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Request for Proposal to Create a “Virtual Branch”, to include Re-Design, Hosting and Search Engine Optimization of Kitsap Bank’s Website

Release Date: June 29, 2012
Last Date for Receipt of Bids:  August 6, 2012

DEFINITIONS

For the purposes of this document, the following definitions shall apply:

The Bank

Kitsap Bank

Bid
The Quotation or Response to this RFP submitted by prospective Suppliers for fulfillment of the Contract.

Supplier/Vendor
The Company awarded the task of supplying all the items described in this document.

Contract
Supply, installation and commissioning of all the works, equipment and/or services that are described in this document, which will contribute towards meeting the objective of the RFP.
ISSUE OF RFP DOCUMENT TO PROSPECTIVE VENDORS
This form is to be completed by vendors who intend to submit a bid in response to this RFP.  This page is to be completed and submitted to marketing@kitsapbank.com as soon as possible.  Firms that do not register their interest in this manner may not be sent the RFP addenda, should any arise.  

Contact Name:  _________________________________________________________________

Organization:  ___________________________________________________________________

Address:  ______________________________________________________________________

Telephone Number:  ______________________________________________________________

Email Address:  _________________________________________________________________

Signature:  _____________________________________________________________________

Date:  _________________________________________________________________________

1.  INTRODUCTION
1.1  Background of Organization

Established August 8, 1908, Kitsap Bank is today one of the oldest locally-owned and operated community banks in the State of Washington.  The Bank is headquartered in Port Orchard, WA, and operates 21 locations throughout five Western Washington counties.  With over $900 million in assets, the bank provides a full range of financial services to commercial and individual customers.  Kitsap Bank has been named a Preferred Lender by the U. S. Small Business Administration.
Kitsap Bank is committed to giving back to the communities in which it serves.  Over the past five years alone, Kitsap Bank has invested in excess of $1 million and countless hours back into our communities through sponsorships, donations, and volunteer activities. 
In 2008, Kitsap Bank’s website (www.kitsapbank.com) underwent a major re-design.  Since its launch, the site has grown to nearly 150 pages—almost double the original plan for the site.  The site has become information-heavy.  Also, during the life-cycle of the current site, the banking industry has undergone some major changes.  When the site was initially launched, Kitsap Bank’s main competitors were small, local banks.  Today, nearly all of those competitors are gone and Kitsap Bank faces the challenge of competing primarily with the “big banks”.  The changes in our marketplace are also an opportunity.  As the general public grows to distrust the “big banks” and tire of their fees, they are migrating toward small community banks and credit unions.  
Information that is currently being accepted through our website includes:  customer survey forms, secure consumer loan applications and business and consumer checking account applications. Other technology that we currently utilize includes browser-based mobile banking; and we are currently developing mobile banking apps for iPhone and Android.  
Third party vendors with whom we will partner in order to provide online services:

	Q2 Software
	Online Banking services

	FIS (our new source for online account opening) 
	Deposit Accounts – opening and funding

	MortgageBot
	Online mortgage and home equity loan applications

	NYLEX
	Mortgage rate quotes and calculator

	LPL Financial Services
	Link to LPL site for investment customers to access accounts and information 

	Security One
	Link to reverse mortgage information

	Harland Clarke
	Consumer and Business check reorders


Kitsap Bank’s Virtual Branch must serve both existing and potential customers.  Existing customers primarily access the bank’s website for their Online Banking needs.  Potential customers are looking for product and company information.  They must also be able to quickly and easily apply for an account online, if interested.  

This RFP is open for bids from companies who meet the requirements stated herein.  
1.2  Description, Purpose and Objectives of RFP
With the changing dynamics in the industry and the shift in customer expectations, it has become necessary for the Bank to:

i.  Review, re-develop, re-design and implement a revamped Kitsap Bank website, otherwise known as the “Virtual Branch”.  Through the Virtual Branch, users should be able to do nearly everything they would be able to do if they were at one of Kitsap Bank’s physical branch locations.  The Virtual Branch should be a highly interactive site, utilizing graphics, Flash and video, while minimizing copy.
Examples of sites (or elements of sites) that represent some of our preferences include::

