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PART A.
Introduction

Dear Sir or Madam,

Re. Invitation to Tender for Customer Relationship Management System

You are invited on behalf of Falmouth Exeter Plus and Falmouth University to quote for the Services as set out within this document.  
Falmouth Exeter Plus and Falmouth University are pioneering specialist multi-arts institutions that work alongside the creative industries to cultivate talented, highly employable graduates, original thinkers and forward thinking entrepreneurs who drive innovation and inspire new levels of professional and academic success.
Suppliers are required to submit a tender in accordance with these instructions. These instructions are intended to ensure that all Suppliers are treated fairly, equally and in a non-discriminatory manner. Failure to comply with these instructions may result in the rejection of the tender. 

The completed tender documents should be uploaded in a common electric format (such as PDF, WORD, EXCEL OR POWERPOINT) including clearly referenced supporting information via and e-mailed to Procurement@fxplus.ac.uk
 
The deadline for the submission of Tenders is Friday 26th June 2015 at 12.00pm

Yours faithfully, 


Chris Jones
Head Of Procurement
Falmouth Exeter Plus and Falmouth University, 
Falmouth Exeter Plus
Penryn Campus, Penryn, Cornwall TR10 9EZ   
Direct line: 01326 253504
Email: Procurement@fxplus.ac.uk  
[image: cid:image001.jpg@01CE4812.93409EE0]
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PART B
Description of Services to be supplied
The successful Tenderer shall enter into a contractual relationship with Falmouth Exeter Plus and Falmouth University for the provision, of the following:-
· Please see Part F (PAGE 14)
[bookmark: _Toc225415753]Conditions for Tendering

Timetable

The timetable set out below is indicative only and Falmouth Exeter Plus and Falmouth University reserves the right to make changes to the timetable.  


	
Tender Process (Indicative)
	Stage 1 
	Date 

	
	Tender released 
	Monday 15th June 2015

	
	Deadline for Clarification Questions
	Wednesday 24th June 2015 at 5.00pm

	
	Deadline for Receipt of Tenders
	Friday 26th June 2015 at 12.00pm

	
	Stage 1 Shortlist Tenderers Announced
	Wednesday 08th July 2015





	
Tender Process (Indicative)
	Stage 2 
	Date 

	
	Supplier Presentations 
	Monday 13th July or Friday 17th July 2015. (TBC)

	
	Winning Tender announced (subject to contract)
	Friday 24th July 2015 2015





Only Tenderers who respond in accordance with the submission requirements may be considered.  During the tender period, Falmouth Exeter Plus and Falmouth University staff, its consultants and project team members should not be contacted as this may lead to disqualification from the Tender.  All correspondence, clarification questions etc. (whether before or after the final submission of tender) are to be directed to procurement@fxplus.ac.uk  

Falmouth Exeter Plus and Falmouth University reserves the right to amend or withdraw the ITT at any stage of the tendering process. 

Receipt of Tenders (STAGE 1)
Tenders will be received up to mid-day on Friday 26th June 2015 Please ensure your Tender is delivered no later than the appointed time and give due consideration that documents can take time to send by e-mail.
Your Tender may not be considered if it is received after the deadline.  
Tenderers may e-mail their completed Tender response and attachments at any time before the stated closing date and time for submission.

Confidentiality 
Tenders must treat the ITT and all associated documentation supplied by Falmouth Exeter Plus and Falmouth University as confidential.




Questions/Clarifications
All requests for clarification or communications relating to the Tender must be submitted by the deadline to Procurement@fxplus.ac.uk  FAO Joe Grant   and with the procurement reference number clearly referenced.
No approach of any kind in connection with the ITT should be made in any other manner, or to any other person within, or associated with, FX Plus (including its representatives).
FX Plus intends to provide all information that is relevant to all Tenderers, even if this information is only requested by one Tenderer. 
Please note that the deadline for receipt of clarifications is Wednesday 24th June 2015 at 5.00pm

Amendments to Tenders 
Falmouth Exeter Plus and Falmouth University may at any time prior to the Tender return date, amend the ITT.   Any such amendments shall be notified to Tenderers in writing.

If Falmouth Exeter Plus and Falmouth University issues any circular letter to Tenderers during the Tender period to clarify the interpretation, to be placed on part of the documents, or to make any changes to them, such circular letters will form part of the ITT. Accordingly all Tenderers will have been deemed to take account of these in preparing their submission.

Language
The official language of the Tenders is English.  All Tenders must be submitted in English, including all additional information.



Financial Data
Any financial data provided must be submitted in, or converted into, pounds sterling.  Where official documents include financial data in a foreign currency, a sterling equivalent must be provided.

Deviations
Information or supplementary material, unless specifically called for in subsequent communication, will not be considered.

Overseas Tenders 
Overseas Tenderers should note that, for Customs purposes, no commercial value should be assigned to any postal or courier documentation for the Tender. Assignment of commercial value may cause your submissions to be delayed and returned to you unopened.


Tender Materials
All material which is submitted as part of your response to the Tenders will be retained by Falmouth Exeter Plus and Falmouth University and will not be returned to Tenderers.

Tender Requirements 
Please answer all of the questions below. Failure to answer the questions may result in disqualification from the process. Please ensure that your submitted answers are in the order given below and where possible in the boxes as indicated alongside the questions.  Please provide clear indications of any appendices/supplementary information and be succinct as possible.

Right to Reject Tender
Falmouth Exeter Plus and Falmouth University is under no obligation to accept any Tender and does not bind itself to accept the lowest or any Tender for all or any part of the requirement.  Falmouth Exeter Plus and Falmouth University will not accept responsibility for any expense or loss which may be incurred by any Tenderer in relation to the tendering process, including in the preparation of the Tender, attendance at any presentations, site visits etc.

Preliminary Compliance Review
The information supplied in Tender responses will be checked for completeness and compliance with the requirements of the ITT before the wider Tender responses are evaluated.  The preliminary compliance review will check that Tenderers have:

· answer all questions (or explain satisfactorily if considered not applicable);
· submitted a Tender in the format and medium required; and
· have signed the declaration.
Where in the opinion of Falmouth Exeter Plus and Falmouth University a response is non-compliant, the Tender may be excluded from further consideration.  Failure to provide a satisfactory Tender response (or any Tender response) to any element of the ITT may result in Falmouth Exeter Plus and Falmouth University not proceeding further with that Tender.
[bookmark: _Toc225415754]

Evaluation & Award Criteria

The evaluation will be assessed against the Tenderers’ ability to meet the requirements attached against the award criteria set out below
The Tender will be evaluated in two stages.   A maximum of three of the top scoring suppliers will be shortlisted and requested to proceed to Stage 2 of the process.  

Tenderers will be evaluated after Parts I, II III, have been scored.  Scores from Stage 1 will not be carried into Stage 2.

Unless otherwise stated, the scoring mechanisms will be used to score the responses to the Tender deliverables, with the objective of helping to determine full compliance with Falmouth Exeter Plus and Falmouth University’ requirements, whether in whole or part; and the most economically advantageous tender.



STAGE 1:

The Award Criteria is as follows:
	Award Criteria
	Written Response
Weighting

	Part I General Requirements
	PASS/FAIL (and Information Only)

	Part II   Quality/ Expertise (breakdown below)
	60%

	Part III  Price 
	40

	Total
	100%





	Part 
	Weighting
	Criteria
	Details

	Part IIA
	25%
	Technical Merit /
Out the box functionality 

Please complete Appendix G

*Failing to meet essential non-functional requirements results in 0 score.
	Our requirement is for a CRM solution with features and an intuitive user interface (UI) that has already been tried and tested successfully with other HEI’s.   We expect minimal custom development and customisation to meet our business outcomes.


	Part IIB
	20%
	Relevant HE experience of successful CRM implementations in the last three years.
Please complete Appendix J

	We will score against three successful reference sites being supplied. Any less than three, or non HE will be scored accordingly.

	Part IIC
	15%
	Ability to execute (refer to sections 4.1 and 4.2 of the high level requirements appendix)

Please complete Appendix J

	Equally scored between: 
· Development approach.
· Ability to mobilise immediately following contract award, and a solution fast, i.e. implementation timing estimate.
· UK onsite implementation and training

	Part I
	40%
	Implementation and Year 1 run cost.

Please complete pricing response sheet provided.
	· Development for any of our functional requirements you marked as “custom development” should be included in your implementation cost.
· If your solution requires 3rd party add on to meet our functional requirements please include those costs.




Pricing response:
· Please provide a fixed price cost for implementation. (Suppliers who are shortlisted will be scored against transparency of work effort in further stages).
· Base licencing costs at 25 users. If licencing based on enrolled students please include costs for up to 5000 students, and for the next tier.
· Suppliers must provide a work breakdown structure (WBS) clearly articulating the breakdown off effort for the implementation, e.g. business analysis, infrastructure/app setup, testing/dr, customisation, UAT, training, roles and permissions configuration, integration, go live handholding, project management etc etc.  
· Indicate in WBS the estimate of effort required from our internal resource, e.g. super users in brand communications (users), our own IT department for technical integration/configuration/sign on work.
· Please supply clear pricing for implementation, one off licencing and annual licencing.  Ensure licencing costs include all the modules of your product to meet our requirements.
· Please include a 15% implementation contingency for unknown requirements.  Please cost for on premise and cloud implementation, if both options are available.
Please provide a detailed set of assumptions and risks against your WBS.
· As a guideline the upper limit for the implementation and year one costs is 80k+vat (this includes licencing and support).
· We expect a signing payment, followed by a number of staged payments in line with staged production releases and successful UAT.
· Suppliers will be informed by the 8th July if they are successful.  Successful suppliers will be asked to move to stage 2 and provided with the brief for onsite product demonstrations, presentations and Q/A. 
Please complete the Pricing Matrix in Appendix I

Information Only Questions
These must be completed but will be used for information purposes only and not scored.  It is important that where a question does not apply this is recorded as ‘Not applicable’ or ‘None’ in the spaces provided.


Pass/Fail Questions
These criteria will be scored on a pass/fail basis. In the event of a Tenderer being awarded a “fail” against any of these criteria the Tender may be excluded from the process and the remainder of the Tender may not be evaluated.

Scored Questions 
The Tender Selection Questionnaire will be evaluated and scored.  The total score for each section within the Tender Selection Questionnaire will be multiplied by the relevant weighting to produce the final weighted score.



Scores will be awarded from 0-10 as defined by the scoring system set out below:-


	Score 
	Definition 
	Interpretation 

	10
	Exemplary
	Exemplary – comprehensive response, supported by relevant evidence with all requirements covered to a very high standard.

	8-9
	Excellent
	Demonstrates an excellent level of expertise whilst meeting all requirements.  

	6-7
	Good
	Demonstrates good level of expertise covering all aspects of the system requirement.

	4-5
	Adequate
	Demonstrates an adequate level of expertise with some aspects missing from the requirement.  

	1-3
	Inadequate
	Provides little or limited evidence of ability to meet the requirement with major deficiencies. 

	0
	Unacceptable
	An unacceptable or irrelevant response that does not address the minimal requirements.
























PART C
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General Requirements
This section is for information only and will not be scored. 
	1.  Company Information 

	Company or Organisation name 
	NOTE: Tenderer to complete this column

	Address of Registered Office
	

	Main contact for communications
	


	Address of office where the services relating to this appointment will be provided (if different from above)
	

	Telephone number including code
	

	Contact e-mail address
	

	VAT Registration Number (if applicable)
	

	Company status (Partnership, Limited Company etc.)
	

	Please provide details of any parent company or ultimate holding company (if applicable).
	

	If a Limited Company, please provide registration number and date of incorporation.
	



