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[bookmark: _Toc487441023][bookmark: _Toc237681587][bookmark: _Toc67407031]Disclaimer
The information contained within this document is the property of 7Forces Commercial Services (7Forces) and is issued in confidence and must not be reproduced in whole or in part or used in tendering or manufacturing purposes or given or communicated to any third party without the prior written consent of 7Forces. 
7Forces does not accept any responsibility for the information contained in this document or for its fairness, accuracy, or completeness.  Advice given, or statements or recommendations made shall not in any circumstances constitute or be deemed to constitute a warranty by 7Forces as to the accuracy of such advice, statements, or recommendations.  
7Forces will not be liable for any loss or damage (other than in respect of fraudulent misrepresentation) arising because of reliance on such information or any subsequent communication. Only the express terms of any written contract relating to the subject matter of this document as and when it is executed shall have any contractual effect in connection with the matters to which it relates. English law will govern any such contract.
Nothing contained within this document, or in any other communication made between 7Forces and any other party, shall be taken as constituting a contract, agreement, or representation between 7Forces & any other party (excluding a formal award of contract made by 7Forces or any formal express legal agreement).
This RFI is not an offer to enter into an agreement with any party; rather it is a request to receive information from Potential Providers interested in providing the goods & services specified herein. 
7Forces offers no warranty that a procurement exercise will be undertaken pursuant to the issues of this RFI, responses to which will be used to inform a wider options appraisal. As such the procurement process to be followed is yet to be defined. An expression of interest will not automatically entitle your involvement in any future procurement exercise. Any procurement conducted because of this exercise will be advertised separately and all organisations wanting to participate will need to respond to the procurement advertisement as and when it is published. 
7Forces expect that all responses to this RFI will be provided by Potential Providers in good faith to the best of their ability considering information available at the time of their response. 
No information provided by a Potential Provider in response to this RFI will be carried forward, used or acknowledged in any way for the purpose of evaluating the Potential Provider, in any subsequent formal procurement process. 
Any and all costs associated with the production of such a response to an RFI must be borne by the Potential Provider. We will not contribute in any way to meeting production costs of any response. 





[bookmark: _Toc67407032]RFI Introduction
[bookmark: _Toc217200244][bookmark: _Toc67407033] INTRODUCTION
We would like to notify you of an upcoming requirement, and by doing so we are keen to understand where the market stands in terms of our requirement.

This document has been prepared to provide suppliers with initial material to aid them in understanding the requirement for Hertfordshire Constabulary regarding a Customer Insight Platform that captures the Voice of the Customer (VoC) and Voice of the Employee (VoE). The platform will enable Hertfordshire Constabulary to gain insights from anybody who lives, works, studies or travels through Hertfordshire. The platform is also required to obtain the Voice of the Employee and insights from partner agencies. The platform will support and inform local and national statutory requirements and, organisational strategic drivers such as Local Policing Priority Setting, Safeguarding and Public Contact. 
[bookmark: _Toc67407034]OBJECTIVES  
The objective of this RFI is gauge market interest and gather additional supplier options. Hertfordshire Constabulary is exploring the options for the procurement of a Customer Insight Platform.
The objective of this exercise is to obtain up-to-date information and feedback from the market to understand market capabilities and solutions in relation to the functionality required; and provide Hertfordshire Constabulary with indicative costs associated with the implementation and on-going support of a suitable solution.
[bookmark: _Toc67407035]INTRODUCTION TO 7 FORCES COMMERCIAL SERVICES 
7 Forces Commercial Services is a shared procurement service for the seven Eastern Region Policing Bodies (Bedfordshire; Cambridgeshire; Essex; Hertfordshire; Kent; Norfolk and Suffolk)
	Our Vision
	By working together our vision is to enable the delivery of an effective Police service and provide support for victims of crime in the Eastern Region by procuring and managing a high-quality value for money supply chain.

	













[bookmark: _Toc67407036]CURRENT POSITION 
[In 2019, we procured and went live with a supplier who provided the Constabulary with a VoC and VoE platform to deliver insights at scale and, with automated sentiment and analytical capabilities. 
We have since reflected on our position. We aspire to create a new vision and further develop our capability of soliciting and analysing customer feedback – going beyond basic level sentiment analysis. 

