REQUEST FOR INFORMATION
Local Government Customer Relation Management (CRM) Technology and Implementation 
July 10, 2009
City of Milwaukee

Department of Administration
Room 603, City Hall

200 E. Wells Street

Milwaukee, WI 53202

(414) 286-8556
Eshamb@milwaukee.gov

ATTN: Erick Shambarger, City Economist

DUE DATE:  August 4th, 2009, 4:00 p.m. C.S.T.
Overview of the City of Milwaukee’s Call Intake Environment
The City of Milwaukee currently has a decentralized call intake environment relative to other cities.  In addition to its 911 center for emergency calls, non-emergency calls are taken through a variety of channels.  The Department of Public Works has a call center for sanitation, street maintenance, electrical services, and other related requests; the Parking Fund has three call centers (parking enforcement & night parking permissions, tow lot, and citation processing); the Water Works has two call centers, one for customer billing and one to report main breaks; the Department of Neighborhood Services takes calls related to code enforcement and building inspections; and every other city department takes calls related to their services.
In 2005, the City implemented 286-CITY as a central telephone number to transfer customers to the correct department.   286-CITY uses an AVAYA phone system and is staffed by the DPW Call Center.  The main DPW call center utilizes an existing “home-grown” service request intake IT system for DPW related calls. This is a robust system for one-step resolution calls and data reports. However, it does not have an electronic knowledge database, case management functionality, directly take calls for service related to other departments, or have business intelligence dashboards. 
The City’s overall IT environment is also decentralized, with service departments using a wide variety of legacy IT systems to manage their services. Most of these IT systems were developed specifically for the City using a variety of consultants, programming languages, and databases. As a result, the city does not have a central IT repository for data that can be us easily used for the Mayor’s Accountability in Management (AIM) program, budgetary decisions, or any other analysis related to the delivery of city services.  The city does centrally maintain a common GIS data set (streets & properties) using ESRI geodatabase architecture.  Scanned city documents and PDFs, including permit documents, are stored in Oracle IPM (previously known as Stellant). The City has a PeopleSoft financial system.  Individual departments use separate cashiering systems, then post daily summary revenue information to the PeopleSoft system. The city uses Viaclick to process on-line payments for select services.    

The City is exploring creating a unified call center using the 286-CITY telephone number.  Phase I in 2010 would include consolidating the DPW call center, Parking enforcement call center, Water Works infrastructure call center (not utility billing), and Neighborhood Services call center. Additional phases for later years have not been fully identified.  To the extent practicable, the City would like to utilize a new CRM’s case management capability to replace existing legacy work order systems.  The city is particularly interested in CRM/case management systems that could replace the city’s legacy code enforcement IT system (NSS). A listing of that system’s existing functionality is available upon request.   The city would also use the data generated by a new CRM application to support the Mayor’s AIM program, service delivery analysis, and public transparency. 
Definitive call volumes for the city are not available.  From 1/11/2009 to 2/9/2009, approximately 142,000 calls entered ACD groups not located in the Police or Fire departments, and 98,000 were answered. Approximately 51,000 calls were offered to ACD groups under consideration for phase 1 consolidation and 41,000 were answered.  Preliminary estimates for phase 1 implementation assume that a consolidated Milwaukee call center would require 25 call takers total over three shifts, with 10 call takers on hand during peak periods, while about 100 total users would require access to the system for reporting and work crew management. 
Objective of Request for Information

The Department of Administration is developing a business case and 2010 budget proposal to implement a unified call center using the 286-CITY telephone number and modern CRM technology with case management functionality.  This call center would be staffed by city personnel. Please note that this RFI is not part of the formal RFP procurement process. The objective of this Request for Information (RFI) is to obtain information and literature from computer implementation firms and CRM vendors on the capabilities of their systems, potential structures of operating agreements, estimated costs, and implementation experience. This information will assist the City in the development of a Request for Proposals for a CRM solution for implementation in 2010.  Funding for this 2010 project is contingent upon future City Council approval.

