Annexure C: Self evaluation
[bookmark: _Toc229063581]
Evaluation Phase Two: Technical (self-evaluation)

1. The bidder must select the option which best describes the proposed system in terms of whether the requirement is available as a standard out-of-the-box feature, requires configuration (configurable) or requires customisation/ some level of development. Bidders tick or mark with a cross the correct option.

2. Standard feature = 5 points, configurable = 3 points and customisable/ development = 1 point

3. A SCORE OF ZERO WILL BE GRANTED FOR EACH REQUIREMENT WHERE A BIDDER SELECTS MORE THAN ONE OPTION. WHERE MORE THAN ONE OPTION SEEMS APPLICABLE, THE BIDDER MUST SELECT THE MOST CORRECT OPTION AND PROVIDE COMMENTS.

4. Where customisation is required, based on the information provided in this RFP, the bidder is to estimate the amount of time it may take to have the feature available.

5. A minimum score of 70% must be obtained for bidders to go through to Phase Three evaluation.

6. The requirements in the table below do not supersede or override the requirements as stated in the scope of work.

	Item
	Area
	Requirement
	Standard feature (out of the box): 5 Points
	Configurable:
3 Points
	Customisable / Development required: 1 Point
	Comments / Estimated timelines for development and configurable requirements

	Case Management

	1. 
	Multi-Channel Complaint Logging
	1.1. The system must allow complaints to be logged originating from multiple channels, including: 

1.1.1. Email, online (portal/ chat function), Social media integration, Telephone, Walk‑in, face‑to‑face interactions, and Internal referrals.
	
	
	
	

	2. 
	Manual Capture for Non‑Digital Channels
	2.1. The system must support manual complaint capture by a Complaints Specialist for complaints received through non‑digital channels.
	
	
	
	

	3. 
	
	3.1. The system must provide a structured form for logging complaints, capturing at a minimum:

3.1.1. Customer type (internal or external).
3.1.2. Customer details.
3.1.3. Contact information.
3.1.4. Complaint description.
3.1.5. Date and time of complaint.
3.1.6. Business unit involved.
3.1.7. Complaint category and sub‑category.
3.1.8. Severity level.
3.1.9. Priority level.
	
	
	
	

	4. 
	Mandatory Field Validation
	4.1. The system must validate mandatory fields before allowing a complaint to be saved.
	
	
	
	

	5. 
	
	5.1. The system must automatically send notifications to the customer at the following complaint lifecycle stages: 

5.1.1. Complaint successfully logged.

5.1.2. Complaint assigned.

5.1.3. Requests for additional information (e.g. status to remain in progress/ pending).

5.1.4. Complaint updates (where applicable).

5.1.5. Outcome or resolution communicated.

5.1.6. Escalation initiated (if applicable)

5.1.7. Complaint closed.
	
	
	
	

	6. 
	
	6.1. The system must automatically alert responsible users or teams when: 

6.1.1. SLA thresholds are approaching.

6.1.2. Complaint handling timelines are exceeded.
	
	
	
	

	7. 
	Pending Action Reminders
	7.1. The system must provide reminders for pending complaint actions to ensure timely resolution.
	
	
	
	

	8. 
	
	8.1. The system must support a configurable complaint lifecycle with defined statuses.
	
	
	
	

	9. 
	
	9.1. The system must support a configurable complaint lifecycle with defined statuses (e.g. Logged, Assigned, In Progress, Escalated, Resolved, Closed).
	
	
	
	

	10. 
	
	10.1. The system must provide reminders for pending complaint actions to ensure timely resolution.
	
	
	
	

	11. 
	Complaint Investigation and Resolution
	11.1. [bookmark: _Ref230940870]The system must allow authorised users to capture and maintain the following information against a complaint record:

11.1.1. Investigation findings

11.1.2. Outcome and resolution details

11.1.3. Corrective actions taken.
	
	
	
	

	12. 
	
	12.1. These details mentioned in point 10.1above must be stored as part of the complaint record and be auditable.
	
	
	
	

	13. 
	
	13.1. The system must automatically send the complaint outcome or resolution to the customer via the customer’s preferred communication channel.
	
	
	
	

	14. 
	
	14.1. The preferred channel must be configurable (e.g. email, SMS, portal).
	
	
	
	

	15. 
	
	15.1. Communication content must be configurable via templates.
	
	
	
	

	16. 
	Automated Escalation on Dissatisfaction
	16.1. The system must automatically trigger an escalation workflow when a customer indicates dissatisfaction with the outcome.
	
	
	
	

	17. 
	
	17.1. Escalation rules must be configurable.
	
	
	
	

	18. 
	
	18.1. Escalated complaints must be clearly identified in the system.
	
	
	
	

	19. 
	