Since 2019 we have learned (and do not require help to understand):
· What standard industry generated insights are (based on topics or emotion)
· How to construct and phrase SMS feedback invites.
· How to use feedback dashboards
· What triggers are (low scoring or trigger words)

   

3.5 OUR AIMS – WHAT WE WANT TO ACHIEVE  

a) To improve the customer experience by increasing feedback touch points across the journey.
b) To work towards building trust and confidence in policing in Hertfordshire.
   
Service Users:

We offer many different services; these could be a one-off interaction with Herts police or many interactions over days/week/months. For both the service provider and the user, the customer effort must be low and the customer experience meaningful.

To monitor this desired approach, we must be able to track interactions, outcomes and sentiment.

Basic aims - We want to be able to break down the service user end to end journey and easily show what was good and what was bad from the service user (even the service provider too where possible). With advanced sentiment analysis at the core to show what drives things like, Trust and confidence, Engagement including Attrition rates, but also more traditional as well things like satisfaction or effort scores.

Residents:
Listen to the voice of our residents and learn from their feedback to build trust and confidence.

Ensure easy access to be able to engage with Herts Police in a way that meets their needs.

Voice of Employee:

To enable our staff and officers to have access to insights / Learn and act based on insights / community engagement.
To listen, learn and work towards a better working environment for all staff and officers.
Mutual benefit - to meet the need of staff and officers as well as victims and residents.

Advanced aims – since 2019 we have established some patterns and themes to feedback. We have hypothesized that there are some feedback models or filters which we would like to test and apply to service user or victim sentiment. Using these to develop strategy and performance for the service user is critical going forward.

The “echo Way” Mission Statement: 

Insight is a Decision to act upon Information to change an Experience.

 ‘The echo Way’ as Service, Engagement and Trust (Get SET!)
1. The Purpose of ‘The echo Way’ is Service, where we use Insight to go Beyond Understanding to Better
1. The Aim of ‘The echo Way’ is Engagement, where we use Insight to seek A Better Experience for All
1. The Vision of ‘The echo Way’ is Trust, where we use Insight to make Every Touchpoint a Trust point (Thankyou, Dept of Homeland Security!)   


	The echo Way

	Is about

	Excellence
	Using Insight to …

	Purpose:

	Service
	From Understanding to Better (4 words)
	Build better Service

	Aim:

	Engagement
	A Better Experience for All (5 words)
	Improve Engagement and reduce Attrition

	Vision:

	Trust
	Every Touchpoint a Trust point (5 words)
	Earn Trust, Confidence and Satisfaction



Long-term Vision:

We are looking to incorporate the ‘Get SET!’ as part of the branding solution as we develop CX.

3.6 WHAT WE ARE LOOKING FOR 

A relationship and partnership with a vendor that enables the Customer Insights Team to manage, analyse, and improve all aspects of caller, victim, resident and employee interaction. Functionalities may cover data management, analytics, and customer journey mapping, providing Hertfordshire Constabulary with a holistic view of a single or multiple customer journey. The insights derived allow Herts to tailor its processes, services, and interactions to meet customer expectations.
Our core requirements are shown in the table below. 


[image: ]                      Preliminary Market Testing Exercise
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The full log of requirements is detailed within the document embedded below within this RFI (can also be found in a separate document appended to this RFI)

Please note that:
limited/no experience in the Public Sector in the UK should not deter expressions of interest.
Organisational Experience in Customer Experience (CX) is highly desirable.
Impact’ – to include examples / case studies, where possible.
3.7 QUESTIONS FOR POTENTIAL PROVIDERS
Suppliers are requested to complete the relevant questions below. 
[bookmark: _Toc70491606]3.7.1 COMPANY INFORMATION
Please provide information about your company and product by completing the pro forma below.
	Company name:
	


	Business nature:
	

	Address:
	


	Product Names and Versions:
	

	Contact person:

	
	Position:
	

	Telephone no:

	
	Email:
	







3.7.2 QUESTIONS & REQUIREMENTS
	No. 
	Question 
	Response 
Please provide an answer to the below questions, in no more than 250 words. Feel free to provide answers in a separate document. If you are attaching supporting evidence, please attach each document separately and clearly reference them to reflect the question number and criteria. 

