Southern Utah University SOUTHERN

UTAH

Request for Proposals (RFP) UNIVERSITY

Project: _Customer Relationship Management (CRM)
Date of Release February 6™, 2012
RFP # CRM-12-2381

Due March 8", 2012, 4:00 p.m. MST

1) Introduction:

Southern Utah University is accepting proposals from qualified sources to select a firm to provide a
Customer Relationship Management (CRM) solution to the campus. Sealed proposals are to be
received in the Southern Utah University Purchasing Office, attn. Pete Heilgeist, 351 W. University
Blvd., Cedar City, Utah, 84720, no later than 4:00 pm, March 8th, 2012, and at which time a
representative of the Purchasing Office will announce publicly the names of the firms submitting
proposals. No other public disclosure will be made until after award of the contract.

All inquiries for information, unless otherwise specified, regarding this proposal shall be directed
to:
Technical Contact

Pete Heilgeist Kenley Jones

Purchasing Director Associate Director of Admissions
Southern Utah University Southern Utah University
435-586-7732 435.-586-1914

INTENT - Southern Utah University intends to implement a Customer Relationship
Management (CRM) higher education solution to assist in SUU’s stated recruitment and
enrollment initiatives and goals. A CRM will enable the Office of Admissions and Welcome
Center to be more deliberate and efficient in managing its customer base of prospective students.
Southern Utah University is looking for a cost-effective CRM that automates and optimizes
current and daily processes, enabling its admissions counseling staff (primary users) and others to
be more intentional in their daily activities while eliminating some minutia in day-to-day
operations

The information provided herein is intended to assist proposers in the preparation of proposals
necessary to properly respond to this RFP. The RFP is designed to provide interested proposers
with sufficient basic information to submit proposals meeting minimum requirements, but is not
intended to limit a proposal’s content or exclude any relevant or essential data there from.
Proposers are at liberty and are encouraged to expand upon the specifications to evidence service
capability under any agreement.
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2)

2.1
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2.3

2.4

2.5

2.6

2.7

2.8

2.9

2.10

Instructions to Proposers:

Proposals must be addressed and delivered to the Purchasing Office, Southern Utah
University, 351 W. University Blvd, Cedar City, Utah, 84720, on or before March 8"
2012 4:00 pm . Proposals must be in a sealed envelope marked:

Name of Proposer

Title of Proposer

RFP Number

Date and Time Proposal is Due.

oo o

Proposals must be submitted in five (5) copies (unless otherwise specified within this

RFP)

Proposers may withdraw proposals at any time prior to the time and date set for the
opening.

No department or office at the University has the authority to solicit official proposals
other than the Purchasing Office. All solicitation is performed under direct supervision of
the Purchasing Director and in complete accordance with University Policy and
Procedures.

The University reserves the right to conduct discussions with proposers, and to accept
revisions of proposals, and to negotiate price changes. The University will not disclose any
information derived from proposals submitted or from discussions with other proposers
until after an award of this request has been made.

Proposers submitting proposals which meet the selection criteria and which are deemed to
be advantageous to the University may be requested to give an oral presentation to a
selection committee.

Award shall be made to the responsible proposer whose proposal is determined to be the
most advantageous to the University taking into consideration the evaluation factors set
forth in this solicitation. Pricing, although a consideration, shall not be the sole
determining factor.

Any information considered to be proprietary by the proposer shall be placed in a separate
envelope and marked “Proprietary Information”. To the extent the Purchasing Director
concurs, this information will not be considered public information. The Purchasing
Director is the final authority as to the extent of material which is considered confidential.
Pricing information cannot be considered confidential. This RFP project and subsequent
agreement, shall comply with the State of Utah GRAMA statutes.

Proposals must be submitted in the format shown in Paragraph 7. Proposals in any other
form will be considered informal and may be rejected. Conditional proposals will not be
considered. All proposals must be signed by an individual authorized to extend a formal
proposal. Proposals that are not signed may be rejected.

The University reserves the right to reject any or all proposals or any part thereof, or to
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2.12

2.13

2.14

3)

4)

accept any proposal, or to withhold the award and to waive or decline any irregularities in
any proposal when it determines that it is in the best interest to do so. The University also
reserves the right to accept a proposal not withdrawn before the scheduled proposal
opening date.

