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INTRODUCTION

The City of West Hollywood invites proposals from vendors for a Customer Relationship Management (hereinafter CRM) Solution. This solution includes software and professional services for software implementation and project management. WeHo requires a vendor to be legally and financially responsible for all software and professional services. 

Proposals must be prepared simply and economically, providing a straightforward, concise description of capabilities to satisfy the requirements of this Request for Proposal (RFP).  Emphasis should be on completeness and clarity of content with sufficient detail to allow for accurate evaluation and comparative analysis.


Notice To Proposers 

The words "proposer" and "vendor" will at time be used interchangeably in the RFP document to refer to those entities that submit a proposal. It is necessary for proposers to read the information contained in this RFP to understand how to submit proposals, e.g., what documents must be included, and what legal obligations are being agreed to by the proposer by providing a successful proposal.  Failure to carefully read and understand this RFP may cause the proposal to be out of compliance, rejected by West Hollywood, or legally obligate the proposer to more than it may realize. Information obtained by the proposer from any officer, agent or employee of West Hollywood shall not affect the risks or obligations assumed by the proposer or relieve the proposer from fulfilling any of the RFP conditions or any subsequent contract conditions.  Only the format and documents included with this RFP will be accepted as compliant for the submitted proposal.  Failure to completely fill out all required attachments may result in disqualification.


West Hollywood Background

West Hollywood is a city of 37,000 people located in a 1.9 square mile area that is completely surrounded by the cities of Los Angeles and Beverly Hills. It has an annual operating budget of eighty million dollars. West Hollywood has just over 230 full-time employees and a significant number of partnerships with contractors who provide services ranging from police and fire services, to environment and landscaping services.
West Hollywood has a City Manager form of government in which the City Manager functions like a corporate CEO. The City has a five member City Council, all of which are elected at large.

CRM PROJECT PURPOSE
The CRM Project will enhance customer service and efficiency through the use of digital and interactive technologies, as well as provide a common point of origin for all service requests. The Project will retool business processes and integrate knowledge base, GIS, work order, and other systems into a more streamlined and effective manner.
While employees of the City of West Hollywood (hereinafter “WeHo” or “the City”) currently provide high levels of service to residents and others who conduct business with or receive services from the City, they are at risk of not being able to maintain these standards.  In addition, the City is beginning to fall behind from a technology perspective – for example, the website has not kept up with demands, remaining an information-only repository and not allowing for the conduct of transactions that currently must be accomplished in-person or by mail. 

Project Vision Statement
The CRM Project will increase the City’s responsiveness and accessibility through offering enhanced customer service and service delivery to all who conduct business with the City.

Project Guiding Principles

· Respect and Support for People

· Responsiveness to the Public

· Idealism, Creativity and Innovation

· Quality of Residential Life

· Responsibility for the Environment

· Adaptability to Future Change

· Institutional Integrity

· Community Education

· Enhance Technology and Access for the City and its Citizens

Project Goals
· Expand operational effectiveness and productivity

· Empower City departments to improve their customer service delivery

· Augment accessibility and quality of information for decision-making support

· Retool or replace inefficient customer relationship practices

· Enable e-Government initiatives, including state-of-the-art customer service and web self-service to provide 24/7 access to key West Hollywood City Hall functions

· Achieve consistency in addressing citizen inquiries

· Enrich collaboration and interdepartmental communication 

· Provide a means of measuring effectiveness

· Develop comprehensive reporting capabilities

Project Objectives
Integrate a centralized approach to citizen requests that will:

· Specify and track call flows

· Retire outmoded legacy and back office systems and tools

· Approach decisions holistically, developing project policies, systems and solutions with the participation of representatives from all departments and divisions 

· Require adherence to adopted practices in all situations except mission-critical deviations, which must be approved by the CRM Executive Steering Committee 

· Develop ongoing training programs so that all City personnel are knowledgeable about the system

· Commit staffing and financial resources to ensure the success of the project during development, implementation and after installation
As outlined in the 2008-2010 operating budget, the City Manager directed staff to review the effectiveness of the City’s operational service delivery methods and find ways to enhance them. CRM systems showed significant promise for addressing this initiative.  A CRM solution is a combination of technology, processing efficiencies, consistent and effective communication and a defined customer service approach. These factors result in efficient and customized level of service.

During the first quarter of 2008, WeHo started rigorously investigating CRM solution as a component of the 25th Anniversary Project initiative. The intention was to upgrade their internal systems to coincide with other capital projects that the City is pursuing. Providing exceptional levels of customer service has consistently been a cornerstone of WeHo since its founding, and many believed that a CRM system would be a natural extension to help maintain the same levels of service. 

In August 2008, the City Manager approved the formation of a CRM Steering Committee.  In October 2008, the steering committee, in conjunction with an external consultant, conducted a comprehensive Needs Assessment to research the City’s use of people, processes and technology. Interviews with more than 50 personnel from 10 city departments were conducted. As a result, key opportunities for improvement were identified in the following areas:
	People
	Process
	Technology

	· Customer experience can be standardized through consistent technology, tools, and interfaces across departments.
	· Create customer care feedback process.
	· Multiple proprietary, closed systems/ applications can be integrated.

	· Comprehensive customer service mission and goal setting throughout all levels of City Hall. 
	· Centralize point of contact for resident communications to allow comprehensive care. 
	· Actual call and contact data can be captured. 

	· Bridge collaboration and communication departmentally and across the organization. 
	· Proactively address issues and deploy resources based on hard data. 
	· Website functionality can be enhanced. 

	
	· Consistently track citizen satisfaction.
	· On-line transaction capability needed. 

	
	· Centrally manage West Hollywood addresses for customer care purposes.
	· On-line statusing capability needed. 

	
	· Maximize efficiencies by reducing time necessary to provide quality service.
	· Deployment of PDA (Personal Digital Assistant) and/or Tough Book computers for field personnel can be standardized.


The Needs Assessment also contained content on the following issues:

· CRM Definition

· CRM Benefits

· Call Metrics

· High Level CRM Requirements

· Proposed CRM Road Map

· Change Management Issues

· Outreach Tactics

· Potential CRM Options and Costs

In the first quarter of 2009, WeHo decided to collect functional requirements for both a CRM and Permitting application. An external consultant was utilized to create a detailed set of requirements for these two items. In addition, WeHo collected more concrete cost data to support them in building a budget for the CRM implementation.
In May 2009, selected members of the steering committee conducted two site visits to CRM/311 implementations in Los Alamos and Albuquerque, NM. In addition, members continue to educate themselves on CRM through attending webinars, conducting telephone interviews with program managers of existing CRM/311 implementations, attending CRM-centric conferences, and reading trade publications.