	19.1. The system must prevent closure of a complaint until:

19.1.1. All mandatory fields are completed.

19.1.2. Required investigation, resolution, and communication steps are completed.
	
	
	
	

	20. 
	
	20.1. The system must allow only authorised users (e.g. Complaints Specialist) to close complaints.
	
	
	
	

	21. 
	
	21.1. The system must record the following upon complaint closure:

21.1.1. Closure date.

21.1.2. Name or ID of the confirming user.

21.1.3. Final complaint status.
	
	
	
	

	22. 
	
	22.1. The system must maintain a complete audit trail covering:

22.1.1. Investigation activities.

22.1.2. Resolution.
	
	
	
	

	23. 
	
	23.1. The system must support reporting on:

23.1.1. Resolution turnaround times.
	
	
	
	

	
	Business Development

	24. 
	Leads Management
	24.1. The CRM system must provide functionality to:

24.1.1. Capture, register, and submit new enquiries as leads within the platform through configurable intake channels (e.g. manual entry, web forms, email, or integrations (including social media).
	
	
	
	

	25. 
	
	25.1. The CRM system must enable end‑to‑end tracking and management of each lead throughout its full lifecycle, from initial capture and qualification through to conversion, closure, or disqualification.
	
	
	
	

	26. 
	
	26.1. The CRM system must provide configurable notification functionality to support compliance with established Service Level Agreements (SLAs), including automated alerts and reminders based on defined SLA thresholds and events.
	
	
	
	

	27. 
	
	27.1. The CRM system must enforce the lead assignment to resources in a pool/ hunt group to each enquiry at the point of capture, before the enquiry can be submitted or progressed within the system. (Ideally, two resources should have visibility of any single lead).
	
	
	
	

	28. 
	
	28.1. The CRM system must provide structured input mechanisms, including configurable input fields, checkboxes, and free‑text fields, to capture the outcomes of desktop analysis in a consistent and auditable manner.
	
	
	
	

	29. 
	
	29.1. The CRM system must support the digitisation of existing manual forms by providing configurable electronic form capabilities that enable structured electronic completion, submission, and processing within the platform.
	
	
	
	

	30. 
	
	30.1. The system shall detect and manage duplicate leads based on predefined matching rules.
	
	
	
	

	31. 
	Opportunity
	31.1. The CRM system must support the conversion of qualified leads into opportunities in a controlled and auditable manner, based on defined qualification criteria and business rules.
	
	
	
	

	32. 
	
	32.1. Each Opportunity must retain a reference to the originating marketing campaign.
	
	
	
	

	33. 
	
	33.1. The system must support single‑product and multi‑product opportunities.
	
	
	
	

	34. 
	
	34.1. The CRM must support a standardised sales pipeline with configurable stages, at a minimum:

34.1.1. Qualification

34.1.2. Proposal / Solution.

34.1.3. Negotiation.

34.1.4. Closed Won.

34.1.5. Closed Lost.
	
	
	
	

	35. 
	
	35.1. The system must support logging of activities (calls, meetings, emails, tasks) against Opportunities.
	
	
	
	

	36. 
	
	36.1. The system must support monitoring of time spent in Opportunity stages.
	
	
	
	

	37. 
	
	37.1. The system must require a reason when an Opportunity is closed as Lost.
	
	
	
	

	38. 
	
	38.1. Closed Opportunities must be protected from unauthorised modification.
	
	
	
	

	39. 
	
	39.1. The CRM must support opportunity‑based revenue forecasting.
	
	
	
	

	40. 
	
	40.1. Sales management must be able to report on pipeline value by:

40.1.1. Stage.

40.1.2. Owner.

40.1.3. Time period Campaign.
	
	
	
	

	41. 
	
	41.1. The system must support reporting of revenue linked to marketing campaigns.
	
	
	
	

	42. 
	
	42.1. Opportunity reports must support analysis of win/loss ratios and pipeline conversion.
	
	
	
	

	43. 
	
	43.1. The CRM must support opportunity‑based revenue forecasting.
	
	
	
	

	44. 
	Sales
	44.1. The system must support the creation, distribution, and submission of digital application forms to customers as part of the sales or transactional process.
	
	
	
	

	45. 
	
	45.1. Forms must be accessible electronically (e.g. web or mobile‑enabled).
	
	
	
	

	46. 
	
	46.1. Customer submissions must be captured directly into the CRM.
	
	
	
	

	47. 
	
	47.1. The system must support digital signature functionality for customer applications and related documentation to ensure legal validity and compliance.
	
	
	
	

	48. 
	
	48.1. The system must enable the extraction and secure storage of completed application forms and supporting documentation within the CRM.
	
	
	
	

	49. 
	
