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[bookmark: _Toc960245215]Request for Tender

Tender for suitably qualified CRM providers to design, develop, implement, and support a centralised Customer Relationship Management (CRM) system for AHEAD.
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[bookmark: _Toc1468004609]1.0 Introduction
AHEAD is seeking proposals from suitably qualified CRM providers to design, develop, implement, and support a centralised Customer Relationship Management (CRM) system. 
The CRM will support AHEAD's strategic objectives in relation to Good Governance to further develop AHEAD’s IT infrastructure to improve data management, stakeholder engagement and retention of organisational knowledge.
The CRM is expected to do this by providing a single source of truth for stakeholder engagement, programme delivery, communications, reporting, governance, and organisational knowledge management. The solution should address current challenges caused by data silos, multiple disconnected systems, manual processes, limited reporting capability, and difficulties in tracking stakeholder engagement across programmes. 
AHEAD envisage the finished CRM to:
· Provide a centralised database of all AHEAD stakeholders, organisations, members, graduates, students, employers and partners.
· Deliver a complete view of stakeholder engagement across all AHEAD programmes.
· Improve reporting for management, Board and funders.
· Support GDPR-compliant data management and subject access requests.
· Enable targeted communications and relationship management.
· Improve operational efficiency by reducing manual administration.
· Support programme delivery across Employment, Education, Research & Policy and Operations teams.
· Integrate with existing systems where appropriate.
· Meet high accessibility standards in line with WCAG 2.2 AA requirements. 
[bookmark: _Toc1240414834]1.1 Organisation Overview 
AHEAD is a non-profit organisation working with and for disabled people to shape inclusive and empowering environments in tertiary education and employment. The focus of our work is access and participation in further education and training (FET), higher education (HE) and graduate employment. 
AHEAD provides information to students and graduates with disabilities, teachers, guidance counsellors and parents on disability issues in education. We undertake national research relating to the inclusion of students with disabilities, contribute to national policy forums and provide professional development opportunities to develop the capacity of staff in FET and HE to be more inclusive. 
AHEAD works with graduates and employers through the GET AHEAD Initiative and the WAM Mentored Work Placement Programme. 
AHEAD’s work is detailed on our website and you can view AHEAD’s Strategic Plan here.  
[bookmark: _Toc394145549]1.2 Background and Discovery Work Completed
AHEAD recently engaged a third-party provider who completed a comprehensive CRM Discovery and Scoping Project to assess the organisation's current systems, processes, data structures, reporting requirements, stakeholder engagement activities, and future digital needs. 
The project produced detailed business requirements, user stories, functional specifications, integration considerations, implementation recommendations, and a proposed phased roadmap for delivery. The successful supplier will be expected to review and build upon this work rather than undertake a full discovery exercise from the outset. Tenderers should therefore consider the findings of the Discovery Project when developing their proposals and recommended approaches. 
AHEAD will provide a copy of the CRM Discovery and Scoping Report to interested providers on request (see submission details). Receipt of the report will be subject to agreement that its contents are commercially and operationally sensitive and will be used solely for the purposes of assessing the opportunity, preparing a tender submission, and responding to this procurement process. The report and its contents must not be shared with third parties or used for any other purpose without the prior written consent of AHEAD.
[bookmark: _Toc21601925]2.0 CRM Specifications
[bookmark: _Toc79908319]2.1 Aim and Purpose
The aim of the CRM project is to create a single, accessible and integrated platform that enables AHEAD to effectively manage stakeholder engagement, programme delivery, communications, reporting and organisational knowledge. 
The CRM should support AHEAD to:
· Engage effectively with disabled students and graduates. 
· Strengthen employer engagement. 
· Deliver programmes and events more effectively. 
· Support policy development and research activities. 
· Improve membership management. 
· Measure and demonstrate AHEAD’s impact. 
· Strengthen governance and compliance. 