The City Council, City Manager, and key City executives strongly support the need for a CRM solution.  The Council has approved moving forward with a CRM Project by authorizing the development and release of this RFP during its August 2009 meeting.  The Council will be updated and asked for authorization to continue moving forward once the qualified proposals have been reviewed by the Executive Steering Committee.  After the selected vendor’s finalized statement of work has been completed, it will be presented to the Council for final approval and contract authorization. 

WeHo has decided to pursue a phased implementation approach. The Phase 1 teams include:
1. Residential Code Compliance 

2. Commercial Code Compliance

3. Engineering

4. Facilities and Field Services

The Phase 2 teams include:

1. Planning

2. Building & Safety

3. Rent Stabilization

4. Recreation

5. Parking

The Phase 1 teams and several Phase 2 teams are utilizing both Cartegraph and HdL as their primary work order management systems. Moving forward, all phase 1 and 2 teams intend to integrate these applications into the CRM system or use a new Work Order Management (WOM) application that will be chosen during an RFP process immediately following the conclusion of the CRM soft launch/pilot phase..

To support the implementation, the steering committee has established a team which is depicted on the following Project Organizational Chart 


[image: image2.emf]Functional Lead

Facilities &

Landscape Manager

Technical Lead

Systems

Engineer

Change

Management

Parking Operations

Manager

Project Manager

Management

Specialist

Executive Steering Committee

Human Services Director,

Administrative Services Director,

Public Works Director, Budget

Manager, City Council Deputy,

Commercial Code Compliance

Manager, Management Specialist

Executive

Sponsor

City Manager

Executive

Consultant

City Manager

Intern

Database Admin

Systems

Engineer

Network

Administration

Network

Administration

Helpdesk

Helpdesk

Facilities &

Landscape Senior

Admin Analyst

Senior Code

Compliance

Officer

Code Compliance

Officer/

Commercial

Engineering

Manager/City

Engineer

Facilities &

Landscape Senior

Admin Analyst

Housing

Manager

Permit

Services

Specialist

Assistant Civil

Engineer

Human

Resources

Manager

Senior

Management

Analyst


OVERVIEW OF CURRENT STATE
A large component of the CRM Needs Assessment focused on analyzing the City’s current state.  Some of the key findings of the assessment revealed that while there is an emphasis and focus throughout the City on providing high levels of customer service, there are several opportunities and areas for improvement.  These issues have resulted in limited departmental accountability to residents and an inefficient approach to servicing customer’s requests.  Some of the key findings include:

· City staff spends nearly 50% of their phone time dealing with chronic callers, opinion shoppers, and issues not related to WeHo, making it difficult for other citizens to access City Hall.

· Inter-departmental collaboration is poor and many times inaccurate or inconsistent responses are provided which are typically discovered only after a significant amount of work has been expended.  

· Staff feels manipulated by frequent callers and opinion shoppers, and many resent them.

· Little, if any, integration of back-office systems.
· Inconsistent departmental approach and customer service processes.
· Departmental objectives and how to execute them are not well communicated to the staff, including a lack of Service Level Agreements (SLA) to monitor levels of customer service.
The following are sample inefficiencies which frequently occur at WeHo:

· Water Bill Issues – Staff will spend time listening to residents’ calls regarding their water bills even though the City has no responsibility for providing water services.

· Non-WeHo Callers – Staff will spend time listening to citizens from other municipalities, such as Los Angeles, complain, or provide them information, even though it is most likely not relevant.
· Refusal to Transfer – If a caller has complained about being transferred and/or sounds irate, some staff will refuse to transfer them and attempt to answer their question even if they are not qualified to do so.

The current call volume for the Phase 1 and 2 teams are (05/09/09 – 08/09/09):
	
	
	
	

	Phase I
	Inbound
	Outbound
	Total

	Public Works - Commercial Code Compliance
	2,543
	2,650
	5,193

	Public Works - City Engineering
	3,351
	2,417
	5,768

	Human Services - Facilities & Field Services
	3,713
	3,041
	6,754

	Rent Stabilization & Housing - Residential Code Compliance
	4,468
	2,007
	6,475


	Phase II
	Inbound
	Outbound
	Total

	Community Development - Building & Safety
	4,912
	1,711
	6,623

	Public Works Parking
	4,137
	1,998
	6,135

	Community Development Planning
	3,683
	3,379
	7,062

	Human Services Recreation
	10,254
	6,959
	17,213

	Rent Stabilization & Housing -  Info & Records
	5,826
	2,921
	8,747


From a technology perspective, the City currently has very few enterprise-wide applications. It is very common for departments that should be sharing information to enhance inter-departmental collaboration to have critical information in siloed databases and Excel spreadsheets or Access databases which reside on an employees’ desktop. In the few instances where applications are shared across departments, such as HdL or Cartegraph, the feature functionality is not optimized. The list below identifies the current state of applications for the Phase 1 and 2 teams.
· ERP - Tyler Eden Inforum Gold v4.4.1.7 (migrating to v5.1)

· Permitting - HdL 

· HdL Building Permits v1.10.52

· HdL Rent Stabilization System v1.2.2

· HdL Parking Permits v4.5.143

· HdL Business License System v4.5.136

· HdL  Business License Regulatory v4.5.136

· Work Order

· Cartegraph  v6.2a (build 2935)

· Administrator module

· Navigator module

· VERSAview module

· WORKdirector module

· Report Writer

· Crystal Reports v9 and v10

· Crystal Reports Server v11 

· GIS

· ESRI ArcGIS v9.3 (10 concurrent licenses)

· Digital Map Products - web based GIS (http://maps.digitalmapcentral.com) 

· Document Imaging/Records Management

· LibertyNet v9.0.00552(migration pending)

Information Technology Overview

Though WeHo is a small city, they have been recently investing to upgrade our technology infrastructure as our customers and employees' needs change. The following provides an overview of the key components of their technology environment:
· Cisco Network infrastructure

· Phones System

· Cisco Call Manager (6.1.2.1002-1)

· Cisco Unity 5.0 Build 5.0(1)

· Cisco Presence 

· Cisco MeetingPlace Express 2.0

· Cisco 7945 phones

· Cisco 7965 phones

· Desktops

· HP Hardware

· Microsoft Windows XP SP3

· Microsoft Office 2003

· Microsoft Internet Explorer 7 (migrating to 8)