	1
	Are you a UX/CX/XM focused provider? Or do you suggest another overarching approach to achieve success?
	

	2
	What is your USP?
	

	3
	Can we see a case study where you achieved success and what was the mutual benefit?
	

	4
	Can we see how you analyse free text, from individual topics up to an overall summary?
	

	5
	Can we see how once free text is analysed, what are the suggestions for service improvement?
	

	6
	We will be looking to on board our new supplier by February 2025. Assuming we want a seamless transition between providers, how long do you need to implement?
	

	7
	What initial training and ongoing support will you offer and maintain.
	

	8
	Please describe (with examples, where possible) your planned product and service development over the next 2-5 years.
	


		
Responses to the questions above and those included on the attached Requirements Catalog document below must be submitted via the Atamis web portal by Monday 15th July 2024.




Please indicate if each requirement is part of your solution and give a brief response as to what is provided as part of your offering. Please also respond to the specific questions above  

















	3.7.2 INDICATIVE COSTS 

[bookmark: _Toc70491614]	Costing Assumptions
· Prices should be at 1st October 2024 base price.
· Prices should be expressed in GBP Pound Sterling excluding VAT. 
· Indicative total costs for implementation and support should be provided as well as day rates; and
· While you will not be held accountable for the prices 7Forces are keen to get a realistic representation of costs so please provide prudent pricing information based on the information provided and your past experience.
[bookmark: _Toc70491615]
Pricing Templates

The pricing templates are detailed in the following pages

National License 
	 Price Item
	One off
	Year 1
	Year 2
	Year 3 
	Assumptions

	1 Software Licence 
	
	
	
	
	

	Please indicate a price per User Licence
	
	
	
	
	

	Please also indicate a price per Concurrent User Licence
	
	
	
	
	

	Please also provide any other Licensing model that your organisation provides and the rationale on which the licence cost is based be that Licence on a one-off payment basis or an Annual Revenue basis
	
	
	
	
	
















Any Other Costs:
	 Price Item
	One off
	Year 1
	Year 2
	Year 3 
	Assumptions

	1) Implementation
	 
	 
	 
	 
	

	 
	Project Management
	 
	
	 
	 
	

	 
	Configuration
	
	 
	 
	 
	

	 
	Software Development
	 
	 
	 
	 
	

	
	Implementation Support
	
	
	
	
	

	
	Design
	
	
	
	
	

	
	Integration/Interface Development (e.g., cost per unique interface)
	
	
	
	
	

	
	Training
	
	
	
	
	

	
	Testing
	
	
	
	
	

	 
	Other (specify)
	
	 
	 
	 
	

	2) Support
	 
	 
	 
	 
	

	 
	General Support
	 
	 
	 
	 
	

	
	Hosting
	
	
	
	
	

	 
	Other (specify)
	 
	 
	 
	 
	

	3. Additional Services
	 
	 
	 
	 
	

	 
	Training (day rate)
	 
	 
	 
	 
	

	 
	Project management (day rate)
	 
	 
	 
	 
	

	 
	Consultancy (day rate)
	 
	 
	 
	 
	

	 
	Other (specify)
	 
	 
	 
	 
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	




3.8 TIMESCALES
	DATE
	ACTIVITY

	Monday 24th June 2024
	Publication of the Request for Information 

	Monday 15th July 2024
	Deadline for submission of a RFI Response

	Thursday 18th July 2024
	Analysis of RFI responses

	Friday 19th July 2024
	Confirm next steps to RFI Respondents




	RFI Leads

	Name
	Amanda Calvert - Insight Manager

	
	Ope Ore - 7F IT Procurement Specialist – Procurement Lead



3.9 GENERAL CONTACT POINT FOR THIS RFI
Please direct any questions relating to this RFI via the Atamis Portal. Be advised that where such enquiries have been made, responses will be distributed to all expressions of interest with anonymity preserved.
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Requirements



				Requirements Log

RHEWARD: An exter nal factor that prevents an organization from pursuing particular approaches to meet its goals. For example, customer data is not harmonized within the organization, regionally or nationally, constraining the organization’s ability to offer effective customer service.

