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INVITATION TO TENDER
Customer Relationship Management (CRM) Solution 

1.
Document Purpose


1.1
This document is an Invitation to Tender for the Customer Relationship Management (CRM) project at The National Archives.
2.
An Introduction to The National Archives

2.1
The National Archives (TNA) is a government department and an executive agency of the Ministry of Justice is the official archive of the UK Government. We provide advice to government departments on how to manage their information more effectively and promote the re-use of public sector information. This work helps inform today's decisions and ensures that they become tomorrow's permanent record. 


2.2
We also lead on developing cutting edge preservation techniques for 
records of any format, from parchment to digital, and advise others on the care of archives. 


2.3
TNA employs approximately 620 people and an additional 50 temporary staff, across three key sites in the UK (Norwich (5), Petty France (50) and Kew (615)).

2.4
TNA consists of a number of directorates providing different services to government, the public or the organisation itself.

2.5
The directorates are comprised as follows:

Operations & Services – this is the public facing aspect of the business and consists of departments such as our specialist advisory business ARK, Education and Outreach, Security, Estates & Facilities, Document Services, the individuals who actually find and deliver documents to members of the public visiting Kew and Collection Care who are responsible for ensuring our archive material is available for generations to come.  OS is also responsible for delivery of information online where we currently deliver information at a ratio of 200:1 (online: offline). 

Information Policy & Services – this is the government facing aspect of The National Archives.
Customer & Business Development – this is our commercial and revenue generating division.
Finance & Performance Services – this department looks after our financial services including Corporate Planning and Strategic Development.

Human Resources & Organisational Development – this department looks after the people agenda within TNA and splits into Learning and Development. 
Technology – this department looks after our IT and technology capability including Digital Preservation, Systems development and Web Continuity.

For more information, please see www.nationalarchives.gov.uk
3.
Project Overview

3.1
The National Archives wishes to deploy a CRM solution that comprises two components; a Customer Database ‘module’ and an Email Marketing ‘module’.

3.2
The Customer Database module will need to meet the following high level business requirements: 

· To make customer data (both consumers and business contacts) easily accessible to non-technical staff at the National Archives (e.g. the marketing team) maintenance of customer data, analysis of customer and other data
· To ensure that customer data is captured in a more consistent fashion and to a higher quality than at present

· To minimise the duplication of customer records.
· To capture customer sign-up data via a registration form or forms on the National Archives website – www.nationalarchives.gov.uk
3.2.1
Detailed descriptions of the functional and technical requirements for the Customer Database module are described within Appendix A.
3.3
The National Archives also wishes to deploy an Email Marketing solution that will meet the following business requirements:

· To create email content in html format using a set of pre-defined templates (these templates will be built by the National Archives)

· To deliver email content to selected customers

· To track the effectiveness of each email campaign 

3.3.1
Detailed descriptions of the functional and technical requirements for the Email Marketing module are described within Appendix A.
3.4      Below is a list of the high-level deliverables that are intended to be rolled-out ensuring successful delivery of the CRM project.

	Deliverable
	Date

	Trail implementation
	

	Installation and software configuration of Customer Database and Email Marketing modules
	

	Assign test user profiles
	

	Basic user induction
	

	Import B2B and B2C test/ example data for Customer Database and Email Marketing  modules
	

	Software and database user and system tests
	

	Sign-off of test version modules
	

	
	

	
	

	Main implementation
	

	Installation and software configuration of Customer Database and Email Marketing modules 
	

	
	

	Full Enewsletter Customer Data Migration 
	

	Set up and assign user profiles
	

	User training (“Train the trainer”)
	

	Completed installation and customisation of Customer Database and Email Marketing modules and systems approved and fit for purpose.
	End of
August 2010

	
	

	Additional data migration and user profiles
	

	Project completion
	February 2010


3.5
The National Archives wishes to receive proposals from suppliers who are able to supply both of the solutions described in 3.2 and 3.3 as a ‘turnkey’ package requiring minimal customisation.

3.6
Example fields for the Customer Database module, which illustrate the level of data that will need to be managed, are described in Appendix A (1) and A (2).
4.
Target Audience

4.1
The users of both the Customer Database module and the Email Marketing module will be ‘non-technical’ staff at the National Archives (for example members of the Marketing team).

4.2
The customer data held in the Customer Database solution will be of both consumers (for example members of the general public who sign up to receive regular e-mail updates via our public website) and business contacts (for example employees of other government departments with whom we have regular contact).
5.
Service Requirements

5.1
The National Archives anticipates that the services provided by the successful supplier will comprise the following: 

5.2
Customer Database module service requirements: 
· The deployment of the customer database module

· The completion of any customisation required to ensure that the customer database module meets the National Archives’ requirements (as described in Appendix A)   

· The completion of any testing required to ensure that the customer database solution meets the National Archives’ requirements (as described in Appendix A)   

· The provision of professional services to assist in the migration of existing data into the customer database module (optional service)
· The provision of professional services to assist in the cleaning of existing data (optional service)
· The provision of professional services to assist in the de-duplication of existing data (optional service)
· Training system users and the technical staff supporting the application

· The provision of product licensing and support
5.3
Email Marketing module service requirements:
· The deployment of the Email Marketing module

· The completion of any customisation required to ensure that the Email Marketing module meets the National Archives’ requirements (as described in Appendix A)   

· The completion of any testing required to ensure that the Email Marketing module meets the National Archives’ requirements (as described in Appendix A)    

· The provision of professional services to assist in the creation, testing and deployment of data capture forms on the National Archives website 
· The provision of professional services to assist in the creation, testing and deployment of a set of email templates 
· The provision of professional services to assist in the transition from the National Archives’ existing Email Marketing solution 
· Training system users and the technical staff supporting the application
· The provision of product licensing and support
6.
Technical Standards

6.1
Each module must adhere to the National Archives’ technical standards, as described in Appendix A. 
7.
Governance and Control

7.1
The National Archives uses PRINCE2, Managing Successful Programs (MSP) and AGILE as its project management methodologies.  

