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About Us
Founded in 1969, IFAW (the International Fund for Animal Welfare - www.ifaw.org) saves animals in crisis around the world. With offices in 15 countries, IFAW rescues individual animals, works to prevent cruelty to animals, and advocates for the protection of wildlife and their habitats.

IFAW is comprised of ten distinct legal entities with headquarters located in the US.  All IFAW entities are non-profit corporations, and five are registered charities (United States, United Kingdom, Netherlands, Germany, and Australia.)
We have active fundraising programs in the following countries:  

US, Canada, UK, Netherlands, Germany, France, South Africa, Australia
We have a web presence in the following countries and regions as well:
US, Canada (French and English), Latin America (Spanish),  UK, Netherlands, Germany, France, EU (Brussels), Russia, South Africa, Eastern Africa, India, Asia Pacific, China, and Japan.
Project Background 
IFAW is undertaking a complete redesign of its current external website. The main objectives of this project are to grow our international integrated fundraising efforts.  
As part of the project and in the scope of this RFP we will be evaluating our current systems that support these objectives and will specifically be looking to implement an online eCRM platform that will allow us to engage with our supporters in their own language and allow them to make donations using the local payment methods to which they are accustomed.   Integrating this platform with our offline CRM and database of record, Team Approach, is also desired.
A separate and concurrent RFP will be issued to engage a web design agency for the redesign of the website.  There will be some overlap between the eCRM implementation and the website redesign projects and in the event of multiple vendors they will be expected to collaborate through stages of the overall project. 

Primary Project Goals

IFAW’s objective is to grow its overall net revenue by 11% over the next three fiscal years with online fundraising increasing by 50% over the same time period.  To attain this goal we must grow our international online capabilities in the following areas:

· Recurring giving programs.
· Increased donation activity.
· Supporter cultivation and retention.
· Increased legacy giving.
· New donor acquisition.
· Cross-selling of supporters from other direct marketing channels.
· Increase activism opportunities to engage existing and prospective donors. 

We are looking to accomplish this by
· Providing seamless donation processing options in each of the countries in which we fundraise specifically adding additional recurring giving options.
· Tapping into new online fundraising and new supporter acquisition methods including social media and friends asking friends and deploy internationally.
· Leveraging the inherent timeliness of the web and email based communication to increase our fundraising during emergency response campaigns.
· Enhancing our ability to use the web and email as a communication and supporter engagement tool with a view to increase our donor retention and stewardship opportunities.
· Gaining a better understanding and ability to respond to how our supporters want to engage and communicate with us offline and online and develop integrated fundraising and coordinated contact strategies accordingly.
· Seeking opportunities to explore new fundraising opportunities and target new audiences for our recurring giving programs including online based donor acquisition (including in combination with DRTV), reactivation, upgrading and cross-selling, donor retention through engagement, and cost reducing online acknowledgment and fulfillment.  
· Strengthening our offline fundraising programs and segmentation by augmenting our supporter records with additional information captured online including interests, preferences, actions taken and by increasing the frequency of online donations to ensure an as up-to-date as possible giving history.
· Increasing international activism opportunities.

· Expanding our online fundraising to additional countries. 

Secondary Project Goals

· Gaining efficiencies for our web team to provide flexible and easy to use online donation and cultivation tools.

· Leveraging our current marketing, segmentation, reporting, and customer service processes and best practices supported through our CRM system Team Approach in our online fundraising.

· Consolidating or streamlining our offline and online donation processing as we currently have disparate processes in place for our online and offline donations.
Business Requirements
Our business requirements extend to accomplishing our online fundraising goals on the one hand and to moving towards more integrated multi-channel fundraising on the other.  To accomplish the first we are looking to implement a robust, easy to use, flexible and fully localizable eCRM platform which can handle our international donation processing and settlement needs.  To accomplish the latter we look to then integrate this eCRM platform with our offline CRM and supporter database of record Team Approach.  Team Approach is an ORACLE-based, not-for-profit fundraising-oriented CRM developed by Target Software and now fully owned and supported by Blackbaud.

Online Fundraising Business Needs
IFAW is looking to grow its international online file through email list purchases, online advertising in European countries, and increasing online subscriptions through a redesigned site and use of social media and peer-to-peer fundraising tools.  To accomplish these goals and realize a better return on investment we will need to build out the following capabilities: 

· Offer country specific payment methods which prospective donors commonly use and are comfortable with (see Payment Method Requirements section below for details) to create a seamless donation experience in each of the countries where we actively fundraise.