[bookmark: _Toc342198875]2.2 Scope of Work and Delivery Approach
The successful supplier should review the findings of AHEAD's CRM Discovery and Scoping Project Report and deliver a CRM solution that meets both AHEAD's current and future organisational needs. 
The CRM Discovery and Scoping Report outlines the project’s priorities, user stories and requirements and proposed CRM journey. The proposed CRM Journey, including the phased implementation approach is provided in Appendix 1. 
The project is expected to be delivered in phases, commencing with a Minimum Viable Product (MVP) in Phase 1 and providing a foundation for further development and enhancements in Phases 2-4. 
At this stage, AHEAD intends to contract for the implementation of Phase 1 (MVP) together with ongoing annual licensing and maintenance costs. AHEAD may choose to implement Phases 2-4 in future years as needs and budgets allow.
The selected supplier will work collaboratively with AHEAD to validate requirements, refine solution design, configure and implement the CRM, support user adoption and deliver go-live activities.
The successful supplier will be expected to:
Discovery, Design and Implementation
· Review the findings of AHEAD's CRM Discovery Project. 
· Validate and refine business requirements where necessary. 
· Develop a detailed implementation plan and system design. 
· Configure and deliver an accessible, user-centred CRM solution.
· Support data migration and implementation activities.
Data Management
· Support data migration and cleansing activities. 
· Implement data quality controls. 
· Ensure GDPR-compliant data storage, access controls and retention processes.
Integration
The proposed solution should support appropriate integration with the following systems either during the MVP implementation phase or through future development phases:
· Microsoft 365 
· SharePoint 
· Mailchimp
· Zoom 
· Moodle 
· WAMWorks Database - this is AHEAD’s customised online database for disabled students and graduates to register an account and receive alerts and apply for employment opportunities and employment preparation events. View the WAMWorks Database signup information here. 
· Sage 50 
· Website forms 
· Survey tools
· Other business-critical applications. 
Training and Support
Suppliers should provide:
· System administrator training. 
· End-user training. 
· User and technical documentation. 
· Go-live support.
· Ongoing support and maintenance options. 
[bookmark: _Toc2074714072]2.3 Functional Requirements 
Detailed functional requirements, user stories, system requirements, accessibility requirements, integration considerations and implementation recommendations have already been identified through AHEAD's CRM Discovery and Scoping Project and is available to interested providers on request. The Discovery and Scoping Report should be considered the primary requirements document for this procurement process.
The proposed CRM solution should support:
· Stakeholder, organisation and relationship management. 
· Membership management. 
· Communications and stakeholder engagement. 
· Event and training management. 
· Employment programme management, including WAM processes. 
· Research and Policy programme activities. 
· Query and case management.
· Reporting and dashboard creation. 
· Governance, compliance and GDPR requirements. 
[bookmark: _Toc1125901030]2.4 Accessibility Requirements
Accessibility is a critical requirement for this project and will be a key consideration in the evaluation of proposals. 
AHEAD works with and for disabled people and therefore expects accessibility and inclusive design principles are embedded throughout the design, development, testing, implementation, and ongoing maintenance of the CRM solution. The importance of this is amplified further by the fact that AHEAD is a majority disabled team. Tenderers should clearly outline their approach to delivering and maintaining an accessible platform. 
Tender proposals should:
· Provide clear examples which demonstrate expertise and understanding of accessible design competencies.
· Demonstrate how they intend to ensure compliance with WCAG 2.2 AA accessibility standards for both all the CRM’s staff-facing functions, and any functionality for external users who interact with AHEAD through forms etc.
· Describe how the proposed CRM would interact with and support a wide range of user needs and assistive technologies. 
· Describe how accessibility testing will be conducted throughout the development lifecycle.
· Describe how accessibility compliance will be monitored and maintained following implementation.
[bookmark: _Toc854249703]2.5 Other Considerations
The successful supplier should demonstrate:
Data Protection & Security Skills
The solution must comply with GDPR requirements and provide robust security, permissions, audit trails and data retention controls. 
Scalability Awareness
The solution must support future growth, new programmes, additional integrations and evolving reporting needs. 
Adoption & Change Management Approach
The proposal should address how the supplier will approach successful implementation and user uptake. 
Integration Capability
Suppliers should detail their experience integrating CRMs with a variety of other technologies/platforms such as Microsoft 365, websites, eLearning platforms, online databases, email marketing tools and financial management systems.
Relevant Experience 
· Experience delivering CRM implementation projects of a similar scale and complexity.
· Experience working with non-profit, education, disability or membership-based organisations.
· Experience designing and implementing accessible digital systems.
· Experience delivering stakeholder management solutions involving complex user journeys, programme management processes and reporting requirements.
· References from comparable projects where available.