				ID		Requirement Item		Description		 Category		Priority		Date		Source		Owner		Comments		Supplier Comments				Total Requirements		116

				REQ_C_1		Solution purpose (high level)		Solution shall allow Hertfordshire Constabulary to collect information from the public and employees and use this information to improve its services		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient								Must Haves		79		68.10%

				REQ_C_2		Supplier partnership relationship		-		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient								Shoulds Haves		31		26.72%

				REQ_C_3		Campaign design support		Supplier shall advise on how to design a campaign, specifically which channels will maximise access to and response from target audience segments		Business		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient								Could Haves		6		5.17%

				REQ_C_4		Campaign delivery support		Supplier shall support working collaboratively during campaigns		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient								Won't Haves		0		0.00%

				REQ_C_5		Campaign management support		Supplier shall work with clients to learn how to manage campaigns for maximum learning 		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_6		Set up of public interfaces		Supplier shall assist with initial set-up and installation for public interfaces 		Business		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		There are public facing tablets for feedback set up in the Herts custody suites. The intention is to roll out more e.g.  in the Enquiry Offices

				REQ_C_7		Staff training - implementation phase		Supplier shall support core client team in initial start-up phase to use a dashboard to inform and support service delivery		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_8		Staff Training - on going		Supplier shall assist with on-going training and support 		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_9		Project management		Supplier shall assist  with agile and robust Project Management 		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_10		Customer Success manager		"Supplier to assign a Customer Success Manager (CSM), or equivalent. This person to cover 
a.   Real time access and communication
b.   Confidentiality
c.   Getting maximum benefit from the system
d.   Scheduled meetings with client
e.   Service Levels / Fault Resolution
f.   Technical Support
g.   Understanding of policing / Hertfordshire (upgraded to a must)
h. Learning and best practice from other sectors outside of policing"		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_11		Functionality roadmap - All		Supplier shall provide pipeline plans and aims for the future development of their products and services. 		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_12		Functionality roadmap - Analytics		"Supplier to provide pipeline for current or intended developments of products and services involving:
a.   Behavioural Insight (‘nudge’ behaviours, immersive experience, etc.)
b.  Gamification
c.   Image and video analytics
d.   Inferential Statistics, such as regression analysis
e.   Self-assessment (need, harm, risk, safety, threat)
f.    Speech analytics 		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_13		Client Network		Supplier shall actively encourage and organise networking with other clients to obtain mutual benefit and learn from one another.		Business		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_14		Operating Environment Knowledge		"Supplier to provide detail of how they will:
a.   Act as a challenging and critical friend to the client
b.   Inform the client of changes in the operating environment for policing / service providers
c.   Inform the client of any opportunities to extend the ability to be ‘Always Listening’, internally and externally.
d.   Inform the client of opportunities presented by successful campaigns, new methods and technologies.   .   In most circumstances it may be inappropriate for Hertfordshire Constabulary to offer financial rewards for responses / participation.     However, appropriate opportunities to offer / use non-financial incentives should be explored    
e.   Inform the client of events that offer engagement opportunities 
f.   Inform the client of opportunities for reasonable comparison with other sectors
g.   Inform the client of emerging issues in the operating environment that may present a risk to an existing or planned campaign, or to the reputation of Hertfordshire Constabulary  (upgraded to a must)"		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_15		Report creation support		Supplier shall assist with how reports are generated from a Dashboard (in whole, part, drag and drop functions, etc)		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_16		CX Vision alignment		Supplier shall describe how their vision aligns with Hertfordshire Constabulary's CX Vision - including UX / EX		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_17		Supplier track record		Supplier shall be able to show proven track record of delivering success via detailed case studies of working with: 
i/   emergency services
ii/   public sector organisations
iii/   services that are delivered cross-sectorally / by multiple agencies
iv/   services to vulnerable adults and children
v/   identifying potentially vulnerable Subjects from their responses / nature of their engagement
vi/   organisations with cultures, processes and legacy systems that are not fully aligned / do not share the same vision for success
Case studies should include evidence of how the client achieved success, including changes in customer experience, service delivery, demand profile, revenue, cost of failure, return on investment		Business		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_18		Supplier accreditation		Supplier shall be able to show accreditation/membership of the supplier organisation and/or individuals of relevant industry and professional organisations / standards  		Business		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_19		Third party use clarification		Supplier shall be able to provide clarification of whether their solution is built in house or by a third party / partner organisation 		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_20		Marketing support		Supplier shall be able to give marketing support for campaigns		Business		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_21		Vetting		Named staff having access to Hertfordshire Constabulary data, including for set up and onboarding, shall be  vetted by Hertfordshire Constabulary		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_22		Data Management Protocols		Supplier shall provide details of their data management protocols.		Business		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_23		Supplier  support		All supplier support (including out of hours) shall be provided by a UK based company		Business		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_24		Web form survey template		User shall be able to create a new web form template from within the solution		Survey template		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_25		SMS survey template		User shall be able to create a new SMS survey template from within the solution		Survey template		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_26		SMS Update template		User shall be able to create a new SMS update template from within the solution		Survey template		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_27		IVR survey template		User shall be able to create a new IVR survey template from within the solution		Survey template		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_28		Survey configuration		User shall be able to configure web form survey templates. E.g. Layout, question set, style etc		Survey template		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		The way a survey looks and the information requested will be audience dependant. E.g. Internal staff surveys v external public facing surveys, Reactive (after an interaction with the FCR v proactive (MOP offering feedback spontaneously)

