methods of support (ticket, phone, chat, etc…) and any planned changes to this model.
ii. How often is the data backed up?
iii. Do you have offsite backup storage?
Note: The list contains tasks that are typically associated with this project.  It is not all-inclusive.

GENERAL INSTRUCTIONS TO BIDDERS:
1. The budget requested by this RFP covers only the time period specified in this document.   

2. Do not submit proposals in notebooks or binders.  Faxed proposals are not acceptable and shall not be considered.  Proposal narratives are limited to the number of pages called for by the specific narrative and budget items (below).  Proposals must be typed using Microsoft Word with 12 point font or larger.  Pages in excess of the applicable limit may not be considered.  

3. Bidders are required to follow the format specified in the Proposal Instructions section of this RFP.  Failure to complete any requested information may result in disqualification of the bid.

PROPOSAL PREPARATION AND SUBMISSION:
1. Send or deliver your proposal to:

Ray Ogden
Great Lakes Bay Michigan Works

1409 Washington 
Midland MI  48640
2. In order to be considered, your proposal must be received by 5:00 p.m. on September 5, 2017, and must be signed by a person with authority to bind your organization in contract.   Faxed or emailed proposals will not be eligible for funding.  Your proposal must be no more than 15 single-sided pages in total. 
3. It is important that your proposal be mailed or hand delivered in an envelope clearly marked in the lower left hand corner “Customer Management Relationship System”.  Failure to do so may result in premature disclosure of your proposal

4. Bidders must submit an original and three (3) copies of their proposals (i.e. a total of four).    In addition, bidders must submit a flash drive containing a Microsoft Word version of the proposal.  GLBMW will retain ownership of all documents, flash drives, and information submitted in the course of bidding.

5. A proposal consists of the Required Proposal Documents set forth below.  Failure to fully complete and submit all required information may be cause for disqualification of the proposal.

6. The successful bidder will complete this project within 60 days of signing a contract or December 29, 2017, whichever is sooner.

PROPOSAL INSTRUCTIONS:

A proposal in response to this RFP must include the following items.  The proposal should repeat the point below, and then follow it with the requested information in response to that point.  Failure to use that format may cause the proposal to loose points in the scoring process.

1. Describe the proposing bidder’s general experience and history as an organization (Up to four pages maximum).
2. COST PROPOSAL - Provide the cost for the Customer Management Relationship System to be provided.  
A. System and application software, including additional applications suggested for enhanced performance. 

B. Include pricing for operating system, database and memory/storage backup requirements, if applicable. 

C. Detail a maintenance fee schedule for multi-year contracts. 

D. Inclusive of all costs, provide a breakdown of one-time versus ongoing costs. 

3. Note regarding total cost of ownership: This “cost” will encompass the entire solution pricing along with all services and necessary customizations. If there are additional components or modules that are not included in the offering, they must be identified and itemized as “optional” and include all software, maintenance/support, hosting services, professional services, integration, and customization costs, as applicable. All items identified in the proposal (including third party items required) will be considered free add-ons to the proposed solution at the prices included in this RFP response unless expressly stated otherwise.

4. Total bid document size must not exceed 15 pages.  Any pages in excess of 15 may be discarded and not considered by GLBMW.   

5. The winning bidder’s contract amount, fee structures, and/or budgets shall be negotiated. 

6. Proposals will be scored according to the following criteria:

A. 30% based on Item 1 of the Proposal Instructions
B. 70% based on Item 2 of the Proposal Instructions

MISCELLANEOUS
1. This RFP does not commit Great Lakes Bay Michigan Works! (GLBMW) to award a contract, to pay any cost incurred in the preparation of a proposal, or to enter into negotiations. GLBMW has the right to reject or accept any or all proposals or part of any or all proposals, or to cancel this RFP in whole or in part. GLBMW has the right to require additional information from one or more bidders, to negotiate with one or more bidders, and/or to accept any proposal or proposals without negotiations. GLBMW has the right, at its sole discretion, to waive minor discrepancies in proposals and minor deviations from RFP requirements. The successful bidder(s), if any, shall be selected based on GLBMW sole discretion in its determination of best value in terms of services provided, qualifications, and cost.

2. The need for additional related services may become apparent during the period covered by this RFP. In that event, GLBMW reserves the right to review and award the contract for those services based on this RFP process provided the proposals submitted encompass the type of services needed. In its discretion, SMBMW may also determine that another RFP should be issued regarding the additional services.

3. Any bidder that attempts to exchange information with any potential bidder for the purpose of gaining competitive advantage, or who attempts to discuss its proposal with or offer anything of value to any of GLBMW officers, directors, staff, agents or representatives during this procurement process, shall be subject to disqualification and possible criminal prosecution.

4. This provision does not prohibit potential bidders from seeking and joining with subcontractors or partners in making the proposal. All partners and subcontractors must be clearly identified in the proposal. Likewise, this provision does not prohibit communication between GLBMW and any bidder that is determined by GLBMW to be necessary as part of the procurement process.

5. GLBMW operates an equal opportunity procurement process. Upon request, GLBMW shall make this RFP available in large print or alternative format to individuals with disabilities. Proposals from minority and female owned organizations are encouraged.
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