Washington Federal

www.washingtonfederal.com
· Dramatic home page graphic

· “How Can We Help You” element on home page

· Incorporates FB, Twitter, Blog


Bank of Hawaii


www.boh.com
· Intriguing home page

· Local photography

· “How May We Help You Today” element

· Visibility of “Need Assistance?” element


Umpqua Bank


www.umpquabank.com
· Closely aligns with their brand

· Identifies which branch is your branch on home page

· Twitter and Facebook feed

· Calendar/Events right up front

· Community involvement featured up front

· Blog

· Alerts are in navigation, but not until you get past the home page

USAA Bank

www.usaa.com
· Very little copy

· Smooth account opening process

· Design driven to open accounts
· Ability to transact virtually every type of service offered online
ii.  Enhance business growth by allowing customers to apply for and fund an account completely online.  Our third party vendor, FIS, will provide the core application, which must be successfully and seamlessly integrated into the Virtual Branch by the chosen vendor.
iii.  Incorporate features which will allow Kitsap Bank to compete with the “big banks” and meet customers’ growing expectations.  The “big banks” have the means and resources to keep current with new and emerging technologies.  They are also able to offer a greater depth and breadth of products and services than smaller banks like ours.   
iv.  Through search engine optimization, create a larger presence for Kitsap Bank online.  It is our goal to show in the top three listings in organic search across major search engines, including Google, Yahoo and Bing.
v. Launch newly redesigned Virtual Branch on or before December 10, 2012.

vi. Provide periodic performance reviews (minimum two per year) and recommendations for updates or enhancements to the Virtual Branch which may include technology upgrades, changes to enhance site performance, improved Search Engine Optimization, and better user experience.
1.3  Terms and Conditions

This Request for Proposal (RFP) is open to all companies who meet the requirements as detailed below.  The Bank expects technical responses and price proposals from the vendors accompanied by a comprehensive scope of work derived from the requirements specified.  

From the information and details in subsequent pages, interested prospective vendors should prepare a response consisting of:


i.  8 hard copies (one original)


ii.  1 soft copy on CD
These should be clearly addressed “Kitsap Bank Virtual Branch Proposal”.  Completed proposals are due to Kitsap Bank no later than August 6, 2012.  Proposals should be submitted to:

Kitsap Bank

Attention Marketing Department

619 Bay Street

Port Orchard, WA  98366

1.4  Project Timeline  

June 29


RFP release

July 10
Proposers’ questions are due.  Email questions to marketing@kitsapbank.com.  All questions and answers will be emailed to all respondents on July 13, 2012.

August 6
Proposal deadline 5 PM  PDT

August 7-31
Screening and interviews

September 7
Vendor selection announced

September 10
Vendor meeting to draft project plan and timeline

December 10
Launch newly designed Virtual Branch

2.  REQUIREMENTS
2.1  Tools and Functionality

The proposed solution is to have an internet platform that is fast; search-engine optimized (top three in organic searches); easy-to-understand, interesting and interactive; can be managed easily through a content management tool, allows for record-keeping and measurability.


2.1.1  Usability


The Kitsap Bank Virtual Branch should have the following features:
· Simple, clean, modern user interface that is easy to navigate
· Function as a Virtual Branch
· Highly interactive

· Provides a consistent, positive customer experience that supports the Kitsap Bank brand

· Emphasizes Kitsap Bank’s community involvement

· Allows customers to apply for and fund an account online through a third party vendor 
· Interfaces with Kitsap Bank’s Online Banking, Mortgage Loan, and other vendors

· Offers a secure environment for users to transact business

· Is mobile device-friendly


2.1.2  Participation
The Virtual Branch will allow existing and potential customers to interact with Kitsap Bank using the following media:

·   Blogs

·   Social Media (e.g. Twitter, Facebook, LinkedIn, etc.)