[bookmark: _Toc1083551681]3.0 Tender Process 
[bookmark: _Toc1471131539]3.1 Tender Process
The tendering process involves three elements: 
Application window: 
The application window is open between Friday, Aug 14th – Friday, Sept 11th (5pm). Questions, initial expressions of interest and requests for the existing Discovery Report can be forwarded by email to recruitment@ahead.ie. For fairness and transparency, all companies who have asked a question or submitted an expression of interest will receive anonymised responses to questions asked by any tenderer by Friday, Aug 28th. 
Assessment of proposals: 
Proposals will be evaluated against the selection criteria and weightings set out below: 
	Selection Criteria
	Weighting 

	1. Solution Fit & Initial Delivery Approach
	25%

	2. Relevant Experience & Technical Capability
	25%

	3. Accessibility & User-Centred Design
	20%

	4. Implementation, Training & Ongoing Support
	15%

	5. Cost and Overall Value for Money
	15%

	Total
	100%



Following the initial evaluation of written submissions, AHEAD intends to shortlist up to three tenderers for an online interview and to discuss their proposal.
AHEAD reserves the right to invite additional or fewer suppliers to interview where deemed appropriate.
Interview  
Shortlisted tenderers will be invited to present their proposed solution, implementation approach, relevant experience and overall response to the requirements outlined in this Request for Tender. Tenderers will also have the opportunity to answer questions from the evaluation panel and provide further clarification on their proposal.
Interviews are expected to take place online on Friday, Oct 2nd with the contract expected to be awarded in the subsequent weeks. The successful supplier will be expected to commence the project as soon as reasonably practicable following contract award, and no later than Nov 2026.
AHEAD reserves the right to select the proposal that best meets our needs and quality expectations. 
[bookmark: _Toc204937527]3.2 Selection Criteria and Scoring 
AHEAD will evaluate written submissions against the criteria set out above. Tenderers should ensure that sufficient detail is provided in their response to enable a comprehensive assessment against each criterion.
[bookmark: _Toc1296896838]3.4 Budget Detail and Range
AHEAD expects suppliers to recommend a cost-effective solution that delivers the functionality outlined within the Discovery Report while allowing for future scalability. The proposal should include detailed costing for Phase 1 implementation MVP and ongoing annual licensing/maintenance costs associated with same, as well as indicative costs for Phases 2-4 should AHEAD proceed with those additions in subsequent years.
[bookmark: _Toc529772198]4.0 Submission Details 
Tenderers are required to submit a written proposal addressed to Deirdre Moore, Employment Manager, by email to recruitment@ahead.ie. Interested vendors can also request the existing discovery report via this email address.
Proposals should clearly address all requirements outlined in this Request for Tender and all proposals must be submitted no later than 5pm, Friday Sept 11th, 2026 to be considered.
[bookmark: _Toc1889612061]5.0 Appendices 
[bookmark: _Toc763867088]5.1 Appendix 1: CRM Journey
This section outlines a possible CRM journey for AHEAD.
Phase 1 - High Level System Design for Minimum Viable Product