				REQ_C_29		Dept/Force Branding		User shall be able to add Force and Department branding to a web form survey template		Survey template		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		There are surveys set up for requesting feedback for each Hertfordshire CSP

				REQ_C_30		Survey view format		Web form surveys shall be adaptable to various end devices including laptops, mobile phones, tablets and public facing touchscreens		Survey template		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_31		Survey content - URLs		User shall be able to add URLs to a survey template		Survey template		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_32		Survey content - Images		User shall be able to add images to a survey template		Survey template		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_33		Survey content - Video		User shall be able to add video to a survey template		Survey template		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_34		Survey content - Audio		User shall be able to add audio to a survey template		Survey template		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_35		Acknowledgement page configuration		Respondent shall be presented with a tailored acknowledgement message dependant on feedback provided		Survey template		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		e.g. if respondent gives negative feedback they would get an apology message "we are sorry to hear you are unhappy….." 

				REQ_C_36		Personalise feedback invite		Solution shall be able to produce personalised feedback invitations e.g. including respondent's first and last name		Survey template		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_37		Personalise Survey		Solution shall be able to include personal meta data within the survey e.g. respondent's first and last name		Survey template		Could		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_38		minimum character requirement		User shall be able to set a  minimum character control within a free text box to prevent one word responses		Survey template		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		e.g. respondent receives a prompt asking them to add another 50 characters before the form can be submitted

				REQ_C_39		Update survey templates		User shall be able to update a live survey template		Survey template		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_40		SMS Survey data		Solution shall be able to automatically pull in SMS survey feedback in real time		Incoming Data 		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		SMS surveys are sent to members of the public who have had an interaction with the FCR. This is a two way survey where the person is asked for feedback based on a scale e.g. press 1-5 to indicate level of satisfaction and then a free text option to send in comments

				REQ_C_41		SMS Meta data		Solution shall be able to automatically pull in SMS meta data from survey response in real time		Incoming Data 		Must		18.03.24		Call with AC		Ch Supt Dean Patient		Currently only basic information is sent to the supplier via SFTP, when the response is received it is matched with  the other data within the SQL database and then moved into the Insight solution dashboard

				REQ_C_42		Web Form data		Solution shall be able to automatically pull in web form survey feedback in real time		Incoming Data 		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		Web form surveys are sent out to people in various ways e.g. a URL link in a SMS or email; by a person scanning a QR code or someone visiting the Herts Constabulary website and choosing to give feedback

				REQ_C_43		Voice recording data		Solution shall be able to automatically pull in voice recording survey feedback in real time		Incoming Data 		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		Call Bureau currently call some members of public for feedback if they choose to provide a landline phone number instead of a mobile. Herts current voice recording supplier is NICE