· McAfee antivirus 

· Servers

· HP Hardware 

· Windows Server 2003 (migrating to Windows 2008)

· Virtualization

· VMware ESX Server 3.5

· Directory services - Active Directory 

· Database

· Microsoft SQL Server 2000 SP4

· Microsoft SQL Server 2005 SP3

· Terminal Services

· Citrix 4.0

· Remote Access

· Cisco VPN, GoToMyPC 

· Mobile devices

· BES v4.16.14

· Blackberry Curve primarily 

· HP Notebooks

· Panasonic Toughbooks

· Backups

· BackupExec v12

· Microsoft Visual Studio 2005

· Microsoft SharePoint Designer 2007

GUIDELINES
By virtue of submitting a proposal, interested parties are acknowledging:

· This RFP is a request to purchase or otherwise acquire rights to use software and professional services required to implement/train new users on the software.  As such, proposals without an implementation mechanism will not be considered. The City reserves the right to reject the successful firm’s selection of subcontractors. 


· West Hollywood reserves the right to reconsider any proposal submitted at any stage of the procurement.  It also reserves the right to meet with select proposers at any time to gather additional information. Furthermore, West Hollywood reserves the right to delete or add functionality (i.e., modules and components) until the final contract signing.

· All third-party solutions proposed as part of this package are subject to the same guidelines of this RFP, unless otherwise stated.  The prime contact for all work related to this RFP and the procurement process.

· Pricing must be submitted on a “not-to-exceed” basis. If there is a “residual” amount at the end of the project (the difference between total implementation contract amount and actual total costs), West Hollywood will retain the difference by not spending the funds. In contrast, if the cost ceiling is exceeded, the vendor is to finish the work at no additional compensation unless West Hollywood does not meet specific assumptions outlined in the proposal. Proposers are to provide all work effort needed to meet the detailed functional requirements as part of their proposal. Finally, West Hollywood reserves the right to ask proposers to resubmit proposal pricing on either a fixed fee basis or a combination of fixed and not-to-exceed basis. All firms submitting proposals are encouraged to submit the most competitive proposal possible as the failure to do so may lead to elimination prior to software demonstrations.

· This RFP, its general provisions, and the terms and conditions identified in Attachment B shall be incorporated in any Agreement resulting from this solicitation, and the RFP and its terms and conditions, plus attachments shall control unless the Agreement expressly provides otherwise. This is only a sample contract, and the actual contractual terms may differ.

· West Hollywood reserves the right to reject any or all proposals and to waive technicalities and informalities when such waiver is determined by West Hollywood to be in their best interest.

· When responding to this RFP, please follow all instructions carefully.  Please submit proposal contents according to the outline specified and submit all hard copy and /or electronic documents according to the instructions.  Failure to follow these instructions may be considered an unresponsive proposal and may result in immediate elimination from further consideration.

Inquiries

The vendor submitting the questions/requests will be responsible for its prompt delivery.  Any change in the RFP will be made only by written addendum, duly issued by West Hollywood as posted on the website.  It is the proposer’s responsibility to ensure that this website is reviewed for RFP changes prior to the deadlines for submission of the RFP. West Hollywood will not be responsible for any other explanations or interpretations.

System Selection Consultant 

West Hollywood has retained the services of Spencer Stern for this project. Mr. Stern’s role is to provide information and analytical services to support the procurement process. The decision to select software and services suppliers is solely that of West Hollywood. Mr. Stern is not a member of the evaluation committee.

Assignment

The vendor may not reassign any award made as the result of this RFP without prior written consent from West Hollywood, whose sole discretion may not be challenged or disputed.

Pre-Proposal Bidder’s Conference

A non-mandatory pre-proposal teleconference shall be held from 9:00 – 10:30 PST on Thursday January 14, 2010 in the first floor conference room of West Hollywood City Hall, located at 8300 Santa Monica Boulevard, West Hollywood, CA 90069. Attendees may also call into the following number: (323) 848-6800 with Meeting ID: 946425. The purpose of this pre-proposal teleconference is to provide an overview of the RFP and answer questions concerning the RFP.  Questions should be submitted in writing prior to Thursday, January 6, 2010 at 5:00 PM PST.  All questions are to be emailed to the attention of Mike Gerle at mgerle@weho.org.

Timeline for Proposal Selection

	Date
	Action

	December 23, 2009
	Distribute CRM RFP to vendors

	January 7, 2010
	RFP questions due

	January 14, 2010
	Conduct bidder’s conference 

	February 3, 2010
	RFP responses due

	February 24, 2010
	Notify vendors that have been elevated to present to WeHo staff

	March 24, 2010
	Vendors on-site presentations to WeHo staff completed

	April 15, 2010
	Notify top two vendors of elevation to final phase

	May 6, 2010
	Complete on-site visits of selected vendors current CRM implementations

	May 20, 2010
	Select winning vendor and initiate negotiations

	June 17, 2010
	Finalize Statement of Work

	June 21, 2010
	Present recommendations to Council and request approval

	July 12, 2010
	Begin CRM implementation

	October 13, 2010
	Complete CRM Implementation for Phase 1 teams

	October 2010 – February 2011
	CRM soft launch and pilot

	February 2011
	Begin Work Order Management (WOM) requirements definition 

	March 2011
	Issue WOM RFP

	August 2011
	Finalize Statement of Work with selected WOM vendor

	September 2011
	Present recommendations to Council and request approval

	October 2011
	Begin WOM implementation


Contact Prohibition Clause

During the entire course of this procurement, all vendor contact with WeHo should be exclusively with Mike Gerle at mgerle@weho.org or (323) 848-6425. Vendors are prohibited from speaking to any other WeHo employees or with Spencer Stern and Don Maruska, the external consultants utilized in this process, about this RFP. Vendors will have the opportunity to email questions to Mr. Gerle prior to the bidder’s conference and will be able to ask questions at the conference. After the bidder’s conference is concluded, any future communications will be exclusively initiated by West Hollywood. If a vendor attempts to initiate contact with an employee or consultant, that constitutes grounds for disqualification from this procurement.

City Responsibility

WeHo has designated Mike Gerle as the CRM Program Manager for all work performed under this contract. As such, Mr. Gerle shall coordinate all work activities and shall have authority, through the City Manager, to make decisions in writing binding WeHo on matters that are within the scope of the contract. As indicated in the Project Background section, WeHo has formed an implementation team to work with the CRM Program Manager. This team includes personnel from the Information Technology department and the departments identified in the initial phase of implementation.

