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City of Seattle
Request for Information
TITLE:  RFI-FAS-001 – Geodynamic Reporting Tool
Due Date: 6/14/2010 at 4 PM Pacific
	Schedule of Events
	Date

	RFI Release date
	5/20/2010

	Informational Conference
	6/02/2010, 2 PM to 3 PM Pacific. The conference will be held at the Seattle Municipal Tower, suite 4080.

	RFI Due to the City
	6/14/2010 at 4 PM Pacific


The City reserves the right to modify this schedule at the City’s discretion.  Notification of changes in the response due date would be posted on the City website or as otherwise stated herein.
If delivered by the U.S. Postal Service, it must be addressed to:

 

Jason Edens
 

City Purchasing
PO Box 94687


Seattle, WA  98124-4687

If delivered by a courier, overnight delivery or other service, address to

 

Jason Edens
 

City Purchasing



Seattle Municipal Tower



700 5th Avenue, Suite 4112


Seattle, WA  98104-5042
This RFI is issued as a means of technical discovery and information gathering.  This RFI is for planning purposes only and should not be construed as a solicitation nor should it be construed as an obligation on the part of the City to make any purchases.  This RFI should not be construed as a means to pre-qualify vendors.  

From the information provided by the respondents to the RFI, a determination will be made regarding any actual contracting through a procurement process.  Any future contract that may be awarded must comply with City procurement requirements.    The City of Seattle may utilize the results of this RFI in drafting a competitive solicitation (RFP) for the subject services/products/equipment.

Participation in this RFI is voluntary and the City will not pay for the preparation of any information submitted by a respondent or for the City’s use of that information.

1. Project Background and Requirements.

The City of Seattle invites your company to contribute to this Request for Information process to provide a geodynamic reporting tool that interfaces with the City’s existing Customer Relationship Management (CRM) application using the formats as listed in Appendix I.  The City is looking for a fast, efficient and secure method for constituents to contact the City, using social media technology, to report non-emergency issues.  Our primary objectives in adopting this social media approach are: 

1. Improve our ability to service our customers by leveraging social media technology.  
2. Take advantage of the emerging innovations offered by social media services 

3. Identify a system that can efficiently interface with the City’s existing social media environment, providing actionable data while ensuring a seamless data feed to the City’s CRM

2. Background  of Existing Operations.

The City of Seattle recognizes the emerging technologies found in the social media environment that facilitates constituents engage with government, and government’s engagement with constituents.  The City supports various communication venues as a ways to obtain information and services from the City, including telephone, e-mail, walk-in and WEB contact portals.  The City would like to expand these services by providing a geodynamic reporting tool, including GPS locator and photo capabilities, as yet another method of requesting City services.  

The City of Seattle’s social media environment is described as follows:
·  In 2008-9 the City of Seattle Blogging (http://www.seattle.gov/pan/BloggingPolicy.htm ) and Social Media Use (http://www.seattle.gov/pan/SocialMediaPolicy.htm ) policies were adopted, and subsequently a number of City departments have begun actively using blogs, Twitter and Facebook to supplement traditional communication channels.  The Mayor’s Office has a crowd-sourcing tool, “Ideas for Seattle” (http://www.ideasforseattle.org/forums/27772-general ), and there are plans to expand crowd-sourcing capabilities to the City Council and departments in 2010.

· In addition to the above, the City of Seattle currently uses IQ (Internet Quorum by Lockheed Martin) as a CRM application to track constituent contacts.  Responses to this RFI must provide either an XML or RSS data feed to the City for import to the IQ application. 
· Required field names and formats can be found in Appendix I. 

· Responses to this RFI must comply with the City of Seattle Social Media Use Policy found at http://www.seattle.gov/pan/SocialMediaPolicy.htm 

3. Response Items
The following response items are not required and any or all items can be addressed in your response. Also, if there are functions that have not been identified below, the City would ask that you present those considerations as well.

General

a. Please list all social media geo-enabled customer contact functions available to clients.  

b. Do you have any proprietary tools or products related to social media? 

c. Please identify your most common type of clients, with examples: marketing, communications, IT, human resources, internal deployment of Enterprise 2.0 programs, other 

d. Please list and provide links to primary social media communication channels for your company (i.e. Company blog, Twitter account, Facebook group, blogs authored by principals, etc.) 

Approach
a. Please describe your approach to integrating across customer service and corporate communications departments.  Please provide an example of your work in this area 

b. How do you incorporate existing work management, CRM and/or websites in to your delivery of a geodynamic reporting tool? 
c. What is your approach to risk management in this specific area of social media? 

d. How to you ensure compliance with client legal requirements? 

e. Please provide a case study of your social media work that resulted in a social media initiative and the results achieved
f. What options do you provide for information updates to the site (auto-reply, manual and/or auto updates based on changes to the internal record, batch updating, etc). 
Client Services & Project Management

a. How is a typical client engagement with your firm structured? 

b. How do you structure your account teams? 

c. What change management practices does your agency employ? 

d. What is your process for gathering business requirements? 

e. What is your process for client reviews or acceptance testing? 
Training Requirements

a. Do you offer social media training services for clients? 

b. What format does your training take (i.e. workshops, presentations, walkthroughs, webinars/online learning) 

c. How do you measure progress and evaluate training effectiveness? 

d. Please provide sample curriculum/outline 

e. Please provide testimonials or feedback from training participants 
Social Media Channels
a. What are your design, creative and community management capabilities? 

b. What percentage of staff is dedicated to building and deploying social media solutions versus management and consulting? 

c. Please describe your experience with the following platforms and tactics: 

· Content Management System (CMS) and Customer Relationship Management (CRM) 

· Facebook 
· Twitter or other forms of microblogging 
· Other social networks and social networking tools 

· Mobile application development 

d. Please provide examples of social media channel development work completed within the last two years
Social Media Monitoring
a. Do you have technology that assist in online monitoring? 

b. How long (on average) between a potential issue being posted online and being flagged to the client? 

c. What volume of mentions has your organization handled in the past (e.g. 2,500 mentions per week)? 

d. What is your quality assurance process to ensure that the large volumes of data gathered in the monitoring process are handled efficiently?  
e. Please include a sample of your monitoring report format.

Metrics and Measurements
a. What methodology do you use for measuring the success of your social media programs for clients? Please provide specific examples based on past work 

b. Have you developed any proprietary metrics? How have you applied these for clients? 

c. How have you defined R.O.I. from a social media perspective in the past? 

d. What is your approach to server analytics and community analytics for program measurement? 

e. Do you have the capability to measure cost per lead or cost per acquisition? Please provide an example of a project on which you have done so 

f. What platforms are you unable to measure accurately, or able to provide only limited measurements from? 

g. Please provide a sample of a measurement document or final report. 
1. Systems Maintenance and Support

Describe maintenance agreements, requirements and support that are offered for the type of solution which is being described. Please include any standard maintenance and support programs as well as any expanded maintenance and support options that could be offered. Also, please describe whether this support would be provided by third party contractors and the type of response and other provisions that might be required by the City, such as 24X7 coverage and any related costs affiliated with this level of support.
2. Warranty 
Please provide a sample warranty which would be provided for systems and software purchased. 
3. Pricing

Provide informational pricing for the proposed system and software.

4. Informational Conference 

The City shall conduct an optional informational conference on the time and date provided in page 1, at the Seattle Purchasing Services Office, 700 5th Avenue, Suite 4080, Seattle.  Respondents are encouraged to attend but not required to attend in order to be eligible to submit information.  The purpose of the meeting is to answer questions potential Respondents may have regarding the document and to discuss and clarify any issues.  This is an opportunity for Respondents to raise concerns regarding specifications and any requirements of this solicitation. 
Those unable to attend in person may participate via telephone.  The RFI Coordinator will set up a conference bridge for Respondents interested in participating via conference call.  Contact the RFI Coordinator to obtain the information to participate by phone.
5. Questions

Questions shall be submitted in writing, whether by e-mail, fax or letter, to the RFI Coordinator:

Jason Edens

jason.edens@seattle.gov
Tel# 206-684-0445

Fax# 206-386-0068

 It is the responsibility of the interested Vendor to assure that they received responses to Questions if any are issued.
6. Receiving Addenda and/or Question and Answers 

The City will make efforts to provide courtesy notices, either through the RSS Feed or e-mail notices, that changes or addendums have been posed on our website. Notwithstanding efforts by the City, it remains the obligation and responsibility of the Vendor to learn of any addendums, responses, or notices issued by the City.  Such efforts by the City to provide notice or to make it available on the website do not relieve the Vendor from the sole obligation for learning of such material.
Some third-party services independently post City of Seattle RFIs on their websites.  The City does not guarantee that such services have accurately provided bidders with all information particularly Addendums or changes to RFI date/time.