				REQ_C_44		IVR data		Solution shall be able to automatically pull in Interactive Voice Recognition (IVR) survey feedback in real time		Incoming Data 		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		Not presently available but would like to set this up in the FCR after an interaction with a member of the public

				REQ_C_45		Video recording data		Solution shall be able to automatically pull in video recording data in real time		Incoming Data 		Should		18.03.24		Call with AC		Ch Supt Dean Patient		in order to run sentiment tool over data

				REQ_C_46		MS Forms data		Solution shall be able to automatically pull in MS Form survey feedback in real time		Incoming Data 		Must		12.03.24		Call with AC   		Ch Supt Dean Patient		Some bespoke campaigns will continue to be done via Forms

				REQ_C_47		Feedback Content - URLs		Respondent shall be able to add URLs within their survey feedback		Incoming Data 		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_48		Feedback content - Images		Respondent shall be able to add images within their survey feedback		Incoming Data 		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_49		Feedback content - Video		Respondent shall be able to add video within their survey feedback		Incoming Data 		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_50		Feedback content - Audio		Respondent shall be able to add audio within their survey feedback		Incoming Data 		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_51		Survey Feedback - local save to central storage		Feedback shall be stored locally upon submission until an internet connection is available when it will be uploaded automatically to solution		Incoming Data 		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		e.g. when ROST meet with farmers (Barn Meets) in areas with poor internet coverage. Farmers given a QR code which they scan to be taken to a feedback form

				REQ_C_52		Survey cutoff date		User shall be able to set a cutoff date for survey submissions so that no more can be received		Survey Management		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		Possibly respondent receives an apology message if they try to access survey

				REQ_C_53		Action history		User shall be able to add a note to a piece of feedback to demonstrate what action has been or intends to be taken in response		Survey Management		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_54		Feedback status		User shall be able to assign a status to a piece of feedback e.g. in progress, provided feedback etc		Survey Management		Must		12.03.24		Call with AC		Ch Supt Dean Patient		used by VIP team to manage workload

				REQ_C_55		Email feedback		User shall be able to send a single piece of feedback onto another member of BCH		Survey Management		Must		12.03.24		Call with AC		Ch Supt Dean Patient		to draw their attention to it

				REQ_C_56		Edit feedback		User shall be able to edit feedback		Survey Management		Must		12.03.24		Call with AC		Ch Supt Dean Patient		e.g. if respondent says in their feedback that they wanted to score 10 but solution would only let them score 1

				REQ_C_57		Action audit		Solution shall be able to provide an audit history of actions taken against a piece of feedback. e.g. date/time of when an update was recorded or when a piece of feedback was sent to someone else to review		Survey Management		Must		12.03.24		Call with AC		Ch Supt Dean Patient

				REQ_C_58		PowerBi Interface		Solution shall be able to interface with PowerBi dashboards created by Hertfordshire Constabulary		Interface		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		This becomes a wont if REQ_C_80 is met

				REQ_C_59		STORM Interface		Solution shall be able to interface with the Hertfordshire Police Command & Control System STORM in order to trigger SMS surveys and updates to victims		Interface		Could		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		This is currently done via a workaround  whereby a bulk upload of STORM files are sent to the supplier via SFTP and the supplier then sends the SMS message

				REQ_C_60		Athena Interface		Solution shall be able to interface with the Hertfordshire Police Case, Custody & Intelligence system Athena in order to trigger SMS surveys and updates to victims		Interface		Could		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		This is currently done via a workaround  whereby a bulk upload of Athena files are sent to the supplier via SFTP and the supplier then sends the SMS message

				REQ_C_61		tuServ Interface		Solution shall be able to interface with the Hertfordshire Police Stop & Search System tuServ in order to trigger SMS surveys and updates to victims		Interface		Could		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		This is currently done via a workaround  whereby a bulk upload of tuServ files are sent to the supplier via SFTP and the supplier then sends the SMS message

				REQ_C_62		NICE Interface		Solution shall be able to interface with the Hertfordshire Voice Recording solution NICE in order to run sentiment tool over voice recordings		Interface		Should		18.03.24		Call with AC		Ch Supt Dean Patient		Herts are doing a PoC with NICE of their voice analytics tool, if this is purchased it maybe that the requirement changes to interface with NICE Verify opposed to NICE Inform 