Evaluation Criteria
The sole purpose of the proposal evaluation process is to determine which solution best meets West Hollywood’s needs. The evaluation process is not meant to imply that one proposer is superior to any other, but rather that the selected proposer can provide the best solution for West Hollywood’s current and future needs based on the information available and West Hollywood’s best efforts of determination.

The proposal evaluation criteria should be viewed as standards that measure how well a proposer’s approach meets the desired requirements and needs of West Hollywood. West Hollywood reserves the right to determine the suitability of proposals on the basis of any or all of these criteria or other criteria not included in the above list.

The following selection criteria will be used to evaluate the vendor responses to the RFP The proposals will be evaluated against all of the following criteria. A percentage is assigned to each criterion thereby providing a weight to the importance of the criteria in the overall selection. 

	Evaluation Criteria
	Weight

	Completeness & quality of the response as outlined in the RFP

· The vendor’s response should adequately address all the requirements of the RFP including formatting, inclusion of attachments, number of copies, and software requirements.
	15%

	Software capabilities and ability to meet the technical, business, and functional requirements of this RFP.

· The response should demonstrate how the software will adequately meet the needs of West Hollywood.
	20%

	Feasibility, timeliness, and quality of software implementation schedule and conversion plans

· The vendor should demonstrate that the proposed schedule is realistic. The vendor should also address the resources and time commitment required by West Hollywood personnel to complete the project within the proposed timeframe. In addition, the response should also demonstrate that the services – such as software implementation, training, support, etc – can be adequately addressed. 
	15%

	Demonstrated experience and ability to implement an integrated CRM solution

· The vendor should highlight its experience implementing an integrated CRM solution over the past five years. If the vendor is bidding with a partner, please highlight previous successful deployments. The experience described should exclusively focus on municipal/government agencies, with emphasis on the specific requirements desired by West Hollywood.
	20%

	Quality and depth of references of the vendor(s)

· The vendor’s references should adequately substantiate the vendor’s ability to deliver what it has proposed.
	10%

	Price

· Proposed cost, fees and expenses of system, including implementation, training, and on-going support
	20%


Revision to the RFP

West Hollywood reserves the right to revise the RFP prior to the date that proposals are due.  Revisions to the RFP shall be mailed to all potential proposers.  West Hollywood reserves the right to extend the date by which the Proposals are due.  This RFP does not commit West Hollywood to award a contract, to defray any costs incurred in the preparation of a Proposal pursuant to this RFP, or to procure or contract for work.  All proposals submitted in response to this RFP become the property of West Hollywood and public records, and as such, may be subject to public review.

West Hollywood reserves the right to cancel, in part or in its entirety, this RFP, including, but not limited to:  selection schedule, submittal date, and submittal requirements.  If West Hollywood cancels or revises this RFP, all proposers will be notified in writing by West Hollywood.

West Hollywood reserves the right to request additional information and/or clarifications from any or all proposers to this RFP.

Exceptions to the RFP
All requested information in this RFP must be supplied. Proposers may take exception to certain requirements in this RFP. All exceptions shall be clearly identified in this section and a written explanation shall include the scope of the exception, the ramifications of the exception for West Hollywood, and the description of the advantages or disadvantages to West Hollywood as a result of the exception. West Hollywood, at its sole discretion, may reject any exceptions or specifications within the proposal.

PROPOSAL SUBMISSION REQUIREMENTS
Failure to comply with the requirements of this RFP may result in disqualification.  Proposals received subsequent to the time and date specified above will not be considered.  Please note the following as part of the submittal process:
· Signature of the proposal by the proposer constitutes acceptance by the proposer of terms, conditions, and requirements set forth herein.


· Any exceptions to the specifications established herein shall be listed in detail on a separate sheet and attached hereto. Exceptions to the RFP will not automatically eliminate the proposal.


· Proposals not conforming to the instructions provided herein will be subject to disqualification at the sole option of West Hollywood.
 

· Proposers are required to submit six (6) hard copies of the technical proposal and two hard copies of the price proposal and two electronic (2) copies of both the technical and price proposal.  Price proposal (both hard copies and electronic copies) must be in a separate sealed package. Hard copies must include submittal letter signed by authorized agent of the proposer which clearly identifies each firm involved in the proposal and appropriate contact information for each.

· West Hollywood reserves the right to retain all proposals submitted and to use any ideas in a proposal regardless of whether that proposal is selected. 

· By submitting a proposal the proposer is providing a guarantee to West Hollywood that, if chosen, it will be able to provide the proposed products and services during the period of time discussed in the RFP.

· There is no expressed or implied obligation for West Hollywood to reimburse proposers for any expenses incurred in preparing proposals in response to this RFP or any expenses incurred by the proposer in providing a demonstration of its product in a place determined by West Hollywood.


· Proposals are to be submitted in a sealed container.  The face of the container shall indicate the RFP number and date of public acceptance, and the title of the proposal. 


· Proposals must be received prior to the hour specified in this RFP.  Requests for extensions of this time and date will not be granted.  Firms mailing their proposals shall allow for normal mail time to ensure receipt of their proposals.  Proposals or unsolicited amendments to proposals received by the City after the acceptance date will not be considered.
Partnering

· A firm that is acting as prime contractor may only submit one response as a prime. If a firm is listed as a prime, they will not be allowed to partner with another firm as a subcontractor.

· A firm may be listed as a subcontractor on more than one (1) response. 

Submission of Proposals
· Whom to submit
Mikel Gerle

· Where to submit:
8300 Santa Monica Blvd
West Hollywood, CA 90069
· How many copies
Six (6)

· Copy type (hard copy vs. CD)
Six (6) Hard Copies

Two (2) Electronic Copies

· Separate price and technical responses

Use of Subcontractors
· The response must clearly delineate who the prime contractor is.

· The City reserves the right to reject the successful firm's selection of subcontractors.

Miscellaneous Requirements
· Vendors who submit a proposal in response to this RFP may be required to make an oral presentation of their proposal and a system demonstration.  

· The contents of the proposal submitted by the successful vendor and this RFP will become part of any contract awarded as a result of the Scope of Services contained herein.  The successful firm will be expected to sign a contract with the City.

· The City reserves the right to reject any and all proposals received by reason of this request, or to negotiate separately in any manner necessary to serve the best interests of the City.