Please complete the attached information forms and send them, along with other literature or information of interest to the contact information on the cover page by 4:00 pm on August 4, 2009. Please complete the form on the following pages in the shaded areas. 
REQUEST FOR INFORMATION RESPONSE FORM- City of Milwaukee CRM
Vendor Name:      
Name of CRM Product:      
Name of Person Responding:      
Job Title:      
Address:      
Phone:      
Email:      
For questions of functionality, please note if the respective functions are part of the core product or product add-ons. 

System Functionality
1. Knowledge Base

a. Does your system have a searchable electronic knowledge base?
     
b. If yes, does it use a keyword search, natural language search, or both?
     
c. Is the knowledge base capable of searching PDF documents and the city website?
     
d. Is the knowledge base available to the public as a web application?      
e. If yes, please provide the link to up to five other cities’ public application of 



your knowledgebase:      
f. Can city management select which of this information in the knowledge base is available to the public via the web application?      
g. Does the system include customized templates so that knowledge documents can be quickly emailed or mailed to customers?
     
h. Can your system be configured to send batch mailings or emails?      
i. Describe how information questions are resolved in your system when the existing answers in the knowledge database are insufficient.      
2. Call Scripting
a. Does your system provide dynamic call scripting for call intake?
     
b. Is the call scripting sophisticated enough such that if a script were drafted by a qualified health professional, it could be trusted to help a public health department triage calls related to a  pandemic outbreak?
     
3. Service Requests and Case Management

a. Can your system serve as a work order system in addition to call intake?      
b. Can the system be configured to existing city work processes?

     
c. Can the system be configured by city personnel with vendor training?
     
d. Does the work order system allow for tracking of a response through multiple phases or resolution (e.g. field verification of problem to assignment to work crew, to work completion)?      
e. Is the case management system capable of auto-populating letters to customers?
      
f. Is the case management system robust enough to serve as a legal record of city actions?
     
g. Can your system’s case management capabilities be used to meet all of a major city’s code enforcement needs as a stand-alone system, including property recording applications, complaint intake and inspections for building code violations, permit driven inspections, periodic inspections such as fire code inspections?      
h. If yes, please provide the link to up to five other cities that uses your system in this manner.
     
i. If no, please note the limitations of your system.
     
j. Does your system have pre-loaded process maps for code enforcement services, or must these be developed on-site by the vendor?      
k. Can your system be easily integrated with other common off-the-shelf land development and code enforcement systems?      
l. Can your system incorporate accounts receivable functionality for service calls that are billed to customers?      
m. Can your system handle credit card and ACH payments over the web?      
n. Can your system be configured to manage periodic inspections or preventative public works maintenance that is not generated by a customer request? 
     
o. If yes, please provide the link to up to five other cities that uses your system in this manner      
p. Can your system be used to manage work orders associated with permit driven inspections, such as building code construction and trade inspections?       
q. If yes, please provide the link to up to five other cities that uses your system in this manner.      
r. How does your system identify potentially duplicate calls for service?
     
s. Can duplicate requests be linked to a single work order?      
t. Can managers in the field identify calls as duplicates in addition to CSR’s?      
u. Does the case management system have staff scheduling functionality to allow a manager to easily schedule work assignments in the system?
     
v. Can the system auto-assemble crew route sheets based upon geographic parameters and other priority parameters as defined by management?
w. Can your system be integrated to the scheduling function on Microsoft Outlook?      
x. Can service requests be entered by the public through the web?
     
y. Can your system use Service Level Agreements (SLAs) to generate reports or management notifications of calls that are overdue?
     
z. Can the notification system escalate up an organization’s chain of command to notify progressively higher level managers of service tasks that are overdue?       
aa. Can your case management system accommodate service requests that involve work by multiple departments for completion?
     
ab. Could you provide an example of an SLA used in conjunction with your system related to the internal computer help desk function?       If yes, please attach it to this form. 

