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[bookmark: _Toc220234184]1. Background & Context

Salesforce is already operational and actively used by the Lebanese Red Cross for fundraising and donor management, including integrations with online donation platforms. The current fundraising implementation, however, requires enhancement, remediation, and optimization to address identified data quality, automation, reporting, and integration gaps. By contrast, Salesforce is not yet operational for the Non-Emergency Hotline (1760), and hotline-related processes are currently handled through non-CRM or partially manual workflows. In addition, the CTI solution (inGenius) is already installed within LRC’s telephony environment but is not yet configured or integrated with Salesforce. 
This ToR therefore focuses on enhancing an existing Salesforce fundraising implementation, while designing, configuring, and operationalizing Salesforce for 1760, and activating and configuring the existing inGenius solution to work seamlessly with Salesforce.However, documented assessments and operational reviews have identified functional gaps, data quality risks, workflow limitations, and integration weaknesses that limit effectiveness, scalability, and reporting accuracy—particularly for donor lifecycle management and hotline case handling.

LRC therefore seeks a qualified Salesforce implementation partner to enhance, remediate, and extend the existing platform—without replacing it—while ensuring alignment with humanitarian accountability, data protection, and long-term sustainability.

[bookmark: _Toc220234185]2. Objectives of the ToR

[bookmark: _Toc220234186]2.1 Overall Objective

The objective of this ToR is to enhance an already operational Salesforce fundraising platform, to extend Salesforce usage to the Non-Emergency Hotline (1760), and to activate and configure the existing inGenius CTI solution for full Salesforce integration. 
The Lebanese Red Cross seeks to consolidate fundraising, donor engagement, and hotline interactions within a single CRM platform, while addressing documented shortcomings in the current fundraising setup and enabling structured, auditable hotline operations for the first time.
 The ToR aims to ensure that Salesforce becomes a reliable system of record for both donors and hotline interactions, supports automation and performance monitoring, and operates in alignment with humanitarian accountability, data protection, and operational sustainability requirements. within the current implementation, while strengthening automation, reporting, and management oversight in order to:

· Maximize the value and sustainability of the current Salesforce investment, without platform replacement.
· Establish Salesforce as a single, reliable system of record for fundraising, donor engagement, and non-emergency hotline (1760) operations.
· Address documented functional, data quality, workflow, and integration gaps that currently limit operational efficiency, reporting accuracy, and donor/beneficiary experience.
· Enable scalable, auditable, and accountable CRM operations that meet humanitarian governance, data protection, and management reporting requirements.
· Strengthen decision-making through accurate, real-time dashboards, KPIs, and analytics for management, fundraising, and hotline operations.
· Maintain data ownership, confidentiality, and compliance with LRC data protection policies and GDPR principles.
· Strengthen governance, auditability, and transparency of CRM operations.
· Minimize operational disruption during implementation.
· Ensure knowledge transfer to LRC ICT and business teams to reduce long-term vendor dependency.
The ToR is expected to deliver practical, production-ready enhancements, not conceptual redesigns, and must result in measurable improvements in usability, data quality, automation, and service performance.
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The scope of work covers the enhancement of an existing Salesforce fundraising implementation, the initial configuration and deployment of Salesforce for Non-Emergency Hotline (1760) operations, and the configuration and activation of the already installed inGenius CTI solution for integration with Salesforce. 
The scope does not include the procurement or installation of Salesforce licenses or CTI infrastructure, but focuses on configuration, development, integration, testing, and operational readiness. 
All work shall be performed within LRC’s existing Salesforce environment and telephony infrastructure, with the objective of delivering fully functional, production-ready capabilities that can be verified through user acceptance testing.

[bookmark: _Toc220234188]3.1 General Scope Principles 

The supplier shall:
· Work within LRC’s existing Salesforce environment, licenses, and core architecture.
· Reuse and improve existing configurations wherever feasible, avoiding unnecessary redevelopment.
· Apply Salesforce and Nonprofit Success Pack (NPSP) best practices.
· Deliver configurations and custom developments that are:
· Maintainable
· Fully documented
· Transferable to LRC ICT staff
· Ensure all developments are:
· Tested
· Approved by LRC
· Deployed to production following agreed change management procedures.
The supplier shall not:
· Introduce unmanaged third-party tools without prior written approval.
· Implement hard-coded logic that prevents future configuration by LRC administrators.
· Modify or delete production data without explicit authorization.