Vendor Requirements

The City will require the selected vendor to provide CRM software, system planning, project management, and implementation services relative to the deployment of a CRM solution. At a high level, the specific requirements include:

· Secure, configure, and install a hosted or Software as a Service (SaaS) commercial off-the-shelf CRM application

· Develop and implement a knowledgebase

· Create service request workflows 

· Develop scripts to aid call takers in servicing citizens

· Establish a continuous feedback system

· Build required interfaces to the City’s other enterprise-wide systems

· Perform database administration 

· Provide business process re-design and software training for administrators and end users

· Provide project management and oversight of the implementation

· Provide software maintenance and support 

· Provide post implementation support

Required Deliverables

At a high level, the vendor will be required to provide the following set of deliverables:

· Recommended hardware, software, and architecture to support a CRM solution

· A detailed, phased implementation and deployment plan

· “To-Be” business process/workflow designs

· Gap analysis to identify custom vs. configurable desired functionality

· Detailed design of software configuration

· Proposed hardware equipment and configuration required

· A strategy to provide a complete range of system testing to verify performance

· System test scripts and error logs

· System acceptance testing

· Data conversion plan for legacy-type data 

· A detailed training plan and training materials

· A complete set of documentation including: 

· Project management materials
· Status reports
· Issues log
· Risk mitigation assessment

· A detailed set of policies and procedures 

· Software licensing plan, including costs and licensing options 

PROPOSAL GUIDELINES
Proposals must include all the sections listed below and must be indexed and numbered in the order outlined below.  List your responses and/or any reference to attachments as indexed and numbered below.  To assist in the evaluation of the responses, please utilize the section titles listed below. Additional relevant information may be inserted into the Supporting Documentation section.

	Section
	Name
	Description

	1
	Transmittal Letter
	Provide a brief summary of the vendor’s response, signed by an employee who can contractually bind the vendor. 

	2
	Vendor Information
	Brief company overview utilizing the form provided in the RFP

	3
	Financial Statements
	Provide a copy of the three most recent annual financial statements, including separate statements for proposed partners/subcontractors

	4
	Client References
	Provide detail on vendor’s references, including a separate listing for each partner/subcontractor included in the response

	5
	Scope of Services
	Includes detailed response to the CRM requirements and a proposed implementation and support plan, including an overview of the project team members.

	6
	Supporting Documentation
	Please include any relevant supporting documentation up to a maximum of 10 pages.

	7
	Cost and Payment
	Provide cost detail using the format provided 

	8
	Attachments
	Please include all requested attachments provided by the City


1.0 Transmittal Letter

An overall introduction to the proposal is required, including a statement of the vendor’s understanding of the needs of West Hollywood in an executive summary format. The letter must be signed by an individual authorized to bind the vendor, and shall contain a statement that the proposals are binding for a period of 120 days. It should include the name, title, address, and telephone number of individuals with authority to negotiate and contractually bind the company. The letter may also briefly set forth any particular information the vendor wishes to bring to the City’s attention, and if any information contained in the response should be considered proprietary.

2.0 Vendor Information 

Complete a copy of the vendor information section for each different vendor in this proposal (including all subcontractors). 

Vendor: 

	Company Name
	

	Proposed Role (i.e., Prime, Subcontractor)
	

	Local Address
	

	Headquarters Address
	

	Website Address
	

	Number of Employees
	

	Length of Time in Business
	

	Length of time serving municipal/government organizations
	

	Number of years providing CRM solutions or services
	

	Number of similar projects currently being performed by the vendor
	

	Federal Taxpayer ID number
	

	Dun & Bradstreet number
	

	Number of Employees
	

	Contact Representative(s)

	Name
	Title
	Telephone and Email 

	
	
	


The vendor should also include details of any pending litigation or liquidating damages that have occurred within the past five years for any firms on the project team.

3.0 Financial Statements

For each firm involved in the vendor’s team, please provide financial statements for the last three fiscal years. If the firm is a publicly traded firm, please include this data from the firm’s annual report and related SEC filings. If a firm is privately held, please provide at a minimum the following information for the previous three fiscal years:

· Annual revenues

· Number of new projects started within the previous 12 months

· Number of completed projects within the previous five years

· Number of employees

· Average revenue per project

The financial data presented should demonstrate that the vendor is not at substantial risk of failing to deliver what they intend to deliver over the short, mid, and/or long-term due to their financial situation. For example, if the software vendor is not financially stable then an investment in software that would not be supported in a few years is possible.

4.0 Client References 

In attachment D, please provide a minimum of 3 (three), and a maximum of 5 (five), references for each company included in your response. Only include those references that most closely represent the type of software installation or services being proposed herein. References that are similar in size, scope, and complexity to WeHo are preferred. The vendor should have at least three years of experience implementing CRM systems. 

5.0 Scope of Services

5.1 Phased Approach

The four departments that will be involved in the initial phase of the CRM deployment include:

1. Residential Code Compliance 

2. Commercial Code Compliance

3. Engineering

4. Facilities and Field Services

The detailed set of requirements, contained in Attachments A1, A2, and A3,contain the functionality required by these departments. Please complete these spreadsheets and submit them with your proposal response. These requirements should be utilized as a basis for software pricing.  In addition, please provide a brief description of the proposed solution, including an overview of the software’s functionality and discussion of the modules that would satisfy the requirements.

Phase 1 is focused on operationalizing a CRM strategy by building the City’s knowledge base, providing the ability to generate service requests, generating out of the box reports, and delivering a consistent, uniform multi-channel approach (including web self-service) to processing constituent inquiries. 

After Phase 1 is operational, the City will begin the Phase 2 implementation. The following teams are targeted for the Phase 2 deployment.
1. Planning

2. Building & Safety

3. Rent Stabilization

4. Recreation

5. Parking

The detailed requirements in Attachments A1, A2, and A3 do not account for the functional requirements of the Phase 2 teams. For Phase 2, the vendor should be prepared to demonstrate their capabilities for these departments at the oral presentation (should the vendor be selected to participate). In the response, the vendor should briefly detail their experience in deploying a CRM solution for the Phase 2 teams. It is not required for the vendor to develop a price associated with the Phase 2 deployment.

5.2 Call Intake Function
Due to space limitations at the West Hollywood City Hall, a centralized, consolidated call center will not be built in the initial CRM deployment. As the City progresses with its 25th Anniversary Capital Project, a centralized call center will be built. However a specific timetable has not yet been established. The Phase 1 deployment will consist of dedicated call takers which will be assigned by their department head. They will be physically sitting within their department’s location, but will be responsible for handling all types of citizen calls. The City will use its existing Cisco Voice Over IP (VOIP) system to process the calls.
A CRM program manager will also be appointed to supervise these call takers. This dedicated position will also oversee all aspects of the ongoing CRM program as well manage the Phase 2 deployment.
5.3  Project Management

West Hollywood requires that the prime contractor take responsibility for providing extensive project management for the implementation of the CRM solution. The prime contractor is expected to guarantee the successful, timely completion of those aspects of the project over which it has control. WeHo intends to take responsibility for meeting its obligations as defined in an agreed upon Statement of Work. 