· Offer equally seamless recurring giving options (both credit card and direct debit based).  
· Ability to speak to our supporters in their own language and accommodate cultural differences in our online communications which requires fully localizable and multi-lingual online tools (see Language Requirements section below for details).
· Ability to efficiently perform tests on our email files where we take into account supporter  engagement with us through advocacy and other with a view towards establishing standard segments with messaging tailored to that segment and then test further within these segments.  Ability to expand this internationally. 
· Increase our ability to engage supporters through offering advocacy opportunities with the US and internationally with a view to donor retention and cultivation. 
· Grow peer-to-peer types of fundraising with a view to increasing subscription and online donations (Friend Asking Friends).
· Tap into online charity giving groups as well as various social media in the US and internationally and be able to easily integrate or data-capture subscribers into our online platform.
· Gain efficiencies and opportunities for our web team to test different types of campaigns through flexible and easy to use online tools.
Online/Offline System Integration Business Needs
Because IFAW currently utilizes two separate database systems to host our online and offline supporters, we lack a coherent view of our supporters.   This lack of integration greatly limits our cross-selling capabilities 

We estimate that 20% or more of our offline donors interact with us online.  In order to have a donor centered approach, it is essential that we know all supporter relationships/interactions with IFAW. This improved visibility of the full extent of the relationship will enable us to better define our donor segments and market to them accordingly.  It will also help us to be more effective developing and retaining supporter relationships while also reducing the cost of fundraising.

While a comprehensive integrated strategy is still to be developed, we have a clear vision that makes it essential to establish a platform with the flexibility to test integrated campaigns and multi-channel contact strategies.
· Establish a level of integration between our online and offline fundraising and donor engagement tools that will give us a single and comprehensive view of our constituents – and the methods they choose to interact with us. This will enable us to be more responsive to our donors’ communication preferences and market accordingly.  

· Strengthen our online fundraising by using existing marketing and segmentation processes including reporting and analytical tools that have worked well in our offline fundraising.
· Increase the frequency of transaction updates from our online system to our offline system to have as accurate a donation history for our donors as possible.  This will benefit customer service as well as segmentation based on RFM (gift recency, frequency, monetary) variables.
· Engage supporters and new subscribers by offering advocacy action opportunities in each of the countries in which we fundraise, with the ability to capture these actions and subscribers to augment our contact strategy.

· Leverage the detailed donor profile information we have on Team Approach with regards to RFM, preferences, themes, prior interactions to run more segmented online campaigns also.

· Be able to communicate to our supporters with a coherent contact strategy and communicate to them in the way preferred by them.
Examples of expected activities a more integrated system will facilitate:

· Reactivate lapsed donors through online which is much more cost effective than trying to do so by direct mail or telemarketing.
· Respond to natural emergencies with e-appeals ahead of offline newsletter mailings as these can be more timely and cost effective, especially internationally.
· Steer DRTV responders to the website and collect donations there.
· Capture when active sustainers take advocacy actions so we can use this information in our offline mailings to tailor our messaging.  We have found that supporters that take advocacy actions or subscribe tend to be more engaged and philanthropic.  Tests have shown that retention was lifted 42% and revenue per donor increased 110% over donors without the online participation.

· Manage pledge upgrade campaigns online for donors who prefer to communicate with us through that channel.
· Potentially involve our vendors in online acknowledgments during telemarketing and DRTV campaigns.
System Requirements
The technology vision of this project is to implement an easy to use, localized online fundraising and donor cultivation solution which is fully integrated with Team Approach.
Our main requirements for this system are as follows:

1. Offer seamless payment/donation solutions that resonate with supporters in each of the countries in which we fundraise.
2. Offer flexible online fundraising and supporter engagement (activism) tools that fully support our localization and language needs.
3. Establish an extensible international online platform that will facilitate the use of additional fundraising techniques.  
We are ideally looking for an ‘out of the box’ solution that meets the majority of our needs but are open to taking an à la carte approach involving a mix of ‘best of breed’ solutions.   In the event of a solution mix, it will be our preference to work with a lead partner who will help manage the implementation of solution components.  
Though primarily looking for a solution oriented to not for profit online fundraising, we are also open to evaluating commercial solutions or solution components especially those that have been tried and tested within European e-commerce.

We are open to suggestions but will give preference to an externally hosted eCRM solution.