This Section will be assessed on a pass/fail basis.  
Has the Tenderer (or its directors or any other person who has powers of representation, decision or control of such Tenderer or who has been identified as part of the Tenderer’s Project team) been convicted of any of the following offences:-
	2. Offence
	Tick if no conviction
	Tick if conviction exists*

	Conspiracy
	
	

	Corruption
	
	

	Bribery
	
	

	Fraud including:
· the offence of cheating the Revenue;
· the offence of conspiracy to defraud;
· fraud or theft within the meaning of the Theft Act 1968 and the Theft Act 1978;
· fraudulent trading within the meaning of section 458 of the Companies Act 1985;
· defrauding the Customs within the meaning of the Customs and Excise Management Act 1979 and the Value Added Tax Act 1994;
· an offence in connection with taxation in the European Community within the meaning of section 71 of the Criminal Justice Act 1993; and
· destroying defacing or concealing of documents or procuring the extension of a valuable security within the meaning of section 20 of the Theft Act 1968.
	
	

	Money laundering 
	
	

	Any other offence within the meaning of Article 45(1) of the Public Sector Directive. 
	
	

	* If you have ticked this box please provide details and any action taken to resolve the situation.



Can the Tenderer confirm that it is not, nor has not been subject to the following events:-
	3. Matter
	Tick if       confirmed
	Tick if not confirmed*

	Bankruptcy
	
	

	Winding up (other than for the purpose of bona fide reconstruction or amalgamation), receivership or administration
	
	

	Conviction of a criminal offence relating to the conduct of its business or profession
	
	

	Committed an act of grave misconduct in the course of his business or profession
	
	

	Failed to fulfil its obligations relating to the payment of social security contributions
	
	

	Failed to fulfil obligations relating to the payment of taxes 
	
	

	Guilty of serious misrepresentation in providing any information required of him under Regulation 23(1) of the Public Contracts Regulations 2006 enacting Article 45(1) of the Public Sector Directive 2004/18/EC previously  
	
	

	* If you have ticked this box please provide details and any action taken to resolve the situation.




	4. General Information 

	Does your organisation hold a recognised quality management certificate (ISO9001 certificate or equivalent)?
If yes, please enclose a copy. If no, please describe what arrangements your organisation has made with regards to quality assurance.
	Enclosed/Not enclosed (Delete as appropriate)
If NOT enclosed please confirm attachment of quality assurance arrangements

	Please outline the quality assurance measures / plan you intend to follow to ensure successful delivery of your proposed solution.
	

	Is your organisation registered under the Data Protection Act 1998?
	Yes/No

	Do you have established procedures for implementing the policy and in particular ensuring that the Data Protection principles are met?
	Yes/No
(If Yes please provide evidence)



	5. Financial Information

	Please provide your organisation’s bank details. Including name and address and contact number for your branch.

	Information Only

	Falmouth Exeter Plus and Falmouth University may approach your bankers for references; please state here if you permit this.

	
YES/NO

	Please provide copies of your organisation’s financial accounts for the last three years. If you do not have sufficient trading history to be able to provide the required information for three years, please provide the information for as many years as are available (minimum one year) and an explanation as to why the information is not available for the full three years.
	Enclosed / Not enclosed
(Delete as appropriate)






	6. Insurance


	Please submit copies of the following insurance certificates:
(a) Employers Liability insurance (not less than £1,000,000 each and every claim)
(b) Public Liability insurance (minimum of £1,000,000 each and every claim)
(c) Professional Indemnity insurance (minimum of £1,000,000 any one claim and in the aggregate)

If the tenderer’s insurance cover does not meet the above noted minimum levels, will the tenderer commit to increasing these levels if awarded the contract?

	











   YES/NO



	7. Contract

	
Please confirm that you will complete the Supplier  Application form / terms and conditions

	YES/ NO




	8. Sustainability

	Has your company been in breach of environmental regulations within the last five years?
Can you supply evidence on sustainable approaches which have been successfully implemented and how these benefits can benefit our organisations (If no, please describe what arrangements your organisation has made with regards to sustainable approaches. If Yes, please enclose details.
Does your company have an environmental policy (If no, please describe what arrangements your organisation has made with regards to implementation).   
	YES/ NO

YES/ NO

YES/ NO







	9. Policies

	The successful bidder should be aware of the following University policies and procedures and shall undertake to follow the same principles over the life of the contract period:
Sustainability and Awareness
http://www.fxplus.ac.uk/work/sustainability
Sustainable procurement 
http://www.fxplus.ac.uk/work/sustainability/sustainability-policy-and-strategy
Health and Safety Policy
http://www.fxplus.ac.uk/work/health-safety
Freedom of Information Act
http://www.fxplus.ac.uk/sites/default/files/documents/fx_plus_foi_charging_policy_oct_2013.pdf
Please confirm that you agree to follow the principles in these policies during the life of the contract.

	
YES/NO




PART E
Falmouth Exeter Plus Tender Registration Number 664FALMOUTH 

[bookmark: _Toc225415762]Declaration

Please read and sign the following:


I / We have read the information provided in your Invitation to Tender and subject to and upon the terms and conditions contained in the Tender Documentation, I / we offer to supply the services described in the contract documents in such manner as described.

I / We agree to carry out the required services for:-

                   The Sum of £   ___________   (Exclusive of V.A.T)

*Please Note this quote must include all Travel and Expenses costs*
I / We agree to hold open this tender for 60 days from the date of Tender.
I / We understand that Falmouth Exeter Plus and Falmouth University retains the right to accept or reject any or all of the tenders received and does not accept any liability for the costs incurred in connection with the preparation and submission of this tender.
I / we certify that the information supplied in the questionnaire and any supporting documents is accurate and valid to the best of my / our knowledge. I / we accept that my/ our response is a bona fide tender and that the Falmouth Exeter Plus and Falmouth University may rely on the information provided in my / our response. I / we understand that false information could result in my / our exclusion from the selection process at any stage.


	Signed
	

	
	

	Name
	

	
	

	Position in firm
	

	
	

	For and on behalf of
	

	
	

	Date
	

	
	







PART F:  Specification.


[bookmark: _Scalability_and_Future]Please see the appendix High level requirements
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BIS001 CRM 2015 Project: 

Discovery workshop summary
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		Project Name:

		BIS001 CRM 2015 - Brand Communications and VC Office VIP



		Date:

		22.04.2015

		Release:

		Initial



		Author:

		Joe Grant



		Owner:

		Joe Grant



		Client:

		Brand Communications and VC Office



		Document Number:

		n/a





Note: This is project specific document.




Background
A discovery workshop was completed to understand the current problems, the team profiles, and the high level features required by the business users.  

The functional requirements listed are not intended to be a ‘catch all’ but designed to give suppliers a good indication of the business need and the scale of the project.  Most requirements are what would be considered common CRM functionality. 






Exercise 1 - Business problems ‘as is’


Data compliance , DPA 

· Data Retention issues

· Keeping schools data clean and up to date

· Data Protection issues and compliance issues with spreadsheet with no ability to enforce information policies to excel data

Missed opportunities and income generation

· Significant campaign opportunities missed (income generators) 

· Generated data not being used for campaigns, on excel sheets

· Very slow manual work needed to communicate with and recruit potential applicants from existing excel capture sheets.

· No follow up campaigns to website prospectus requests from international students

· Opportunities missed on market segmentation

· VC Office – Records updated in excel but history of contacts lost

· VC Office – Difficult to describe multi faceted roles, e.g. a person can be a graduate fellow, journalist, etc etc

· Alumni – difficult to update information

· Inability to analyse the effectiveness of different outreach activities on recruitment 
Not capturing prospectus download data and targeting further campaigns

· Alumni – unable to aggregate data on spotlight profiles for alumni because no system in place 

Manual effort

· Excess time spent on collation and manipulation of multiple data sources in excel and dotmailer

· Very manual process to extrapolate applicant data for marketing warm purposes

· Alumni – no one easy way of finding basic record – time consuming

· VC Office – cannot access other dept contacts easily and they can not access ours – requires much manual intervention and circulation of spreadsheets.

· VC Office – lengthy manual process to compile lists of invitees to events

· No easy way to analyse website form submissions

· Capturing data at events goes into spreadsheets, difficult to filter, then upload back to sharepoint

· Much manual effort required to try and get meaningful contact data from multiple data sources to run a campaign

· Much manual manipulation of data
Manual collation of figures for reports

· VC Office – Manual processes causes errors, typos etc

· Manual uploading of data systems not talking to each other, e.g. SITS, dotmailer, prospectus requests





Market insights, analytics, metrics

· Opportunity being missed on analysis data for market insights teams

· Hard to develop metrics when have only partial access to data needed on spreadsheets

· Relying on partial google analytics only for use of web forms to inform any BI reporting

· Not sure where the website form data goes

· Difficult to provide clear and measureable evidence on impact and efficiency of interventions. Targeted projects difficult to track data, e.g. dob, post code.

· Lack of awareness in the university of the importance in measuring and reporting on data

· Data sat on spreadsheets not able to report on 



Communications team 

· Unfocussed targeting

· Metrics ad-hoc – can’t see actions that may be influencing engagement across departments

· Too reactive – not able to plan for next intervention

Other

· Current CRM not compliant with MACS, and GUI not friendly to use, not currently being used by brand communications


Exercise 2 - Team profiles

		Vice Chancellors Office  



		CRM Lead

		Louise Osborne – Strategic Projects Officer



		Likely CRM users

		5 Users



		Key BAU duties

		Strategic lead for Falmouth and corporate level relations (in respect of project)



		Likely CRM tasks

		Corporate events, corporate level stakeholder and account mgnt and analysis



		Current data sources

		Excel, outlook address book



		

		



		

		







		Brand experience  



		CRM Lead

		Lorna Sullivan



		Likely CRM users

		4 Users



		Key BAU duties

		Open days, UCAS applicant interviews, campus tours, VIP events for VC Office, Events for the University



		Likely CRM tasks

		Recording of data for tracking effectiveness of events, recruitment and strategy planning, campaigns for events.



		Current data sources

		Excel







		Brand  



		CRM Lead / Manager

		Suzanne Bull



		Likely CRM users

		3 



		Key BAU duties

		Create brand narrative & messaging; develop brand strategy, brand assets and guidelines, templates and prospectus creation.



		Likely CRM tasks

		Find relevant alumni to provide case studies or work on campaigns aimed at elevating the brand, advocacy. 



		Current data sources

		Linked in, Falmouth connect (Student record system portal), falmouth website, personal knowledge







		Global student recruitment



		CRM Lead / Manager

		Stuart Westhead



		Likely CRM users

		11 



		Key BAU duties

		Student facing activities, organising campaigns and off site trips, follow up leads / keep warm, partnership building, outreach work, schools (project Cornwall).



		Likely CRM tasks

		Campaign management and analysis, tracking, keep warm, conversion, contact management, students, schools (accounts), agents



		Current data sources

		Fairs/events/agents/schools/outreach all on spreadsheets









		Market Insights and data analysis (MIDA)



		CRM Lead / Manager

		Doug Bell



		Likely CRM users

		3 Users



		Key BAU duties

		Market research and insights, data analysis, google analytics, evaluation monitoring, metrics on student recruitment and reporting.



		Likely CRM tasks

		BI Reporting, Analysis, data flow



		Current data sources

		SITS (student record system), HE Market data and survey results







		Alumni Relations



		CRM Lead / Manager

		Louise Osborne



		Likely CRM users

		0



		Key BAU duties

		Manage Alumni data, requests, opportunities and relationships.



		Likely CRM tasks

		Quality alumni single source of data, manage analysis and info requests, mine prospects/opportunities



		Current data sources

		Old CRM (dynamics 2010), Falmouth Connect, SITS, social media







		Solution Delivery (IT department)



		CRM Lead / Manager

		Phil Cocksedge



		Likely CRM users

		5



		Key BAU duties

		Support, operations and maintenance



		Likely CRM tasks

		User administration, server administration, system customisation, upgrades/patching, system integration design (assisting supplier for substantive development)



		Current data sources

		n/a























Suppliers please note these requirements are from the initial discovery workshop but have been updated following further business analysis and supplied as a separate appendix G

Exercise 3 – User Story Mapping (headline features of a new solution)

		1.0 Contact management

		

		

		

		



		1.1 Create contact

		1.2 Import contacts

		1.3 Manage contacts

		1.4 Reporting

		1.5 Workflows



		Define mandatory data

		Import data from prospectus requests system automatically.