Vendors must provide a project plan for achieving the objectives of the project including an explanation of the role of all partners, the role of WeHo staff (including time commitment), and an overall project timeline. A description of a recommended team structure (including an organizational team chart), listing key personnel functions, staffing profiles and responsibilities to cover the software and implementation, training, and support should also be included. The detailed plan must thoroughly discuss how the vendor will successfully implement the CRM requirements. Please include a copy of a plan utilizing Microsoft Project.
For each member included in the recommended team, please include biographies of all proposed team members, utilizing a consistent format. At a minimum, the biographies should contain the following information:

· Name

· Company Name

· Title

· Years in current role

· Project title and role

· Previous public sector CRM experience

· Year of public sector CRM experience

· Previous experience with West Hollywood
· Previous experience with Los Angeles County

· Educational background

· Relevant certifications

Please note, the City reserves the right to approve or reject any changes to the vendor’s project personnel after the contract is awarded. The City also reserves the right to require personnel changes, with reasonable notice to the vendor, following contract award if the City determines that such changes are in the best interests of the project. 

Included in the implementation plan should be a detailed listing of the WeHo personnel that will be required to support the implementation and how much of their time, on an FTE (Full Time Equivalent) basis will be required. Please use the following table to detail the requested information:

	Title of City Personnel
	Brief Description of Project Responsibilities
	Percentage of Time Dedicated to the Project

	
	
	


The vendor will not be required to provide, Performance Management, Change Management, or Marketing/Outreach Services. These functions will be the responsibility of the City.

5.4 Vendor Project Manager

The vendor shall provide a qualified Project Manager who will be responsible for overseeing all aspects of the services to be provided to implement the CRM solution, and who serves as the vendor's primary contact for management and administration of the project. The Project Manager will not be responsible for overseeing the implementation of the new Cisco VOIP modules or the enhancements required for the call intake personnel. It is anticipated that the project manager will be dedicated 50% exclusively to this project. The Project Manager shall not be replaced by the vendor without prior written approval by the City. The City may request the designation of other required staff by the vendor. The primary duties of the Project Manager include, but are not limited to: 

· Create and provide a project plan and a master project schedule with identified milestones. Key components include:

· Hardware and software installation

· Process and workflow analysis

· System design and configuration

· Required modifications and customizations

· Required system integrations

· Tasks

· Roles and Responsibilities

· Data Formats

· Descriptions of Interfaces

· Testing planning and execution

· Data conversion approach

· Training development and delivery

· System acceptance

· Facilitate communication among project team members 

· Make commitments and decisions on behalf of the vendor team 

· Implement changes to the project plan 

· Manage project progress, including issues and potential schedule changes

· Attend and participate in progress review meetings 

· Provide monthly status reports that include the following: 

· An updated project schedule with explanations of variation from the schedule, plans to address the issues and “recover the schedule”

· An updated list of action items, their status, and due dates 

· A summary of planned activities for the upcoming month 

· A summary of any change requests and contract issues

· A summary of current and anticipated project problem areas with responsibilities and a risk mitigation plan noted for each 

· A documentation schedule identifying the documents transmitted for review by the City

5.5 Implementation Plan
Methodology for the implementation plan shall include estimated timeframe, overview of deliverables, assumptions, and assumed responsibilities.  Please include the following items:

· Describe the role of West Hollywood and proposer staff for interface development

· Describe the role of West Hollywood and proposer staff for data conversion.

· Describe the role of West Hollywood and proposer staff for workflow development

· Describe the role of West Hollywood and proposer staff for custom report development

· Describe the role of West Hollywood and proposer staff for customizations or modifications to the software

· Explain process for quality assurance to make sure the project is accomplishing the stated business objectives of the project

5.6 Software Licenses

For the Phase 1 teams, West Hollywood is interested in securing thirty (30) concurrent software licenses for the CRM application. 

5.7 Proposed Application Software and Computing Environment

The proposer must present, in detail, features and capabilities of the proposed application software. In addition to the description, answers to the following questions must be provided in succinct narrative form (at least one paragraph per item): 

· Please describe the level of modular integration that exists between proposed modules of the base software.   Are modules fully integrated?

· Please describe the level of integration that exists between proposed third party products and the base software. For example, do the third-party applications share security definitions and similar menu structures?

· Please describe workflow tools included in the software

· Please describe reporting tools that are proposed.  Be sure to describe ad-hoc reporting capabilities.

· Please describe any integration to Microsoft Office Products (upload/download from/to Excel, integration with Microsoft Outlook, etc.).

5.8 Software Requirements

This project requires that a commercial off-the-shelf (COTS) product that is currently implemented in other jurisdictions be utilized. In addition, this software should not require special customization of code other than built-in configuration options. The proposed application must include the following attributes:

· System security at multiple levels, including: application, service request and data field 

· Service backup, recovery, and archiving capabilities 

· Audit trail functionality

· Integration with the City’s identified incumbent applications, particularly GIS

· Storage of documents associated with service requests 

· Documentation at the system and end-user levels

· Any required third party software 

5.9 Responses to Functional Requirements
Responses to the requirements listed in Attachments A1, A2, and A3 of this RFP must be provided in this section of the proposal. Proposers should use the format provided and add explanatory details as necessary in a separate spreadsheet using the requirement number as a reference. The following answer key must be used when responding to the requirements.

	Table 2.1 – Response to Functional Requirements

	F
	Provided Fully Functional out of the box or with configuration (no custom development)
	CR
	Custom Report Development Required

	CU
	Customization/Software Enhancement (Any custom development that will cost extra)  
	TP
	Third-party Software Required to Fully Provide Requirement (Third-party Software Must be Proposed)

	SR
	Provided with Standard Report or Reporting Tool
	N
	Not Included in this Proposal


Please complete and submit Attachments A1 – A3 – Functional Requirements

· Functional requirements represent functionality that is currently needed as well as functionality that is expected or is likely to be required in the future.  Failure to provide some requirements or excluding some requirements will not eliminate the proposer from contention.  West Hollywood will evaluate the proposal as a whole including price/value comparisons when evaluating proposals.