[bookmark: _Toc220234189]3.2 Part 1 – Fundraising Module Enhancement

3.2.1 Assessment and Functional Review
The supplier shall conduct a structured assessment of the existing Salesforce fundraising implementation, including:
· Review of:
· Current data model
· Custom objects and fields
· Workflows, flows, and automation
· Dashboards and reports
· Integration logic with online fundraising platforms (including iRaiser)
· Identification of:
· Data integrity risks
· Redundant or conflicting configurations
· Performance and scalability issues
· Gaps between current functionality and documented fundraising requirements
The output of this phase shall be a validated enhancement and remediation plan, approved by LRC prior to configuration.

3.2.2 Data Model and Integration Remediation
The supplier shall:
· Redesign and optimize the fundraising data model to ensure:
· Proper separation between donor master data and transactional data
· Correct handling of one-time donations, recurring donations, payments, and campaigns
· Remediate integration logic to:
· Prevent overwriting of existing donor data
· Prevent deletion and recreation of opportunities
· Support asynchronous processing and error recovery
· Introduce mechanisms for:
· Tracking failed or delayed transactions
· Monitoring integration health
· Reprocessing failed records
All changes must preserve historical data and reporting continuity.

3.2.3 Donor Lifecycle and Engagement Management
The supplier shall configure Salesforce to support:
· End-to-end donor lifecycle tracking, including:
· Leads
· First-time donors
· Recurring donors
· Lapsed or inactive donors
· Donor segmentation based on:
· Donation frequency
· Donation value
· Channel
· Engagement history
· Automated donor engagement actions, including:
· Acknowledgements
· Milestone recognition
· Drop-off detection and follow-up triggers
Donor self-service capabilities shall be supported where already envisioned, without requiring additional Salesforce user licenses.

3.2.4 Reporting, Dashboards, and Analytics
The supplier shall design and implement:
· Role-based dashboards for:
· Fundraising officers
· Management
· Finance coordination (read-only where applicable)
· Standardized reports covering:
· Donations by channel
· Recurring subscription performance
· Donor retention and attrition
· Campaign effectiveness
· Exportable datasets (CSV) to support external reporting and audits.
All dashboards and reports must be validated with LRC users prior to acceptance.
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3.3.1 Call Intake and Case Creation
The supplier shall configure and develop Salesforce to support structured hotline operations, including:
· Automatic or assisted creation of caller records upon inbound calls
· Retrieval and display of caller history and previous cases
· Creation of case records linked to callers and calls
Phone numbers shall be used as primary identifiers, with safeguards against duplicate records.

3.3.2 Case Categorization and Data Capture
The supplier shall:
· Configure standardized case types and sub-types reflecting LRC hotline operations
· Define mandatory and conditional fields per case type
· Replace unstructured notes with guided forms and structured fields
Case structures shall support different operational processes (e.g. information requests, complaints, service follow-ups).

3.3.3 Workflow Automation, Routing, and Escalation
The supplier shall implement:
· Automated case ToR based on:
· Case category
· Department responsibility
· Urgency
· Configurable escalation rules based on:
· Time thresholds
· Case status
· SLA breaches
· Automated notifications to:
· Internal stakeholders
· Relevant departments
· Supervisors (when escalation occurs)
All escalation paths must be transparent and auditable.

3.3.4 Case Follow-Up, Closure, and Quality Control
The system shall support:
· Tracking of follow-up actions and outcomes
· Controlled case closure with mandatory outcome fields
· Automated acknowledgements or updates to callers where applicable
· Supervisor review of closed cases for quality assurance

3.3.5 Hotline Monitoring and KPIs
The supplier shall deliver dashboards showing:
· Call and case volumes
· Resolution and response times
· SLA compliance
· Escalation trends
· Agent workload distribution
KPIs shall be configurable by LRC without code changes.