[bookmark: _Toc232427245]P1 - Stage 1: Preparation 	(1-3 months)
· Establishment of Working Group. This group should meet regularly to help with the design of the system and support its adoption.
· Agree Minimum Viable Product (‘MVP’). This is the minimum set of basic functionalities that must be provided in order for the system to be useful and usable. This should be based on the Discovery Report. 
· Selection of tool.
· Selection of partner.
[bookmark: _Toc232427246]P1 - Stage 2: Delivery of MVP 	(6-9 months)
The objective is to get users using the new system as early as possible, and build incrementally from there, rather than waiting for the ‘perfect’ system to be developed before go-live. While we have set out the phases below based on the understanding of AHEAD’s current requirements, please note that the priorities for each phase can be changed and updated based on discussions between AHEAD and the selected partner for the CRM implementation project.
· Security model
· Organisations, People and Relationships
· Communications (sending emails from system to segmented lists and seeing communications logged against a client without any integrations)
· Membership (capturing basic details)
· Employment Programme (record employer details, placements available, related activities, integration with WamWorks DB, application process for applicants till hiring, track progress on placements) 
· Event Management (Capture requests for bespoke training, Capture number of attendances for workshops/events) 
· Reporting and training pertaining to the above
[bookmark: _Toc232427248]P1 - Stage 3: Enhancements to support user adoption (3 months)
When people start using the new system, opportunities will be identified for streamlining and improving the system. It is important to retain time in the budget to implement changes needed and prioritise emerging requirements against other requirements that might already be on the wish list. 
[bookmark: _Toc232427249]P1 - Stage 4: Go Live 
There will always be scope to add further improvements to the new system. However, as well as being constrained by the project budget, it is also good to allow users to settle in to using the system for a period to get a better perspective on priorities for future enhancements. Once the key user stories have been implemented, project sign-off should take place.
[bookmark: _Toc232427251]Phase 2
· Membership (Membership application from Website and capturing survey feedback from members)
· Query Handling 
· Programme Work (record organisations and people therein working on projects such as Altitude Charter, capture work done with multiple organisations,  Launchpad Ambassador)
· Event Management (online registration for workshops etc., capturing survey feedback)
· Finance/Invoicing (Generating and issuing membership invoices)
· Reporting and training pertaining to the above
[bookmark: _Toc232427252]Phase 3
· Employment Programme (Signup to events, sync zoom webinar to Salesforce, Storing key NA2 data)
· Programme Work (AHEAD Publications, capturing signups for student advisory groups, managing journal submissions, tracking policies open for comments)
· Communications (Internal Scheduling tool)
· Finance/Invoicing (generate other kinds of invoices and tracking through to payment 
· Reporting and training pertaining to the above
[bookmark: _Toc232427253]Phase 4
· Communications (Mailchimp integration)
· Employment Programme (CRM Integration with LMS)
· Finance/Invoicing (CRM integration with Sage Accounts)
· Reporting and training pertaining to the above

[bookmark: _Toc609062216]5.2 Appendix 2: Draft Project Timeline
The proposed timeline for the procurement and implementation of AHEAD's CRM project is outlined below. Tenderers should note that these dates are indicative and may be subject to change at AHEAD's discretion.
	Timeline
	Activity

	September 2026
	Tender Applications  

	October 2026
	Contract Awarded

	November-December 
2026
	Supplier engagement, and project initiation payments. Initial project planning meeting with the selected supplier, establishment of the project governance structure, and development of a detailed implementation plan.




Following project commencement, the successful supplier will work closely with AHEAD's project team and CRM Working Group to refine requirements, validate priorities, and agree a phased delivery roadmap informed by the findings of the CRM Discovery Project. 
AHEAD reserves the right to amend this timeline where necessary and to select the proposal that best meets the organisation's requirements, strategic objectives, accessibility standards, quality expectations, and overall value for money.
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