		Data cleansing and reporting

		Quality of contact records for management purposes, e.g. completeness, last updated

		Ability for CRM users to create workflows against contact types



		Categorise contacts, assign multiple roles

		Import contacts  from Falmouth events systems – Eventbrite (others tbc).

		Matching and managing duplicate records

		Frequency of interactions and quality of service 

		*various workflows as required by business functions following more detailed analysis.



		Assign to organisation contact / create organisation contact

		Import data from SITS for campaigns and record matching prospects to applicant (conversion)

		Delete contacts/ flags against retention policy

		

		



		Link contact records



		UCAS fair scanners >understand tech and streamline import

		Retain historical information on contact records, e.g. change in status’s

		

		



		Allow contact “status” to change, e.g. prospect>>applicant (from student record system data matching

		Import contacts from Open day and campus tours.

		Mark record with warning flags, e.g. dangerous individual





		

		



		Add contact social network links

		

		Keep contacts warm and report on contacts, e.g. workflow - warm contact not contacted or responded too

		

		



		Add multiple points of contact with the university, track and report on

		

		Link contact record with sharepoint site for document management, versioning etc

		

		



		

		

		

		

		



		2.0 Campaign management

		

		

		

		



		2.1 Create campaign

		2.2 Create marketing list

		2.3 launch campaign

		2.4 Track campaign

		2.5 Reporting



		Define channels

		From pre defined lists, e.g. prospectus requests, open day attendees, international recruitment fair leads

		Allow another approvals step

		Collate responses

		Campaign KPI reporting



		Create content

		Create new lists from filters or queries, e.g. postcode, age , demographic

		

		Follow up actions

		Custom personalised dashboards



		Campaign approval (roles and permissions predefined)

		From ‘gone cold status

		

		Monitoring

		Evaluate ROI



		Generate goals

		

		

		Email bounce backs?

		



		Define audience

		

		

		Visual dashboards

		



		Set campaign types, e.g. event

		

		

		Click throughs and unsubscriptions

		



		Generate costs of campaigns, categories etc 

		

		

		

		



		Create campaign tasks assign to users 

		

		

		

		



		Auto create standard tasks based on campaign type

		

		

		

		



















*note 1- some ambiguity in terminology in terms of events and campaigns.  For the benefit of capturing  the outcomes required for brand communications we have divided events management into its own story map but understand this is a type of campaign.
*note 2 – Existing events systems will remain in place, in terms of the new solution it will import attendee data to help streamline current processes and use valuable attendee data as part of campaign management.

		3.0 Events management

		

		

		

		



		3.1 Create an event

		3.2 manage suppliers

		3.3 manage attendees

		3.4 Manage venues

		3.5 Tracking and reporting 



		One off and repeat events

		Basic categorisation of supplier types and costs

		Create attendee lists

		Determine security requirements

		Evaluate effectiveness of event, e.g. actual attendance against booking



		Various categories and classifications for events

		Attach documents (link SharePoint)

		Import attendee lists from .csv

		Manage capacity requirements, accessibility

		



		

		

		Keep attendees warm who book very early

		

		



		

		

		Recording on the day attendees (mobile device), and automatic upload against event 

		

		



		

		

		

		

		



		

		

		

		

		



		

		

		

		

		







		4.0 Role management

		

		

		

		



		4.1 user administration

		4.2 Reporting

		

		

		



		Create role groups

		Audit logs against user administration, usage reporting

		

		

		



		Define role functions

		

		

		

		



		Assign users to role groups

		

		

		

		



		Delete users

		

		

		

		







Other generic requirements:

· In terms of terminology and relationships in CRM, we need careful consideration to map the traditional CRM categorization of leads, accounts, contacts, and opportunities to the HE sector. As part of the brand and communications user adoption we require a strategy to map against prospect students, businesses, schools, teachers, international recruitment leads, opportunities etc. 

· Relationships need to be easily created between schools, teachers and students within schools for use with campaigns and reporting, e.g. conversion between school visits, to open day attendance, to application further down the line. 

· We require automated ways to manage and monitor attendance at events, a way to streamline this process.  

· We require a way of streamlining the use of CRM at international and off site recruitment fairs. 

· The solution must be scalable in that further CRM projects (the next step in the journey) will need to implement record matching to report on conversion between the prospect journey, application, current student and then alumni.
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BIS001 CRM 2015 Project: 

Open Day application Summary
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You can see the end user experience by going to our open day booking page, http://www.falmouth.ac.uk/content/open-days-booking-form 
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Example confirmation email
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Thank you for your open day booking on Monday, § June 2015, for

Welcome Talk, Penryn Campus at 10:00

Digital Games BA (Hons), Penryn Campus at 1030 - 1130
Student Union Talk, Penryn Campus at 12:00 - 12:30
Architecture BA(Hons), Falmouth Campus at 14:30 - 15:30

Please ensure you have downloaded your personalised open dav information pack. This information
pack includes 2 summary of your open day booking. It also includes your personalised bar code
which we will scan on registration. These bar codes can be scanned from your smartphone, tablet or
2 printed out paper copy, so please bring this information pack with you in whichever form you

187534
If you have any queries, please contact the Brand Experience team by email
opendavs@falmouth.ac k.

We look forward to meeting you.

FALMOUTH

UNIVERSITY Follow us: f ¥ Yo @
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open_days_booking_form

		Open Days Booking Form

		Submission Details

		Serial		SID		Time		Draft		IP Address		UID		Username		Select Open Day		Title		Other		Forenames		Last name		Address line 1		Address line 2		Town/City		County/State		Postal code		Country		Telephone		Email address		Confirm email		Parking		How many people will be in your party (including yourself)?		Person		Name		Email		Proposed year of entry		Most recent level of study		Name of School/College/University		Any access requirements?		Access requirements		How did you find out about us?		Hear about other		Selected Talks		Active		status		Date		Course links		Talks		Welcome Talk		User Agent		Attended		Info

		1		18535		30/04/2015 22.32		0		91.125.184.204		0				Undergraduate Open Day - Monday 8 June 2015		Miss				Firstname 1		Surname 1		Address 1		Manuden		Example town		Hertfordshire		TEST HQ		United Kingdom		8978645		email@address.com1		email@address.com1				2		Family/Friend						2016 or later		A Level				No				Word of mouth				{"opendayid_26873":{"courseid_983":{"time_10:30":"2","title":"Film BA(Hons), Penryn Campus at 10:30 - 11:30","campusid":4268,"location":"Penryn Campus","time":"10:30"},"additionaltalk_careers_and_employability":{"time_12:00":"2","title":"Careers and Employability, Penryn Campus at 12:00 - 12:30","campusid":4268,"time":"12:00"}}}		1		1		Monday 8 June 2015		www.falmouth.ac.uk/film		Welcome Talk, Penryn Campus at 10:00
Film BA(Hons), Penryn Campus at 10:30 - 11:30
Careers and Employability, Penryn Campus at 12:00 - 12:30		{"title":"Welcome Talk, Penryn Campus at 10:00","campusid":"4268","location":"Penryn Campus","time":"10:00","places":"2"}		Mozilla/5.0 (Windows NT 6.1) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/44.0.2369.0 Safari/537.36

		2		18538		01/05/2015 10.38		0		193.61.64.26		0				Undergraduate Open Day - Monday 8 June 2015		Mrs				Firstname 2		Surname 2		Address 2		Woodlane		Example town		Cornwall		TEST HQ		United Kingdom		8978645		email@address.com2		email@address.com2		FGJ345		1												Falmouth University		No				Other (please specify)		As a member of Falmouth University staff		{"opendayid_26873":{"courseid_8288":{"time_14:30":"1","title":"Business Entrepreneurship BA(Hons), Penryn Campus at 14:30 - 15:30","campusid":4268,"location":"Penryn Campus","time":"14:30"},"courseid_978":{"time_10:30":"1","title":"Fashion Design BA(Hons), Falmouth Campus at 10:30 - 11:30","campusid":4267,"location":"Falmouth Campus","time":"10:30"}}}		1		1		Monday 8 June 2015		www.falmouth.ac.uk/business-entrepreneurship
www.falmouth.ac.uk/fashiondesign		Fashion Design BA(Hons), Falmouth Campus at 10:30 - 11:30
Welcome Talk, Penryn Campus at 14:00
Business Entrepreneurship BA(Hons), Penryn Campus at 14:30 - 15:30		{"title":"Welcome Talk, Penryn Campus at 14:00","campusid":"4268","location":"Penryn Campus","time":"14:00","places":"1"}		Mozilla/5.0 (compatible; MSIE 10.0; Windows NT 6.1; WOW64; Trident/6.0)

		3		18542		01/05/2015 12.51		0		176.126.230.155		0				Undergraduate Open Day - Monday 8 June 2015		Miss				Firstname 3		Surname 3		Address 3				Example town		east sussex		TEST HQ		United Kingdom		8978645		email@address.com3		email@address.com3				2		Family/Friend				family1@example.om		2016 or later		A Level		heathfield sixth form		No				Search engine - Google				{"opendayid_26873":{"courseid_8176":{"time_14:30":"2","title":"English and Journalism BA(Hons), Penryn Campus at 14:30 - 15:30","campusid":4268,"location":"Penryn Campus","time":"14:30"},"additionaltalk_student_finance_talk":{"time_13:00":"2","title":"Student Finance Talk, Penryn Campus at 13:00 - 13:30","campusid":4268,"time":"13:00"},"additionaltalk_careers_and_employability":{"time_12:00":"2","title":"Careers and Employability, Penryn Campus at 12:00 - 12:30","campusid":4268,"time":"12:00"}}}		1		1		Monday 8 June 2015		www.falmouth.ac.uk/english-and-journalism		Careers and Employability, Penryn Campus at 12:00 - 12:30
Student Finance Talk, Penryn Campus at 13:00 - 13:30
Welcome Talk, Penryn Campus at 14:00
English and Journalism BA(Hons), Penryn Campus at 14:30 - 15:30		{"title":"Welcome Talk, Penryn Campus at 14:00","campusid":"4268","location":"Penryn Campus","time":"14:00","places":"2"}		Mozilla/5.0 (Windows NT 6.1) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/42.0.2311.135 Safari/537.36

		4		18548		01/05/2015 16.33		0		195.194.77.155		0				Undergraduate Open Day - Monday 8 June 2015		Ms				Firstname 4		Surname 4		Address 4		Pellor Road		Example town		Cornwall		TEST HQ		United Kingdom		8978645		email@address.com4		email@address.com4				1								2016 or later		Postgraduate		Falmouth University		No				Local to the University				{"opendayid_26873":{"courseid_973":{"time_14:30":"1","title":"Animation & Visual Effects BA(Hons), Penryn Campus at 14:30 - 15:30","campusid":4268,"location":"Penryn Campus","time":"14:30"},"courseid_945":{"time_10:30":"1","title":"Creative Advertising BA(Hons), Falmouth Campus at 10:30 - 11:30","campusid":4267,"location":"Falmouth Campus","time":"10:30"},"additionaltalk_student_finance_talk":{"time_13:00":"1","title":"Student Finance Talk, Penryn Campus at 13:00 - 13:30","campusid":4268,"time":"13:00"},"additionaltalk_careers_and_employability":{"time_12:00":"1","title":"Careers and Employability, Penryn Campus at 12:00 - 12:30","campusid":4268,"time":"12:00"}}}		1		1		Monday 8 June 2015		www.falmouth.ac.uk/advertising
www.falmouth.ac.uk/animation		Creative Advertising BA(Hons), Falmouth Campus at 10:30 - 11:30
Careers and Employability, Penryn Campus at 12:00 - 12:30
Student Finance Talk, Penryn Campus at 13:00 - 13:30
Welcome Talk, Penryn Campus at 14:00
Animation & Visual Effects BA(Hons), Penryn Campus at 14:30 - 15:30		{"title":"Welcome Talk, Penryn Campus at 14:00","campusid":"4268","location":"Penryn Campus","time":"14:00","places":"1"}		Mozilla/5.0 (Windows NT 6.1) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/42.0.2311.90 Safari/537.36

