STATE OF TENNESSEE
TREASURY DEPARTMENT

AMENDMENT # 1

PLATFORM

REQUEST FOR INFORMATION # 30901-64526

FOR CUSTOMER RELATIONSHIP MANAGEMENT

DATE: January 30, 2026

RFI1 # 30901-64526 IS AMENDED AS FOLLOWS:

1. This RFI Schedule of Events updates and confirms scheduled RFI dates. Any event, time, or
date containing revised or new text is highlighted.
EVENT TIME DATE CONFIRMED
(Central (all dates are State OR UPDATED
Time business days)
Zone)
1. | RFlIssued January 6, 2026 CONFIRMED
2. | Notice of Intent to Respond January 13, 2026 CONFIRMED
3. | Written Questions and Comments Deadline January 20, 2026 CONFIRMED
State’s Response to Questions and
4| Comments January 30, 2026 CONFIRMED
5. | RFI Response Deadline 2:00 p.m. February 13, 2026 CONFIRMED
Scheduling of Optional Oral Presentations
6. | (if determined to be beneficial to the State) March 2, 2026 CONFIRMED
Optional Oral Presentations (if determined
"~ | to be beneficial to the State) March 9 — 12,2026 |  -oNFIRMED
2. State responses to questions and comments in the table below amend and clarify this RFI.

Any restatement of RFI text in the Question/Comment column shall NOT be construed as a change in

the actual wording of the RFI document.

QUESTION / COMMENT

STATE RESPONSE

The RFI references a requirement to “send
satisfaction surveys, with results integrated into
dashboards and reports.” Can you clarify whether
this capability must be delivered through native CRM
functionality, or if the use of a third-party customer
satisfaction or survey platform that integrates with
the CRM would be acceptable?

The Department of Treasury (“Department”) is
seeking information for potential solutions, so the
satisfaction capability could be delivered through
native CRM functionality or through a third-party
customer satisfaction or survey platform that
integrates with the CRM.

Given the Department supports multiple distinct
public-facing programs, can you clarify whether
customer engagement tracking is expected to be

The Department is seeking information for
potential solutions that could be standardized
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QUESTION / COMMENT

STATE RESPONSE

standardized across all programs, or configurable
independently by program or division?

across all programs or could have configurations
by program or division.

3. The RFI notes approximately 250 inquiries or tasks

annually that require monitoring and resolution. Can
you clarify whether these cases are generally single-
step requests, or if they often involve multi-stage
workflows and/ or inter-departmental collaboration.

The inquiries or tasks could be single-step
requests or involve multi-stage workflows and/or
interdepartmental collaboration.

critical use cases we should account for.

4. The RFI references seamless integration with The Department seeks to learn all capabilities of
Microsoft 365 Outlook. Can you clarify whether this potential solutions, including integration with
integration is expected to include email Microsoft 365 Outlook.
synchronization only, or additional functionality such
as calendar syncing, task management, or
notifications via Microsoft Teams?

5. Does the Department anticipate a need to migrate The Department has three years of historical
existing contact, case, or interaction data from contact data and request data. There are about
current systems into the CRM, and if so, is there an 1,600 contacts and 1,600 service records.
estimated data volume or historical lookback period?

6. GENERAL: Is an incumbent consultant and/or No.
subcontractor already providing similar software
implementation services to the foundation for other
initiatives or projects? Will that consultant and/or
subcontractor be eligible to respond to this RFI?

7. GENERAL: We work to provide solutions that Since this is an RFI, the State is seeking
accomplish strategic goals while adhering to budget | information about available solutions. The State
guidelines as much as possible. To better inform our | currently does not have a budget for this project.
approach, will you please share what the budget
allotted for this work is and for which fiscal year?

8. GENERAL: What are the foundation’s top 5 KPIs Should the Department issue a RFP for the
that will be used to measure the success and impact | services referenced in this RFI, requirements for
of the project described in the RFI? KPIs will be determined at that time.

9. CURRENT STATE ENVIRONMENT: Can you Inquiries are received via email or phone and
provide an overview of the current systems, tools, tracked manually utilizing spreadsheets.
and data sources involved in this process today?

10. CURRENT STATE ENVIRONMENT: What survey We do not currently utilize a survey tool.
tool do you currently use?

11. CURRENT STATE ENVIRONMENT: Do different Yes. The Department seeks to learn the
departments use variations of the current processes | potential solutions ability to be customized for
we should account for? If yes, please describe. multiple programs.