	49.1. Documents must be stored in a structured and retrievable manner.

49.2. Document metadata (e.g. document type, date, customer) must be captured.
	
	
	
	

	50. 
	
	50.1. The system must automatically link completed forms and documentation to the correct transaction reference, such as:

50.1.1. Opportunity number.

50.1.2. Application number Case or transaction ID.

** Manual re‑association of documents from the transaction should not be allowed (Transaction should reference all digitised documents attached associated it.).
	
	
	
	

	51. 
	
	51.1. The system must maintain full traceability between:

51.1.1. Customer

51.1.2. Transaction or opportunity.

51.1.3. Signed submitted forms.

51.1.4. documentation and quotes.
	
	
	
	

	52. 
	
	52.1. This should include notifications and statuses in the workflow.
	
	
	
	

	
	Marketing

	53. 
	CRM Mobile Lead Capture APP (QR Code – Exhibitions and Events)
	53.1. The system must provide functionality to capture leads via mobile devices using QR codes, allowing leads to be created and stored directly within the CRM:

53.1.1. Direct lead capture at exhibitions, including at least the following fields:

53.1.1.1. Name.

53.1.1.2. Contact details.

53.1.1.3. Company.

53.1.1.4. Sector.

53.1.1.5. Product or service interest.
	
	
	
	

	54. 
	
	54.1. The system shall associate captured leads to a specific event, campaign, or exhibition.
	
	
	
	

	55. 
	
	55.1. The system shall support scanning of QR codes using mobile device cameras.
	
	
	
	

	56. 
	
	56.1. The system shall allow manual data entry or correction where QR data is incomplete or unreadable.
	
	
	
	

	57. 
	
	57.1. The system must instantly synchronise with the central CRM system.
	
	
	
	

	58. 
	
	58.1. The system shall enable offline lead capture with automatic synchronisation once connectivity is restored.
	
	
	
	

	59. 
	
	59.1. The system shall provide immediate confirmation of successful lead capture to the user.
	
	
	
	

	60. 
	
	60.1. The system shall provide metrics such as the number of leads captured per event/exhibition, conversion rate, and follow-up status.
	
	
	
	

	61. 
	Event Performance History and Optimisation
	61.1. The system must provide:

61.1.1. Campaign-level ROI tracking with automated cost and revenue attribution.

61.1.2. Historical performance dashboards to identify: Low-performing exhibitions and Duplicate or recurring events with declining ROI.

61.1.3. Data-driven decision support to prioritize high-performing exhibitions and eliminate underperforming ones.
	
	
	
	

	62. 
	 Pre-configured Campaign Templates
	62.1. The system must include validation rules to enforce completeness on the templates.
	
	
	
	

	63. 
	
	63.1. The system must have pre-configured campaign templates to standardise event types, enforce mandatory data fields (budget, targets, expected ROI).
	
	
	
	

	64. 
	
	64.1. The solution must enable users to:

64.1.1. Easily activate new exhibition campaigns from predefined templates.

64.1.2. Capture event details such as: Event Name, Venue, Dates and Duration.

64.1.3. Target audience and products promoted.

64.1.4. Track campaign status (planned, active, completed).
	
	
	
	

	65. 
	
	65.1. The system must provide:

65.1.1. Centralized organizer profiles including:

65.1.1.1. Contact details.

65.1.1.2. Vendor classification.
	
	
	
	

	66. 
	
	66.1. The CRM supports configurable campaign records capturing:

66.1.1. Campaign objectives and KPIs.

66.1.2. Target audience and segmentation criteria.

66.1.3. Approved budget and timelines.

66.1.4. Forecasted and expected revenue.

** This enables accurate planning, forecasting, and performance measurement.
	
	
	
	

	67. 
	
	67.1. The system must provide:

67.1.1. Predefined campaign templates by campaign type (e.g., exhibitions, digital, product launches).

67.1.2. Standardised fields, workflows, and approval steps.

67.1.3. Reduced setup time and improved governance across marketing teams.
	
	
	
	

	68. 
	
	68.1. The system must deliver:

68.1.1. Historical campaign performance dashboards.

68.1.2. Visibility into leads generated, conversion rates, revenue, and ROI.

68.1.3. Insights that guide future campaign planning and investment decisions.
	
	
	
	

	69. 
	Access to Up-to-Date Corporate Identity Manual (CIM)
	69.1. The proposed CRM solution must provide or integrate with other systems such as SharePoint to:

69.1.1. A centralised, secure repository for the Corporate Identity Manual (CIM).

69.1.2. Version control to ensure only the latest approved CIM is accessible.

69.1.3. Controlled access to prevent the use of obsolete or unapproved branding guidelines.

69.1.4. This ensures consistency and compliance across all marketing and communication activities.
	
	
	
	

	70. 
	