		5		18549		01/05/2015 16.38		0		82.33.116.238		0				Undergraduate Open Day - Monday 8 June 2015		Miss				Firstname 5		Surname 5		Address 5				Example town		Gloucestershire		TEST HQ		United Kingdom		8978645		email@address.com5		email@address.com5		AV14 UOO		3								2016 or later		A Level		Ribston Hall High School		No				HE / UCAS Fair (please state where)		Cardiff		{"opendayid_26873":{"courseid_993":{"time_14:30":"3","title":"Interior Design BA(Hons), Penryn Campus at 14:30 - 15:30","campusid":4268,"location":"Penryn Campus","time":"14:30"}}}		1		1		Monday 8 June 2015		www.falmouth.ac.uk/interiordesign		Welcome Talk, Penryn Campus at 14:00
Interior Design BA(Hons), Penryn Campus at 14:30 - 15:30		{"title":"Welcome Talk, Penryn Campus at 14:00","campusid":"4268","location":"Penryn Campus","time":"14:00","places":"3"}		Mozilla/5.0 (Windows NT 6.3; WOW64; Trident/7.0; Touch; LCJB; rv:11.0) like Gecko

		6		18552		01/05/2015 20.48		0		31.51.254.102		0				Undergraduate Open Day - Monday 8 June 2015		Mr				Firstname 6		Surname 6		Address 6		Holton		Example town		Somerset		TEST HQ		United Kingdom		8978645		email@address.com6		email@address.com6		DV06 EPY		2		Family/Friend				family1@example.om		2016 or later		A Level		Strode College		No				Search engine - Google				{"opendayid_26873":{"courseid_983":{"time_10:30":"2","title":"Film BA(Hons), Penryn Campus at 10:30 - 11:30","campusid":4268,"location":"Penryn Campus","time":"10:30"}}}		1		1		Monday 8 June 2015		www.falmouth.ac.uk/film		Welcome Talk, Penryn Campus at 10:00
Film BA(Hons), Penryn Campus at 10:30 - 11:30		{"title":"Welcome Talk, Penryn Campus at 10:00","campusid":"4268","location":"Penryn Campus","time":"10:00","places":"2"}		Mozilla/5.0 (Windows NT 6.1; Win64; x64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/42.0.2311.68 Safari/537.36

		7		18553		01/05/2015 21.59		0		176.25.65.179		0				Undergraduate Open Day - Monday 8 June 2015		Miss				Firstname 7		Surname 7		Address 7		Maulden		Example town		Bedfordshire		TEST HQ		United Kingdom		8978645		email@address.com7		email@address.com7		KU562MY		3								2016 or later		Btec National		North Herts College		No				Search engine - Google				{"opendayid_26873":{"courseid_990":{"time_10:30":"3","title":"Graphic Design BA(Hons), Falmouth Campus at 10:30 - 11:30","campusid":4267,"location":"Falmouth Campus","time":"10:30"},"courseid_992":{"time_14:30":"3","title":"Illustration BA(Hons), Falmouth Campus at 14:30 - 15:30","campusid":4267,"location":"Falmouth Campus","time":"14:30"}}}		1		1		Monday 8 June 2015		www.falmouth.ac.uk/graphicdesign
www.falmouth.ac.uk/illustration		Welcome Talk, Falmouth Campus at 10:00
Graphic Design BA(Hons), Falmouth Campus at 10:30 - 11:30
Illustration BA(Hons), Falmouth Campus at 14:30 - 15:30		{"title":"Welcome Talk, Falmouth Campus at 10:00","campusid":"4267","location":"Falmouth Campus","time":"10:00","places":"3"}		Mozilla/5.0 (Windows NT 6.1; WOW64; rv:37.0) Gecko/20100101 Firefox/37.0

		8		18556		02/05/2015 12.12		0		90.211.61.126		0				Undergraduate Open Day - Monday 8 June 2015		Miss				Firstname 8		Surname 8		Address 8		Locking		Example town		Somerset		TEST HQ		United Kingdom		8978645		email@address.com8		email@address.com8		WX63 OSG		3		Family/Friend				family1@example.om		2016 or later		A Level		Weston College		No				HE / UCAS Fair (please state where)				{"opendayid_26873":{"courseid_978":{"time_14:30":"3","title":"Fashion Design BA(Hons), Falmouth Campus at 14:30 - 15:30","campusid":4267,"location":"Falmouth Campus","time":"14:30"}}}		1		0		Monday 8 June 2015		www.falmouth.ac.uk/fashiondesign		Welcome Talk, Falmouth Campus at 14:00
Fashion Design BA(Hons), Falmouth Campus at 14:30 - 15:30		{"title":"Welcome Talk, Falmouth Campus at 14:00","campusid":"4267","location":"Falmouth Campus","time":"14:00","places":"3"}		Mozilla/5.0 (iPad; CPU OS 7_1_1 like Mac OS X) AppleWebKit/537.51.2 (KHTML, like Gecko) Version/7.0 Mobile/11D201 Safari/9537.53

		9		18557		02/05/2015 12.26		0		81.152.230.215		0				Undergraduate Open Day - Monday 8 June 2015		Miss				Firstname 9		Surname 9		Address 9		The common		Example town		Surrey		TEST HQ		United Kingdom		8978645		email@address.com9		email@address.com9		KM55 VGC		3								2016 or later		A Level		Godalming college		No				HE / UCAS Fair (please state where)		Surrey Sports Park		{"opendayid_26873":{"courseid_943":{"time_10:30":"3","title":"Press & Editorial Photography BA(Hons), Penryn Campus at 10:30 - 11:30","campusid":4268,"location":"Penryn Campus","time":"10:30"},"additionaltalk_student_finance_talk":{"time_12:00":"3","title":"Student Finance Talk, Penryn Campus at 12:00 - 12:30","campusid":4268,"time":"12:00"}}}		1		0		Monday 8 June 2015		www.falmouth.ac.uk/pressphotography		Welcome Talk, Penryn Campus at 10:00
Press & Editorial Photography BA(Hons), Penryn Campus at 10:30 - 11:30
Student Finance Talk, Penryn Campus at 12:00 - 12:30		{"title":"Welcome Talk, Penryn Campus at 10:00","campusid":"4268","location":"Penryn Campus","time":"10:00","places":"3"}		Mozilla/5.0 (Windows NT 6.1; WOW64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/42.0.2311.135 Safari/537.36

		10		18558		02/05/2015 13.31		0		109.152.59.48		0				Undergraduate Open Day - Monday 8 June 2015		Mr				Firstname 10		Surname 10		Address 10		Minions		Example town		Cornwall		TEST HQ		United Kingdom		8978645		email@address.com10		email@address.com10		WK57 WDM		3		Family/Friend				family1@example.om		2016 or later		A Level		Callington Community College		No				UCAS Directory / UCAS Web site				{"opendayid_26873":{"courseid_998":{"time_10:30":"3","title":"Journalism BA(Hons), Penryn Campus at 10:30 - 11:30","campusid":4268,"location":"Penryn Campus","time":"10:30"},"courseid_943":{"time_14:30":"3","title":"Press & Editorial Photography BA(Hons), Penryn Campus at 14:30 - 15:30","campusid":4268,"location":"Penryn Campus","time":"14:30"},"additionaltalk_student_finance_talk":{"time_13:00":"3","title":"Student Finance Talk, Penryn Campus at 13:00 - 13:30","campusid":4268,"time":"13:00"},"additionaltalk_careers_and_employability":{"time_12:00":"3","title":"Careers and Employability, Penryn Campus at 12:00 - 12:30","campusid":4268,"time":"12:00"}}}		1		0		Monday 8 June 2015		www.falmouth.ac.uk/journalism
www.falmouth.ac.uk/pressphotography		Welcome Talk, Penryn Campus at 10:00
Journalism BA(Hons), Penryn Campus at 10:30 - 11:30
Careers and Employability, Penryn Campus at 12:00 - 12:30
Student Finance Talk, Penryn Campus at 13:00 - 13:30
Press & Editorial Photography BA(Hons), Penryn Campus at 14:30 - 15:30		{"title":"Welcome Talk, Penryn Campus at 10:00","campusid":"4268","location":"Penryn Campus","time":"10:00","places":"3"}		Mozilla/5.0 (Windows NT 6.1; WOW64) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/42.0.2311.135 Safari/537.36
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BIS001 CRM 2015 Project: 

Prospectus request summary
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http://www.falmouth.ac.uk/prospectus

*The Falmouth university website is a drupal back end.
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Invitation to Tender

For Customer Relationship Management System (CRM)

 

Tender Registration Number 664FALMOUTH

RETURN DATE: 

Friday 26th June 2015 at 12.00pm

UPDATE 18.06.2015

Dear suppliers,

The ITT (reference 664Falmouth - Customer Relationship Management System (CRM)

 has been updated and re-issued through the www.tendersincornwall.co.uk  (as version 03).

Summary of the amendments:



· The removal of the deadline date for receipt of quotes in stage 2 of the process.

· Amendment on the evaluation criteria on page 7 of the ITT.

· Amendment of the Scoring criteria on Page 7.

· Additional Appendix H (High Level Specification) added

· Additional Appendix I (Pricing Matrix) added.   
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[bookmark: _Toc310605026]Background

Microsoft Dynamics CRM 2011 went live this year (2011) to facilitate the management of alumni students. It is planned that CRM will help deliver a high quality service which enables well-managed long-term relationships with students.  



To facilitate the use of Microsoft Dynamics CRM for alumni, student data is needed from SITS.  It is also planned to use CRM for various different project in the future as it is developed.



The project is partnered with Crimson Consultants who are a Gold Certified Microsoft Business Solutions Partner, specialising in CRM, business intelligence and system integration.

[bookmark: _Toc292966704][bookmark: _Toc310605027]Required Interfaces

· SITS - MISFITS  		Student data Extract, Transfer and Load (ETL)

· MISFITS – CRM		Web Service



The data required from SITS, includes current students, withdrawn students and past students (alumni).  What it won’t include is any students that haven’t enrolled on their course or are only applicants.



MISFITS will send data to the Web Service (developed by Crimson); this will include contacts, education history and qualifications.



[bookmark: _Toc292966705][bookmark: _Toc310605028]Technology Employed

MISFITS and SITS use Oracle backend databases, and CRM uses Microsoft SQL Server.



Dynamics CRM (Customer Relationship Management) is a software package developed by Microsoft. Out of the box, the product focuses mainly on Sales, Marketing, and Service departments.  CRM will be developed to support UCF’s Alumni system, and is expected to be developed further for future projects.

 

Dynamics CRM is a server-client application, which, like Microsoft SharePoint, is primarily a web application which also supports extensive web service interfaces.



SITS Student Administration, supplied by Tribal Education, is the corporate system that UCF uses to manage the student academic lifecycle from application through to award.   It is used by Admissions, SRIT Team and other departments, and provides online 'self-service' functionality (e:Vision) to students.