12. FUNCTIONAL REQUIREMENTS: Can you provide The Department is seeking to learn about CRM
more information on the functional requirements of capabilities based upon the high-level
the solution as related to your daily business requirements included in the RFI.
processes?

13. FUNCTIONAL REQUIREMENTS: Please clarify the | The Department is seeking a solution that can

produce different escalation processes
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QUESTION / COMMENT STATE RESPONSE

depending on the severity of the issue or the
individual impacted.

Currently, inquiries are sent to the impacted
program area. Each inquiry has the priority level
relayed to staff based on the nature of the issue
and the response time required.

14. FUNCTIONAL REQUIREMENTS: Please describe
any existing workflows for case management,
including escalation paths.

The Department seeks to learn capabilities of
potential solutions for integration with other
vendor solutions or with in-house developed

15. TECHNICAL REQUIREMENTS: Do you anticipate
any additional integrations beyond Microsoft 3657 If
yes, please list all expected integrations..

solutions.
16. TECHNICAL REQUIREMENTS: Is API Since this is an RFI, the Department is seeking
documentation available for all required interfacing to learn integration capabilities for available
systems? solutions.

Since this is an RFI, the Department is seeking

17. TECHNICAL REQUIREMENTS: Do you have information about available solutions. The
requirements for authentication, SSO, MFA, or other | Department seeks to learn capabilities of
security protocols? potential solutions for authentication and security

protocols.

The Department seeks to learn potential
solutions adherence to State and Federal
security requirements.

18. TECHNICAL REQUIREMENTS: Are there any
security requirements the solution will be subject to?

The Department has exported contacts and
request data in a standard format prepared for
import to any potential solution if the Department
chooses to do so.

19. DATA & REPORTING: Can you describe the current
state of data quality and any known cleanup or
normalization needs?

20. DATA & REPORTING: How many historical years of | The Department seeks to learn data migration
data require migration? capabilities of the potential solutions.

21. DATA & REPORTING: What reporting, dashboards, | The Department seeks to learn reporting,
KPls, or analytics capabilities are essential upon go- | dashboard capabilities, KPIs and analytic
live? capabilities of potential solutions. Should the

Department issue an RFP in the future, go-live

features will be determined at that time.

22. DATA & REPORTING: Do you currently have a data | No.
lake or lakehouse environment?
o If yes, what platform or technology is it built on
(e.g., Snowfl ake, AWS, Azure, GCP)?
o Which systems currently send data to the data
lake, and how is that data ingested?
o Who is responsible for managing and maintaining
the data lake today?
o What analytics, reporting, or downstream systems
rely on the data in your data lake?

23. PROJECT GOVERNANCE & STAKEHOLDERS: Should the Department issue a solicitation for
Please describe any review and governance the services referenced in this RFI, the review
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QUESTION / COMMENT

STATE RESPONSE

processes this project and the solution design may
be subject to.

and governance processes would be decided at
that time.

24.

PROJECT MANAGEMENT & TIMELINE: Do you
have required deadlines or events that impact the
timeline or dictate the go-live? (e.g., fiscal year, peak
seasons)?

Should the Department issue a solicitation for
the services referenced in this RFI, the timeline
for completion for any solution would be
determined at that time.

25.

PROJECT MANAGEMENT & TIMELINE: Are there
other initiatives that overlap or could affect timing or
resourcing?

See response to Question #24.

26.

PROJECT MANAGEMENT & TIMELINE: How
flexible is the timeline if prioritization or scope
changes are needed?

See response to Question #24.

27.

CHANGE MANAGEMENT & TRAINING: What is the
readiness level of your user base for adopting new
systems?

The Department is utilizing this RFI to learn
more about potential solutions for Department
use.

28.

CHANGE MANAGEMENT & TRAINING: Do you
have preferences for training format, materials, or
delivery methods?

The Department does not have a preference for
training format, materials, or delivery methods

29.

CHANGE MANAGEMENT & TRAINING: Are there
groups that require customized training or
communication plans?

No.

30.

SUPPORT & POST-GO-LIVE EXPECTATIONS:
What level of hypercare or stabilization support do
you expect after launch?

The Department seeks to learn post go live
support options of potential solutions.

31.

SUPPORT & POST-GO-LIVE EXPECTATIONS:
Please elaborate on the agency’s preference for
future systems maintenance. Does the agency
prefer future support and maintenance is done by
the selected partner, internal team or a combination
of both?

See response to Question #30.

32.

For firms that get shortlisted will the demos be on
site or virtual?

