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Invitation to Tender
Ecommerce Website – BIG2310
1 Background/Introduction
Fluid Branding is a market leading, award winning B2B distributor of promotional merchandise.  With offices throughout the UK, Ireland and The Netherlands, our company provides branded merchandise to organisations across all sectors.  We act as a sourcing and service company, relying on a network of manufacturers, decorators and logistics companies to supply finished product to our customers.

Branded promotional products are becoming increasingly commoditised, with online searches being the predominant way for our clients to find and select a supplier.  Our customers relationships fall generally within two categories, either Key Account or Transactional.

Key Account business involves an ongoing relationship, many discussions and often face to face meetings.  Their needs are often larger and more complex than a simple isolated requirement for merchandise.  Our services to these customers include advice and selection of merchandise and branding options, warehousing of stock for faster delivery, management reporting along with a dedicated website to manage their merchandise.

Transactional customers by contrast will often want minimal contact with us, and will often use online search to find and compare us against our competitors.  The ability to purchase online, with clear pricing and complete product information is becoming increasingly important.  Millennials now form a large part of our customer base, they expect the ‘Amazon experience’ every time they shop online.  These customers may also look to communicate with us in different ways, eg. Live Chat.

Key purchasing factors for Transactional customers include trust, price, convenience, product information and clear communication.  While average order values may be low, each product will carry our customer’s brand, and therefore has the potential for brand or reputational damage if things go wrong.  Therefore price may be an early buying factor, but trust in our products, delivery times and competence is hugely important.  The low sales value of these single orders require us to handle them as efficiently as possible in order to retain profit margin.  Minimum order values are not currently applied, but may be considered to prevent making a loss on lower value orders.

We now require a website catering for both sets of customers defined above; to showcase our capabilities to Key Accounts, and to offer online purchasing, payment and order tracking for Transactional customers.

The purchase of this system is part of a grant funded application process and therefore procurement will be subject to grant approval of the project as a whole. We will compare tenders received on a compliance basis only.
2 Project Specifications
We currently run a Magento 1.7 website, with a substantial number of SKU’s.  The site currently attracts around 40k visitors per month, and is presently used for lead generation, with enquiry forms feeding directly into our cloud based bespoke ERP system called Integra.  We currently process approximately 165 enquiries per day, covering both new and existing customers.  

Items offered to our clients on the website are not finished product.  All customer orders involve dealing with their company branding or message, requiring artwork to be proofed and approved before production.  Customers may be unclear at time of placing the order, how many colours or the format of their branding, which may in turn affect the decoration method and the item price.

At present, pricing on the website is indicative, representing a one colour print to one position on the product.  Decoration setup costs (for engraving, printing etc) and carriage costs are quoted subsequently via an email quotation sent from Integra.

This project must provide us with an Ecommerce website with the ability to navigate to product, select branding options, purchase online, approve artwork and track order status etc.  Having evaluated various platforms, upgrading to Magento 2 seems the most obvious and preferred route forward.  Magento 2 should provide us with some of these features ‘out of the box’, however customisation will be required, and integration with our ERP and CRM systems will also be critical.

The number of products on our website will be streamlined down to a more manageable level than at present, promoting product from our key suppliers.  This should reduce the product count on our website and allow greater control over product data.

2.1 Overview and Shopping Cart2.1.1
Magento 2 Community Edition or Enterprise Edition are acceptable solutions.
2.1.2
Whilst keeping customisation to a minimum, please provide 3 examples of where you have made improvements in User Experience (UX) and three more examples where you have made changes to the merchandising tools, beyond those in standard Magento.  These could incorporate commercial extensions, or custom development. These should be based on work in a B2B environment.

2.1.3
The user interface to the website must be as intuitive as possible, allowing navigation to products based on in-site search, grouping of common products and categories, product filters etc.  Retail based merchandising tools for Magento should also be suggested or included within your response.

2.1.4
The ability to add product-specific or general enquiries directly into Integra must be included.  This should also allow multiple products on a single enquiry, in the form of a wishlist or enquiry basket.  Please confirm this is included within your response.
2.1.5
The ability to request a physical sample must be included within the project via a simple online transaction, including payment by Paypal or Credit/Debit card.
2.1.6 
Our product data will be available with sufficient information to make an online purchase.  Demonstrate how pricing variations will be handled through tiered pricing or product options, for quantity breaks and multiple forms of branding, eg. Printed 1-colour, 2-colour, Engraved etc.