All RFIs sent to the City shall be considered compliant to all Addendums, with or without specific confirmation from the Bidder that ht eh Addendum was received and incorporated.  However, the Buyer can reject the RFI if it does not reasonably appear to have incorporated the Addendum.  The Buyer could decide that the Bidder did not incorporate the Addendum information, or could determine that the Bidder failed to incorporate the Addendum changes and that the changes were material so that the Buyer must reject the Offer, or the Buyer may determine that the Bidder failed to incorporate the Addendum changes but that the changes were not material and therefore the RFI may continue to be accepted by the Buyer.
7. Response Date and Location

a. Information is to be received into the City Purchasing Offices no later than the date given on page 1 or as revised by Addenda.

b. The City requires one original and 5 copies.  Information must be submitted in a hard-copy original. FAX, e-mail, or CD copies are not a substitute for the hard-copy original.  Information may be submitted in a hard-copy.  FAX and e-mail copies are an acceptable substitute for the hard-copy original.  

c. Mark the outside of your mailing envelope to read “FAS-RFI-001 – Geodynamic Reporting Tool“.   This is important to proper handling of your response.
d. Responses should be in a sealed box or envelope clearly marked and addressed with the RFI Coordinator, RFI title and number.  If the RFI’s are not clearly marked, the Respondent has all risks of the RFI being misplaced and not properly delivered.  The RFI Coordinator is not responsible for identifying information submitted that are not properly marked.  

e. The RFI response may be hand-delivered or must otherwise be received by City Purchasing at the location specified, by the submittal deadline.  Delivery errors will result if you are not careful to use the proper address given your chosen delivery method.

a. Address for RFI delivered by U.S. Postal Service (regular mail service.  U.S. Postal Service Express Mail requires the street address below: 
i. City Purchasing
ii. PO Box 94687
iii. Seattle, WA  98124-4687
b. Address for the RFI delivered by other than the U.S. Postal Service regular mail:
i. City Purchasing
ii. Seattle Municipal Tower
iii. 700 5th Avenue, Suite 4112
iv. Seattle, WA  98104-5042
f. The submitter has full responsibility to ensure the RFI arrives at City Purchasing within the deadline.  A RFI submitted or delivered after the time fixed for receipt of RFIs will not be accepted unless waived as immaterial by the City for specific fact-based circumstances.  Responses arriving after the deadline may be returned unopened to the Vendor, or the City may accept the package and make a determination to lateness.  
g. RFI responses shall be signed by an official authorized to legally bind the Vendor.  Signature on the Vendor Questionnaire serves as signature for the entire Offer and response, whether the individual documents (i.e. Offer Sheet, Equal Benefits Form, etc.) have been signed or unsigned.
8. Proprietary Material.
The State of Washington’s Public Records Act (Release/Disclosure of Public Records)
Under Washington State Law (reference RCW Chapter 42.56, the Public Records Act) all materials received or created by the City of Seattle are considered public records.  These records include but are not limited to information responses, agreement documents, contract work product, or other informational material.  

The State of Washington’s Public Records Act requires that public records must be promptly disclosed by the City upon request unless that RCW or another Washington State statute specifically exempts records from disclosure.  Exemptions are narrow and explicit and are listed in Washington State Law (Reference RCW 42.56 and RCW 19.108).  

Bidders/proposers must be familiar with the Washington State Public Records Act and the limits of record disclosure exemptions.  For more information, visit the Washington State Legislature’s website at http://www1.leg.wa.gov/LawsAndAgencyRules). 

If you have any questions about disclosure of the records you submit with information responses are please contact City Purchasing at (206) 684-0444. 

Marking Your Records Exempt from Disclosure (Protected, Confidential, or Proprietary)

As mentioned above, all City of Seattle offices (“the City”) are required to promptly make public records available upon request.  However, under Washington State Law some records or portions of records are considered legally exempt from disclosure and can be withheld.  A list and description of records identified as exempt by the Public Records Act can be found in RCW 42.56 and RCW 19.108.