·   Surveys

·   Web Chat
·   Online Account Applications

2.1.3 Virtual Branch Services

The Virtual Branch will offer the following services:

·   Account Opening & Funding through a third party vendor application
·   Host secure applications for consumer loans, Visa applications, online business loan applications 
·   Customer Feedback/Surveys
·   Financial Calculators

·   Stock Exchange Streams

·   Web Chat

·   Videos

2.1.4  e-Marketing and Public Relations


The Virtual Branch will support the following Marketing activities:

·   Presentation of product and services information

·   Campaigns – Kitsap Bank staff can easily post and update static and Flash ads; tracking users through to application completion
·   Lead Generation – site capable of capturing visitor information for rapid response
·   Search Engine Marketing – vendor to provide oversight, tracking and making recommendations for improved performance
·   Online PR

·   Community Involvement


2.1.5  Audience


The Virtual Branch should be designed with the following audience in mind:

·   All generations (Kitsap Bank has a strong base of older customers, but we need to appeal to the younger demographic, as well, on this platform)

·   Customers

·   Non-Customers

·   Consumers

·   Businesses

·   Community Partners

·   Regulators

2.1.6  Content Management System
The solution will provide a flexible, easy-to-use content management system that allows key employees at Kitsap Bank to update and maintain the site.  The content management system should allow Kitsap Bank to:

· Preview updates before making them live on the site

· Make updates using a WYSISYG (no requirement to get into the code to make updates)

· Add and delete pages from the site

· Make navigational changes

· Make changes to the footer

· Add documents, still images, Flash images, etc. to the site

· Post videos

· Keep a record of all changes made to the site

· Allow multiples users to make updates to the site

· Create and collect survey forms
2.1.7  Content
The content for the Virtual Branch will be provided by Kitsap Bank.  It is our desire to reduce copy and provide a highly interactive user experience.  For the launch, the vendor must agree to populate the pages of the site with the content provided by the bank, and recommend any changes which would enhance site performance or search engine optimization.

2.1.8  Visual/Design

The Virtual Branch must incorporate local photography that reflects Kitsap Bank’s brand and promotes the organization’s commitment to the communities it serves.  The design must also distinguish Kitsap Bank from our competitors (in particular, Kitsap Credit Union).  The design must also incorporate a prominent area for customers to login to Online Banking.  Kitsap Bank will provide brand guidance and photographic files.
2.1.9  Search Engine Optimization
The supplier must make recommendations for ongoing search engine optimization.  If a 3rd party vendor will assist the supplier in this aspect, please specify here.  It is Kitsap Bank’s goal to appear in the top three listings in organic searches.
2.1.10  Virtual Branch Hosting

The supplier must serve as the host for Kitsap Bank’s Virtual Branch.  Currently, the Kitsap Bank website is hosted by Q2, Kitsap Bank’s Online Banking vendor.  Respondents must be SAS 70 or SSAE 16 certified.
3.  SCOPE OF WORK

The selected vendor will play a key role in the following areas:


i.  

Definition of implementation roadmap


ii.  

Search Engine Optimization

iii.

Virtual Branch design


iv.

Content Management Tool

v.

Virtual Branch hosting
4.  SUPPLIER REQUIREMENTS

The supplier must present their understanding of the problem and technical approach in the following ways:


i.
Supplier shall provide a minimum of three references for the Virtual Branch, preferably including at least one from a financial institution.  These references must be actual sites where the vendor has developed the website.  The size and scope of the reference should be similar to that of Kitsap Bank’s required solution.  Customer contact details must be included:  Name, Title, Telephone and Email.  The link to the referenced website must also be included, as well as, a brief description of the services the vendor supplied to the customer.


ii.
Preliminary project plan with a clear breakdown of phases or work streams.  Must include:
· Project phases and timeframes

· Key milestones in each phase

· Key deliverables at each milestone

· Type of vendor and/or Kitsap Bank resource to be used for each task (e.g. Web Designer, Copy Writer, etc.)

· Please allow sufficient time for testing, with attention to compatibility for various users


iii.
Proposed resources, skills, experience and qualifications


iv.
Critical issues response


v.
Disaster Recovery/Business Continuity Plan

5.  OVERALL RESPONSIBILITY

The Supplier agrees to take overall responsibility for any services subcontracted, which means the Supplier as the main contractor, is fully responsible for all obligations, regardless whether third parties or the Supplier himself carries them out.  

6.  PRICING

The prices quoted must be valid for a minimum of 90 days, and broken down as follows:
· Implementation costs

· Annual support costs

· Software costs, if applicable

· License costs, if applicable

· Training costs, if applicable

· Recurrent annual costs, if applicable

7.  TERMS AND CONDITIONS

7.1  Confidentiality

The information contained in this document should be retained in strict confidence by the Bidder and must not be disclosed to any other party, person or company without prior permission from Kitsap Bank.  Vendors must sign the Non-Disclosure Agreement in Appendix A.
7.2  Expenses
Kitsap Bank will not reimburse any costs incurred by the vendor in preparing a response to this proposal.