MISFITS is a bespoke information system which handles the interfacing between the majority of UCF, TCS and Cornwall based University of Exeter systems.
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[bookmark: _Toc310605029]Infrastructure details

Server Details

		Servers

		Description

		Operating System

		Software



		WOODICTSSITS1  

		SITS Live Database

		Windows Server 2003 SP2

		Oracle 10g Database







		WLORACLE

		MISFITS Database Server (Live)

		Windows Server 2008 R2 Enterprise

		Oracle 11g Database



		TRSCRIPTHOST

		MISFITS Database Server (Test)

		Windows Server 2008 R2 Enterprise SP1

		Oracle 11g Database



		TREMICTSCRM1

		CRM Live Server



		Windows Server 2008 R2 Enterprise SP1

		CRM Dynamics 2011



		TREMICTSWEB2

		CRM Database Server

		Windows Server 2008 R2 Enterprise SP1



		SQL Server 2008 R2







CRM Live Web Server address:

http://tremictscrm1:5555/CRM/



CRM Test Web Server address:

http://tremictscrm1:5555/TrainingP2
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[bookmark: _Toc310605030]Functional Requirements

For each new student record, their data will be imported into CRM when they enrol on their course.  This happens at the start of the academic year when a student enrols has completed their e:Vision enrolment.  



Current students will be marked in CRM with a status as “Current Students”; this will means data will be read only in CRM where the data has originated from SITS.



For students that withdraw they will be marked as Not Alumni.  If Alumni apply for a new course, they will then become a current student again in CRM.



For existing alumni records or when any student that has completed their course they will be imported into CRM marked as Alumni.



For all records in CRM where the status is “Not Alumni” or “Alumni” all the fields will be read and writable.
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The status of the student in SITS will determine the status of the record in CRM.  When a student is current, SITS will be the master system and CRM will rely on the SITS updates, when they are no longer current students CRM will become the master system.
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A scheduled task will take the student into MISFITS; here the data will be extracted, transferred and loaded from SITS, using Oracle stored procedures.  The data will then be passed via a one-way into a Web Service for CRM.



The web service will be set up on the CRM side by Crimson, where the following data will be sent from MISFITS in one object:



Contacts		Includes all the student details for the CRM contacts database

Education History	Includes all past institutions attended

Qualifications		Includes all past qualifications gained

Employment History	Includes all past employment history gained



The object will be sent using SOAP (xml object); this is expected to be called using an Oracle PL/SQL Stored Procedure in MISFITS.  This will be run overnight, but the frequency can be altered easily for future changes.



MISFITS will pass three types of status:

Current Student – Actively studying any course

Alumni – Completed any course and not actively studying

Not Alumni – Not completed any course



Current students will be determined by checking for active SCJ, SCE records and also any alumni that have an active application in SITS.



Alumni data will only be sent once via MISFITS to the web service as CRM will be the master system for Alumni records.   



If an alumni becomes a current student, the SITS data will be written back to CRM again as SITS becomes the master system.  This will mark the record as read-only in CRM.



If a current student becomes an alumni, then the status change and data will be passed to CRM overnight, and CRM becomes the master system for this record.  This will mark the record as read-write in CRM.  CRM won’t be sent any more data regarding this student, unless they become active student or applicant.



The alumni status field will impact on the contact type in CRM (Active or Passive); this logic will be developed by Crimson.



CPD courses will be treated the same as any other courses in the interface, but can filtered on the CRM user interface.



To allow for future use of CRM records, into other systems, an heterogeneous link from MISFITS to CRM will be set up, and a view created from MISFITS to [CRM_MSCRM].[dbo].[Contact] so Alumni data can be imported back to MISFITS if needed in the future projects.








Mapping Tables

The following are mapping tables for student data from SITS.  
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Mapping Table

		CRM Field

		SITS Table

		SITS Field

		Example Data



		MISFITS ID

		

		

		123456



		Status

		Various

		Current Student / Alumni / Not Alumni

		Alumni



		Student ID

		INS_STU

		STU_CODE

		0000001



		Full Name

		INS_STU

		STU FNM1 and STU_SURN

		FRED BLOGGS



		Business Phone

		INS_STU

		STU_CAT3

		 



		Address 1 Address Type

		Hard-coded

		"Term"

		Term



		Address 1: Address Type Code

		Hard-coded

		"Work"

		Work



		Address 1: Street 1

		MEN_ADD
(ADD_ATYC = C)

		ADD_ADD1

		100 STREET NAME



		Address 1: Street 2

		MEN_ADD

		ADD_ADD2

		FALMOUTH



		Address 1: Street 3

		MEN_ADD

		ADD_ADD3

		CORNWALL



		Address 1: City

		MEN_ADD

		ADD_ADD4

		 



		Address 1: Country/Region

		MEN_ADD

		ADD_ADD5

		 



		Address 1: Fax

		MEN_ADD

		ADD_CAFN

		 



		Address 1: Phone

		MEN_ADD

		ADD_TELN

		07777 777777



		Address 1: Post Code

		MEN_ADD

		ADD_PCOD

		TR10 9EZ



		Address 2 Address Type

		Hard-coded

		"Home"

		Home



		Address 2: Address Type Code

		Hard-coded

		"Home"

		Home



		Address 2: Street 1

		MEN_ADD
(ADD_ATYC = H)

		ADD_ADD1

		999 STREET NAME



		Address 2: Street 2

		MEN_ADD

		ADD_ADD2

		TOWNVILLE



		Address 2: Street 3

		MEN_ADD

		ADD_ADD3

		SURREY



		Address 2: City

		MEN_ADD

		ADD_ADD4

		 



		Address 2: Country/Region

		MEN_ADD

		ADD_ADD5

		 



		Address 2: Fax

		MEN_ADD

		ADD_CAFN

		 



		Address 2: Phone

		MEN_ADD

		ADD_TELN

		012345678901



		Address 2: ZIP/Postal Code

		MEN_ADD

		ADD_PCOD

		SW0 0WW



		Address 2: County

		Hard-coded

		"N/A"

		N/A



		Birthday

		INS_STU

		STU_DOB

		07/06/1982



		Contact Reference No.

		INS_STU

		STU_CODE

		0000036



		Created By

		Hard-coded

		"SITS"

		SITS



		E-mail

		MEN_ADD
(ADD_ATYC = C)

		ADD_EMAD

		 Fred.bloggs@falmouth.ac.uk



		E-mail Address 2

		MEN_ADD
(ADD_ATYC = H)

		ADD_EMAD

		 Fred.bloggs2@falmouth.ac.uk



		First Name

		INS_STU

		STU_FNM1

		FRED



		Gender

		INS_STU

		STU_GEND

		M



		Last Name

		INS_STU

		STU_SURN

		BLOGGS



		Lead Source

		Hard-coded

		"SITS"

		SITS



		Marital Status

		INS_STU

		STU_PRVS

		 



		Middle Name

		INS_STU

		STU_FNM2

		FRANCES



		Mobile Phone

		INS_STU

		STU_CAT3

		 



		Nickname

		INS_STU

		STU_FUSD

		FRED



		Student Join Status

		SRS_SCJ

		SCJ_STAC

		N



		MISFITS Last Updated Date

		

		

		28/11/11 10:00:00







SQL

SQL used in previous extract, please note below will change in development. (For technical use only.)
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Mapping table

		Education History

		

		

		

		



		CRM Field

		SITS Table

		SITS Field

		Example Data

		Notes



		MISFITS ID

		

		

		123456

		



		Student ID

		SRS_EDH

		EDH_STUC

		0000001

		



		Education ID

		SRS_EDH

		EDH_EDID

		0002442145

		



		Academic Institution

		SRS_EDH

		EDH_ESTD

		Bloggs School

		



		Start Date

		SRS_EDH

		EDH_BEGY

		01/09/2001

		Convert start year to date 2001 converted to 01/09/2001



		End Date

		SRS_EDH

		EDH_ENDY

		31/08/2007

		Convert end year to date 2007 converted to 01/09/2007





Union data

		CRM Field

		SITS Table

		SITS Field

		Example Data



		MISFITS ID

		

		

		123456



		Student ID

		SRS_SCJ

		SCJ_STUC

		0000001



		Education ID

		SRS_EDH

		SCJ_CODE

		0000001/1



		Academic Institution

		SRS_CRS

		CRS_UDF9

		University College Falmouth

Or if CRS_UDF9 = DCA then 
Dartington College of Arts



		Start Date

		SRS_SCJ

		SCJ_BEGD

		01/09/2008



		End Date

		SRS_SCJ

		SCJ_ENDD

		31/08/2011







SQL

SQL used in previous extract, please note below will change in development. (For technical use only.)
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Mapping table

		CRM Field

		SITS Table

		SITS Field

		Example Data



		MISFITS ID

		

		

		123456



		Student ID

		INS_SPR

		SPR_STUC

		0000001



		Qualification ID

		CAM_SAW

		SPR_CODE and AYR_CODE

		0000001/1/10/11



		Subject/Award

		CAM_SAW

		SAW_NAME

		Illustration



		Academic Institution

		CAM_SAW

		SAW_UDF2

		University College Falmouth



		Achievement/Qual Level

		INS_AWD

		AWD_NAME

		Degree



		Date of Achievement

		CAM_SAW

		SAW_DATE

		19/06/2003



		Grade

		CAM_SAW

		CLA_CODE

		1B





Union data

		CRM Field

		SITS Table

		SITS Field

		Example Data



		MISFITS ID

		

		

		123456



		Student ID

		SRS_SQE

		SQE_STUC

		0000001



		Qualification ID

		SRS_SQE

		SQE_STUC and SQE_SEQN

		0000001/0001



		Subject/Award

		SRS_ESU

		ESU_NAME

		Arts



		Academic Institution

		Data not in SITS

		Not in SITS

		



		Achievement/Qual Level

		SRS_SQE

		SQE_DESC

		GCSE



		Date of Achievement

		Data not in SITS

		Not in SITS

		



		Grade

		SRS_SQE

		SQE_RSLT

		A







SQL

SQL used in previous extract, please note below will change in development. (For technical use only.)
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Mapping table

		Employment History

		

		

		



		CRM Field

		SITS Table

		SITS Field

		Example Data



		MISFITS ID

		

		

		123456



		Student ID

		SRS_EMH

		EMH _STUC

		0000001



		Employment ID

		SRS_EMH

		EMH_EMID

		0001973992



		Employer

		SRS_EMH

		EMH_ESTD

		Bloggs Artists



		Job Title

		SRS_EMH

		EMH_NWRK

		Painter



		Start Date

		SRS_EMH

		EMH_BEGY

		1998



		End Date

		SRS_EMH

		EMH_ENDY

		2000












[bookmark: _Toc310605036]Key Tasks

· Development and Test rig setup

· Develop Interface - SITS - MISFITS - Alumni data extract

· Develop Interface - MISFITS - CRM- Alumni data Update

· Set up link between the MISFITS and CRM databases.