If you believe any of the records you are submitting to the City as part of your information response or contract work products, are exempt from disclosure you can request that they not be released before you receive notification.  To do so you must complete the City Non-Disclosure Request Form (“the Form”) provided by City Purchasing (see attached) and very clearly and specifically identify each record and the exemption(s) that may apply.  (If you are awarded a City contract, the same exemption designation will carry forward to the contract records.)

The City will not withhold materials from disclosure simply because you mark them with a document header or footer, page stamp, or a generic statement that a document is non-disclosable, exempt, confidential, proprietary, or protected.  Do not identify an entire page as exempt unless each sentence is within the exemption scope; instead, identify paragraphs or sentences that meet the specific exemption criteria you cite on the Form.  Only the specific records or portions of records properly listed on the Form will be protected and withheld for notice.  All other records will be considered fully disclosable upon request. 

If the City receives a public disclosure request for any records you have properly and specifically listed on the Form, the City will notify you in writing of the request and will postpone disclosure.  While it is not a legal obligation, the City, as a courtesy, will allow you up to ten business days to file a court injunction to prevent the City from releasing the records (reference RCW 42.56.540).  If you fail to obtain a Court order within the ten days, the City may release the documents. 
The City will not assert an exemption from disclosure on your behalf.  If you believe a record(s) is exempt from disclosure you are obligated to clearly identify it as such on the Form and submit it with your solicitation.  Should a public record request be submitted to City Purchasing for that (those) record(s) you can then seek an injunction under RCW 42.56 to prevent release.  By submitting a RFI document, the bidder acknowledges this obligation; the proposer also acknowledges that the City will have no obligation or liability to the proposer if the records are disclosed.
Requesting Disclosure of Public Records
The City asks bidders/proposers and their companies to refrain from requesting public disclosure of informational records until an intention to award is announced.  This measure is intended to shelter the solicitation process, particularly during the evaluation and selection process or in the event of a cancellation or resolicitation.  With this preference stated, the City will continue to be responsive to all requests for disclosure of public records as required by State Law.

9. Cost of Preparing Responses
The City will not be liable for any costs incurred by the Respondent in the preparation and presentation of information submitted in response to this RFI including, but not limited to, costs incurred in connection with the Respondent’s participation in demonstrations and the informational conference.
Appendix I

XML tags plus sample content
(These fields and field names are required.  Additional fields will be considered)
<APP>WORKFLOW

<TEMPLATEID>394</TEMPLATEID> 

<WFUD_ContMethod>NewApp</WFUD_ContMethod>

<PREFIX></PREFIX> 

<FIRST></FIRST> 

<LAST></LAST> 

<ADDR1></ADDR1>

<ADDR2></ADDR2>

<CITY></CITY>

<STATE></STATE>

<ZIP></ZIP>

<PHONE_H></PHONE_H>

<PHONE_B></PHONE_B>

<EMAIL></EMAIL>

<AFFL></AFFL>

<AFFL_DEL></AFFL_DEL>

<WFUD_object-id>issue12144</ WFUD_object-id>

<WFUD_Shortsub>Stop Here on Red Needed!</WFUD_Shortsub>

<WFUD_LOCATION>1605 E Madison St,Seattle,WA 98122,USA</WFUD_LOCATION>

<WFUD_Subject>The convergence of 16th, Pine, and Madison causes issues, but if that intersection can't be reengineered, than at least a "Stop Here on Red" sign and painted line would help. There should be one at 16th and Madison for drivers heading East on Madison, stopping them to wait for the red light before they cross and block 16th to the South. This would allow drivers going "straight across" from 16th/Pine from the North to have clear access to cross Madison and also allow drivers heading West on Madison to make a left turn onto 16th without obstruction as lights are changing. Right now drivers heading East on Madison don't know where to stop as the light changes to red and the traffic in the near lane creates a blind spot for anyone trying to proceed South on 16th that blocks their sight of the oncoming traffic in the curb lane.</WFUD_Subject>

<WFUD_Lng>-122.311477661133</WFUD_Lng>

<WFUD_Lat>47.6150741137931</WFUD_Lat>

</APP>
Appendix II

For convenience, the following social media policies have been provided.  

City of Seattle Policy: Twitter

http://www.seattle.gov/pan/SocialMedia_Twitter.htm 
City of Seattle Policy: Facebook

http://www.seattle.gov/pan/SocialMedia_Facebook.htm
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