Current System Environment
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· The current website is built using the CrownPeak content management system and is hosted through CrownPeak at Rackspace. 
· Our eCRM is Blackbaud Sphere (formerly Kintera).  We currently manage all of our online mailings from this system including segmentation and reporting.  We manage all of our one-off and recurring credit card donations through this system.
· We supplement non-US advocacy actions through Advocacy Online.  When people subscribe in addition to taking an advocacy action we periodically download subscriber emails into Sphere for follow up emails.
· We use a direct debit processor in the Netherlands and one in Germany to capture requisite info for one off and recurring direct debits online and process through our direct debit payment processing built out in Team Approach.
· We don’t currently have an online DD facility in the UK.

· We capture account and transaction info from Sphere and the two supplemental vendors into Team Approach.
· Team Approach is our CRM and supporter database of record.  We manage all of our offline fundraising campaigns on this system including segmentation. We manage all our direct debit processing as well as our offline recurring credit card processing through this system.
· We have an in house developed,  daily refreshed data warehouse from which we generate our fundraising performance reporting.
Proposed System Environment
We expect respondents to this RFP to propose a system environment that will meet the requirements outlined in this document.  In your response, please clearly outline which requirements can be met by your solution as is and which will require additional development or customization and include your approach to accomplishing this.  To further assist in functional, language, payment method, and integration requirements mapping we have developed a diagram which we will make available upon request.
Online eCRM System Requirements
The system should support the following modules:
Required
· A subscription facility.
· Email campaign tool (detailed requirements below).
· Customizable donation forms.
· A donation/payment processing facility that supports multiple electronic payment options which are settled to our local bank accounts or processed through our existing bank, merchant,  gateway, or other payment processing account. IFAW wants to consolidate the number of processing vendors required to support our goal of offering donors locally preferred payment methods.
· Support of country preferred payment processing methods (see detailed list below).  

· Credit cards – process one-off and subscription donations in a PCI compliant manner.

· Direct debit – collect required transaction details and deliver them to our CRM for processing. All private and confidential information must be maintained in a secure environment.

· Other – Process local payment methods such as iDEAL, Carte Blue, Electron, etc. as well as l new payment methods such as Paypal, Amazon payments, Google Checkout. Settlement will be made to local bank accounts or transactions should be processed through our existing bank, merchant, gateway, or other processing vendor accounts.
· Ability to export (API or export  based) detailed supporter and payment details to our offline CRM.
· Supporter sign in/pre-population of forms including support of name/address updates.
· Real time donation management console for lookup or export.
· An international advocacy module or at a minimum integration options with external advocacy modules.
· A facility to hold historical records of online interactions and transactions with our donors, advocates and subscribers.
· Targeting and segmentation tools (within the eCRM and/or through integration with our offline segmentation tools).
· Ability to import, send out, and track broadcast emails from external lists.
· Solution needs to support landing pages associated with e-appeals and seamlessly carry through mailing and country specific source codes for donations and supporter actions.
· Solution should fully support multi-lingual communications including any user viewable settings and confirmation messages (see below for language needs).
· Friends asking Friends (peer to peer) management module or existing ability to plug in 3rd party FAF tools into the platform.

· An e-commerce solution or existing ability to plug in 3rd party e-commerce tool into the platform.
· Social media integration options.
Preferred
· A content management system.
· Integration of new acquisition sources such as blogs and engagement sites.
· Surveys/Data collection tools with ability to add and store custom fields ongoing.
· Supporter initiated name and address info updates.
· Online campaign reporting 
· Online donor reporting and campaign reporting.
· Track and report on visitors and visitor activity to online content.
· Monitor specific search terms for online content including video and blogs. 

· Measure  impact and effectiveness of viral video campaigns. 

· Data Extract and Excel export.
· Volunteer tracking module.
· Localized event management module.
Specific Email Broadcast System Requirements
Required
· Segment data from a report or external list (e.g., a pre-segmented list uploaded from our offline CRM) and hold the data for targeting. 
· A broadcast email service that enables us to send out emails, excluding blacklist names and dupes.
· Email services that can consult on deliverability.
· Localized auto-response and confirmations for subscriptions and donations. 
· Advanced segmentation and profiling.
· Multilingual, can accommodate special characters. 

· Double-byte character sets in email subject lines and content.
· Fully controllable account management settings including ability to resubscribe people.
· Fully localized ability for donors to unsubscribe in compliance with data privacy laws. 
· Ability to import and accommodate any email template.
· Unlimited length on email subject lines.

· “Forward this email to a friend” functionality is completely localized, including all “Forward to a friend” webpages, emails and confirmations.

· Subscriber database managed completely by IFAW, including adding and removing subscribers and allowing previously unsubscribed supporters to re-subscribe.