If the Department determines it is beneficial to
the Department, the Department will give all
entities that submit responses to this RFI the
opportunity to participate in an optional oral
presentation. Participating in the oral
presentations is not mandatory. Presentations
will be conducted remotely via web conference,
hosted by the State via Microsoft Teams. Oral
presentations provide an opportunity for
Respondents to explain and clarify their
responses. Each presentation should be limited
to one (1) hour.

If the Department determines that the optional
oral presentations would be beneficial, the
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QUESTION / COMMENT

STATE RESPONSE

Department’s Procurement Coordinator will
schedule Respondent presentations during the
period indicated in Section 3, Schedule of
Events, of this RFI. Otherwise, no oral
presentations will be allowed or heard by the
Department.

33.

Has a project manager been assigned to this
initiative?

No. The Department is utilizing the RFI process
to learn about products and services on the
market to assist us in developing an RFP in the
future, if we choose to do so.

34.

Does this initiative have an executive sponsor? If so,
whom?

No. The Department is utilizing the RFI process
to learn about products and services on the
market to assist us in developing an RFP in the
future, if we choose to do so.

35.

Does the state have budget set aside for this
initiative.

See response to Question #7.

36.

Is the state interested in Al functionality? Could you
please explain where the state is on their Al journey.
Has an Al road map or strategic plan been
developed? If so, could you please share a copy?

The Department seeks to learn Al capabilities of
the potential solutions. Should the Department
issue a solicitation for the services referenced in
this RFI, approval of Al technology provided by
the vendor will be required by the State.

37.

RFI STRUCTURE & FORMATTING: Is there a
maximum page limit for the full RFI response?

There is no maximum page limit to respond to
this RFI. Please submit your response to this
RFI via e-mail at dawn.rochelle@tn.gov by no
later than the Response Deadline date specified
in Section 3. In the event your response with all
attachments and supporting documentation will
exceed 15 megabytes in total, please place the
documents in a zip file or make two or more
submissions such that the documents per e-mail
submission do not exceed 15 megabytes.

38.

RFI STRUCTURE & FORMATTING: Are there
recommended length limits for individual sections
(e.g., Technical,Cost, Additional Considerations)?

No.

39.

RFI STRUCTURE & FORMATTING: Do appendices
count toward any page limits?

See response to Question #38.

40. RFI STRUCTURE & FORMATTING: Are there
e . . . No.
specific formatting requirements (font type, font size,
margins, or line spacing)?
41. RFI STRUCTURE & FORMATTING: Are tables, Yes.

diagrams, screenshots, or architecture visuals
acceptable?

42.

COVER LETTER & EXECUTIVE SUMMARY: Is a
cover letter required, optional, or discouraged?
e Ifincluded:

A cover letter is not required. We are requesting
the information identified in Section 5 of the RFI.
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QUESTION / COMMENT STATE RESPONSE
o Should it be addressed to a specific
individual?

o Should the response begin with a cover
letter or executive summary, or start
directly with the Technical Informational
Form?

43. FILE STRUCTURE, FORMAT & SUBMISSION:

Should the response be submitted as a single
consolidated document or as multiple files (e.g.,
separate Technical and Cost documents)?

The Department does not have a preference.
Please submit your response to this RFI via e-
mail at dawn.rochelle@tn.gov by no later than
the Response Deadline date specified in Section
3. In the event your response with all
attachments and supporting documentation will
exceed 15 megabytes in total, please place the
documents in a zip file or make two or more
submissions such that the documents per e-mail
submission do not exceed 15 megabytes.

44

. FILE STRUCTURE, FORMAT & SUBMISSION: If
multiple files are allowed, is there a preferred file
naming convention?

No.

45

. FILE STRUCTURE, FORMAT & SUBMISSION: Is
PDF the preferred format, or is Word acceptable?

The Department does not have a preference.

46

. FILE STRUCTURE, FORMAT & SUBMISSION: Is
there a required email subject line format (e.g., RFI
number and vendor name)?

Please identify the RFI number and Vendor
Name in the e-mail subject line.

47. FILE STRUCTURE, FORMAT & SUBMISSION: If

file size requires multiple emails, should they be
labeled or numbered (e.g., “Email 1 of 2”)?

Yes, this is sufficient.

48

. COST SECTION & BUDGET GUIDANCE: Is there
an estimated budget and/or expected project
timeline the State can share?

See response to Question #7 and Question #24.

49

. COST SECTION & BUDGET GUIDANCE: Should
the Cost Informational Form be included within the
main document or submitted as a separate
attachment?