· Proposers must use one code only per requirement. All requirement responses must be submitted in the format presented in the attached spreadsheet (Attachments A1-A3). The requirements responses submitted will become attached to the software license and implementation services contract.  Proposers are expected to warrant all positive responses (every response except (“N”).


· For requirement responses, other than “N,” proposers must indicate the module or product that is required to meet the requirement.


· For requirement responses of “CU”, proposers must provide estimated costs and projected time to complete the customization.


· All responses which are marked F, CU, CR, SR, or TP must be included in the scope and cost proposal.  Furthermore, the module necessary to perform that functionality must be included in the scope and cost of this proposal.

· If a module is required for only a few functional requirements and it is not cost-efficient to include in the proposal, the proposer should mark the requirement as “N” and indicate accordingly in the comment field that this module is available but not being included in the proposal.

· If functionality is not available, but expected to be available in future versions of the software, the expected release date can be noted in the comments column.

5.10 Software/System Documentation

The successful vendor will insure that detailed system and user documentation is provided to City staff responsible for the operation and support of the system.  The successful vendor shall provide two complete sets of technical manuals and user manuals to West Hollywood for administrator and end-user training.  Additionally, the vendor shall provide one electronic copy (Microsoft Word) of the technical and user manual to West Hollywood.  The City, at their expense, will have the right to make additional copies of the documents as needed.  The successful vendor will also provide the City with complete system implementation documentation concerning installation, configuration, testing, interfaces, data conversion, and integration of the system. 

The vendor shall provide, in a timely manner, system documents that describe all software in sufficient technical and functional detail, so that this information can be used by the City personnel to maintain the system and solve identified problems.  Any revisions to this document must be appropriately notated and jointly approved by the City and the vendor’s Project Manager. Documentation must include:

1. Management Overview

2. Detailed user instruction

3. Training manuals

4. Data dictionary

5. System module chart

6. System transaction flow and control

7. Table definitions 

8. Record layouts

9. Definition of all system control folders

10. Detailed user instructions

11. Interface details

5.11 Systems Integrations and Interface Development

Should the City choose to pursue any system integrations and/or data conversions the successful vendor will be responsible for identifying, designing, coding, and implementing all system interface, data conversion, and integration solutions necessary for a successful project implementation.  The proposal must provide a discussion regarding the successful vendor’s approach to data conversion and interface development and for testing of both, as it relates to this project.  The discussion should address the method of conversion, to include strategies for testing, verification, validation, contingencies, and security.  
It is critically important to have a solution that is based on industry standards and best practices. This solution will ensure that future integrations may be created, preventing the software from becoming obsolete or unusable for many departments.  Solutions should include using an industry standard database. Vendors should provide any experience with data conversion and integration with:

1. HdL Business License System v4.5.136, 
2. HdL Regulatory Business License System v4.5.136 
3. CarteGraph  v6.2a (build 2935) (Administrator module, Navigator module, VERSAview module, WORKdirector module).
The GIS system is central to the daily operations of West Hollywood and this integration must be incorporated into the vendor’s proposal. The vendor’s response should describe the ability to work with all data structures supported by the geodatabase, including tables, feature classes, domains, geometric networks, relationship classes, subtypes, etc. Further, the vendor should list any experience integrating with ESRI ArcGIS 9.3 as well as our external GIS provider Digital Map Products - web based GIS (http://maps.digitalmapcentral.com), as well as other third party SAS GIS systems.  

5.12 Test Environment

The successful vendor shall provide a detailed testing strategy as part of their response to the RFP to include thorough testing of all transactions and processes used by the City.  The test strategy shall include, but not be limited to, unit testing of individual detailed processes and transactions, parallel testing, if appropriate, and system testing of all processes, interfaces, and conversions.  The test strategy should also include methods for verifying the accuracy of information relative to transaction processing, interfaces, data conversion, reports, account history, notes, and ad-hoc reporting.

The components of the required plans are: 

Test Environment – All functional, technical, and performance requirements must be demonstrated in a test environment with a complete database. This environment will consist of implementing the entire system and data elements for the City. 

Production Environment – This environment will repeat the successful demonstration of all functional, technical, and performance requirements, with a complete mirrored database. This environment will consist of implementing the entire system and data elements for the City. 

 5.13 Post Implementation Support

The vendor shall provide post-implementation support and develop a post-implementation plan that ensures that the system is operational, stable, and achieves 99.5% system availability. The plan shall include a post-implementation system maintenance and support plan.

5.14 Training Requirements

Training services are another critical service that must be provided by the successful vendor. The vendor shall provide the City with a comprehensive training program to assist with the facilitation and development of end-user training for the implementation of their proposed CRM solution. Training shall be provided on-site, in a leader-led, classroom format.  The vendor shall include in their response a training design document that defines the approach, delivery, and timing of the CRM solution. 

WeHo is very interested in the delivery of training services that are an efficient use of employee time, but effective in the transfer of practical knowledge about the use of the new CRM solution. As a general approach, the vendor shall propose an approach that includes significant opportunity for knowledge transfer throughout implementation, and enhanced system acceptance by the use and development of “power users” for each functional area. 

Key factors in an effective training program are expected to include: 

· The principal classroom instructors provided by the successful vendor have had previous formal classroom instructor training and relevant experience with the software and hardware. 

· Instructors demonstrate a thorough knowledge of the material covered in the courses and familiarity with the training manuals, system documentation tools, and training aids used in the courses. 

· WeHo has the right to video record for its own use (only) all training sessions. These materials are valuable in refresher training and follow up training. All training aids, materials, and recordings prepared to accomplish this service become the property of WeHo. 

· Power User training will cover the entire system with in-depth sessions for each functional area. Training will be provided for a System Administrator and back up who will be responsible for all system functions. 

· End user training will be focused on functional positions and workflow processes. All personnel comprising a specific functional position in a department will be trained on the system’s use specific to their needs.

· Training should be provided in the use of all report and query functions for users who will be creating and modifying reports. 