7.2
Suppliers should be familiar and with these or similar tools and provide examples of their previous experiences.  If alternative project management methodologies are used, the supplier should state these and the reason for this choice.

7.3
It is expected that the successful supplier will provide a dedicated project manager to manage this project in conjunction with The National Archives.

8.
Instructions to Suppliers

8.1
This ITT is structured to give an overview of The National Archives’ requirements for this project.   

8.2
It is essential that the responses to this ITT are written clearly and succinctly, matching our requirements as closely as possible, to enable The National Archives to fully understand each supplier’s offering.

8.3
Responses should include the following:

· Any indication of cost must be captured within the “CRM Solution Cost Sheet” (Appendix B). No indication of cost should be stated anywhere else within responses submitted.

· A full response to this ITT detailing your approach to each deliverable.

· The total cost of the work with a breakdown of the costs allocated to each module (as in Appendix B).
· Details of the proposed timelines for each deliverable (as listed in 3.4).
· Profiles of the consultants that The National Archives would be working with and their day rates.

· An indication as to how much of the work (if any) would be sub-contracted.

· Examples of previous work undertaken in this area and associated references.

· Details of professional standards followed and membership of professional associations.

8.4

The deadline for requests for clarification is 12:00 Midday on Friday 21 May 2010. The National Archives reserves the right to share any additional information that it provides during the tender process with all suppliers invited to respond to this ITT. Requests for clarification must be submitted in writing (paper, fax, or e-mail) to the following contact; telephone requests will not be accepted. 

Pat Walters

Procurement Department

The National Archives

Kew

Richmond


TW9 4DU

Pat.walters@nationalarchives.gov.uk
8.5
The deadline for receipt of responses to this ITT is 12:00 Midday on Thursday 27 May 2010.  Any responses arriving after this time will not be considered.


Responses should be sent to:

Pat Walters

Procurement Department

The National Archives

Kew

Richmond


TW9 4DU

Pat.walters@nationalarchives.gov.uk


9.
Evaluation Criteria

9.1
The National Archives will assess each response using the following criteria:
· The degree to which each response meets the National Archives’ declared functional requirements

· The degree to which each response meets the National Archives’ declared technical requirements

· The degree to which each response offers good value for money

· The degree to which the Customer Database Module and the Email Marketing Module have been proven to integrate with each other 
· The degree to which each response meets the National Archives’ declared data handling requirements

· The degree to which each supplier has proven their relevant experience

· The degree to which each solution is simple to use, intuitive and user friendly
· The degree to which each supplier is a good cultural ‘fit’ for the National Archives
10.
Timetable 

10.1
It is intended that the procurement will be conducted within the following timetable:

	Task
	Due Date
	Responsible

	ITT issued
	Monday 17th May 2010
	Client Project Manager, Procurement

	Supplier clarifications deadline (please note - questions may be submitted from the time the ITT is issued through to this deadline)
	Wednesday 26th May 2010

12:00 Midday
	Supplier

	Client response deadline to questions
	Thursday 27th May 2010 
	Client Project manager, Procurement

	Supplier ITT submission deadline
	Wednesday 2nd June 2010

12:00 Midday
	Supplier

	Evaluation of Responses (Individual)
	Thursday 3rd  June – Friday 11th  June 2010
	Client Evaluation Team

	Evaluation of Responses (ITT Board & Shortlist)
	Tuesday 15th June 2010
	Client Evaluation Team

	Notify successful/ unsuccessful suppliers and invite successful shortlist to next round
	Wednesday 16h  June
	Client Procurement Dpt.

	Supplier Presentations from shortlist
	Monday 21st – Friday 25th June 2010
	Suppliers, Client Evaluation Team

	Best and Final Offers Deadline
	Monday 28th  June – Friday 2nd July 2010
	Supplier

	Preferred Supplier Chosen (Agreed by Evaluation Board)
	Monday 5thJuly 2010
	Evaluation Team

	Programme Board Sign-off and Award of Contract
	Tuesday 6thJuly 
	Client Project Manager,

Client Procurement Dpt.


It is intended that the project will be completed by February 2011.  Suppliers are requested to comment on proposed timescales and whether they will be able to deliver the required services within the time constraints (as stated in 3.4).

11.
Terms and Conditions

11.1
Please note the Buying Solutions terms and conditions for Software Application Solutions (Customer/Citizen Relationship Management and Case Management Solutions) RM713/L2 will apply to the award of this contract.  

11.2
Suppliers are asked to confirm the acceptance of the above terms and conditions when formulating proposals and quotes.

12.  
Appendices

Appendix A: Functional & Technical Requirements
Appendix A (1):Proposed Contact Data for Customer Database module
Appendix A (2): Proposed Organisation Data for Customer Database module
Appendix A (3): Proposed User Permissions for Customer Database module
Appendix A (4): Customer Database Module: B2B Meeting Communications.

Appendix A (5): An Overview of The National Archives’ Information Technology Environment

Appendix A (6): The National Archives’ Web and User Interface Guidelines

Appendix B:
CRM Solution Cost Sheet
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