· Web service development

· Test plan

· Interface Testing
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UCF

Chris Harrison – Head of Marketing

Sally Wills-Heath – Marketing 

Emma Williams – Head of Registry

Emma Goodman – SITS/ MIS Development

Jo Stubbs – Projects Office

Paul Alner – Head of Data Architecture

Phil Cocksedge – Data Architecture Team

Damian O’Brien - Data Architecture Team



External Consultants

Gary Williams – Crimson

Simon Purdy - Crimson
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SELECT DISTINCT


       CASE


          WHEN ( (sce.sce_stuc IS NOT NULL) OR (SCE4.SCE_STUC IS NOT NULL))


          THEN


[bookmark: _GoBack]             'Current Student'


          WHEN ( (ALU.ALU_STUC IS NOT NULL) OR (sce3.sce_stac IS NOT NULL))


          THEN


             'Alumni'


          ELSE


             'Not Alumni'


       END


          AS "Status",


       stu.stu_code AS "Student ID",


       STU.STU_FNM1 || ' ' || STU.STU_SURN AS "Full Name",


       STU.STU_CAT3 AS "Business Phone",


       'Term' AS "Address 1 Address Type",


       'Work' AS "Address 1: Address Type Code",


       CASE


          WHEN ( (sce.sce_stuc IS NOT NULL) OR (SCE4.SCE_STUC IS NOT NULL))


          THEN


             STU.STU_CAD1


          ELSE


             STU.STU_HAD1


       END


          AS "Address 1: Street 1",


       CASE


          WHEN ( (sce.sce_stuc IS NOT NULL) OR (SCE4.SCE_STUC IS NOT NULL))


          THEN


             STU.STU_CAD2


          ELSE


             STU.STU_HAD2


       END


          AS "Address 1: Street 2",


       CASE


          WHEN ( (sce.sce_stuc IS NOT NULL) OR (SCE4.SCE_STUC IS NOT NULL))


          THEN


             STU.STU_CAD3


          ELSE


             STU.STU_HAD3


       END


          AS "Address 1: Street 3",


       CASE


          WHEN ( (sce.sce_stuc IS NOT NULL) OR (SCE4.SCE_STUC IS NOT NULL))


          THEN


             STU.STU_CAD4


          ELSE


             STU.STU_HAD4


       END


          AS "Address 1: City",


       CASE


          WHEN ( (sce.sce_stuc IS NOT NULL) OR (SCE4.SCE_STUC IS NOT NULL))


          THEN


             STU.STU_CAD5


          ELSE


             STU.STU_HAD5


       END


          "Address 1: Country/Region",


       CASE


          WHEN ( (sce.sce_stuc IS NOT NULL) OR (SCE4.SCE_STUC IS NOT NULL))


          THEN


             STU.STU_CAFN


          ELSE


             STU.STU_HAFN


       END


          AS "Address 1: Fax",


       CASE


          WHEN ( (sce.sce_stuc IS NOT NULL) OR (SCE4.SCE_STUC IS NOT NULL))


          THEN


             STU.STU_CTEL


          ELSE


             STU.STU_HTEL


       END


          AS "Address 1: Phone",


       CASE


          WHEN ( (sce.sce_stuc IS NOT NULL) OR (SCE4.SCE_STUC IS NOT NULL))


          THEN


             STU.STU_CAPC


          ELSE


             STU.STU_HAPC


       END


          AS "Address 1: Phone",


       'Home' AS "Address 2 Address Type",


       'Home' AS "Address 2: Address Type Code",


       STU.STU_HAD1 AS "Address 2: Street 1",


       STU.STU_HAD2 AS "Address 2: Street 2",


       STU.STU_HAD3 AS "Address 2: Street 3",


       STU.STU_HAD4 AS "Address 2: City",


       STU.STU_HAD5 AS "Address 2: Country/Region",


       STU.STU_HAFN AS "Address 2: Fax",


       STU.STU_HTEL AS "Address 2: Phone",


       STU.STU_HAPC AS "Address 2: ZIP/Postal Code",


       'N/A' AS "Address 2: County",


       STU.STU_DOB AS "Birthday",


       stu.stu_code "Contact Reference No.",


       'SITS' AS "Created By",


       STU.STU_HAEM AS "E-mail",


       STU.STU_CAEM AS "E-mail Address 2",


       STU.STU_FNM1 AS "First Name",


       STU.STU_GEND "Gender",


       STU.STU_SURN AS "Last Name",


       'SITS' AS "Lead Source",


       STU.STU_PRVS AS "Marital Status",


       STU.STU_FNM2 AS "Middle Name",


       STU.STU_CAT3 AS "Mobile Phone",


       STU.STU_FUSD AS "Nickname",


       scj.scj_stac AS "Student Join Status"


  FROM ins_stu stu


       LEFT JOIN SRS_ALU alu


          ON STU.STU_CODE = ALU.ALU_STUC


       LEFT JOIN srs_sce sce


          ON     SCE.SCE_STUC = STU.STU_CODE


             AND SCE.SCE_AYRC = '10/11'


             AND SCE.SCE_STAC = 'C'


       LEFT JOIN srs_sce sce2


          ON SCE2.SCE_STUC = STU.STU_CODE


       LEFT JOIN srs_sce sce3


          ON SCE3.SCE_STUC = STU.STU_CODE AND sce3.sce_stac = 'N'


       LEFT JOIN srs_sce sce4


          ON     SCE4.SCE_STUC = STU.STU_CODE


             AND SCE4.SCE_AYRC = '11/12'


             AND SCE.SCE_STAC = 'C'


       LEFT JOIN (SELECT ROW_NUMBER ()


                         OVER (PARTITION BY SCJ_STUC


                               ORDER BY SCJ_BEGD DESC NULLS LAST)


                            AS rownumb,


                         SCJ_STUC,


                         SCJ_STAC


                    FROM srs_scj) scj


          ON STU.STU_CODE = SCJ.SCJ_STUC AND scj.rownumb = 1


 WHERE SCE2.SCE_STUC IS NOT NULL
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SELECT DISTINCT edh.edh_stuc AS "Student ID",


                edh.edh_estd AS "Academic Institution",


                edh.edh_begy AS "Start Date",


                edh.edh_endy AS "End Date"


  FROM srs_edh edh


       JOIN ins_stu stu


          ON edh.edh_STUC = stu.stu_code


       LEFT JOIN SRS_ALU alu


          ON STU.STU_CODE = ALU.ALU_STUC


       LEFT JOIN srs_sce sce


          ON SCE.SCE_STUC = STU.STU_CODE AND SCE.SCE_AYRC = '10/11'


       LEFT JOIN srs_sce sce2


          ON SCE2.SCE_STUC = STU.STU_CODE


 WHERE SCE2.SCE_STUC IS NOT NULL
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SELECT DISTINCT


       SPR.SPR_STUC AS "Student ID",


       saw.saw_name "Subject/Award",


       CASE


          WHEN saw.saw_udf2 = 'DISFITS' THEN 'Dartington College of Arts'


          ELSE 'University College Falmouth'


       END


          AS "Academic Institution",


       awd.awd_name AS "Achievement/Qual Level",


       SAW.SAW_DATE AS "Date of Achievement",


       saw.cla_code AS "Grade"


  FROM cam_saw saw


       JOIN ins_spr spr


          ON saw.spr_code = spr.spr_code


       JOIN ins_awd awd


          ON SAW.AWD_CODE = AWD.AWD_CODE


       JOIN ins_val val


          ON val.val_code = awd.val_code


       JOIN ins_stu stu


          ON SPR.SPR_STUC = stu.stu_code


       LEFT JOIN SRS_ALU alu


          ON STU.STU_CODE = ALU.ALU_STUC


       LEFT JOIN srs_sce sce


          ON SCE.SCE_STUC = STU.STU_CODE AND SCE.SCE_AYRC = '10/11'


       LEFT JOIN srs_sce sce2


          ON SCE2.SCE_STUC = STU.STU_CODE


 WHERE SCE2.SCE_STUC IS NOT NULL
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BIS001 CRM 2015 Project: 

Information security and compliance requirements
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Note: This is project specific document.






CRM 2015 – high-level requirements: Information Security & Compliance REquirements

Legislation that is pertinent to the use of CRM within Falmouth University includes:

· Data Protection Act 1998 (DPA)

· Freedom of Information Act 2000 (FOIA)

· Privacy and Electronic Communications (EC Directive) Regulations 2003 (PECR), if the data is to be used for e-marketing

In general business information will not be particularly sensitive however it is advised to undertake a risk assessment of the data that is to be held within the system and the policies and processes, in conjunction with Falmouth’s Information Officer. This will ensure that the data to be held is compliant with the DPA and the Information Commissioner’s Office is notified of any changes to Falmouth’s current Registration. Care should be taken particularly if electronic marketing is an intended use of the CRM system.

When creating and maintaining ‘projects’, ‘campaigns’ or general contact lists (both internal and external), the following should be observed:

· Establish a code of conduct

· Only give a licence to staff after they have had training which includes the code of conduct

· Do not allow exporting of data to excel

· Put an infrastructure in place for using the data for e-marketing which, with representation from all interested parties, ensures that campaigns are targeted, timely and of a high quality

· Ensure that contacts have the opportunity to opt out of receiving communication

· Implement quality procedures which are shared across the institution so the contact owner can manage their contact’s expectations, if appropriate

To ensure continued compliance with the DPA, PECR and the FOIA and the need to keep data clean the functionality of the system must include:

· The ability to perform routine searches:

· For personal information if an individual submits a Data Subject Access Request (DSAR) under the DPA

· For general information held (i.e. not personal information) that is the subject of an information request under the FOIA

· An annual process whereby every contact receives an email explaining what data is held, the purpose and offers the opportunity for the contact to unsubscribe from receiving e-campaigns, telemarketing campaigns or printed material.

· An access & security policy that governs the use of the system: system maintenance and support, user maintenance and support, back-up and recovery

· A retention policy that governs the life of a ‘project’, campaign’ or contact list (asset). This should state the life-time of the asset, for example:

· Active life: status of Active (creation and end dates)

· Non-active life:  status of Inactive (end date plus 6 months)

· Archive life: status of Archived (Inactive end date plus 12 months) – this will include a review process at the end of the Archive period in case the asset needs to be re-activated

· Destruction: at end of Archive life – if the asset is not re-activated, this means the removal of all information relating to that asset, including contacts and any information held outside of the system (including paper records)
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Appendix G - Solution functional and non functional requirements.xlsx
Summary and definitions

		Term		Definition

		Out the box		This feature has been developed and is a feature of your product.  Any features marked as "out the box" we may ask to see as part of the stage 2 of the tender process, and solution demonstration. 

		Custom development		To achieve this level of functionality would be custom development, and/or custom scripting.  

		n/a		not feasible to develop as part of solution

		Functional requirements		Our functional requirements are not designed to be a catch all.  From our own analysis and demonstrations of other products we believe this gives the supplier a good understanding of our needs.

		Non functional requirements		Generic solution and implementation requirements

		Essential		We consider this an essential requirement and suppliers can be discounted from stage 1 if any of the essential requirements are not met.

		Desireable



		MS Dynamics suppliers		Please note that if you mark "out the box" against our funcitonal requirements we would expect that this feature has been developed by the supplier and is ready to be deployed on top of the base Dynamics installation, i.e. an Accelerator or framework which does not require development effort.

		Scoring description		Award

		Exceeds requirements identified in the criterion		4

		Satisfactorily meets criterion		3

		Partially meets criterion.  Response judged to be satisfactory, but with reservations		2

		Criterion largely unmet. Unsatisfactory response		1

		Criterion not met. 		0





Functional requirements

												Selection Definiton

						1.0 Contact management		Out of the box (1) or custom dev (0)		Please supply any supporting information		Out the box functionality		1

						1.1 Create contact						Custom development		0

						Define mandatory data types						n/a

						Categorise contacts, assign multiple roles, e.g. applicant, alumni, business contact, current student

						Assign to organisation contact / create organisation contact

						Link contact records

						Allow contact primary “status” to change, e.g. prospect>>applicant (from student record system data matching)

						Add contact social network links

						Add contact to contact,and contact to organisation relationships

						Add attachments to a contact

						Add multiple points of contact with the University, track and report on.

						Add social media handle

						Ability to mark people as possible "brand ambassadors" on their contact record

						1.2 Import contacts

						Import data from our prospectus requests system automatically (Appendix C).

						Import contacts from our existing open day booking system (Appendix B).

						Import data from our data warehouse solution for campaigns and record matching prospects to applicant (conversion)

						UCAS fair scanners > streamline import of attendee data to CRM

						Import contacts from campus tours from CSV.

						Setup automatic processing of data imports.

						Import contacts from existing CSV

						1.3 Manage contacts

						Automatic Data cleansing and reporting

						Matching and managing duplicate records

						Delete contacts/ flags against a specificed retention policy

						Ability to restrict access by CRM roles or groups , to contact types , e.g. VIP contacts.