2.2 Technology2.2.1
You must be a Professional Magento Solutions Partner and Magento Certified Solution Specialist.  We also require you to demonstrate your active involvement and authority in the Magento Community, eg. speaker panels at Magento events such as Imagine, Magento Live, contributions to the Magento Engineering products.
2.2.2
You must be able to provide 10 examples of commercial websites developed on the Magento 2 platform with specific examples using the Magento 2 B2B functionality.

2.2.3
To help future proof the website, it should be developed using headless technology and a decoupled architecture using the Deity framework.  You must demonstrate proven experience in implementing websites using this approach and confirm you will use this method of development for this project.

2.2.4
Please state if your solution requires technology not already in use by us: HTML5, Javascript, Json, PHP, MySQL.  Any licensing costs should form part of your submission; please provide costs for the first year and subsequent 2 years.
2.2.5
Confirm all customisation will be clearly documented and referenced.  If Magento extensions form part of your proposal, confirm these will only be used from established commercial developers.
2.3 Site Search2.3.1
Improved site search is required beyond the built-in Magento option, similar to the  “Advanced Search” by AheadWorks.  Please provide a detailed comparison between your solution and the Aheadworks solution.
2.4 Decoration Setup and Product Shipping2.4.1
Individual products will need to hold decoration setup costs, possibly as a mandatory product option.  Decoration setup costs are a fixed price, based on decoration type, and number of colours.  eg. “Engraving setup cost £30”, “Print setup cost £20 per colour”.  

2.4.2
Delivery costs will be calculated based on a matrix of carriage costs from our preferred courier.  International or multi location shipping would not be available online but can be requested and charged in addition.

2.5 Artwork Handling2.5.1
All orders will require artwork provided by the customer for decoration onto the product.  Each product and branding technique will have limitations and requirements. Artwork needs to be submitted by the customer either at the time they place the order online, or subsequently by uploading to the order via their account in Magento.  This artwork needs reviewing by our internal studio team, and proofing back to the customer before the order can be confirmed.

2.5.2
Unsuitable artwork may need redrawing, or changes to the decoration technique, both of which may affect the order cost. Payment details should be taken at the time of order, but only process the actual payment when the order and artwork are confirmed.

2.5.3
The following process would allow artwork to be supplied to us, verified, and processed as necessary:

a.  Upload facility for the client to supply artwork during checkout on the site.  Files up to a certain size as the order is placed online, or subsequently via their Magento account login.  Large file transfer to a designated email address for larger files, labelled with the relevant order number.

b. Artwork to be automatically checked for known potential issues during upload, based on file type and resolution. Client is alerted to possible artwork processing fee if it’s recognised as unsuitable for decoration purposes (eg. low res)

c.  Artwork will then be manually checked and verified by our studio team on receipt of the order.

d.  If artwork is unsuitable for print, the order will be changed to a ‘pending’ status. An automated response then sent to the client directing them to a page to upload alternative artwork, or make payment for us to redraw the previously supplied artwork for a fixed fee.

e. If artwork is suitable for print, the order status will change to ‘confirmed’ and the client will be notified to log in to their Magento account and approve the artwork in order to proceed with the order.

2.5.4.
Payment details should be provided at checkout stage, but funds only processed once the order is confirmed via Integra.

2.6 Multi Currency and Multi Language2.6.1
The website is to operate with multiple store fronts, for UK, Ireland, Netherlands, and the United States.  This will require capability for multi-lingual translation, and for multi-currency.  
2.6.2
Products should be stored in a single Magento database, and categorised for the relevant store.  Geo-IP based store location should be used to recommend or redirect to the relevant store.

2.6.3
Each store will need to communicate to Integra ERP via the Fluid Branding API’s, connections and configurations of which, may need to be different for each Magento store. These configurations would be ideally managed within the Magento CMS.

2.6.4
For UK delivered items, VAT should be applied to all orders.  Prices shown on the website should be shown without VAT, with VAT applied at checkout.
2.7 Payment Gateway
2.7.1
 Stripe (or equivalent) and Paypal are the required payment gateways.  Each store will require specific configuration options within the payment gateway.
2.8 B2B Web Portals
We currently host a number of dedicated web stores for our key accounts.  These allow product to be managed and reported behind secure access, with user sign on required to access the websites.  
2.8.1
Product ranges should be held in the Magento database, with orders feeding directly into Integra.  Buying controls based on budget and/or product ranges are also required, along with detailed reporting on stock and transactions.  These Web Portals can operate on a stock or non-stocked product range, with multiple warehouses catered for to cover different territories.

2.8.2
You must demonstrate proven experience in developing B2B Trade Portals allowing customers to purchase and manage products, and manage individual user access, using the Magento 2 platform.

2.9 Product ManagementStore Manager by eMagicOne is currently used to manage product information and to import new products, however is proving insufficient to handle our requirements.

The site uses a combination of Simple and Configurable product types, and we require a dedicated PIM (Product Information Management) system to cater for our requirements, with more sophisticated functionality beyond the standard Magento tools.

2.9.1
Please demonstrate your ability to provide a tailored PIM system within the cost of this project, without the need for ongoing licence or subscription fee’s.

2.10 Current Magento ExtensionsThe following list of Magento extensions are currently in use.  These or equivalent extensions must be compatible and integrated within the new website, unless superseded by standard Magento features or custom development:
AW

Blog
MageWorx
Adminhtml
MageWorx
SeoSuite
MageWorx
XSitemap
Yoast

CanonicalUrl
Yoast

MetaRobots
MagicToolbox
MagicZoomPlus
Wyomind
Simplegoogleshopping
Emagicone
StoreManager
2.11 Custom Integrations2.11.1
RESTful API

Magento 2 has its own RESTful API, which will allow Fluid Branding’s ERP and CRM systems to query the Magento store. A requirement will be to allow the Magento store to also make API calls to the Fluid Branding API, which exposes methods to obtain customer and order information from the Integra ERP and CRM systems. The scope of this is broad and should be considered as part of your proposal. The goals of these integrations are outlined below for reference. 

2.11.2
CRM Integration

Our internal CRM system is originally based on SugarCRM, using our own hosted MySQL database.  Integration into this CRM system is a requirement, allowing us to recognise returning visitors, and tailor their experience.  This could be as simple as “Hello Alison, welcome back”, through to a tailored background image or customer testimonial based on the user’s known industry.

The CRM integration would allow us to query Magento Customers against our own CRM to extract information that is beyond that stored in Magento.

2.11.3
ERP Integration

2.11.3.1 Close integration with our ERP System (Integra) is essential.  This will typically be through RESTful API’s between Magento and Integra.  Synchronising Magento and Integra databases for customers and orders would likely be an effective approach.  This would allow standard Sales Order Processing tools to be used within Magento, whilst the order management and processing within Integra can continue with existing internal processes.  Changes to order status and information from either system would be instantly reflected in the other.

2.11.3.2 Customers should be able to log into their account on the website, approve or reject artwork, make and view payments, review order status and track delivery, along with any other standard features expected by consumers when purchasing online.  Previous quotations and orders from Integra should also be visible here.

2.11.3.3 A customer may also contact their sales account manager within Fluid Branding and place a new or repeat order outside of Magento, with the Fluid Branding sales person entering details directly into Integra.  These manually created orders in Integra should be accessible to the customer through their Magento account login.  Customers will be identified via their unique email address. 

These aspects of the project will require close collaboration with Fluid Branding’s development team.
2.12 Design and Branding 2.12.1
The creative look and feel of the new website will be guided by our design team.  This team will consist of Fluid Branding internal designers and an external agency representing us on this project.  Fonts, digital assets and static content will be supplied by this team, along with guidance on user journey. General static content on the site will be provided by our design team via CMS access included within your proposal.  Site navigation and UX tools to help product merchandising and presentation should be included in your proposal, but amends or alternatives by our design team can be budgeted for in an agile manner.

2.12.2
Our Current Look

We have a significant amount of content on our existing website, though presentation and positioning of the information will be reviewed. The current website attempts to cater both for Transactional customers who are likely to be further down the sales cycle, and Key Accounts researching potential merchandise providers to partner with.  While the current site aims to appeal to both types, it would benefit from a review of customer journey.

We have extensive data available from Google Analytics which may help understanding customer journey through the current website.

The majority of product we supply to customers is time sensitive, often for events or campaigns they are running.  We therefore need to demonstrate our ability to supply quality goods within the required timeframe, building trust with the customer as quickly as possible.  A typical transactional customer may be running an event with many factors to consider, and although branded giveaways could be a very low cost element, it could still be critical to the overall campaign.  We put strong emphasis on peer reviews through Feefo and Trust Pilot to encourage trust from potential customers.

2.12.2.1 Demonstrate how this could be enhanced with FAQ’s and Reviews at product level.

2.12.2.2 Please confirm the above will be incorporated within the cost and development of this project.
2.12.3
Branding / Design Goals

2.12.3.1 Fluid’s personality should be clear to the user, presenting our team as ‘real people’ who are passionate, experienced, and care about the customers requirements.

2.12.3.2 The website must be optimised for mobile, including calls to action for purchasing or requesting further information or contact from our sales team.

2.12.3.3 We must cater for both Transactional customers and Key Accounts, and direct them to the relevant content or area within the website as early in the journey as possible.

2.12.3.4 Simple and intuitive navigation to products is essential for Transactional customers looking to purchase online.  Well presented and thorough product information and images are crucial, along with clear pricing and an easy way to order.  The benefits of working with us should be made obvious, and encourage them to order with us instead of our competitors.

2.12.3. 5 Key Accounts will judge us on other attributes and services, such as creativity, product compliance, financial stability, warehousing and fulfilment capabilities, dedicated online merchandise portals etc.  These must be easily found on the website and presented in a creative and professional way.
2.12.3.6 Please confirm the above will be incorporated within the cost and development of this project.
2.13 Marketing & Tracking2.13.1
We use inbound marketing techniques to attract visitors and enquiries. Google Adwords, Shopping and Organic searches and social media advertising (Linkedin and Facebook) all bring significant user numbers to our website.  We also email our contact database fortnightly with news and offers.  Integration into email marketing platforms such as Pardot, Mailchimp or similar must be included within the cost and development of this project.
2.13.2
The website must be optimised for Google search.

2.13.3
The website must incorporate existing Tag Manager code, along with tracking code for Ruler Analytics.  These details can be provided from the existing website.

2.13.4
Our Google shopping feed will be catered for with an existing Magento extension.
2.14 TestingSecurity & Resilience

2.14.1
Within your proposal, you should demonstrate what measures you will undertake to perform load and stress testing.  
2.14.2
Detail what security and penetration testing you will perform to ensure the integrity of the site and data is maintained.
2.15
Customisation

Please confirm that all changes or customisation to the standard Magento platform will be clearly documented for future upgrades.

2.15 Hosting, Support & Maintenance2.16.1
Hosting

Please provide hosting costs for year 1, 2 and 3.
2.16.2
Upgrades and Security Patches

Please confirm costs for ongoing support relating to upgrades to the platform for year 1,2 and 3.
3 ITT Timetable

 The anticipated timetable for submission of the tender and commission milestones are set out below:
	Activity
	Date

	Date ITT available on Contracts Finder
	04/09/2018

	Last  date for raising queries
	11/09/2018

	Last date for clarifications to queries
	12/09/2018

	Deadline to return ITT
	18/09/2018

	Evaluation of ITT
	19/09/2018

	Award of Contract 
	This is subject to successfully obtaining grant funding and will normally be no later than 90 days from contract evaluation


4 Conflicts of Interest

Please provide a statement with regards to a conflict of interest for this procurement through the provision of either:-
A Declaration that to your knowledge there is no conflict of interest between your company and Vaughan Industries Limited that is likely to influence the outcome of this procurement either directly or indirectly through financial, economic or other personal interest which might be perceived to compromise their impartiality and independence in the contexts of this procurement procedure.
Or
A Declaration that there is a likely conflict of interest between your company and Fluid Branding that is likely to influence the outcome of this procurement either directly or indirectly through financial, economic or other personal interest which might be perceived to compromise their impartiality and independence in the contexts of this procurement procedure, please provide details of this connection.

This will permit Fluid Branding, that in the event of a conflict of interest, appropriate steps are taken to ensure that the evaluation of any submission will be undertaken by an independent and impartial party.

Exclusion

Fluid Branding shall exclude applicants from participation in this procurement procedure where they have established or are otherwise aware that the applicant, to include administrative, management or supervisory staff that have powers of representation, decision or control of the applicants company, has been the subject of a conviction by final judgment of one of the following reasons:-


Participation in a criminal organisation


Corruption


Fraud


Terrorist offences or offences linked to terrorist activities


Money laundering or terrorist financing

Child labour and other forms of trafficking in human beings

5 Consortium or sub-contracting 
Where a consortium or sub-contracting approach is proposed, all information requested should be given in respect of the proposed prime contractor or consortium leader. Relevant information should also be provided in respect of consortium members or sub-contractors who will play a significant ( greater than 25%) role in the delivery of the services under any ensuing Contract. 
6 Tender Application Requirements

Please provide paper copies of your application which should include: 
1. Confirmation that you the supplier are able to meet the requirements outlined in the brief above. 

2. Dated your response, used our company’s full postal address (albeit you submission might be by email) and included the Reference:  Ecommerce Website - BIG2310
3. Details of who to contact in your company in relation to this tender 

4. Company registration Number and VAT number (if appropriate)

5. Conflict of interest statement

6. Your response against the Tender Compliance Matrix – Annex A

7. Total cost of providing the goods/services requested in the format required with a breakdown to include as per the Annex
7 Tender Scoring Criteria

The tender will be scored only on their compliance to the specification set out in section 2 and awarded to the lowest compliant tender based on the costs including year 1, year 2 and year 3; the initial contract award will cover the scope of supplier and the Year 1 costs. 
8 Tender Returns
Tenders may be returned by email or post, or by delivery in person.

Tenders are to be returned by:-

Latest date to be returned:
18/09/2018
Latest time to be returned:
5.00 pm

If submitting by email, tenders should be sent electronically to matt.franks@fluidbranding.com with the following message clearly noted in the Subject box; “Fluid Branding Ecommerce Project BIG2310”
Tenderers are advised to request an acknowledgement of receipt when submitting by email.

If submitting by post or in person, the Tender must be enclosed in a sealed envelope, only marked as follows:-

Tender - Strictly Confidential –  ‘ Fluid Branding Ecommerce Project BIG2310’

Contract Reference Number: BIG2310
Addressed to: 

FAO: Matt Franks
Fluid Branding
Brunel Business Park
St Austell
Cornwall
PL25 4TJ
The envelope should not give any indication to the Tenderer’s identity.  Marking by the carrier will not disqualify the tender.
If delivery by hand please obtain an official Receipt at point of delivery
9 Clarification

There will not be any negotiations of any of the substantive terms of the Tender Documents.  Only clarification queries will be answered. Any clarification queries arising from the Tender Documents which may have a bearing on the offer should be raised as soon as possible in writing. The deadline for clarification questions is as per the Tender timetable in Section 3. All e-mailed queries should be sent to:-
Name:  Matt Franks
E-mail:  matt.franks@fluidbranding.com
No representation by way of explanation or otherwise to persons or corporations tendering or desirous of tendering as to the meaning of the tender, Contract or other Tender Documents or as to any other matter or thing to be done under the proposed contract shall bind us unless such representation is in writing and duly signed by a Director of Fluid Branding Ltd. All such correspondence shall be returned with the Tender Documents and shall form part of the Contract.

Tenderers must provide a single point of contact in their organisation for all contact between the Tenderer and Fluid Branding.
Responses to any queries will be shared through Contracts Finder website
10 Disclaimer

The issue of this documentation does not commit Fluid Branding to award any contract pursuant to the bid process or enter into a contractual relationship with any provider of the service.  Nothing in the documentation or in any other communications made between Fluid Branding or its agents and any other party, or any part thereof, shall be taken as constituting a contract, agreement or representation between Fluid Branding and any other party (save for a formal award of contract made in writing by or on behalf of Fluid Branding).

Bidders must obtain for themselves, at their own responsibility and expense, all information necessary for the preparation of their tender responses.  Information supplied to bidders by Fluid Branding or any information contained in Fluid Branding’s publications are supplied only for general guidance in the preparation of the tender response.  Bidders must satisfy themselves by their own investigations as to the accuracy of any such information and no responsibility is accepted by Fluid Branding for any loss or damage of whatever kind and howsoever caused arising from the use by bidders of such information.

Bidders shall be responsible for their own costs and expenses in connection with or arising out of their response. Fluid Branding reserves the right to vary or change all or any part of the basis of the procedures for the procurement process at any time or not to proceed with the proposed procurement at all.

Cancellation of the procurement process (at any time) under any circumstances will not render Fluid Branding liable for any costs or expenses incurred by bidders during the procurement process.
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