· Subscriber database accessible and viewable, no matter the size of the list (ex. 500,000 + with no timeout errors).

· Fully controllable and flexible email campaign scheduling functionality.
· IFAW has complete control over the unsubscribe and profile management options that are added to email campaigns.
· Robust reporting capabilities on a variety of metrics related to those emails – click-throughs, unsubscribes, etc. in addition to response or activity data.
· Automated web versions of every email created.

· Link tracking and source code integration.

· Automated blacklisting and exclusion from all outbound emails.

Preferred
· Functionality to allow the creation “mobile” versions of emails.
· Text versions of email are limited in width to allow optimal viewing on small screens.
Online/Offline Integration System Requirements
Required

· Support a one-way sync of supporter account, transaction, interactions data collected online to our offline database.
· Support upload of externally generated email lists that can then be sent and tracked through the eCRM solution.
· The system should have a proven API and implementation methodology or solid and extensible import/export tools to support current and ongoing data capture needs.
On the export side, system will need to bring over any new subscribers or new donors to our offline CRM.   We also need to it to be able to bring over any online actions taken, additional data collected through surveys, additional donations, and supporter initiated account updates for existing online supporters so we can collect that data on our offline CRM.
When bringing over first-time online subscribers or donors to our offline database it is possible these supporters already exist in our offline database.  In these instances we want to ensure that the accounts are merged as part of the upload so we do not create multiple duplicate accounts for the same supporter.  To minimize duplication of accounts, solution will need to include an approach to dupe detection both online (minimize multiple duplicate accounts within the online system itself) and offline with strong matching algorithms.
Data capture needs (export)
All personal and confidential data and payment information must be maintained and transmitted in accordance with our privacy and confidentiality policy and support regulatory and industry security standards such as PCI compliance.
Online donors (new, existing)

· Full name (including multiple), Address, Email.
· Contact info updates (name, address, email).
· Unique cross reference id (in addition to email as same account may have multiple emails or online accounts.)

· Transaction details including payment amount, source (theme), donation currency (and domicile currency if different), affiliation (fundraising country), transaction type (pledge, one-off), payment method (credit card type, EFT) , gift date, deposit date (when funds expected to be transferred to IFAW local bank account).
· Date of birth.
· Telephone number.
· Sustainers (recurring givers):  pledge cancels, pledge start date.
· Requests for more information checkbox on e.g., recurring giving, leaving or having left IFAW in will, online/offline newsletters, etc. allowing multiple selections.
· Bank form request checkbox (supporter wants to donate through their bank account and requests a bank form to be sent to them).
· Pet owner/Pet names (classifications).
· Interest codes (can range from interest in specific animals, specific campaigns or campaign areas and mapped from advocacy actions etc.)
· Sustainer benefit exclusions (supporter makes recurring gift but declines welcome gift).
· Benefit codes (allow donors to select from benefit options if provided).
· EFT related bank account info.
· Credit card related info (see payment facility section below).
· UK specific Gift Aid enrollment.
· Donor preferences/exclusions/demographics (creating classifications – should be able to accommodate multiple preferences).
· Age range.
· Whitemail responders:  donation made from generic IFAW page as opposed to a specific e-appeal landing page.  Date collection is as above except with country specific generic annual white mail source code.
Subscribers (to email list/e-newsletter)
  Initial collection (new subscriber who may or may not already exist on TA)
· First name, last name.
· Country (allow capture of country even when full address is not requested or provided.)
· Email.
· Classification to indicate supporter subscribed including start date.
  Subsequent data collection if supplied:
· Address.
· Interests (campaigns, animals.)

· Unsubscribes.
Advocates (who also subscribed)
· Full name (including multiple.)

· Address.
· Email.
· Advocate contact type (capture advocate actions – would need to capture this with a interaction including a specific source code so we can identify groups by specific action taken for specific campaigns.)

· Advocate classification code (indicates a person is an advocate including type PETITION, LETTERWRITER + additional ones as needed.)