						Retain historical information on contact records, e.g. change in status

						Weighted duplicate scoring

						Powerful search based on mulitples contact field filters 

						Create new contact list or campaign from filtered contacts retreived from search

						User customisable home dashboard, e.g. user custmisable view

						Mark record with warning flags, e.g. dangerous individual

						Keep contacts warm and report on contacts, e.g. workflow - warm contact not contacted or responded too

						Link contact record with sharepoint site for document management, versioning etc

						Monitor the activity of contacts within their social media channels i.e. Log the conversations to the contact

						1.4 Reporting

						Quality of contact records for management purposes, e.g. completeness, last updated

						Dynamic user defined report builder

						Reports exported to excel and .pdf

						Frequency of interactions and quality of service 

						Conversion funnels

						Pie graphs, line graphs etc based on user selected data criteria

						Geo location graphical reports based on user selected criteria, e.g. all contacts in the south west who have attended open days

						1.5 Workflows

						Ability for CRM users to create custom workflows using GUI (assume trainign required)

						*a various workflows as required by business functions following more detailed analysis.

						2.0 Campaign management

						2.1 Create campaign

						Define channels

						Create content

						Campaign approval (roles and permissions predefined)

						Generate goals

						Define audience

						Set campaign types, e.g. event

						Generate costs of campaigns, categories etcetc. 

						Create campaign tasks assign to users 

						Auto create standard tasks based on campaign type

						The ability to assign “scoring” of links sent out in email campaigns.

						2.2 Create marketing list

						From pre-defined lists, e.g. prospectus requests, open day attendees, international recruitment fair leads		0

						Create new lists from filters or queries, e.g. postcode, age , demographic

						From ‘gone cold’ status

						From contacts baded on a relationshipto an organisation, e.g. school

						2.3 launch campaign

						Allow another approvals step

						Send automatic SMS to contacts from within the campaign

						2.4 Track campaign

						Collate responses

						Follow up actions

						Monitoring

						track email bounce backs from dotmailer, or solution service

						Visual dashboards

						Click throughs and unsubscriptions

						Scheduled tasks based on user actions, e.g. user not completed a task to pay for an event send an automatic reminder by email 2 days before.

						Measurement of social media sentiment with associated reporting

						2.5 Reporting

						Campaign KPI reporting

						CRM user personalised dashboards based on filters, user choosen criteria

						Evaluate ROI

						3.0 Events management

						3.1 Create an event

						One off and repeat events, created from a user management console, e.g. no development or tech expertise required.

						Various categories and classifications for events

						Ability to setup a timetable of sessions for an event, with the ability for users to select what sessions they wish to attend.

						Create staff task allocations, preferably integrated with Sharepoint /exchange task lists.

						Create unique bar codes for users. 

						Create a HTML and graphically rich event page

						Add google locations to events information page.

						Create a booking forms inside CRM to publish to website

						Apply conditional logic and validation to forms via GUI (user defined through GUI)

						3.2 manage suppliers

						Basic categorisation of supplier types and costs

						Attach documents (link via SharePoint)

						3.3 manage attendees

						Create attendee lists, mailshot with event booking URL, form, etc.

						Import attendee lists from .csv

						Keep attendees warm who book very early

						Recording on the day attendees through pull of data from existing open day management application (appendix B)

						Send automatic SMS to contacts from within the event

						Self service portal - ability for end users to change their personalised requirements attached to an event. cancel booking, change name, times etc. (without intervention from brand comms team) 

						Ability for one off events to record attendance if barcode issues, or just via user details.

						Integration with our payment service WPM

						3.4 Manage venues

						Determine security requirements

						Manage capacity requirements, accessibility

						3.5 Tracking and reporting 

						Evaluate effectiveness of event, e.g. actual attendance against booking

						Tracking on task completion, reporting.

						Dashboard event attendance

						Dashboard open day campaigns, e.g. attendee totals, students, parents etc,what events 

						4.0 Role management

						4.1 user administration

						Create role groups

						Define role functions

						Assign users to role groups

						restrict access to certain areas of the system based on roles and groups

						Delete users

						4.2 Reporting

						Audit logs against user administration, usage reporting



						5.0 Student enquiries management

						 We require a centralised student enquiry form for all website enquiries, editable and customisable from the CRM

						Centralised CRM prospectus request form, user customised inside CRM 

						The form must be able to surfaced and styled in line with our external website style guide.(iframe)

						 The ability to either surface a form from the CRM solution to the website, e.g. through the use of iframe. And/or the ability to receive form data through a standard web services API. 

						Capture of all enquiries to a central CRM solution, for use in targeted campaigns,and future conversion tracking

						Automatic forwarding of form enquiries to pre defined email aliases based on type of enquiry.

						Full lifecycle mangement of enquiries (not initially implemented)

						The ability for system super users to edit email alias’s without custom development. 

						Ability to log an enquiry in the CRM that comes from an email alias automatically in the system,e.g. admissions@falmouth.ac.uk

						Automatic assignment of enquiries to CRM roles depending on the type of enquiry

						Ability to pass enquiries between CRM users, and setup automatic alerts based on user defined rules in the CRM

						The ability to provide a range of management reports on enquiry metrics

						6.0      Other functional requirements

						Relationships need to be easily created between schools, teachers and students within schools for use with campaigns and reporting, e.g. conversion between school visits, to open day attendance, to application further down the line. 

						We require a way of streamlining the use of CRM at international and off site recruitment fairs. During events and outreach work the solution requires an “offline” mode for laptop and tablet, which can synchronise and manage delta changes with central system.

						Capable of Social channel listening 

						Provide metrics, statistics and analytics for CRM department usage.

						Integration with University systems:

						The solution must pull data and manage delta changes for applicant data from our data warehouse solution, which is Microsoft SQL Server technology. Integration should be via web service or SQL Server Integration Services. The in-house development team will make the relevant information available in database views or via web services to streamline data transfer (example of data definitions and current API in Appendix).  

						Longer term (next project phase) we require two way real time integration with SITS when we adopt CRM for admissions and enquiries, and want to track conversion from prospect student through to student.  

						Feed from SITS or data warehouse solution to provide standard lists categories such as schools, courses and modules

						DOTMAILER  (*suppliers please supply pricing to replace dotmailer with their chosen mail solution, our preference is to incorporate into one solution)

						 Active directory /single sign on

						The solution must integrate (take feeds or through web services layer, and manage delta changes) from our open day application system which runs through our extranet.  See Appendix B and C for a high level process and data definitions of our existing systems.

						Sharepoint 2013 is in initiation and will become the defacto location for team collaboration and document storage.  The solution must be capable of integrating with the platform in terms of providing a seamless experience for end users to retrieve campaign related files.

						To export data out of CRM, preferably though SQL for more in-depth market research. We currently use SQL Server Management Studio for doing    the same thing to SITS).  See Appendix D for an overview of our BI solution.  





non functional requirements

						Non functional		Essential/desireable		Yes/No		Please supply supporting information

						1.0 Generic solution requirements

						Preferably the solution platform must be of appropriate technologies to enable our in-house development team to support and maintain the solution if we so choose.  In line with our enterprise architecture principles and in-house skill sets the solution will be Microsoft SQL Server backend database and the front end/system development should be performed using .net technologies (C# and ASP.Net are our preferred languages but VB.Net would also be acceptable).  Alternatively we would invite the supplier to propose an approach for longer term support, maintenance and development if the supplier’s solution does not match these technologies.		Desireable								Y

						In terms of terminology and relationships in CRM, we need careful consideration to map the traditional CRM categorization of leads, accounts, contacts, and opportunities to the HE sector. As part of the brand and communications user adoption we require a strategy to map against prospect students, businesses, schools, teachers, international recruitment leads, opportunities etc. 		Desireable								N

						The solution must have the capability and scalability to manage the full student journey. Prospect, applicant,student, graduation, alumni.  And VIP's and external business engagement activity. (further CRM projects). Suppliers who are shortlisted will be asked to demonstrate this functionality.		Essential

						The solution must be scalable in that further CRM projects (the next step in the journey) will need to implement record matching to report on conversion between the prospect journey, application, current student and then alumni.		Essential

						The solution must have the ability to fully integrate with SITS , two way real time integration.  We require a supplier with previous experience of SITS integration, please provide documentation for your SITS API/integration software.  		Essential

						2.0   Infrastructure and Server Requirements

						The solution should be capable of running either in the cloud or as an on premise based solution, this will be determined during the course of the project subject to a review of cloud based solutions across the institution.		Essential

						The solution should be capable of running in the following environment:

						Microsoft Windows Server 2008 or 2012 datacentre edition on VMware ESX 5.5 virtual environment if on premise is choosen.		Desireable





						3.0       Devices

						Makes use of multiple form factors using responsive page design (desktop machines, laptops, tablets & mobile devices).		Essential

						The solution must have full functionality available on all modern browsers running on Mac OS & Windows OS.		Essential



						4.0     Security

						Protect content to authenticated users only		Essential

						Shibboleth - SAML 2.0 compliant Single Sign On		Essential

						Hosted Server Centres must have IL2 accreditation or equivalent (if decided off site hosting)		Essential

						SHA-2 SSL encryption must be used when users submit forms containing personal information		Essential



						5.0       Reliability and & Aavailability

						Availability of system – 99.96% uptime guaranteed (if decided off site hosting and managed support)		Desireable

						High availability needs to be planned in from the beginning with the ability to run the service either in a hybrid cloud service or two separate on premise locations. These locations both have Virtual environments and SAN based storage and are interconnected by multiple 10gb uplinks to the network core.		Desireable



						6.0       Performance

						The infrastructure must scalable in order to support future forecast system usage.  		Essential

						The system should be capable of supporting 35 consecutive users with each user running a number of pre- approved tasks. The PATs will also form part of the UAT.		Essential



						7.0       Support and Maintenance

						Flexible range of call off support contracts		Essential

						Remotely supported and managed support service with 24x7 cover optional.		Desireable

						Backups taken on a regular basis. For on premise delivery this will be via our CA Arc serve backup solution and will the schedule will be agreed with the Brand Communications Department in line with their requirements.		Essential

						Provide user documentation, video guides and help systems		Essential

						The ability to archive redundant data  		Essential

						Reserved maintenance free periods during the academic year.		Desireable



						8.0      Training

						Provide onsite training and documentation for initial development as part of the user adoption		Essential

						Provide call off training service as part of ongoing support and maintenance agreement		Essential

						Analysis and data migration plan for importing existing contact data, ensuring clarity of roles in terms of data ownership. To include the use of templates to assist Falmouth with data cleansing.		Essential



						9.0       Legal and Compliance

						The solution must meet our requirements for  information security and compliance, see Appendix F		Essential



						10.0       Other Considerations

						Ability to apply simple Falmouth university branding		Essential		N
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Falmouth University is a specialist creative multi-arts institution for rethinking convention and outthinking challenges. At a time when conventional thinking doesn't work anymore, it's a potent formula.  

For our students

At the heart of creativity in the UK and the world, Falmouth University has a very special atmosphere that propagates originality and stimulates challenging creativity. With us you'll advance the boundaries of your craftsmanship and creative expression. You'll explore the convergence between technology and the arts. You'll develop your own creative identity and increase the value of it. You'll constantly push the limits of just how good you can be. But you'll never be on your own. It may not always be comfortable, but it will be courageous, diverse, exciting, experimental, progressive, relevant and transforming.

And beyond

Today, there has never been a greater need for creativity. With it, goals can be met and surpassed, opportunities created and lives, as well as commerce enriched. At Falmouth University, our research and innovation shapes our teaching and the world we live in. Our national and international partnerships provide opportunity for business and students alike. Through our students we nurture and release creative capital. It benefits them as well as the world.

For more than 100 years Falmouth University has been challenging creativity. Through it, we are redefining creative education and making a vital contribution to the resurgence of the local and global economies.