	70.1. The system must enable:

70.1.1. Formal review and approval workflows for branding and marketing collateral.

70.1.2. Audit trails capturing who reviewed, approved, or rejected branding assets.

70.1.3. Improved governance and accountability for brand compliance.
	
	
	
	

	71. 
	
	71.1. The system must support:

71.1.1. CIM-aligned templates for campaigns, communications, and marketing assets.

71.1.2. Automated checks and mandatory compliance steps before material approval or publication.

71.1.3. Consistent brand application across all channels, campaigns, and customer touchpoints.
	
	
	
	

	72. 
	
	72.1. The proposed CRM solution facilitates:

72.1.1. Assignment of the Marketing Communications Specialist as a mandatory reviewer or approver of CIM (Workflow for approval)

72.1.2. Automated notifications and task alerts to ensure timely input and alignment

72.1.3. Seamless collaboration between marketing, communications, and brand governance teams.
	
	
	
	

	Non-Functional, Security and Integration Requirements

	73. 
	Reporting and Analytics
	73.1. Provide real-time dashboards and reports on customer interactions and service performance.
	
	
	
	

	74. 
	
	74.1. Support Power BI (Power BI license to be provided by the ECIC).
	
	
	
	

	75. 
	
	75.1. Consists of standard and customisable reports. Standard reports may include at least the following for leads and complaints:

75.1.1. Total received (by period, category, channel, source, etc.).

75.1.2. Turnaround times and SLA performance.

75.1.3. Escalation statistics.

75.1.4. Customer satisfaction rates.
	
	
	
	

	76. 
	
	76.1. The reports must be exportable to Excel and PDF and must contain a timestamp.
	
	
	
	

	77. 
	Security, Access Control and Privacy
	77.1. Active Directory integrated Single Sign-On (SSO) for internal end users. 
	
	
	
	

	78. 
	
	78.1. Multifactor Authentication (MFA) for both internal and external users.
	
	
	
	

	79. 
	
	79.1. Captcha code to secure online forms.
	
	
	
	

	80. 
	
	80.1. Scan all uploaded documents (attachments) before saving them.
	
	
	
	

	81. 
	
	81.1. Accept on certain defined file types as attachments.
	
	
	
	

	82. 
	
	82.1. The system must encrypt data in transit and at rest. The bidder must provide SSL certificates where applicable.
	
	
	
	

	83. 
	
	83.1. The provider must have DR capabilities for the system.
	
	
	
	

	84. 
	
	84.1. The provider must have a daily backup schedule for the system.
	
	
	
	

	85. 
	
	85.1. Audit logging (immutable audit logging) must be enabled across the system, including user activities, tickets (leads, enquiries or complaints), login activities, status movements and communication sent out by the system.
	
	
	
	

	86. 
	
	86.1. Role-based access with defined Segregation of Duties Metrix (SoD Metrix - e.g., Complaints Specialist, Supervisor, Admin).
	
	
	
	

	87. 
	
	87.1. The system is designed for POPIA/ GDPR compliance in relation to the protection of personal information. 
	
	
	
	

	88. 
	
	88.1. The OEM/Hosting provider has an ISAE 3402 /SOC 2 report from assurance providers and has a Cyberliability cover. 

Can proof be provided at least once annually to the ECIC?
	
	
	
	

	89. 
	System Integration Requirements
	89.1. Integrate with corporate email systems for inbound/outbound communication.
	
	
	
	

	90. 
	
	90.1. The system can be integrated through API with other systems.
	
	
	
	

	91. 
	
	91.1. The system is able to send email notifications and can be integrated with bulk SMS and Email services, should a need arise.
	
	
	
	

	92. 
	Self-Service Capability
	92.1. Chatbot function to assist end users with basic queries before escalating to an agent.
	
	
	
	

	93. 
	
	93.1. The live chat function should be able to automatically provide responses or route to an urgent/ a resource.
	
	
	
	

	94. 
	
	94.1. Customer portal where a client can create a profile, view status or cases and leads/applications.
	
	
	
	

	95. 
	
	95.1. Searchable FAQs.
	
	
	
	

	96. 
	Usability
	96.1. Simple, intuitive user interface.
	
	
	
	

	97. 
	
	97.1. Optimised for desktop and mobile device access.
	
	
	
	

	98. 
	Availability
	98.1. The system should be available at least 99% during business hours.
	
	
	
	

	99. 
	Performance
	99.1. The system loaded pages/windows/records/dashboards within acceptable response times (e.g., <3 seconds).
	
	
	
	

	100. 
	Scalability
	100.1. Modular-based system, functionality can be added to the base system as required.
	
	
	
	

	101. 
	
	101.1. Handle growth in the number of complaints and users over time.
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