· Interests (off the source, checkbox selection, theme determined by source on the page)

· Whether subscribed or not.
· If prior subscriber when first subscribed.
On the import side the solution should allow us to import lists generated using our Team Approach segmentation and output processes.  These lists should integrate with the broadcast email tools, source code identifiable landing pages, and be able to track responses back to the specific email and landing pages for export back into Team Approach.
Segmentation needs (import)
The online segmentation tool or broadcast email tool will need to integrate well with TA produced mail files.  It needs to be flexible in that it can accommodate multiple supporter preference flags some of which are known currently and some of which may be created in the future.  TA mostly manages these preferences through classifications (e.g., this account is a pet owner, this account is a recurring giver, this account like to receive online newsletters only) or interests (e.g., this account is interested in seals or has responded to a calendar premium).   These preferences may subsequently be used to create language specific or content specific emails for the same campaign.  Ideally the preferences can be used to support dynamic content including landing page reference as driven by the source code within a single email template.  TA also supports ask rules functionality which can be used to tailor the ask amount to prior giving history.
· Ability to import mailing list created through TA segmentation (fixed length or CSV)
· Import should at a minimum support the following fields:
· Team Approach account id or cross reference id.
· Email.
· Name.
· Country specific salutation fields.
· Country specific address fields.
· Source code.
· Country indicator (or derive from source code.)

· Classifications (multiple preferences, profile info.)

· Interests.
· Ask amounts.
· Gift Aid flag (UK.)
· The import should be flexible and be easily customizable to allow for adding additional fields on an ongoing basis.

Data Migration
We expect that moving to a new online platform will include a one-time data migration of online supporter data from our current systems to the new systems.  We expect there will be an additional data migration component to integrating the new online system with Team Approach.  

The proposed solution should include a systematic approach to supporting these data migrations as part of the implementation project.
Language Requirements

We currently actively fundraise in the following countries:  US, Canada, UK, Netherlands, France, Germany, Australia and South Africa.  Additionally, people subscribe to our email lists and make donations outside of these countries.  

Our website also hosts local language pages for Latin American countries, Russia, Japan, and China.

Our website and supporting eCRM needs to be able to support the following languages including double byte characters: 
English (US)

French


German

Dutch

Spanish

Arabic (optional)
Russian

Japanese

Chinese

Payment Processing Requirements

When our supporters decide to donate to us we would like to make their experience as seamless as possible.  To this end we want to ensure that country preferred payment options are available.  To ensure good customer service and support up to date segmentation, each of these payment methods must also be well integrated with our payment processing systems and with our supporter database of record Team Approach.
The solution should support both credit card and direct debit based one-off gifts and recurring giving.

From a systems perspective we are interested in hosting credit card information externally with the donation processor and will have a strong preference for providers who are PCI compliant.  As part of the project scope we will also consider revisiting our current offline credit card processing with a view to moving these recurring credit card payments for holding by the external payment processor as well.
The solution should support the following country currencies and preferred payment methods:
	FRANCE  
	GERMANY  
	BELGIUM   
	NETHERLANDS  
	UNITED KINGDOM 

	(EUR)
	(EUR)
	(EUR)
	(EUR)
	(GBP)

	Mastercard/EuroCard 
	Mastercard
	Master Card
	MasterCard/Euro card
	Mastercard/EuroCard

	Carte Bleue Visa
	Visa
	Visa
	Visa
	Visa/Delta/Electron

	Amex
	Amex
	Direct Banking 
	Ideal
	Solo/Maestro

	Carte Bancaire
	Direct Debit one off
 and recurring
	
	Direct Debit one off
 and recurring
	Amex

	Carte Aurore
	credit cards
	
	
	Direct Debit

	
	Paypal
	
	
	EFT – paperless direct debit

	
	Giropay
	
	
	Paypal


	AUSTRALIA
	CANADA
	USA  
	SOUTH AFRICA

	(AUD)
	  (CAD)
	(USD)
	(ZAR)

	Mastercard
	Mastercard
	Mastercard
	Mastercard

	Visa
	Visa
	Visa
	Visa

	Amex
	Amex
	Amex
	Amex

	Direct Debit
	Discover
	Discover
	Diners

	Paypal
	PayPal
	PayPal
	Direct Debit

	Bpay (like paypal)
	
	
	


Because we prefer not to store detailed credit cared information on Team Approach, credit card based one-off and recurring donations should be managed through the online platform either through the donation processing facility or in conjunction with a payment gateway.  The solution should support the following:
· Initial set up of the recurring gift (‘pledge’.)

· Process initial (or one-off) payment.
· Process subsequent periodic payments for different frequencies (Monthly, Quarterly, Semi-Annually, Annually.)
· Ability to view, stop, or modify recurring pledge amounts.
· Ability to fully or partially refund payments by Supporter Relations (customer service) staff.

· Export of supporter and payment details to Team Approach including payment frequency, payment/installment amount, credit card type, pledge start date.
· Export of refunded payments.
· Credit card information should be held in a secure and PCI compliant manner.