The Department does not have a preference.

50

. COST SECTION & BUDGET GUIDANCE: How
should pricing be presented (tables only, narrative
descriptions, ranges, or firm estimates)?

Please utilize whichever presentation that
accurately demonstrates the pricing units you
typically utilize for similar services or goods.

51

. COST SECTION & BUDGET GUIDANCE: Should
vendors explicitly document assumptions used in
pricing?

Yes, if this would be helpful for the Department
to understand the pricing.

52

. ATTACHMENTS & SUPPLEMENTAL MATERIALS:

Are appendices or supplemental materials
permitted?

Yes.

RFI
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QUESTION / COMMENT STATE RESPONSE

53. ATTACHMENTS & SUPPLEMENTAL MATERIALS: | Yes.
Should vendors limit responses strictly to the
Informational Forms provided, or may additional
supporting materials be included?

54. TECHNICAL & FUNCTIONAL REQUIREMENTS: See response to Question #15.
Data Integrations:
What external systems or data sources must the
CRM integrate with for contact or data updates?

55. TECHNICAL & FUNCTIONAL REQUIREMENTS: See response to Question #4.
Data Integrations:
For Microsoft 365, are integrations required beyond
Outlook (e.g., SharePoint, OneDrive, Teams)?

56. TECHNICAL & FUNCTIONAL REQUIREMENTS: See response to Question #15.
Data Integrations:
Are integrations with other enterprise systems
anticipated (e.g., SAP, Oracle, or other
financial/ERP systems)?

57. TECHNICAL & FUNCTIONAL REQUIREMENTS: See response to Question #9.
Inquiry Volume & Case Management:
How are customer or user inquiries currently
handled (e.g., email, spreadsheets, ticketing
systems)?

58. TECHNICAL & FUNCTIONAL REQUIREMENTS: See response to Question #5.
Inquiry Volume & Case Management:
What is the estimated volume of users, inquiries, or

cases?

59. TECHNICAL & FUNCTIONAL REQUIREMENTS: The Department seeks to learn more about
Inquiry Volume & Case Management: SLAs, response times and escalation options of
Are there defined SLAs for case resolution, the potential solutions.

response times, or escalations?

60. FUTURE STATE & PLATFORM PREFERENCES: The Department seeks to learn CRM capabilities

Beyond core CRM capabilities, are future of the potential solutions including process
enhancements anticipated (e.g., modernization, workflow optimization and
process modernization, workflow optimization, or process mining.

process mining)?

61. FUTURE STATE & PLATFORM PREFERENCES: No.
Does the State have a preferred CRM platform or
shortlist (e.g., Salesforce,

HubSpot, Dynamics)?

62. RFI SECTION - Statement of Purpose - Contact The Department seeks to learn application
Management, Mobile Accessibility: integration of potential solutions. Should the
Can the Department provide the list of external Department issue a RFP for the services

applications that will be integrated with the selected referenced in this RFI, integration requirements
CRM platform? (for example, benefits management may be included, if desired by the Department.
systems, payment processing systems, MDM, etc.)
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QUESTION / COMMENT STATE RESPONSE

and a list of current service ticket generation
sources?

63. RFI SECTION - Statement of Purpose - Contact See response to Question #5.
Management:
Can the Department provide an estimate volume of
the records that will need to be migrated to the
selected CRM (contacts, tasks, surveys, knowledge
base, etc.)?

64. RFI SECTION - Background Pages 1 & 2: See response to Question #62.
Can the state provide a list of systems that will need
to directly integrate with the proposed CRM
solution?

65. Background Page 2: See response to Question #62.
"Can the State provide a high-level description of the
current technical architecture supporting its major
program systems (such as TCRS, ABLE)?
Specifically, for each core system, please indicate:

1. The platform and technology stack in use (e.g.,
mainframe, SQL, cloud service, commercial
application)

2. Whether ongoing or future integration with the
CRM is anticipated

3. The preferred or available integration method
(such as APIl/web services, scheduled CSV or flat
file exchange, manual data entry, or other
methods)."

66. RFI Section Background Page 2: See responses to Question #5 and Question
#20.

For any legacy data that needs to be migrated into
the solution, can the State provide details on the
following?

1. What types of records are expected (e.g.,
account/member profiles, transaction histories,
communications, case records)?

2. What is the approximate number of records or
expected data size for each record type or dataset?
3. In what formats (e.g., CSV, Excel, SQL database,
proprietary export) will this data be provided to the
implementation team?

