Request for Proposal: Customer Relationship Management
(CRM) Solution
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1. Introduction and Background

Customer Relationship Management (CRM) software is a digital tool designed for
businesses to efficiently organize, monitor, and maintain data about their existing
and prospective customers. It centralizes data from various lead generation, traffic,
campaign, and acquisition sources, creating a comprehensive customer database

for managing long-term customer relationships.

2. Types of CRM Software

2.1. Sales Automation CRM 2.2. Analytical CRM 2.3. Industry-specific CRM 2.4.
Social CRM 2.5. Mobile CRM 2.6. All-in-one CRM 2.7. Standalone CRM 2.8. Strategic
CRM 2.9. Cloud-based CRM 2.10. Small business CRM

3. Technical Requirements
3.1. Deployment Options

¢ (loud-based (SaaS)



e  On-premises

e  Hybrid

3.2. System Architecture

e  Scalability to handle growing amounts of data and users
e  High performance with fast response times

e  Reliability with high uptime and minimal system failures
3.3. Data Management

e Database type (SQL, NoSQL, or hybrid)

e Data migration tools

e Regular data backup and disaster recovery plans
3.4. Security Features

e Data encryption at rest and in transit

e Role-based access control and user authentication
¢  Compliance with industry regulations

3.5. Integration Capabilities

e  RESTful APIs

e  Pre-built integrations

e  Webhooks for real-time data synchronization

3.6. Mobile Accessibility

¢ Native mobile apps for iOS and Android

e Responsive web design

3.7. Customization and Extensibility

o Custom fields and modules



e  Workflow automation tools

e  Scripting capabilities

3.8. Reporting and Analytics

e  Built-in reporting tools

e Data visualization capabilities
e  Export functionality

3.9. User Interface

e Intuitive design

e Customizable layouts

3.10. Performance Monitoring

e  System health dashboards

e  Usage analytics

3.11. Offline Functionality

e Data caching and syncing
3.12. Multi-language and Localization Support
e Interface language options

e Datalocalization

3.13. Upgrade and Maintenance

e  Automatic updates for cloud-based solutions
e  (lear upgrade paths

4. Key Functional Requirements

4.1 Contact and Account Management
Tip: A robust contact and account management system forms the foundation
of any CRM. Focus on evaluating how the system handles relationship



hierarchies, data organization, and the depth of information it can maintain

for each contact. Consider integration capabilities with existing contact

databases and the ease of data maintenance.

Requirement Sub-Requirement Y/N |Notes
Contact and Account Create, store, and manage detailed
Management customer profiles

Organize contacts by associated accounts

Store key contact information (phone
numbers, email addresses, roles)

Hierarchical account structure support

Social media profile integration

4.2 Lead Management

Tip: Effective lead management capabilities directly impact sales success.

Evaluate how the system captures, scores, and nurtures leads through the

sales funnel. Consider automation features, lead assignment logic, and the

ability to track lead sources and conversion rates.

Requirement Sub-Requirement Y/N |Notes
Lead Capture and store lead data
Management

Lead scoring functionality

Track lead interactions with business website

Automated lead assignment based on custom
rules

Lead nurturing workflows

Lead source tracking and analytics

4.3 Opportunity Management




Tip: Opportunity management functionality should provide clear visibility

into sales pipeline and enable accurate forecasting. Look for features that

help track deal progress, manage competitive information, and integrate

with quoting tools.

Requirement Sub-Requirement Y/N |Notes
Opportunity Track sales opportunities through various
Management stages

Forecast likelihood of closing opportunities

Record customer pain points and needs

Track opportunity quotes and renewal risks

Competitor tracking within opportunities

Product and pricing catalog integration

4.4 Sales Pipeline Management

Tip: Sales pipeline features should provide both high-level overview and

detailed drill-down capabilities. Consider how the system handles different

sales methodologies, stages, and probability calculations.

Requirement

Sub-Requirement

Y/N

Notes

Sales Pipeline
Management

Visualize and manage the entire sales
process

Assign percentage chances to deal closures

Track progress of deals through different
stages

Customizable sales stages and processes

Sales forecasting based on pipeline data

Team and individual sales quota tracking




4.5 Task and Activity Tracking

Tip: Task and activity tracking should streamline daily operations and

provide clear visibility into customer interactions. Focus on calendar

integration, mobile capabilities, and ease of logging activities.

Requirement Sub-Requirement Y/N |Notes
Task and Activity Record and manage customer interactions
Tracking
Take notes on customer communications
Set reminders and follow-up tasks
Activity timeline for each contact and
account
Mobile app for on-the-go activity logging
Integration with calendar systems
4.6 Marketing Automation
Tip: Marketing automation capabilities should enable sophisticated
campaign management and lead nurturing. Evaluate email marketing
features, landing page capabilities, and ROI tracking functionality.
Requirement Sub-Requirement Y/N |Notes
Marketing Set up automated marketing workflows
Automation

Create and manage email marketing
campaigns

Route specific content or marketing
resources




Landing page creation and management

A/B testing for email campaigns

Marketing ROI tracking

4.7 Workflow Automation

Tip: Workflow automation should reduce manual tasks and ensure process
consistency. Consider the flexibility of the workflow engine and ease of
creating custom automated processes.

Requirement Sub-Requirement Y/N | Notes

Workflow Automation | Design and implement automated workflows

Set up triggers and conditions

Visual workflow builder

Create complex, multi-step workflows

Workflow templates for common processes

4.8 Customer Service and Support

Tip: Customer service features should enable efficient case management and
customer satisfaction tracking. Consider knowledge base capabilities and
integration with communication channels.

Requirement Sub-Requirement Y/N |Notes

Customer Service Manage helpdesk tickets and queries

Track customer service interactions

Knowledge base for self-service support

Service level agreement tracking

Customer satisfaction surveys
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