Direct debits based one-off or recurring gifts will require collection of transaction details and deliver them to our CRM for processing.  We will not require initial or subsequent payments to be handled through the solution since we have established processes in place through Team Approach to manage these payments.  All private and confidential information must be maintained in a secure environment and exportable to Team Approach.  We will require capture and export of the following banking and payment details:
· Bank account number.
· Bank Id / Routing # / Sort Code.
· Installment Amount.
· Payment Frequency.
· Transaction Date.
· Payor details (name, address, etc.)

The solution will need to be able to process local payment methods such as iDEAL, Carte Blue, Electron, etc. as well as new payment methods such as Paypal, Amazon payments, Google Checkout.  Settlement for these will need to be made to local bank accounts or transactions should be processed through our existing bank, merchant, gateway, or other processing vendor accounts.

Banking Requirements
We require local funds settlement in each of the countries in which we have a legal presence.  These countries are US, Canada, UK, France, Germany, Netherlands, Australia, South Africa.  

We are not tied to specific acquirers or gateways and are open to exploring any of the following payment options in particular if these offer opportunities to consolidate and streamline payment processing vendors:

· The eCRM interfaces with our existing acquirer and gateway accounts. IFAW manages the settlement to local bank accounts via agreements with our various providers.

· The eCRM provider introduces IFAW to a new vendor (most likely a gateway operator) that they have a relationship with and we open an account with the new vendor that will be used to process various transaction methods. IFAW manages the settlement to local bank accounts via the new relationship.

· The eCRM hosts a payment platform for IFAW (or uses their own payment processor like Kintera Does) - we do not own the account with the transaction processor and eCRM provider arranges to settle funds to our local bank accounts.

We can provide current banking and acquirer relations upon request.   
Service Hosting, Availability, and Performance Requirements

We have a strong preference for an externally hosted and supported solution.  Because we have staff in multiple international locations we require 24X7 access to the system and support.  
As we often need to respond rapidly we require excellent system performance from running online segmentation and producing and sending broadcast emails to reviewing and extracting results.  The system and in particular the integration points to Team Approach will require a high level of reliability, repeatable and auditable processes, and data accuracy.  We will be looking for a support model that includes agreed upon issue response times based on business impact including an escalation model.  We will require system redundancy and disaster recovery models to be in place to guarantee business continuity.
Other

Though mostly happy with our current CMS, we are open to evaluating alternatives to the extent they can be part of an overall solution that supports the above needs.
Submission Guidelines
Please provide your proposed solution to the requirements outlined in this RFP.  The majority of the response should center around how the proposed solution would be delivered and what its major components are.  Your response should have a clear and open expectation on what requirements the proposed solution will meet and will not meet.  
To help map what requirements are available out of the box, are not available, or will be available through a product enhancement or provision by a third party, we request you fill out the self evaluation checklist starting on page 17.  
Please include an expected timeline and budget requirements including assumptions.

We are ideally looking for an out of the box solution that meets the majority of our needs but are open to taking an à la carte approach involving a mix of ‘best of breed’ solutions.   In your response, please propose what other vendors you may be able to partner with to achieve the overall solution and what portion of the solution each would cover.  
We understand that given our international fundraising needs we are unique and that some level of customization will be needed to accommodate our expected configuration.  Having gone through an enterprise-wide CRM implementation where we had to accommodate our international needs into a product, we are acutely aware of the importance to partner with a vendor with whom we can establish an open and robust relationship with mutually clear expectations on the project that will be needed to get us where we want to be.
In addition, please provide brief responses to the following
Solution Provider Overview 

· Please provide a brief overview of your company history and philosophy.

· Please provide an in-depth list of your company’s capabilities.

· Describe what you consider to be your strongest competitive advantage.

· Please provide an overview of your methodology in working with clients through a typical implementation with a similar scope to the one proposed.
· Please describe your ongoing enhancement and support model.
Client Related Questions

· Please provide a current client list and any case studies of similar implementations.  Specifically include any experience you may have working with international not for profits clients?

· Please include client references and contact information.
· What is the average project timeline for an implementation project similar to the one proposed.
Implementation Related Questions

· What types of fundraising software or CRM packages have you worked with including Team Approach or other not for profit or for profit enterprise CRM software.  Did you work with any that specifically support European or Asia-Pacific clients?

· What types of system integration or product development projects have you worked on including:

· Integration of online fundraising software with payment processors or gateways (list gateways)?

· Integration of online fundraising or advocacy software with CRM systems or centralized databases?