4. Are data cleansing, deduplication, or
transformation activities expected, or will the data be
provided in a migration-ready state?

67. RFI SECTION - Statement of Purpose Page 1: Yes. The Department currently uses Tableau
What are the preferred analytics/reporting tools and would be interested in learning how potential
outside the CRM, if any, for cross-platform analytics | solutions can interface.

(i.e., Power BI, Tableau, etc.)?

68. RFI SECTION — 5. Informational Forms Page 6: See response to Question #24.
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QUESTION / COMMENT

STATE RESPONSE

Can the State provide details on the anticipated go-
live date for the solution and any required project
timelines?

69.

RFI SECTION - Statement of Purpose page 1:

For the anticipated users, can the Department

provide expected breakdowns (e.g., admin, super-
users, general users, public users) and permission
levels? Will any of the users be 3rd party partners?

The Department seeks to learn CRM capabilities
of the potential solutions including available
types of user roles and permissions within the
solution for each user role.

At a minimum the Department requires an
administration role for configuration and security,
role to create cases/tasks, role to modify a
case/task, role to perform advance searches,
maintain contact records and create/run custom
reports.

70.

RFI SECTION — Question 22 page 6:
Approximately how many contact records will be
migrated or managed in the system, and from what
sources are these contacts derived (existing
databases, spreadsheets, etc.)? Understanding the
volume and origin of contacts will help in planning
data import and ensuring the system can efficiently
search across all contacts.

See responses to Question #5 and Question
#20.

71. RFI SECTION - Statement of Purpose Page 1: The Department is looking to learn more about
Besides manual entry by staff, what channels should | solutions, which primarily include manual entry
be supported for case creation? For example, will by staff. The Department is not currently seeking
constituents be able to submit inquiries via a public- | CRM capabilities for a constituent to submit
facing web form or email that generates a case inquiries via a public-facing web form or email.
automatically? If so, how many distinct web forms or
intake sources are anticipated, and will those require
any authentication or integration with the
Department’s website?

72. RFI SECTION - Question 12 page5: The Department seeks to learn CRM capabilities
What kinds of file attachments will users need to of the potential solutions including associating
associate with cases/tasks (e.g. PDFs, images, file attachments to cases/tasks, file types
Office documents), and are there any size or file supported and any restrictions. The Department
type restrictions the Department wants to enforce? is also interested in document management
Additionally, is in-app document editing or capabilities of the potential solutions.
integration with a document management system
(such as SharePoint or OneDrive) required, or is
downloading and editing offline acceptable for your
use case?

73. RFI SECTION — Question 11 page 5: Yes. Records created in a system if that

Will closed cases/tasks need to be archived or
retained in the system for a certain period due to
record-keeping policies or public records laws? If so,
for how long and are there any requirements for how
archived cases are accessed or eventually disposed
of?

Department proceeds with an RFP will be
subject to the applicable Records Disposition
Authorization (“RDA”), with different retention
periods applying per subject areas. Any retention
period(s) would be further defined in a future
procurement, if the Department chooses to
pursue an RFP.
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QUESTION / COMMENT STATE RESPONSE

While some tasks are governed by defined
service targets or deadlines, the Department

74. RFI SECTION — Question 11 page 5: also receives inquiries that might not have a
Are there service level targets or deadlines standard time for resolution. Alerts should be
associated with tasks (e.g. response required in 5 triggered when an item remains unresolved
business days)? If yes, should the system beyond the standard escalation timeframe, with
automatically trigger alerts or status changes when expediated escalations generating alerts sooner
an SLA is approaching or breached? Please to ensure staff have received guidance and are
elaborate on any time-based or priority-based rules actively working toward a resolution. Items that
that are important for your case management. remain open for extended periods should

automatically escalate to higher levels of
oversight.

75. RFI SECTION — Question 13 page 5: Users should be able to easily integrate email
How does the Department envision email communications into the system so that relevant
communications working with the CRM? The RFI messages are captured and associated with the
mentions associating emails with tasks — does the appropriate records. Users should also receive

Department want users to send and receive emails email alerts for outstanding issues and key
directly within the CRM interface (using their Outlook | status updates

accounts), or simply to have the CRM track
conversations that happen in Outlook? Please clarify
if a two-way email integration (with inbound email-to-
case and outbound email sending from the system)
is required.