If applicable, any manufacturer’s names, trade names, brand names or catalog numbers
used in the specifications are for the purpose of describing and/or establishing the quality,
design and performance required. Any such reference is not intended to limit or restrict
an offer by any proposer but is only enumerated in order to advise potential proposers of
the requirements of the University. Any offer which proposes like quality, design or
performance will be considered.

Any person, firm, corporation or association submitting a proposal shall be deemed to
have read and understood all the terms, conditions and requirements in the
specifications/scope of work.

All requests for clarification or interpretation, or to notify the University of errors or
omissions relating to this RFP must be directed, in writing, to the contact person listed in
Paragraph 1.

Pre-Proposal Teleconference - ALL Firms/Contractors/Respondents to this RFP project
are required to participate in a Pre-Proposal Teleconference. This will be the ONLY
opportunity to ask direct questions about the project and its specific requirements. The
time, date, and contact information are listed below.

Date: February 16®, 2012
Time: 11:00 a.m. - MST
Contact info:  Please call 435-865-8007

Scope of Work:

Please see Attachment A

Proposer Qualifications:

In addition to the requirements of the enclosed Proposal Certification Form, the following
information shall be included in a proposal:

4.1

4.2

The proposer shall present evidence that the firm or its officers have been engaged for at
least the past three (3) years in investment advising services

Proposals must include references and testimonials from other clients receiving similar
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services

5) Proposal Evaluation:

The following evaluation criteria categories, not necessarily listed in order of significance, will be
used to evaluate proposals. The evaluation criteria categories may be used to develop more
detailed evaluation criteria to be used in the evaluation process.

* Pricing (based on 10, 15, 20, and 25 users) and future pricing implications (year-to-year
increase)

* Interface is User-Friendly

*  On-going training and continued enhancement of current product

* References of current users of CRM (including length of partnership) and retention rate of

users from year-to-year

e List of all current users of CRM (Refer

6) Consideration of Proposals:

The University may award a contract based on the initial proposals received, without discussion of
such proposals. Accordingly, each initial proposal should be submitted with the most favorable
price and service standpoint. The University reserves the right to reject any or all proposals
received.

Selection of the firm will be made solely on the evaluation of the entire proposal. The quality and
commitment of the firm to the University and their proposal may and will exceed cost with regards
to importance in the final analysis. The final selection will be determined as to those firms and
proposals which best meet the needs of the University and its employees.

7) Form of the Proposal:

The proposal will include the following information, unless otherwise directed, in the order
specified. If the proposer fails to provide the following information, with the exception of the
mandatory proposal certification, the university may, at its sole option, request the proposer to
provide the missing or to evaluate the proposal without the missing information.

7.1 Mandatory proposal certification - see page 9.

7.2 Letter of Transmittal: The letter of transmittal should include an introduction of the
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7.3

1.4

7.5

7.6

8)

proposers company, the name, address and telephone number of the person to be
contacted along with others who are authorized to represent the company in dealing with
this RFP and an expression of the proposers ability and desire to meet the requirements of

this RFP.

Executive Summary: An executive summary briefly describes the proposers approach to the
proposal and clearly indicates any options or alternatives. It should also indicate any major
requirements that cannot be met by the proposer. This summary should also highlight the
major features of the proposal and identify any supporting information deemed pertinent.

A description of special resources, skills or services the proposer possesses and which are
not addressed as part of this RFP that would be available as part of an agreement with the

successful proposer.

Fee Schedule/Cost: This fee schedule should be enclosed in a separate sealed envelope
marked “Fee Schedule”.

Additional information and attachments, if any.

Proprietary Information:

Proposers are requested to mark any specific information contained in their proposal which is not
to be disclosed to the public or used for purposes other than the evaluation of proposals. Pricing
and service elements of the successful proposal will not be considered proprietary. All materials
become the property of the Southern Utah University Purchasing Office and may returned only at
the University’s option. Proposals submitted may be reviewed and evaluated by any person at the
discretion of the University.