· Building out custom APIs or integrating multiple best of breed solutions with a single database of record?

· Integration of external service providers (telemarketers, response handlers/caging vendors) with client solutions?

· Can you describe a typical implementation including any obstacles encountered, timeline, etc.?  If no not for profit clients, can you describe a typical implementation with a for-profit CRM client?

· What range of technical resources do you have?

· What do you anticipate are the client resource requirements to implement and support the solution?
· Please describe your ongoing support and enhancements model.
· Please outline any client site hardware/software/network/security requirements.
· What is your ongoing support and enhancements model?
· What is your professional fee structure for ongoing enhancements?
Team Related Questions

· Describe the team structure and how resources would be allocated to us.

· Please provide brief bios for the team you would assign to our project.

· Who would be responsible for managing timelines and budgets? 

· Describe anticipated communications channels. How will we communicate with you? Point person, frequency, medium, how will both parties keep track of progress and decisions?

Industry Experience Related Questions

· Describe your familiarity with working with international non profit organizations. What are some of your successes?
· Describe your familiarity or experience with international payment processing. 
Budget Related Questions

· Please provide in your response l the proposed budget for year 1, 2, and 3.  This should include build out cost, licensing, and expected transactional costs. 

· Outline how your firm handles client work from a pricing perspective.
· How do you bill for services? Hourly/daily rates?

· Please provide a brief overview of your approach to project scope, project management and expenses.
· Please provide a line item budget broken down as follows:
· Year 1 costs (build, licensing, maintenance, staff training, and 24/7 support, etc…).
· Year 2 costs (licensing, maintenance, 24/7 support, etc…).
· Year 3 costs. 

Self-Evaluation Checklist
Ratings

0 – Not available


1 – Future enhancement (note fiscal quarter)


2 – Custom feature


3 – Third party solution (note third party)


4 – New and/or recently modified or upgraded (note fiscal quarter)


5 – Fully functioning, main component of core product
	Self-Evaluation Criteria
	Rating
	Notes

	Functional
	
	

	Online Supporter database with login and searchable supporter information
	 
	 

	Fully Customizable Donation Forms
	 
	 

	Fully localizable donation forms (all IFAW languages (English (US), English (UK),  French German  Dutch  Spanish , Russian  Japanese  Chinese) including double byte)
	 
	 

	Surveys & data collection
	 
	 

	Donation forms supports Gift Aid capture and audit trail (UK only)
	 
	 

	Full localization on emails, landing pages, subscription pages in IFAW languages (English (US), English (UK),  French   German  Dutch  Spanish , Russian  Japanese  Chinese) including double byte
	 
	 

	Allows adding custom fields for data collection
	 
	 

	Email campaign management
	 
	 

	Targeting & Segmentation Tools
	 
	 

	Campaign performance reporting
	 
	 

	Customizable landing pages for e-appeals
	 
	 

	Supports  broadcast emails and response management using externally generated lists
	 
	 

	Contains advocacy tools that support actions in US, Canada, UK, France, Germany, Netherlands, Australia, South Africa
	 
	 

	Events module (localizable)
	 
	 

	Friends Asking Friends module  (localizable)
	 
	 

	Has e-commerce module 
	 
	 

	Social media integration
	 
	 

	Support of Mobile Forms (SMS)
	 
	 

	24X7 Accessibility
	 
	 

	Form cross browser compatibility
	 
	 

	Payment Methods and Processing
	
	

	Integrated with multicurrency/multipayment method gateway
	 
	 

	Multi currency including USD, CAD, GBP, EUR, AUD, SAR
	 
	 

	Credit Card Processing (one-time donation)
	
	

	     In US
	 
	 

	     In UK
	 
	 

	     In Canada
	 
	 

	     In Australia
	 
	 

	     In South Africa
	 
	 

	     In France
	 
	 

	     In Netherlands
	 
	 

	     In Germany
	 
	 

	Credit Card Recurring Gifts
	 
	 

	Donation forms supports Gift Aid capture and audit trail (UK only)
	 
	 

	Credit Card vaulting in secure PCI compliant environment
	 
	 

	Can settle with local banks in US, Canada, UK, France, Netherlands, Germany, Australia, South Africa
	 
	 

	Recurring Credit Card Payment Management
	 
	 

	Recurring Direct Debits
	
	

	    In USA (ACH transfer)
	 
	 

	    In UK (BACS)
	 
	 

	    In Australia (BECS or CS2) (one-off and recurring)
	 
	 