[bookmark: _Toc220234191]3.4 Part 3 – CTI (inGenius) Integration
3.4.1 Salesforce–CTI Integration Design
The supplier shall design and implement a robust integration between Salesforce and inGenius, ensuring:
· Compatibility with LRC’s Cisco telephony environment
· Secure authentication and role-based access
· Minimal latency and reliable performance

3.4.2 Call Handling and CRM Interaction
The integrated solution shall support:
· Inbound and outbound calls from Salesforce
· Screen pop-ups displaying:
· Contact details
· Active or historical cases
· Donor records (where applicable)
· Automatic logging of:
· Call metadata
· Call outcomes
· Agent handling information

3.4.3 Reliability, Monitoring, and Supportability
The supplier shall implement:
· Error handling and failover mechanisms
· Logging of integration failures for troubleshooting

3.5 Cross-Cutting Activities
Across all parts, the supplier shall provide:
· Detailed functional and technical documentation
· Configuration guides for LRC administrators
· Support during user acceptance testing (UAT)
· Controlled deployment to production
· Post-deployment stabilization support
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The Lebanese Red Cross requires the supplier to deliver functional enhancements that concretely improve how the existing Salesforce platform supports fundraising, donor management. 
These functional requirements define what the system must do in practice, covering core business processes such as donor lifecycle management, donation and subscription tracking
All functional requirements are mandatory, must be implemented within the existing Salesforce environment, and must be delivered in a way that allows LRC to clearly verify compliance during testing and acceptance.
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4.1.1 Donor & Account Management
· Ability to create and manage individual, group, and corporate donors
· De-duplication logic for donors across multiple channels
· Preservation of historical donor data (no destructive overwrite)
· Role-based visibility of donor information
4.1.2 Donation & Payment Management
· Support for:
· One-time donations
· Recurring donations (subscriptions)
· Offline donations (cash, wire transfer)
· Clear separation between:
· Donation intent
· Donation confirmation
· Payment receipt
· Ability to attach supporting documents (e.g. transfer slips)
4.1.3 Recurring Donations & Subscriptions
· Native recurring donation object usage (not simulated via opportunities)
· Tracking of:
· Active subscriptions
· Suspended subscriptions
· Cancelled subscriptions
· Automated detection of failed or dropped subscriptions
4.1.4 Campaign & Channel Attribution
· Automatic creation and linking of Campaign records
· Attribution of donations to:
· Website
· iRaiser
· Events
· Branches
· Ability to report by campaign, channel, and branch
4.1.5 Automation & Alerts
· Automated acknowledgements to donors
· Alerts for:
· Missing receipts
· Failed payments
· SLA breaches with Finance
· Configurable automation using Salesforce Flows
4.1.6 Reporting & Dashboards
· Standard dashboards for:
· Fundraising officers
· Fundraising management
· Executive oversight
· Drill-down capability from dashboards to records
· CSV export for audits and donor reporting
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Part 2: Non-Emergency Hotline (1760)
4.2.1 Call Intake & Caller Identification
· Automatic identification of callers via phone number
· Retrieval of caller interaction history
· Manual override for anonymous or blocked numbers
4.2.2 Case Management
· Automatic or assisted case creation
· Case categorization using predefined types and sub-types
· Mandatory fields per case type to ensure data completeness
4.2.3 Workflow, Routing & Escalation
· Automated case routing based on:
· Case category
· Priority
· Responsible department
· Configurable escalation rules based on:
· Time thresholds
· Status
· SLA breaches
4.2.4 Follow-Up & Closure
· Task and follow-up tracking per case
· Mandatory outcome fields before closure
· Case reopening capability with full audit trail
4.2.5 Monitoring & KPIs
· Dashboards showing:
· Open vs closed cases
· SLA compliance
· Escalations
· Agent workload
· Filters by date, category, agent, and department

4.3 Functional Requirements – Part 3: CTI (inGenius)
4.3.1 Telephony Integration
· Inbound and outbound calls from Salesforce interface
· Automatic screen pop-ups on call arrival
· Ability to dial from Salesforce records
4.3.3 Call Transfer & Collaboration
· Call transfer between agents
· Transfer of CRM context during call transfer
· Supervisor monitoring capability

[bookmark: _Toc220234195]5. Non-Functional Requirements
The Lebanese Red Cross requires the Salesforce solution to meet strict non-functional requirements to ensure that the platform is secure, reliable, performant, compliant, and sustainable over time
The modification and implementation of the new solution on Salesforces must meet the below criteria:
5.1 Security & Access Control
· Role-based access control for all modules
· Field-level security for sensitive data
· Full audit logs for:
· Data changes
· User access
· Administrative actions
5.2 Data Protection & Compliance
· Compliance with GDPR principles:
· Data minimization
· Purpose limitation
· Right to access and correction
· Data ownership remains exclusively with LRC
· No data extraction or reuse by the supplier
5.3 Performance
· No perceptible latency for agents during call handling
· Dashboards must load within acceptable Salesforce performance limits
· Batch jobs must not block user operations
5.4 Availability & Reliability
· Minimum platform availability: 99.5%
· Defined recovery procedures for:
· Integration failures
· System failure 
5.5 Scalability & Maintainability
· Solution must support growth in:
· Number of donors
· Number of hotline cases
· Number of agents
· Preference for configuration over custom code
· Clear documentation for all custom components
5.6 Usability
· Optimized layouts for:
· Call-center agents
· Fundraising officers
· Minimal clicks for common tasks
· Guided forms and validation messages
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The Lebanese Red Cross requires comprehensive training and structured knowledge transfer to ensure that the enhanced Salesforce platform can be operated, administered, and evolved internally without long-term dependency on the supplier. 
Training must enable end users to confidently perform their daily tasks using the new or enhanced functionalities, while equipping LRC ICT staff and designated super users with the knowledge required to manage configurations, users, automation, and basic troubleshooting. Knowledge transfer is not limited to system usage but must include clear documentation of configurations, integrations, and design decisions. 
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The supplier shall provide training for the following user groups:
9.1.1 End Users
· Fundraising officers
· Hotline agents
· Supervisors
Training shall cover:
· Daily operations
· Data entry standards
· Reporting usage
· Escalation handling
9.1.2 Administrators (ICT & Super Users)
· Salesforce configuration overview
· User and permission management
· Flow and automation management
· Basic troubleshooting

[bookmark: _Toc220234198]9.2 Training Methodology
· Combination of:
· Live training sessions
· Recorded sessions
· Written user guides
· Training materials must be reusable internally by LRC

[bookmark: _Toc220234199]9.3 Documentation & Handover
The supplier shall deliver:
· Functional documentation
· Technical architecture documentation
· Configuration inventory
· Known limitations and workarounds
All documentation shall be delivered before project closure.


[bookmark: _Toc220234200]10. Support & SLA Requirements
The Lebanese Red Cross requires the supplier to provide post-implementation support, warranty, and service level commitments to protect business continuity and ensure system stability after go-live. This includes a defined warranty period during which defects, configuration errors, or non-compliance with agreed requirements are corrected at no additional cost, as well as structured support services with clear response and resolution times. 
[bookmark: _Toc220234201]10.1 Warranty Period
· Minimum 3-month warranty after final acceptance
· Warranty covers:
· Misconfigurations
· Non-compliance with agreed requirements

[bookmark: _Toc220234202]10.2 Support Scope
Support shall include:
· Incident handling
· Bug fixing
· Minor configuration adjustments
· Support for integrations (Salesforce, CTI, fundraising platforms)
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Suppliers shall propose SLAs at minimum covering:
	Severity
	Example
	Response Time
	Resolution Time

	Critical
	System unusable
	≤ 2 hours
	≤ 1 business day

	High
	Major function blocked
	≤ 4 hours
	≤ 2 business days

	Medium
	Workaround available
	≤ 1 business day
	≤ 5 business days

	Low
	Minor issue
	≤ 2 business days
	≤ 14 business days
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· Named support contact points
· Escalation matrix
· Regular support reports to LRC 

[bookmark: _Toc220234205]10.5 Exit & Knowledge Retention
· LRC retains:
· Admin access
· Source configurations
· Documentation
· Support termination must not impact system operability
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This evaluation table must be completed by each bidder as part of their technical proposal. For every listed requirement, the supplier shall indicate “Yes” or “No” to confirm whether the proposed solution can fully provide the feature or capability. In the Comments column, the supplier shall briefly describe how the requirement will be met or note any limitations or assumptions. In the Page No. column, the supplier must clearly reference the exact page number in their proposal where this requirement is addressed in detail. Failure to complete the table fully and accurately may result in the proposal being considered non-compliant.
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	Ref
	Requirement
	Supplier Provides (Yes/No)
	Comments / Clarifications
	Page No. in Proposal

	F1.1
	Manage individual, group, and corporate donors
	 
	 
	 

	F1.2
	De-duplication across multiple channels
	 
	 
	 

	F1.3
	Preserve historical donor data (no overwrite)
	 
	 
	 

	F1.4
	Role-based visibility of donor information
	 
	 
	 

	F2.1
	Support one-time donations
	 
	 
	 

	F2.2
	Support recurring donations (subscriptions)
	 
	 
	 