9)

9.1.

9.2

9.3

Additional Terms and Conditions:

Governing Law: The provisions of this RFP and resulting contract shall be governed by the
laws of the State of Utah.

Laws and Regulations: Any and all supplies, services, and equipment furnished will
comply fully with all applicable Federal and State laws and regulations.

Conflict of Interest: Contractor represents that none of its officers or employees are
officers or employees of Southern Utah University, unless disclosure has been made in
accordance with University policy and Utah code (see Certification).
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9.4

9.5

9.6

9.7

9.8

9.9

9.10

Independent Contractor: The Contractor, if applicable, shall be an independent
contractor, and such as, shall have no authorization, express or implied, to bind Southern
Utah University to any agreements, settlements, liability, or understanding, and agrees not
to perform any acts as agent for Southern Utah University, except as expressly set forth.
Compensation stated herein shall be the total amount payable to the Contractor by
Southern Utah University. The Contractor shall be responsible for the payment of all
income tax and social security amounts due as a result of payments received from Southern
Utah University for these contracted services.

Indemnification: To the fullest extent permitted by law, Seller shall indemnify and hold
harmless SUU from and against every kind and character claims, damages, losses, and
expenses, including but not limited to reasonable attorney’s fee’s, to the extent caused by
any neglect or wrongful act, error, or omission by Seller.

Separability Clause: A declaration by any court, or any other binding legal source, that any
provision of this contract is illegal and void shall not affect the legality and enforceability of
any other provision of this contract, unless provisions are mutually dependent.

Modifications: This contract may be amended, modified, or supplemented only my
written amendment to the contract, executed by the parties hereto, and attached to the
original signed copy of the contract.

Debarment: The Contractor certifies that either it nor its principles are presently
debarred, suspended, proposed for debarment, declared ineligible, or voluntarily excluded
from participation in this contract, by any Utah government department or agency (see
Certification)

Termination: Unless otherwise stated, the resulting agreement may be terminated, with
cause, by either party, in advance of the specified termination date, upon written notice
being given to the other party. The other party will be given ten (10) days after notification
to address and correct any violations or concerns, after which the contract may be
terminated for cause. This contract may be terminated without cause, in advance of the
specified expiration date, by either party, upon ninety (90) days prior written notice being
given the other party. On termination of this contract, all accounts and payments will be
processed according to the financial arrangements set forth herein for approved services
rendered to date of termination.

Sales Tax Exemption: Southern Utah University is exempt from any sales and use tax.
The tangible personal property or services being purchased are being paid from State of
Utah funds and used in the exercise of this entity’s essential functions. If the items being
purchased are construction materials, they will be converted into real property by
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9.11

employees of Southern Utah University, unless otherwise stated in the contract.

Warranty: The Contractor agrees to warrant and assume responsibilities for all products
and services that it licenses, contracts, or sells to the Southern Utah University under this
contract for a period of one (1) year, unless otherwise specified and mutually agreed upon
elsewhere in the contract.

9.12  Claims and Disputes: Any and all claims by or disputes between the parties arising out of

9.13

9.14

or related to this contract, the parties’ performance hereunder, or the parties’ relationship
as created by this contract, shall be processed in accordance as per the following. The party
seeking relief shall serve a written Notice of Claim upon the other party as herein required
within thirty (30) days of the date that the claimant is aware of, or should have been aware
of, such claim. The Notice of Claim shall set forth in reasonable detail the nature of and
basis for the claim and the nature and amount, if applicable, of the damages or other relief
sought. The party receiving a Notice of Claim shall, within thirty (30) days of receipt of
said Notice, serve upon the other party acceptance, denial, or a written Notice of
Counterclaim, if any, setting forth in reasonable detail the nature of and basis for the claim
and the nature and amount, if applicable, of the damages or other relief sought. In the
event a Notice of Counterclaim is presented, the party receiving shall respond within thirty
(30) days supplying such pertinent information as detailed above. If a remedy cannot be
mutually agreeable, further mediation may be requested from either party.