				REQ_C_63		DAMS interface		Solution shall be able to interface with the Hertfordshire digital asset management system DAMS in order to run sentiment tool over video recordings		Interface		Should		18.03.24		Call with AC		Ch Supt Dean Patient

				REQ_C_64		Frequency of surveys		User shall be able to manage how frequently an identifiable respondent is invited to take part in a survey this shall be customised to each workflow.		Outgoing Data		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		There is a grace period for requesting feedback. If someone has been asked within the last 5 days they will not receive another request

				REQ_C_65		SMS - network identifier		Solution shall be able to provide a network identifier to the outbound mobile number, such as Hertfordshire Police, rather than just presenting it as a mobile number to the recipient		Outgoing Data		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		To give assurance that that the SMS isn't spam

				REQ_C_66		Web Form URL - short name		User shall be able to edit the web form URL name to suit the audience		Outgoing Data		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		A shorter name will be easier for a member of the public to recall

				REQ_C_67		Embed surveys		User shall be able to embed a survey into a web page		Outgoing Data		Could		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		so there would be no need for a URL to take person to the survey. 

				REQ_C_68		Send SMS Survey		Solution shall be able to automatically send out an SMS message containing a 2 way survey when an incident is closed		Outgoing Data		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_69		Send SMS update		Solution shall be able to automatically send out an SMS update to a victim based on certain triggers		Outgoing Data		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		e.g. an incident is passed to another team, a tag is added to the incident on the relevant police system
Need to send the wording that goes out into the CTL by FSTP

				REQ_C_70		QR Code generator		User shall be able to generate a QR code for a link to a web form survey		Outgoing Data		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		Currently done using an external tool

				REQ_C_71		Create dashboards		User shall be able to create multiple dashboard views to visualise and summarise incoming data from survey feedback		Dashboards		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_72		Format dashboards		User shall be able to format dashboard views to visualise and summarise feedback in different ways e.g. charts, tables, maps etc.		Dashboards		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_73		Real time data in dashboard		Dashboard views will be fed incoming data from survey feedback in real time		Dashboards		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_74		Specific data for specific dashboard		User shall be able to configure certain survey feedback to be viewable only within a certain dashboard view		Dashboards		Must		12.03.24		Call with AC   		Ch Supt Dean Patient		for privacy reasons

				REQ_C_75		Force branding on dashboards		User shall be able to add the Hertfordshire Constabulary logo to a dashboard		Dashboards		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_76		Update Dashboard		User shall be able to amend a dashboard view		Dashboards		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_77		Drill down within dashboard		User shall be able to drill down the survey feedback within a dashboard view		Dashboards		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_78		Signpost further information		Solution shall point end users to further information within the dashboard to enhance insight and learning		Dashboards		Could		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		There will be various ways to drill down into data

				REQ_C_79		Taxonomy - dashboard integration		Each dashboard view will be linked to a specific taxonomy to ensure the analysis is understandable		Dashboards		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_80		Geographic mapping view		Dashboard view shall include the geographic mapping of feedback and associated data. 		Dashboards		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		e.g. to show hotspot areas - 10 people in this area mentioned drugs in their feedback 
Currently done via PowerBi in-house

				REQ_C_81		Performance review		Solution shall be able to indicate performance against Service Standards (KPIs)		Data Analytics		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_82		Summary data - rate of response		Solution shall summarise rates of response / usage during a campaign		Data Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_83		Flag changes		Solution shall indicate notable changes over time		Data Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_84		Flag areas for action		Solution shall indicate areas for attention / action 		Data Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_85		Flag good news		Solution shall indicate areas of good news		Data Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_86		Facilitate comparison		Solution shall be able to facilitate a comparison exercise e.g. between two campaigns		Data Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_87		Create Taxonomy		User shall be able to create multiple taxonomies to ensure analysis can be department specific		Data Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_88		Key word set up		User shall be able to configure key word triggers 		Data Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		e.g. if someone says 'gun' or uses slang terms

				REQ_C_89		Key word trigger		Solution shall trigger an alert to end users based on certain key words used within the survey feedback		Data Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		Currently an email alert will go to OSCAR 1 they pick it up and check dashboard for the specific feedback 