Falmouth University has recently been awarded the No.1 UK Arts University by the Sunday times.  We are supporting a forecast growth from 4000 to 8000 students by 2020.
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A discovery workshop was completed to understand the current problems, the team profiles, and the high level features required by the business users.  Suppliers please read the workshop summary. Appendix A  

The functional requirements listed in Appendix G are not intended to be a ‘catch all’ but designed to give suppliers a good indication of the business need and the scale of the project.  Most requirements are what would be considered common CRM functionality. 

The scale of the solution is contained to one business area within Falmouth University responsible for marketing activity to prospective students.   Brand and Communications have around 20-25  users expected to use the new solution, 4-5 super users.  The challenge will be with user adoption, data cleansing and importing and then careful thought to user training, ongoing development, support and maintenance.   The major functions that the new solution will support and streamline are:

· Open days campaign management and integration with existing booking system.

· Event Management for free events - web portal for RSVP e.g.  campus tours, VIP events for VC Office and other events run by brand communications for the University.

· Marketing campaigns and keep warm activity for contacts requesting University prospectuses.

· Global student recruitment and outreach work (Schools, fairs, etc etc.), follow up lead management, keep warm activity, partnership building.

· Marketing campaigns and keep warm activity to students in the applicant cycle.  Data will need to be pulled one way from our data warehouse solution.

· Website prospectus and enquiry management (*note 1)

· Ability to create automated workflows for lead management

· BI Reporting, Analysis, data flow.  

*see section 3 for metrics on the communications activity

Important to note we do not expect this solution to replace our current systems for booking on to open day events.  See appendices for an overview of existing open day system.

*Note 1 – Light touch website enquiry management ,we require capability but do not intend to deliver  full centralisation of enquiry management in this project.

[bookmark: _Scalability_and_Future]

[bookmark: _Toc422408033]Scalability and Future Projects

The solution must be capable and scalable in that future projects (the next step in the journey) will need to implement record matching to report on conversion between the prospect journey activity, application, current student and then alumni.

Future phases of an organisational wide CRM (Out of scope of this project) may include, but not limited to

· Admissions and centralisation of enquiry management. 

· Alumni

· Graduation

· Academic departments campaign management

· Business engagement
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· Provision of tools to allow efficient and effective campaign management and customer relationship management, increasing revenue opportunity from prospective students.

· Reduce significant manual effort overhead from managing large scale event activity from rudimentary systems.

· A solution which is robust and built with business continuity and hosted in the most cost effective way.

· To gain powerful BI reporting in terms of student acquisition and conversion, and the effectiveness of student recruitment activity.

· Compatibility with BYOD and provision for multiple form factors, e.g. Smartphones and tablets, anytime anywhere 24/7 access.

· Integration with social media as part of campaign management.

· Ability to make controlled technical changes to the system.

· Ability to accurately cost internal and external costs for events, and provide a basis for longer term ROI metrics on recruitment activity against conversion rates.

· Ability to manage VIP contacts, nurture leads and create revenue opportunity from business relationships. 

· Reduce financial exposure to DPA compliance through the management of one single source of contact information, retention policy and governance.

· Become self sufficient in terms of event management, and not reliant on technical development.

· Allow our users (prospects) to become self sufficient in terms of managing  their own event booking without manual interventions.
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The work of the Brand Communications team generates enquiries and data from a diverse range of sources. Currently most processes are largely manual-based in Excel, with contact details uploaded to Dotmailer for e-newsletter mailings.

· Between 01/05/14 and 01/05/15 Falmouth’s website generated 5,100 prospectus requests via its online form. The website currently uses Drupal as its CMS, and is externally developed and hosted by Altcom

· Brand Communications needs to be able to communicate with all applicants via CRM. Applicant data is stored in the SITS student record system. At the time of writing, Falmouth has over 6,500 applicants in this cycle. With large increases in applicant numbers observed both this year and last year, and with ambitious growth targets set institutionally it is anticipated that the volume of applicants will increase in future years.

· Runs five Open Days a year. Four of these are for undergraduates and one for Foundation Art & Design applicants only. Bookings are made via a website form. Undergraduate Open Days generate 1000 bookings for each event which results in 700 actual attendees on the day. The Foundation Art & Design Open Day is   much smaller event.

· Conducts 200 campus tours a year for individuals or small groups such as families.

· The Global Student Recruitment team attend up to 50 international events a year generating between 20 and 250 new leads at each event

· Attends up to 21 UK UCAS Fairs which can generate between 40-100 new leads at each fair. Three follow up mailings to UCAS leads are made each recruitment cycle.

· Visits between 40-100 school events/careers fairs annually, following up leads from these fairs three times a year

· Engages with 20-25 schools annually through CreativeEd

· Engages with between 5-10 community groups a year on various projects

· Organises ten portfolio days for applicants 

· Organises 20-30 taster days for potential students

· Runs four summer schools each year with up to 60 attendees on each event summer school

· Runs a Saturday club for 30 attendees over 25 weeks

· Organises eight teacher days and conferences annually

· Undertakes  a number of direct mailings including:

· 30 mailings to schools

· Four mailings to Prospectus requestees

· Seven mailings to Open Day attendees

· Six mailings to applicants/offer holders

[bookmark: _Toc422408036]Our Users

All of our users have a range of:

· Technical abilities: The system user interface must be intuitive and not become a barrier to user adoption.  

· Browsers: The new system should work on all modern browsers including Internet Explorer 7+.

· Devices: Users access the system using desktop machines, laptops, tablets and mobile devices. The new system should therefore work and make use of the features available on multiple form factors using responsive web design. 

· Types of connection: Users may access the system using broadband, Wi-Fi and mobile networks and this must be considered in the design of the site.

· Connection speeds: Users may have fast connections or slow dial-up connections in rural or specific international locations for example. The system should not frustrate users with slower connections and performance of page requests should be returned in a reasonable time frame.
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The University has an active presence, both corporate University wide and with individual faculties, schools and departments, on a range of social networks. Social networks augment the University’s online presence and include but are not limited to the following:

Social Media Networks

· Facebook – 4,871 likes https://www.facebook.com/falmouthuni 

· Twitter – 13,263 followers https://twitter.com/FalmouthUni?lang=en-gb 

· Instagram – 1,746 followers https://instagram.com/falmouthuni/ 

· Pinterest – 200,028 followers https://uk.pinterest.com/falmouthuni/ 

· LinkedIn – 11,432 https://www.linkedin.com/hp/?dnr=ROAS84dkW41O3HLl4DJvhPdczG6jJ4N9Yz7&goback=%2Ebzo_*1_*1_*1_*1_*1_*1_*1_*1_university*5college*5falmouth&trk=hb_signin 

· Tumblr – 66 followers https://www.tumblr.com/tagged/falmouth-university 

· Google + - 215 

· You Tube – 299 



[bookmark: _Toc422408038]Stakeholders CRM

The University has many different stakeholders with whom  Brand Communications and the VC office interface  for a variety of purposes. This section attempts to identify these stakeholders and determine the likely purpose of each stakeholder engagement. 



· Potential Applicants: new enquirers requesting information from a variety of sources e.g. Open Days, recruitment fairs, etc. Interested in the courses available, what life is like living in Falmouth/Penryn, requesting a prospectus, information regarding courses available, etc.  Maintaining contacts and communication with potential enquirers, inviting to events, relationship development activity to convert leads to applicants, tracking of enquiries through to application/student. 

· Applicants: interested in accommodation, the status of their application, connect and interact with Falmouth University Staff, etc. Tracking enquiry from contact to application to student, communication tool for “keeping warm” marketing activities, event invitations, etc.

· Parents: similar reasons to the potential applicant and applicant. Tracking enquires, inviting to events, communications with parents.

· Students: for communicating with students, event invitations, graduation, internal communications.

· Schools and Colleges: maintaining contacts with key staff, running recruitment events and campaigns, generating potential applicants. Tracking outreach event success and conversion of pupil enquiries through to application/enrolment

· International Agents/British Council: for recruiting international students within their native countries, contact details of agents, also applicants and potential applicants come through this route

· Alumni: events, networking, engagement, news, fundraising, keeping informed.

· Staff: share information, event invitations, internal communications

· Press/media: maintaining contacts, event invitations

· Academic/University Partnerships: for maintaining contacts and communicating with existing partnerships. Assist in tracking/developing new partnerships. Also similar reasons to staff, student, applicants, potential applicants, alumni, etc.

· Suppliers & Partners: maintaining and communication with suppliers.

· Community Groups: maintaining contact details and events with creative arts/local community groups. Some possibility that potential applicants and partnerships may arise through this route

· Business: business & enterprise opportunities, expert directory, developing maintaining contacts, event invitations, enquiry tracking

· Research Community: internal and external communication. Event management.

· Campus visitors: communication with visitors, event invitation/attendance tracking. Could be for recruitment events e.g. Open Days, campus tours, etc. but maybe for a wide variety of other events e.g. Performances, Academic Conferences, etc.

· FXPlus: service maintenance, delivery and development
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A discovery workshop was completed to understand the current problems, the team profiles, and the high level features required by the business users.  See appendix A for the full summary of the workshop, and use this as additional information for use in tender responses.

The functional requirements listed are not intended to be a ‘catch all’ but designed to give suppliers a good indication of the business need and the scale of the project.  Most requirements are considered common CRM functionality. 

The functional and non functional requirements are provided in Appendix G.

We are looking for a solution not just a system, and as such looking to the supplier to provide the detailed business analysis as part of the implementation.

[bookmark: _Toc422408040]Timeline

We require a solution in place to help streamline for our October open day.  We require our supplier to mobilise,  begin analysis and implementation immediately following contract award, our aim is this will be during August 2015. (See procurement timeline).  We are looking for a rapid approach to implementation, favouring an out the box product with minimal customisation.
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· This is the second attempt at CRM for Falmouth University and the project approach used by the chosen supplier must use an appropriate project approach to minimise risk to the business and a failed user adoption.  

· As part of the supplier response we will be looking to ensure the chosen supplier can provide an iterative agile approach to the implementation of our solution, evidenced through an appropriate phased schedule.  The approach needs to be mindful that we are not looking to sign off on a wholesale requirements document which gets developed in isolation.  We expect a number of production releases and show and tells, and iterative approach which allows quick feedback and adjustment if required.  We understand this approach also requires our commitment to the chosen supplier.

· Face to face collaboration and engagement will be crucial to the success of the project; the chosen supplier will be expected to have a considerable presence on site, located closely to the customer.    

· In terms of the bigger picture for CRM, and the next steps detailed in section 2.1, we will expect the choosen supplier to conduct a high level analysis of the admissions and enquiries, graduation and alumni processes.  This is to ensure that the supplier understands the full student lifecycle and appropriately designs the solution to ensure it is suitably scalable if that route is chosen.  We would expect the supplier to produce and present back to the CRM steering group the analysis and a high level project plan for further stages, clearly identifying the benefits and approach, with ball park estimates of effort. 
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Supplier price response template.xlsx
Summary costs

								Description		Consultancy days		Cost

						Price year 1 TCO

						Implementation (analysis, infrastructure, data cleanup, customisation, training, PM ect)

						{add columns as needed to break down implementation costs}



						15% contingency (unknown requirements)

						Year 1 licencing

						Year 1 support/maintenance

						year 1 Hosting

						Run costs (after year1)

						Annual Licencing

						Annual Support/maintenance

						Hosting



						Year 1 implementation, licensing and support						£   - 0

						*all prices ex vat













Supplementary costs info

						*add any other supplementary pricing information
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Appendix J - Part II B and C response.xlsx
Sheet1

						Section		Description		Supplier Response

						Part II B		Relevant HE experience of successful CRM implementations in the last three years.  We will score against three successful reference sites being supplied. Any less than three, or non HE will be scored accordingly.

						Part II C		Ability to mobilise, (sections 4.1 & 4.2 of the High Level Requirements document.)• Development approach.
• Ability to mobilise immediately following contract award, and a solution fast, i.e. implementation timing estimate.
• UK onsite implementation and training
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