The Training Plan shall support the following user groups:

1. System Administrators – This training shall discuss software functionality that a system administrator is required to know to use the CRM application, including but not limited to: 

· Knowledge base maintenance

· Service request configuration

· User management

· Specific group management

· Information reference configuration

2. End-Users (Call Intake Personnel) – This training shall cover software functionality that a call center agent requires to operate the CRM solution. This includes but is not limited to: 

· Accessing the information from the knowledge base

· Creating, modifying, and canceling a service request

· Accepting and routing a service request to the appropriate department personnel

· Resolving a service request

· Creating a query on the status of a service request

· Creating, modifying, and printing reports

3. End-Users (Departmental Users) – This training shall cover software functionality that a departmental user requires to operate the CRM solution. This includes but is not limited to: 

· Accessing the information from the knowledge base

· Creating, modifying, and canceling a service request

· Accepting and routing a service request to the appropriate department personnel

· Resolving a service request

· Creating a query on the status of a service request or work order

· Creating, modifying, and printing reports

4. End-Users (Management) – This training shall cover software functionality that management personnel require to operate the CRM solution. This includes but is not limited to: 

· Accessing the information from the knowledge base

· Creating, modifying, and canceling a service request

· Creating, modifying, and printing reports

Train-the-Trainer training should prepare West Hollywood personnel to lead, facilitate, and deliver the leader-led components of the training. This course will provide WeHo personnel with all the required tools, templates, etc. to deliver the training to their employees.

Vendor shall provide on-site training for the following:

· 15 System Administrators, Trainers, and Management

· 4 Call Intake personnel
· 25 Departmental users

5.15 System Acceptance

The vendor’s proposal should include a system acceptance deliverable or milestone which will be successfully completed before project go-live date.  This should be the collective group of approved user acceptance test scripts executed for all of the relevant business processes.  Testing of all application functionality and interfaces configured or developed by the vendor must be successfully completed and signed off on in order to proceed with the project go-live, unless the vendor is provided written permission by West Hollywood.

The following alpha testing should be executed by the vendor prior to the user acceptance testing:

· Unit Testing of any major development or configuration

· Integration Testing of major modules and third party software integrations

The following Beta testing will be executed as a joint effort between West Hollywood and the vendor and should include the following:

· User Acceptance testing of all business processes and integrations

· Security access testing of user IDs and predefined roles

· Load Testing for the number of concurrent users 

The vendor will be responsible for providing assistance to WeHo in the following areas:

· Providing necessary environments for testing

· Providing system configured to the City’s functional requirements

· Provide documentation templates and assistance to West Hollywood personnel at the completion of the user acceptance test scripts

· Provide process for communicating discovered bugs and problems, fixing them, and following up on the re-testing of those processes. 

5.16 Hosted/SaaS Solution

The vendor must propose a plan that works in conjunction with WeHo’s desire for a Hosted/SaaS solution. As a smaller municipality, West Hollywood commonly outsources several of their City services, such as provisioning water, parking meter collection, and law enforcement. The Information Technology (IT) team, though very efficient, is very stretched. The IT team is very comfortable with a Hosted/SaaS solution and has incorporated that feature into the system requirements.

5.17 Warranty

The vendor shall warranty the entire solution/system for a period of one year from the date the system is fully accepted by West Hollywood. All warranty-related activities should be performed on-site unless the vendor is provided written permission by West Hollywood. 

5.18 Software Maintenance

The vendor’s software maintenance and support plan should include the following components:

· Procedures to resolve critical system problem

· Emergency and 7x24 support options available

· Estimated service level agreements to repair standard system problems

· Policy regarding future enhancements and upgrades

· Availability of tiered support options to handle potential escalations

· A description of extended agreements if they are available

· Hourly cost per on-site technicians that may be required

Technical and maintenance support shall be provided through an annual maintenance agreement between the successful vendor and West Hollywood.  The successful vendor must include a sample of their annual maintenance agreement in the proposal and provide guaranteed annual pricing for four (4) years. The vendor shall indicate the information technology staff required to support the system.

The maintenance agreement will not commence until the application has been placed in production and accepted by the City.  The maintenance agreement must provide ongoing system support and maintenance, including upgrades, bug fixes and patches, and other technical support necessary for City staff to operate the solution.  The successful vendor must provide information on the frequency of software updates and new software releases (i.e. bug fixes and major revision levels) for the system and the anticipated life cycle of the software being proposed. Please use Attachment C to detail the vendor’s support plan.
5.19 Risk Management Process

The vendor’s proposal must include their risk management/mitigation process. It should identify any risks they anticipate will be encountered in this project and proposed mitigation strategies and tactics. The vendor must describe the techniques they will utilize to manage risk.

5.20 Standards for City Acceptance of Deliverables

The following standards will be utilized to govern the acceptance of deliverables:

· Vendor should define all deliverables and scheduled completion dates. 
· The city will have ten business days to review each deliverable document.
· All deliverables shall be subject to City review and approval prior to acceptance and payment. 

· The City is responsible for reviewing and approving each deliverable with an agreed upon turn around time as included in the project plan. If the City requires revisions, the vendor will receive written notification of the changes and have five (5) business days to implement the changes.

· Vendor shall not change a deliverable that has been accepted by the City without written approval of the City.

· Each deliverable should conform to the RFP, the vendor’s proposal, and any subsequent agreements.

· A process for identifying and correcting errors shall be included in the response.

· No payments will be made for deliverables not fully accepted by the City.

6.0 Supporting Documentation

If there is additional information that the vendor would like to provide that was not requested in another section of this RFP, please include it in a separate section of your proposal titled, “Supporting Documentation.” This content is limited to 10 pages.  Any content exceeding 10 pages will be ignored.

7.0 Costs and Payment

This section of the response should detail the project costs. Please present a firm fixed price, including professional fees and all related travel expenses. Please use the tables below for the pricing information.

7.1 Software and Professional Service Fees

	Description
	Amount

	License Costs for Software
	

	Professional Service Fees for Software Implementation, Training, Project Management
	

	Professional Services for Integration (please specify the integrations required)
	

	Expenses
	

	Total Implementation Cost
	


7.2 Software Maintenance Fees

	Description
	Amount

	Annual maintenance cost for Phase 1. If this cost differs over years 1-4, please report the cost for each year separately.
	

	Expenses
	

	Total Maintenance Cost
	


7.3 Payment Schedule

The vendor shall provide a proposed schedule for payment for both the software and professional services (e.g., percentage of payment after specific deliverables and milestones of the project).  The payment schedule is subject to acceptance by West Hollywood. 

8.0 Attachments

Proposers should include copies of the following documents. Although some of these forms will be sample, the documents must contain all material terms so that WeHo can fairly evaluate the proposer’s forms.

1. Requirements Definition spreadsheets
2. Biographies of project team members

3. Team Organizational Chart

4. Sample software licensing agreement

5. Sample maintenance agreement

6. Sample implementation services agreement

7. Sample standard reports

8. Sample documentation (user guides, training materials, etc.)

9. Sample implementation project plan

10. Sample agreements from third party vendors proposed
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