76. RFI SECTION — Question 13 page 5: Customizable email templates, along with the
Will staff need to send standardized email templates | ability to see tracked responses to multiple
or bulk communications (e.g. a form letter response contacts, would be a highly beneficial
to multiple contacts) from the CRM? If yes, should enhancement.
the system support email templates with
placeholders for personalization and email tracking
(open/read receipts)?

77. RFI SECTION — Question 13 page 5: The Department seeks to learn CRM capabilities
Besides email, are there other communication of the potential solutions including
channels the Department would like to manage communication channels such as SMS/text
through the CRM? For example, integration with messaging, chat/social media and integration
phone call logs (click-to-call or automated call with phone call logs.

logging), SMS/text messaging to constituents, or
even chat/social media integration for public

inquiries.

78. RFI SECTION — Statement of Purpose Page 1: The Department does not have a preferred
The RFI alludes to sending satisfaction surveys to survey format or existing survey system that
contacts. Does the Department have a preferred needs to be integrated with the CRM.

survey format or existing survey system that needs
to be integrated with CRM?

79. RFI SECTION — Statement of Purpose page 1 and The Department seeks to learn more about

Question 15 Page 5: search capabilities within the CRM. The

What are the expectations for the CRM’s search expectation is that users can search a term and
capabilities? The RFI indicates full-text search see every place it appears across all CRM-
across task details — does this include searching stored fields, notes, and task details, with the
within attached documents (PDFs/Word files) or only | ability to filter by date ranges, affiliations, or
within fields and case notes stored in the system? individuals. While searching within attached
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QUESTION / COMMENT STATE RESPONSE

Also, are there any requirements for advanced PDFs or Word documents is not required, it is
search filters (e.g. search by date ranges, specific considered highly beneficial.

tags/affiliations, or by contact attributes) beyond
simple keyword search?

80. RFI SECTION — Question 18 Page 6: The Department seeks to learn more about
The RFI mentions a potential knowledge base or functionality to have a knowledge base or
centralized repository for resolutions. Will users centralized repository for resolutions. The
need a search feature to find articles/previous Department is interested if users would have
resolutions from this knowledge base within the ability to search and review prior resolutions as a

CRM? And is the Department looking for the CRM to | reference resource.
include an internal knowledge base module or
integrate with an existing knowledge repository?
Clarifying this will help us address how quickly staff
can retrieve answers to repeat inquiries.

81. RFI SECTION — Statement of Purpose Page 1: The Department has no preference and would
Is the Department open to a cloud-based Software- like to know more about both on-premises and
as-a-Service solution for the CRM, or is there a cloud-based solutions.

preference/requirement to host the solution on-
premises or in a state-managed data center? If
cloud is acceptable, are there any specific
compliance frameworks (e.g. FEdRAMP,
StateRAMP, or other state security standards) that
the cloud service must adhere to?

Yes, all State Data must be housed in the

82. RFI SECTION — Question 22 Page 5: continental United States, inclusive of backup
Are there any requirements regarding data data. All State data must remain in the United
residency (for example, must all data remain within States, regardless of whether the data is
the United States or within Tennessee) or data processed, stored, in-transit, or at rest. Access
ownership that the vendor should be aware of? to State data shall be limited to US-based

(onshore) resources only.

83. RFI SECTION — Question 19 Page 6: The Department desires single sign-on
Does the Department require integration with the capabilities of the potential solutions. Should the
State’s identity management or single sign-on Department issue a solicitation for the services
system (e.g. Azure Active Directory or other SSO referenced in this RFI, requirements will be
providers) for authenticating users? If so, please provided for multi-factor authentication.

specify the technology (SAML, OAuth, OpenID
Connect, etc.) and any requirements for multi-factor
authentication for CRM users.

The Department seeks to learn CRM capabilities

84. RFI SECTION — Question 19 Page 6: of the potential solutions including audit trails
What are the audit logging requirements for the provided, along with retention and reporting on
system? The RFI references audit trails — we’d like audit logs.

to confirm which user and system activities need to
be logged (e.g, login attempts) and for how long
audit logs should be retained. Also, will the
Department require a mechanism to easily review
audit logs for compliance or investigations (for
instance, an admin report of all changes to a given
record)?
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85. RFI SECTION — Question 20 Page 6: The Department data could potentially contain
Could the Department provide more detail on the PII data requiring encryption. Should the
types of personally identifiable information (PII) that Department issue a solicitation for the services
will be stored in the CRM (for example, names, referenced in this RFI, requirements for specific
addresses, SSNs, financial info)? This will help us encryption standards and protocols will be
ensure proper encryption and masking. Does the provided.