				REQ_C_90		Key word analysis availability		Solution shall automatically search for and analyse key words 24/7		Data Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_91		Text analytics availability		A text analytics tool shall run over the solution 24/7		Text Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_92		Text analytics automation		Solution shall automatically analyse the text of all incoming feedback data		Text Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_93		Text analysis of free text		Solution shall analyse all free text fields within the survey feedback		Text Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_94		Top talking points		Solution shall be able to pick out top talking points (topics that are coming up frequently in survey feedback)		Text Analytics		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_95		Persona creation		Solution shall be able to create a ‘persona’ For instance, What does a resident who feels safe look like?  What does a satisfied Domestic Abuse victim look like? 		Text Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		This is currently done manually. Team can provide supplier with existing persona information that could be entered into solution in a structured way

				REQ_C_96		Customer Journey milestones		Solution shall be  used to automatically identify the key moments / ‘Moments of Truth’ in the customer journey. 		Text Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		This is currently done manually. Team can provide supplier with existing persona information that could be entered into solution in a structured way

				REQ_C_97		Overlay models		User shall be able to overlay own models to assist with the creation of personas and customer journey maps		Text Analytics		Should		12.03.24		Call with AC   		Ch Supt Dean Patient

				REQ_C_98		Summary of free text		Solution shall be able to create a summary of free text from survey feedback, picking out the themes		Text Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_99		Diagnostic tools		Solution shall be able to apply diagnostic models over free text survey feedback searching for words and phrases		Text Analytics		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		to gain a better understanding of the response to different crime types. Could be helpful in creating personas

				REQ_C_100		Flag remedial action required		Solution shall alert end user to words or phrases that require immediate remedial action. E.g. feedback states they have been waiting weeks for someone to contact them		Text Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_101		Trigger updates		Solution shall trigger an update to a customer or an invitation to provide further feedback based on survey feedback		Text Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		e.g. Close the loop campaign

				REQ_C_102		Sentiment analysis summary - all		Solution shall be able to summarise the sentiment of survey feedback		Sentiment Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_103		Sentiment analysis summary - free text		Solution shall be able to create a summary relating to the sentiment  of free text from survey feedback		Sentiment Analytics		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_104		Sentiment analysis - single word		Solution shall be able to provide sentiment analysis based on a single word within survey feedback		Sentiment Analytics		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_105		Sentiment analysis - phrases		Solution shall be able to provide sentiment feedback based on phrases within survey feedback		Sentiment Analytics		Should		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		e.g. instead of flagging that people have mentioned 'parking' in their feedback. It should flag if the feedback mentions 'good parking' or 'bad parking' 

				REQ_C_106		Flag areas for intervention		Solution shall alert end user to words or phrases whereby intervention may be needed to ensure a positive customer experience		Sentiment Analytics		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		Negative feedback has been received during customer journey, this could be turned around before the interaction is completed

				REQ_C_107		Voice recording sentiment analysis		Solution shall be able to run a sentiment tool over voice recordings		Sentiment Analytics		Should		18.03.24		Call with AC		Ch Supt Dean Patient

				REQ_C_108		Video recording sentiment analysis		Solution shall be able to run a sentiment tool over video recordings		Sentiment Analytics		Should		18.03.24		Call with AC		Ch Supt Dean Patient

				REQ_C_109		Report Creation		User shall be able create a report within the solution		Reports		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_110		Report Export		User shall be able export a report to various standard file formats including MS Word and MS PowerPoint		Reports		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_111		Report Update		User shall be able to update a report template		Reports		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_112		Scheduled report 		User shall be able to set up scheduled reports to run at set times		Reports		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_113		Scheduled report - circulation		Solution shall be able to automatically circulate scheduled reports		Reports		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_114		Report audit		Solution shall be able to display who ran report with a date/time stamp		Reports		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient

				REQ_C_115		Back record conversion		Hertfordshire Constabulary shall be able to back record convert 5 years data from existing solution.		Legacy Data		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient		mostly Echo & MS Excel data

				REQ_C_116		Retention & disposal		Survey data shall be retained for 5 years and anonymised after 2 years		RRD		Must		05.03.24		Call with AC, A A-C, RB		Ch Supt Dean Patient
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