Proprietary Information: When proprietary information is disclosed by one party to the
other in writing and is clearly marked as proprietary, the receiving party agrees that such
information shall be maintained in confidence for a period of two (2) years from the
execution date of the resulting contract. The parties shall not be held liable for disclosures
made inadvertently or by mistake, providing the parties exercise the same standard of care
to protect the information received as they protect their own proprietary information. All
proprietary information and all copies thereof shall be returned to the disclosing party
upon written request, except that a record copy may be retained by the receiving party to
document its obligations under this contract. Provisions of the State of Utah GRAMA
code regarding proprietary information and public information, in certain circumstances,
shall supercede certain SUU/Seller rights as stated within this contract. Either party shall
notify the other party in writing of any GRAMA request.

Non-Appropriation of Funds - Proposer acknowledges that the University cannot contract
for the payment of funds not yet appropriated by the State of Utah Legislature. If funding
is reduced to the University due to an order by a governing legislative body, the Governor,
or is required by State statute, or if federal funding is not provided, the University may
terminate the resulting agreement or proportionately reduce the services and purchase
obligations and the amount due from the University upon thirty (30) days written notice.
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In the case that funds are not appropriated or are reduced, the University will reimburse
the contractor for products delivered or services performed through the date of
cancellation and the University will not be liable for any future commitments, penalties, or
liquidated damages.
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Mandatory Proposal Certification - please print and complete this page and include in
proposal.

(date)

Purchasing Department
Southern Utah University
Cedar City, Utah 84720

The undersigned certifies that to the best of his/her knowledge: (check one)

() There is no officer or employee of Southern Utah University who has, or whose relative
has, a substantial interest in any contract award subsequent to this RFP.

() The names of any and all public officers or employees of Southern Utah University who
have, or whose relative has, a substantial interest in any contract award subsequent to this
REFP are identified by name as part of this submittal.

The undersigned further certifies that their company (check one) _ ISor IS NOT currently
debarred , suspended, or proposed for debarment by any federal or state entity. The undersigned
agrees to notify the University of any change in this status, should one occur until such time as an
award has been made.

In compliance with the RFP # for and
after carefully reviewing all the terms, conditions and requirements contained therein, the
undersigned agrees to furnish such goods / services in accordance with the specifications / scope

of work as detailed in SECTION V.

(company name) (phone number)

(fax number)

(address)

(fed I.D. number)

(officier)

(title)
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Attachment A

Scope of Work

The following features/specifications are essential to the selected CRM:

*  Email/Tele-Counseling Marketing Campaigns - Develop automated e-mail marketing
campaigns targeting specific populations. This can include incorporating content-rich
templates with SUU specific- branding. This would enable SUU to monitor effectiveness
of email campaigns by student response rate. In addition, provide an automated process in
which SUU’s tele-counseling program can be streamlined and tracked effectively.

* Contact Management - Effective and efficient tracking of prospective students through
the various stages of the pre-application, application, and enrollment processes. This
includes being able to manage daily tasks relative to serving prospective students through a
variety of communication mechanisms. In addition, stream-lined process in which student
information submitted through online request form automatically feeds into CRM.

* Data Loads - Ability to ensure seam-less downloads of the following (but not limited to):
test scores (PSAT, ACT, SAT) and name purchases (College Board, NRCCUA, ACT, etc.).

* Data De-Duplication Compression - Ensures elimination of redundant and inaccurate
student information.

* Event/Travel Management - Utilize the CRM to manage marketing, invitations, and
RSVPs related to recruitment and yield events (campus visits, open houses, etc.). In
addition, plan and analyze recruitment trips through travel management.

* Reporting - Enables users to extract their own reports in real-time based on their target
responsibilities and preferences. Leveraging this information and data will empower
recruitment staff to make informed, data-driven decisions; and do so in a timely fashion.

* Manage Organizations - This includes notes on high schools, high school counselors,
independent college counselors, and other organizations and individuals pertinent.

* Banner - As a Banner institution, the CRM would interface with SUU’s SIS and be able to

import and export data and information effortless.

SUU would like to implement a CRM during the spring of 2012 in order to be comfortable and
fully utilizing the CRM to its full capabilities by the start of the 2012 fall recruitment season.
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