8.  BUYERS RIGHTS 

Kitsap Bank reserves the right to reject any or all bids without giving any reasons and Kitsap Bank has no obligation to accept any offer made.  Kitsap Bank also reserves the right to keep its evaluation and selection criteria confidential or amend such criteria which has been made known to the bidder without further references.  Bids not strictly adhering to the Request for Proposal conditions may not be considered by Kitsap Bank, whose decision on the matter shall be final.  The vendor’s terms and conditions will not form any contract with Kitsap Bank in relation to this proposal.

9.  SELECTION PROCESS

All vendors will be informed as to whether their bid has been accepted or not.  All short-listed vendors from this RFP should be prepared to make a presentation of their solutions before a panel constituted by the bank prior to the final award.  In the event that the bank may need to visit the client site, vendors will be notified via email.  

10.  BID EFFECTIVENESS

It is a condition of the bank that the vendor guarantees the sufficiency, and effectiveness of the solution proposed to meet the bank requirements as outlined in this document.  The bank will hold the vendor solely responsible for the accuracy and completeness of information supplied in response to this RFP.  The selected vendor will be responsible for ensuring that the solution is implemented without any additional requirements from the bank.
11.  PAYMENT TERMS

The bank will not make any payments in advance.  The bank will issue a Purchase Order for all the equipment and/or services ordered.  The Purchase Order will be paid within 45 days after delivery, testing, installation and acceptance of the equipment and/or services supplied. 

Appendix A.  Non-Disclosure Agreement

Please fill out and return the Non-Disclosure Agreement with your proposal. 
This Non-Disclosure and Confidentiality Agreement is between _________________________ (“Service Provider”) and Kitsap Bank (“Bank”).  The Parties agree that certain data relating to Bank’s business, including, but not limited to proprietary information such as Bank’s customer lists, customer financial data, and nonpublic personal information as defined in Regulation P – Privacy of Consumer Financial Information (“Confidential Information”) require protection against unauthorized access, use, reproduction, distribution or disclosure.

1. Each party agrees to comply with the privacy laws affecting it and not to take any action to cause the other party to violate the privacy laws affecting it.  If the applicable privacy laws change, the parties shall take such action as is necessary to comply with the law as it then exists.

2. Service Provider agrees it will access or use Bank’s Confidential Information only as required and necessary to perform the services for which it has contracted with the Bank.
3. Service Provider agrees not to disclose or share Bank’s Confidential Information, in any form or medium, by the Service Provider or by any of the Service Provider’s employees or agents to any other person, firm, or corporation except as is expressly permitted by Bank in writing.  In no event shall Service Provider take precautions any less stringent that those employed to protect its own proprietary and confidential information.
4. Upon request of Bank or upon completion of contracted services, Service Provider shall return the Bank’s Confidential Information in its possession or control to Bank unless such return would interfere with Service Provider’s otherwise authorized use of Bank’s Confidential Information.  Any keys, combinations, codes or access devices provided to Service Provider will be returned promptly by the service provider upon completion of its services.  Service Provider agrees it may be liable for any costs determined necessary to remedy the loss of keys, codes, or devices provided.

5. Notwithstanding the above, Service Provider shall cooperate with governmental regulatory agencies as required by law.  Immediately upon becoming aware that any of Bank’s Confidential Information is being sought by governmental agencies, Service Provider shall, prior to making any disclosure, notify Bank in writing.

6. The obligations of the Service Provider set forth in this section shall survive the termination of this Agreement and are binding upon the Service Provider, its agents, employees, sub-contractors and assignees.

7. Service Provider acknowledges that any violation of this non-disclosure and confidentiality agreement will cause irreparable injury to Bank.  The Bank shall be entitled to extraordinary relief in court, including, but not limited to, temporary restraining orders, preliminary injunctions, permanent junctions, without the necessity of posting bond or security and that the venue of any said action shall be in Kitsap County, Washington.

KITSAP BANK
SERVICE PROVIDER

By:

By:

Title:

Title:

Date:

Date:


