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[bookmark: _Toc215147947]Context
The Department for Work & Pensions (DWP) is undertaking market research to understand capability for targeted Customer Relationship Management (CRM) solutions that can support a specific set of areas, rather than a full enterprise-wide CRM platform. 

[bookmark: _Toc215147954]Disclaimer
This RFI does not commit the DWP to undertaking any formal procurement activity. 

Participation, or non-participation, in this RFI will not favour, disadvantage, or preclude any parties who receive the RFI in any subsequent procurement activity. 

The information contained in this RFI may change prior to any future market competition. DWP reserves the right to cancel or amend any future requirement or commercial competition opportunity.

Please note that any information provided in response to this RFI may be shared with other UK Government departments for the purpose of market analysis and procurement planning and will be handled in line with applicable data protection and freedom of information requirements. 

Where you consider any information provided to be commercially sensitive, please clearly identify it and provide a brief explanation. 

[bookmark: _Toc215147955]The Customer - DWP 
The Department for Work and Pensions (DWP) are responsible for welfare, pensions, and child maintenance policy within the UK. As the UK’s biggest public service Department, it administers the State Pension and a range of working age and disability benefits to around 20 million claimants, primarily in the UK.

[bookmark: _Toc215147956]Background
The Jobs and Careers Service will create a new single and universal service, reforming Jobcentre Plus and providing a stronger focus on skills and careers. The new service will cover Great Britain but will be flexible, operating differently in different areas to reflect local systems and needs—including reflecting devolution settlements in Scotland and Wales. It will provide support for anyone who is looking for work, who wants to get on in work, or who wants to change their career or retrain. Employer engagement is an important aspect to this and we therefore aim to improve our employer offer by:

· Enabling smarter recruitment through digital tools – provide employers with candidate search, verified data, and streamlined job posting to reduce time-to-hire.
· Build strong local partnerships and share labour market intelligence – align skills supply with demand and support economic growth.
· Promote inclusive, quality employment – encourage “good work” principles and diversity initiatives like Disability Confident.

Requirement
DWP has a requirement for a lightweight, scalable, and cost-effective CRM solution that can meet defined functional needs, without the complexity, footprint, or costs associated with organisation-wide CRM deployments. 

We are particularly interested in solutions that:

· Can be configured quickly to support a limited number of user groups and use cases, up to 200 users in total, all of which will be internal to the organisation
· Provide core CRM capabilities (e.g. case tracking, workflow support, reporting)
· Be able to be self-hosted on our own infrastructure
· Are adaptable, secure, and compliant with UK government standards
· Offer transparent pricing aligned to small-scale implementations
· Integrate effectively with existing systems where required, but do not assume extensive enterprise integration.
· Provide us with complete ownership of the data that we input into the system


DWP’s high-level requirements:

	1
	Single view of employer relationship history, including previous interactions, key contacts, and current status

	2
	Ability to track and manage employer engagements across multiple team members without duplication or confusion

	3
	Clear visibility of which team member owns each employer relationship and their recent activity

	4
	Simple task and follow-up management to ensure nothing falls through the cracks (emails, calls, commitments made)

	5
	Basic reporting on team activity, employer engagement levels, and pipeline status

	6
	Low barrier to adoption with minimal training required for frontline users

	7
	Cloud-hosted with appropriate security accreditation for handling employer data

	8
	Integration capability with existing tools (email, calendar) without requiring significant technical work

	9
	Configurable fields and workflows to match our team's specific processes, without needing specialist support

	10
	Mobile or flexible access for team members working across different locations

	11
	Proportionate licensing model that reflects team size and usage, not enterprise-scale pricing

	12
	Supplier support for initial setup and knowledge transfer, with straightforward ongoing maintenance



[bookmark: _Toc215147958]Information and Feedback 
Appendix A contains the key information that DWP is keen to receive market feedback on. Suppliers are kindly requested to review the elements and add comments in the fields. 
[bookmark: _Toc215147959]Equal Treatment Statement
All suppliers will be engaged on an equal and transparent basis.
Information shared during this engagement will be:

· Consistent across all suppliers
· Non-advantageous in any future procurement
· Used solely to inform requirements and strategy

No supplier will receive information that provides a competitive advantage.
[bookmark: _Toc215147960]Response
All queries and submissions should be submitted to the following email address: cddigital.ucwa@dwp.gov.uk

Suppliers may also submit clarification questions to the email stated above, the deadline for clarification questions is 15/12/2025. DWP will endeavour to answer all clarification questions in a timely manner.

The deadline for submitting an RFI response is 19/12/2025 at 12pm.
[bookmark: _Toc208485333]Timetable
The table identifies key dates for the pre-market engagement activity:

	Activity #
	Description
	Date

	1
	Market Engagement Notice Published
	10/12/2025

	3
	Deadline for Supplier Clarifications
	15/12/2025

	4
	Deadline for RFI Responses
	19/12/2025 at 12pm
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Appendix A – Information and Response Template

	Supplier Name
	Type text here

	Supplier Contact Name
	Type text here

	Supplier e-mail
	Type text here

	Supplier Telephone Number
	Type text here

	Supplier Web Address
	Type text here




	No.
	Category
	Question

	1
	Organisation Overview
	
Please provide a short overview of your organisation and your experience delivering CRM solutions for teams of under 250 users, particularly in public sector or relationship management contexts. Include a description of the CRM product you propose, its core purpose, and two or three examples of similar-scale implementations with outcomes achieved.
 




	Supplier Answer

	
Type text here.


 

	No.
	Category
	Question

	2
	Functional Requirements Mapping
	For each of our high-level functional requirements, please explain:
· How your solution meets this requirement (native functionality, configuration, or customisation)
· Any limitations or constraints we should be aware of
· Whether this capability is included in standard licensing or incurs additional cost


	Supplier Answer

	
Type text here.




	No.
	Category
	Question

	3
	Configuration Options
	Describe how the CRM can be tailored to specific teams or workflows without custom development. Please clarify:
· What configuration can be done by non-technical business users
· What requires technical or specialist support
· How changes are tested and deployed without disrupting live users


	Supplier Answer

	
Type text here.


 

	No.
	Category
	Question

	4
	Licensing Models
	Describe your licensing model, including:
· Pricing structure for small user numbers (under 50, under 200)
· Options for role-based access with different permission levels
· How temporary, part-time, or rotating users are handled
· What happens to per-user costs if we need to scale to 500+ users in future
· Any volume thresholds that trigger pricing tier changes


	Supplier Answer

	
Type text here.


 

	No.
	Category
	Question

	5
	Implementation Timeline
	What is the typical elapsed time to implement and configure the solution for a use case of this scale? Please include:
· Key phases and milestones
· Dependencies on the client (data, decisions, resources, access)
· Assumptions underpinning your timeline
· What typically causes delays in implementations like this


	Supplier Answer

	

Type text here.




	No.
	Category
	Question
	Category
	Question

	6
	Pricing
	Please provide:
· Indicative cost model (per user, per volume, tiered, enterprise licence etc.)
· Minimum contract terms
· Support and service levels
· Scaling costs
· Cost dependencies
· Costs for data export or migration away from the platform at contract end
· Any charges for API access or integration work
· How pricing changes if our requirements evolve mid-contract (adding fields, workflows, integrations)


	Supplier Answer

	
Type text here.

No.

	No.
	Category
	Question

	7
	Data Ownership and Portability
	Please confirm:
· DWP will retain full ownership of all data entered into the system
· Data can be exported in standard, usable formats (e.g. CSV, JSON) at any time without additional cost
· On contract termination, all data will be returned to DWP and deleted from supplier systems within an agreed timeframe
Describe your data export capabilities and any limitations.


	Supplier Answer

	
Type text here.







	No.
	Category
	Question

	8
	User Adoption and Training
	Describe how your solution supports rapid user adoption for non-technical frontline staff, including:
· Typical training requirements and formats
· In-product guidance or help features
· How you measure and support adoption in early implementation


	Supplier Answer

	
Type text here.

 

	No.
	Category
	Question

	9
	Offline or Low-Connectivity Use
	Our users work across multiple locations, including community settings where connectivity may be limited. Describe how your solution handles:
· Mobile access
· Offline working or intermittent connectivity
· Syncing data when connection is restored


	Supplier Answer

	
Type text here.

 



	No.
	Category
	Question

	10
	Reference Sites
	Please provide contact details for two reference clients where you have implemented a similar-scale CRM solution, preferably in public sector or relationship management contexts. We may wish to speak with them as part of our evaluation.

	Supplier Answer

	
Type text here.

 

	No.
	Category
	Question

	11
	Route to Market
	Please advise if your organisation is currently registered on any of the Crown Commercial Service frameworks (please include the framework agreement name in your response if applicable).

	Supplier Answer

	
Type text here.
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