	    In France
	 
	 

	    In Netherlands (one-off and recurring)
	 
	 

	    In Germany  (one-off and recurring)
	 
	 

	Credit card types:  VISA, Mastercard/Eurocard, AMEX, Discover, Diners Club,  Delta,
	
	

	Country specific payment methods
	
	

	    UK specific credit card types  Electron, Solo, Maestro
	 
	 

	    France  specific credit card types  Carte Bleue, Carte Bancaire, Carte Aurore
	 
	 

	    iDeal in the Netherlands
	 
	 

	    Giropay in Germany
	 
	 

	    Bpay in Australia
	 
	 

	Amazon Payments
	 
	 

	Google Checkout
	 
	 

	Paypal
	 
	 

	Real time payment management including (partial and whole) refunds.  Please note whether through online platform or gateway(s) (virtual terminal)
	 
	 

	Supports real time recurring direct debit management.  Please note whether through online platform or gateway(s) (virtual terminal)
	 
	 

	Payment transactions are fully exportable.  Please note whether through online platform or gateway(s) (virtual terminal)
	 
	 

	Payment adjustments (full/partial refunds) are fully exportable.  Please note whether through online platform or gateway(s) (virtual terminal)
	 
	 

	Supports frequent transaction exports.  Note minimum frequency e.g., daily, weekly, etc.)
	 
	 

	API/Integration
	
	

	Contains two-way API or import/export tools.  
	 
	 

	Has been integrated with Team Approach or similar CRM (note system)
	
	

	Can accommodate custom fields for capture and export
	 
	 

	Can accommodate custom fields through import and use in online campaigns
	 
	 


RFP Timeline and Process
After we issue the RFP we will be available for questions for a period of two weeks to clarify any sections within the RFP as needed.  Please submit your questions through email to npetiet@ifaw.org.  We will coordinate calls as needed to review and answer your questions over the two week period published in the below schedule.  

After we receive initial responses we will prepare a shortlist of vendors.  We will be inviting short-listed vendors to further present their proposed solutions either through a face-to-face meeting or if needed through a virtual meeting.  

RFP Timeline:
	June 21, 2010
	RFP document distributed to vendors

	July 9th, 2010
	Deadline for vendors to provide notification on intent to participate

	July 12 – 23rd, 2010
	Company availability for vendors to schedule inquiry calls (if desired)

	July 30, 2010
	Completed RFPs due to Niels Petiet by 5:00 EST.

	August  13th, 2010
	Notify agencies on whether or not they are short-listed for next round of the review

	August 30 to September 3, 2010
	Team presentations from short-listed vendors

	September 17, 2010
	Vendors notified of final selection & contracts exchanged

	October 2010
	project start


Contact Info

Niels Petiet

290 Summer Street

Yarmouth Port, MA 02675, USA

Tel: +1 508-744-2206
Email: npetiet@ifaw.org
Please email final proposals to the following address:

Email for submissions: websiteRFP@ifaw.org
International Fund for Animal Welfare
290 Summer Street,

Yarmouth Port,

MA 02675

Appendix
Summary of current limitations
· Our offline and online fundraising are currently supported through separate systems and databases with very limited integration and/or interaction between the two.  As a result we lack a single view of our constituents and have many limitations in donor cultivation and cross-channel marketing, segmentation, and customer service.

· Our main online donation processor only supports credit card donations and we are currently limited in the different types of payment methods we can offer to would-be online donors in each of our fundraising countries.  We have had to engage with supplemental vendors in Europe to meet other payment method needs including direct debits but are blind to donations via these supplemental vendors in our online segmentation.

· Our online credit card processing includes a manual process and payment cycle to handle local country deposits and only allows for two deposits a month to our local banks.  This means we have a delay in processing transaction details into our supporter database which hampers segmentation and customer service.

· Our (offline) CRM system supports sophisticated segmentation which can currently not be leveraged for online fundraising.

· We are currently limited in online email campaign performance reporting across each of our fundraising countries and are unable to fully leverage our in-house data warehouse for this purpose.

· Our current online tools are primarily intended for North American clients and we have ongoing localization issues to handle languages and country specific preferences.  Our current platform lacks flexibility and customization options to adequately meet out international fundraising and donor engagement needs.
· Our current online vendor did not meet all of our CMS needs and we have had to engage with a separate CMS vendor.  Though our current CMS vendor meets our needs, we are interested in evaluating other cost effective options that would support our international requirements and offers ease of integration with donation processors, advocacy tools, and other data collection sources.
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