ac. Can field crews access the system using laptops, PDAs, or other mobile devices?      
ad. Can field crews attach digital photo files to inspection records in your system?      
4. Business Intelligence
a. What types of “out-of-the-box” reports can your system provide?      
b. Can these reports be easily configured by managers?      
c. Can the reports easily compare year-to-year or quarter-to quarter metrics?      
d. Can the reports provide metrics on call taker performance?      
e. Do the reports allow for “on-the-fly” GIS mapping of calls?      
f. Can the reports be configured to report on specific crew or staff performance?      
g. For requests for service that involve a case management approach, can reports be structured to identify resolution time for various phases of the case in order to identify bottlenecks in the process?      
h. The City currently has a constituent call tracking system to track the resolution of constituent calls to city council members and the Mayor’s Office.  Is your system capable of replacing or integrating with this system?
     
5. Citizen Feedback
a. Does your system include automated citizen feedback surveys?      
b. Does your system allow citizens to check the status of their request online?      
Project Implementation
Assuming integration with only the city’s GIS/property database, telephony system, and the City's constituent request tracking system (if necessary, per question 4h under System Functionality above), what is a reasonable estimate of the time to implement a limited Phase 1 launch for three departments, a Department of Public Works, a Parking Enforcement Section, Neighborhood Services (code enforcement) for the following services:
· Parking Enforcement

· Street light outages or related problems
· Street light damage or downed wires
· Traffic light outages and related problems

· Tree pruning
· Weed complaints

· Pothole/patch requests

· Snow and ice removal

· Street sweeping

· Sanitation special collections

· Computer help desk (internal)

· Sanitation and Recycling collection
· Street flooding 

· Drinking water quality complaints

· Water distribution system repair

· Basement sewer backup investigation

· Nuisance property complaints

· Demand driven code enforcement

· Periodic inspections of properties related to building codes

· Permit driven property inspections

Implementation timeline:      
1. For software vendors responding to this RFI, who are your preferred implementation partners?      
2. Can you train existing city IT professionals to configure the system to add new services to the CRM application?      
3. Please describe the basic milestones associated with soft launch of the CRM application for the above mentioned departments:      
4. Does your system fully integrate with ESRI geodatabase technology?      
5. Does your system interface with document imaging systems? Which ones?       
Staff Training
1. As part of your core implementation, how do you provide training (including length of training in hours) to:
a. Customer Service Reps      
b. IT or Business Analysts to configure new services into the case management system      
c. Managers and field crews who interface with the system      
d. Business analysts to run business intelligence reports for policy makers      
Cost Estimates 
Please provide estimated costs below. Cost ranges are acceptable. Please begin by outlining the costs of the Core CRM package and outline additional costs for “add-on” modules identified above in the “System Functionality” section. You may submit this information in a different format if it addresses the different components below. 
1. Core CRM Application
a. Software      
b. Hardware      
c. Professional Services

i. Project Management      
ii. Knowledge Base Setup:      
iii. Integration Services to GIS      
iv. Installation      
v. Training      
d. Annual Maintenance      
2. Add-on module 1 description:      
a. Software      
b. Hardware      
c. Professional Services

i. Project Management      
ii. Installation      
iii. Training      
d. Annual Maintenance      
3. Add-on module 2 description:      
a. Software      
b. Hardware      
c. Professional Services

i. Project Management      
ii. Installation      
iii. Training      
d. Annual Maintenance      
1. Are the cost estimates above based on an enterprise wide cost model or a per user-based model?      
2. If the latter, how many users are you assuming?      
3. Do you provide a perpetual licensing agreement or software assurance agreement that would allow the city to automatically be incorporated into new versions of the CRM software for at least the next ten years?      
4. If yes, how would that change the above cost estimates?      
5. Can you host the software and hardware?      
6. Is hosting mandatory?      
7. How would that change each of the cost estimates above? 
a. Core:      
b. Add-on 1:      
c. Add-on 2      
8. What is the total cost estimate if the software and hardware is hosted?      
9. Is the cost estimate based on a fixed sum or does it vary by the call volume, number of users, or another variable?      
References
1. Please note cities or counties in which you have previously implemented a CRM solution (with particular emphasis on units of government that serve over 350,000 people) and include a reference person for each project (including name, title, email address and phone number):      
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