Department require any specific encryption
standards or protocols for data at rest and in transit
(e.g. AES-256, TLS 1.2+)? Additionally, are there
requirements for field-level encryption or masking for
particularly sensitive data fields within the

application?

86. RFI SECTION — Question 20 Page 6: In the event the Department determines to
In the event of a security incident or data breach, procure a solution, the underlying contract would
does the Department have specific vendor outline security incident or data breach
obligations or response timeframes it requires (e.g. obligations. The Department would like to learn
notify within 24 hours, assist in forensic analysis, more about a solution’s security practices and

etc.)? Understanding your expectations for incident offered support.
response will help us align our security practices and

support.

87. RFI SECTION — Question 23 Page 6: Should the Department issue a solicitation for
Beyond ADA and general data privacy, are there the services referenced in this RFI, requirements
any other compliance or regulatory standards the for specific encryption standards and protocols
solution must meet? For instance, HIPAA (if any will be provided.

health-related data might be stored), 508
Compliance (related to accessibility, likely covered
by WCAG), or state-specific IT security standards.
Any guidance on required certifications (e.g. SOC 2
Type 11, ISO 27001) would be beneficial as well.

88. RFI SECTION — Question 21 Page 6: See response to Question #17.
If a native mobile app is expected or desired, which
platforms need to be supported? (e.g. iOS, Android).
Additionally, are there any state policies about
mobile device usage that might affect this (for
example, requiring apps to be listed in a private app
catalog or support for mobile device
management/MAM for security)?

89. RFI SECTION — Question 21 Page 6: See response to Question #69.
What key CRM features does the Department
anticipate staff needing to use on mobile devices?
For example, do users just need to receive
notifications and view/update basic case information,
or will they perform full case management on mobile
including creating new tasks, searching the
database, and viewing dashboards?

90. RFI SECTION — Statement of Purpose Page 1: The Department would like to learn more about
Will field personnel or any users need the ability to the options for offline mode with data syncing;
access and update case information in an offline however, the Department does not have a

mode (areas with no internet connectivity), with data | preference on this feature.
syncing back to the CRM when connection is
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restored? If offline capability is important, that would
influence the choice of a mobile solution.

91. For the 100 users, many different user roles do you
foresee and approximately how many users per
role?

See response to Question #69.

92. What methods should the system allow for case
intake (i.e. manual entry, email, phone, chat, web
base form)?

The Department would like to learn more about
all the above.

93. Is the department seeking a fully integrated
telephony system that provides Contact Center type
of functionality?

The Department would like to learn more about
this functionality.

94. Does the department have reporting/analytics tools
that you are already licensed for or prefer (i.e. Power
Bl, Tableau)?

See response to Question #67.

95. For mobile notification, are you referring to SMS text
messages or an app notification? If SMS messaging,
does the department have a preferred provider for
SMS messaging?

The Department would like to learn more about
both options; SMS text messages or an
application notification.

96. For mobile notification, are these for only internal
users or for external constituents as well?

Internal users only.

97. For mobile accessibility, what models of phones and
mobile operating systems need to be supported?

Should the Department issue a solicitation for
the services referenced in this RFI, requirements
for mobile accessibility will be provided.
Currently the Department utilizes Apple iPhones
and iPads.

98. For satisfaction surveys, does the department have
a preexisting survey tool you want to integrate, or
should the vendor propose a solution for a survey
tool?

The Department does not have a preexisting
survey tool to integrate

99. For each program listed, are the system users
aligned to particular program or a user can support
any program?

Both. System users can support all programs
and there will be specific users for a program.

100. For each program listed, is the department seeking | No.
a solution that provides external information and
support (i.e. FAQ) about each program?
101. For task creation, will this be a task completed by Yes.
internal Department users only?
102. Does the department have existing document Yes.

management solutions (i.e. SharePoint) for
managing and storing documents?

RFI 30901-64526 Amendment 1

Page 13 of 16




QUESTION / COMMENT

STATE RESPONSE

103. Does the department of predefined templates that
will need to be generated from the system? If so,
how many templates exist that will need to be
created?

The Department seeks to learn the how the
potential solutions create and maintain standard
templates

104. Is there legacy data that will need to be migrated
from an existing solution or files? If so, please
provide the following for each source:

- Source type (excel, access, SQL, Etc.)

- Source location (cloud vs on Prem)

- Amount of data (GBs)

- Complexity of the data (i.e. how many tables)

See responses to Question #5 and Question
#20.

105. Is the department seeing in-person training or

virtual training?

The Department does not have a preference.