	F2.3
	Support offline donations (cash, wire transfer)
	 
	 
	 

	F2.4
	Separate donation intent, confirmation, and receipt
	 
	 
	 

	F2.5
	Attach supporting documents to donations
	 
	 
	 

	F3.1
	Native recurring donation object usage
	 
	 
	 

	F3.2
	Track active subscriptions
	 
	 
	 

	F3.3
	Track suspended subscriptions
	 
	 
	 

	F3.4
	Track cancelled subscriptions
	 
	 
	 

	F3.5
	Automatic detection of failed subscriptions
	 
	 
	 

	F4.1
	Automatic Campaign creation and linking
	 
	 
	 

	F4.2
	Attribution by website
	 
	 
	 

	F4.3
	Attribution by iRaiser
	 
	 
	 

	F4.4
	Attribution by events
	 
	 
	 

	F4.5
	Attribution by branches
	 
	 
	 

	F5.1
	Automated donor acknowledgements
	 
	 
	 

	F5.2
	Alerts for missing receipts
	 
	 
	 

	F5.3
	Alerts for failed payments
	 
	 
	 

	F5.4
	Alerts for SLA breaches with Finance
	 
	 
	 

	F5.5
	Automation via Salesforce Flows
	 
	 
	 

	F6.1
	Dashboards for fundraising officers
	 
	 
	 

	F6.2
	Dashboards for management
	 
	 
	 

	F6.3
	Dashboards for executive oversight
	 
	 
	 

	F6.4
	Drill-down from dashboards to records
	 
	 
	 

	F6.5
	CSV export for audits and reporting
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	Ref
	Requirement
	Supplier Provides (Yes/No)
	Comments / Clarifications
	Page No. in Proposal

	H1.1
	Automatic caller identification via phone number
	 
	 
	 

	H1.2
	Retrieve caller interaction history
	 
	 
	 

	H1.3
	Manual override for anonymous/blocked numbers
	 
	 
	 

	H2.1
	Automatic or assisted case creation
	 
	 
	 

	H2.2
	Case categorization by type and sub-type
	 
	 
	 

	H2.3
	Mandatory fields per case type
	 
	 
	 

	H3.1
	Automated routing by category
	 
	 
	 

	H3.2
	Automated routing by priority
	 
	 
	 

	H3.3
	Automated routing by department
	 
	 
	 

	H3.4
	Escalation based on time thresholds
	 
	 
	 

	H3.5
	Escalation based on status
	 
	 
	 

	H3.6
	Escalation based on SLA breaches
	 
	 
	 

	H4.1
	Task and follow-up tracking
	 
	 
	 

	H4.2
	Mandatory outcome before closure
	 
	 
	 

	H4.3
	Case reopening with audit trail
	 
	 
	 

	H5.1
	Dashboard: open vs closed cases
	 
	 
	 

	H5.2
	Dashboard: SLA compliance
	 
	 
	 

	H5.3
	Dashboard: escalations
	 
	 
	 

	H5.4
	Dashboard: agent workload
	 
	 
	 

	H5.5
	Filters by date, category, agent, department
	 
	 
	 

	[bookmark: _Toc220234209]CTI Integration (inGenius – Already Installed)

	Ref
	Requirement
	Supplier Provides (Yes/No)
	Comments / Clarifications
	Page No. in Proposal

	C1.1
	Inbound calls from Salesforce
	 
	 
	 

	C1.2
	Outbound calls from Salesforce
	 
	 
	 

	C1.3
	Screen pop-ups on call arrival
	 
	 
	 

	C1.4
	Dial directly from Salesforce records
	 
	 
	 

	C2.1
	Call transfer between agents
	 
	 
	 

	C2.2
	Transfer CRM context with call
	 
	 
	 

	C2.3
	Supervisor monitoring
	 
	 
	 

	C3.1
	Error handling mechanisms
	 
	 
	 

	C3.2
	Logging of integration failures
	 
	 
	 

	[bookmark: _Toc220234210]Non-Functional Requirements (All Modules)

	Ref
	Requirement
	Supplier Provides (Yes/No)
	Comments / Clarifications
	Page No. in Proposal

	N1.1
	Role-based access control
	 
	 
	 

	N1.2
	Field-level security
	 
	 
	 

	N1.3
	Full audit logs
	 
	 
	 

	N2.1
	GDPR compliance
	 
	 
	 