106. Is the department seeking a solution that is cloud
hosted within the State's cloud domain or a vendor
hosted solution?

See response to Question #81.

107. To what level is the department allowed to use Al
related services and features?

See response to Question #36.

108. Are there any systems in which the new CRM
system would need to integrate? If so, please
provide the following for each system:

- Name of system

- Hosted location (cloud vs on prem)

- Integration Type (API vs batch)

- Integration Frequency (nightly vs real
time)

- Integration Direction (one way vs two way)

See response to Question #15.

109. May respondents present the requested
information in their own template/word format to
allow sufficient space for complete responses?

Yes.

110. Should the Cost Informational Form, and the
Additional Considerations be submitted as separate
files?

The Department does not have a preference.

111. Is this the first time that this process will be
contracted out for work?

The Department does not currently have a CRM
solution to provide for these services.

112. What are the current existing systems in place for
these processes?

See response to #9.

113. Users and roles: Will all users require full CRM
access, or are there expected role tiers (e.g. view
only, task only, admin? Do the end users
referenced include those people who are
authorized to sign into the system? Are external
users, (legislators, or partner agencies) expected to
have direct system access? Getting buy-in from
users is crucial. Who at the government will be

See response to Question #69.
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accountable to obtain by-in? Are folks with
administrative privileges included in a special
database? Are there a set of different sub-classes
of user groups involved?

Will new authentication and authorization policies
be developed or overlaid?

114. In response for the 13th February, are we expected
to focus on a chosen package, or, are we to
assume that we are still in a discovery phase
looking for general high-level information

The Department is utilizing the RFI process to
learn about products and services on the market
to assist us in developing an RFP in the future, if
we choose to do so.

/experience?
115. Security & Hosting: Are there specific State of See response to Question #17 and Question
Tennessee cloud hosting or data residency #82.

requirements that vendors should assume? Is
integration with the State’s existing identity provider
(e.g., Azure AD) required for single sign on? Is
archiving to be external? What is already in place?

a. The Department seeks to learn about public
facing web form capability in the potential
solutions.

116. Scope of Usage: a. Are public facing web forms
expected to be part of the initial implementation, or
only intake at this stage? b. Is the estimated 250
inquiries per year expected to remain stable, or does | b. The Department cannot predict growth.
the Dept anticipate growth as programs expand? c.
Are the current workflows documented so that they
can be compared to what users will ultimately use?

c. The Department has processes in place for
responding to customers that can be used for
future workflows.

117. Users and roles: Will all users require full CRM See response to Question #69.
access, or are there expected role tiers (e.g. view
only, task only, admin?

118. Will the state be responsible to define the desired Should the Department issue a solicitation for
workflow[s]? the services referenced in this RFI, requirements
Will the state and vendor collaborate, and obtain for workflows will be provided. The Department
sign-off on the design parameters to be created prefers a collaborative effort.

based on the desired workflow[s]?

119. Data & Migration: Are there existing systems or data | See response to Question #20, Question #73,
sources which historical inquiry or contact data may | and Question #118.
need to be migrated? Does the Department have
defined data-retention or records management
requirements that the CRM must enforce? Are there
gaps or outliers that should be accounted for?

New workflows will potentially differ significantly
from previous ones. Will policy changes need to be
prepared and disseminated to users?

120. Coding and testing should be conducted in a MS Should the Department issue a solicitation for
sandbox environment provided by the State. Will the | the services referenced in this RFI, requirements
state provide the sandbox? for testing will be included.
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121. Reporting & Analytics: Are there predefined Should the Department issue a solicitation for
performance metrics or KPls the Department the services referenced in this RFI, requirements
currently tracks, or should vendors propose for performance metrics will be included.

standard Treasury- style metrics?

122. Will early adopters be recruited? See response to Question #120.

Can a set of experts be isolated from their day-to-
day jobs for testing?

123. Accessibility: Are public accessibility requirements At a minimum, any public facing content must
limited to WCA 2.1 Level AA, or are additional meet WCAG 2.1 Level AA standards, which is
State Specific accessibility standards applicable? required by federal law.

124. To what extent does the state want MS365 CoPilot | See response to Question #36.
Al to be implemented?

125. If MS365 CoPilot is desired, under what set of See response to Question #36.
policies, rules and validations will MS365 CoPilot Al
operate?

3. RFI Amendment Effective Date. The revisions set forth herein shall be effective upon release. All
other terms and conditions of this RFI not expressly amended herein shall remain in full force and
effect.
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