	N2.2
	Data ownership remains with LRC
	 
	 
	 

	N2.3
	No data reuse by supplier
	 
	 
	 

	N3.1
	No perceptible latency for agents
	 
	 
	 

	N3.2
	Dashboards meet performance limits
	 
	 
	 

	N4.1
	99.5% availability
	 
	 
	 

	N4.2
	Recovery from integration failure
	 
	 
	 

	N5.1
	Supports growth in donors
	 
	 
	 

	N5.2
	Supports growth in hotline cases
	 
	 
	 

	N5.3
	Preference for configuration over code
	 
	 
	 

	N6.1
	Optimized layouts for agents
	 
	 
	 

	N6.2
	Optimized layouts for fundraisers
	 
	 
	 

	N6.3
	Guided forms and validation messages
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	Ref
	Requirement
	Supplier Provides (Yes/No)
	Comments / Clarifications
	Page No. in Proposal

	T1.1
	Training for fundraising officers
	 
	 
	 

	T1.2
	Training for hotline agents
	 
	 
	 

	T1.3
	Training for supervisors
	 
	 
	 

	T2.1
	Training for ICT/admin users
	 
	 
	 

	T2.2
	Automation and flow management training
	 
	 
	 

	T3.1
	Live training sessions
	 
	 
	 

	T3.2
	Recorded training sessions
	 
	 
	 

	T3.3
	Written user guides
	 
	 
	 

	T4.1
	Functional documentation
	 
	 
	 

	T4.2
	Technical architecture documentation
	 
	 
	 

	T4.3
	Configuration inventory
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	Ref
	Requirement
	Supplier Provides (Yes/No)
	Comments / Clarifications
	Page No. in Proposal

	S1.1
	Minimum 3-month warranty
	 
	 
	 

	S1.2
	Covers misconfigurations
	 
	 
	 

	S1.3
	Covers non-compliance fixes
	 
	 
	 

	S2.1
	Incident handling
	 
	 
	 

	S2.2
	Bug fixing
	 
	 
	 

	S2.3
	Minor configuration changes
	 
	 
	 

	S2.4
	Integration support
	 
	 
	 

	S3.1
	Critical ≤ 2h response
	 
	 
	 

	S3.2
	High ≤ 4h response
	 
	 
	 

	S3.3
	Medium ≤ 1 business day
	 
	 
	 

	S3.4
	Low ≤ 2 business days
	 
	 
	 

	S4.1
	Named support contact
	 
	 
	 

	S4.2
	Escalation matrix
	 
	 
	 

	S4.3
	Regular support reports
	 
	 
	 

	S5.1
	LRC retains admin access
	 
	 
	 

	S5.2
	LRC retains configurations
	 
	 
	 

	S5.3
	LRC retains documentation
	 
	 
	 



[bookmark: _Toc220234213]Evaluation croteria 

All bidders are required to complete the Technical and Financial Evaluation Tables provided in this tender dossier as an integral part of their proposal. For each technical evaluation criterion and sub-criterion, the bidder must clearly demonstrate compliance by referencing the relevant sections of their proposal and by completing the compliance and evaluation matrices as instructed. 
Responses must be specific, concise, and directly address the stated requirements; generic or marketing statements will not be considered sufficient. 
For the financial evaluation, bidders must provide a detailed and itemized cost breakdown using the prescribed structure, ensuring that all required cost components are included and clearly priced. The completed evaluation tables will form the basis of LRC’s comparative assessment of proposals, and failure to complete them accurately and in full, or failure to provide the required references and breakdowns, may result in the proposal being deemed non-compliant.
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	No.
	Main Evaluation Criterion
	Max Points
	Sub-Criteria
	Required Proof / Documents from Bidder

	1
	Compliance with Functional Requirements
	25
	1.1 Coverage of Fundraising Module requirements
1.2 Coverage of Non-Emergency Hotline (1760) requirements
1.3 Coverage of CTI (inGenius) integration requirements
1.4 Completeness and clarity of compliance matrix
1.5 Absence of critical functional gaps
	• Completed Compliance Matrix (Yes/No + comments)
• Functional description of proposed solution
• Screenshots or sample configurations (if available)
• Mapping of ToR requirements to proposed features

	2
	Compliance with Non-Functional Requirements
	10
	2.1 Data protection and GDPR compliance
2.2 Security and access control model
2.3 Performance and reliability approach
2.4 Scalability and maintainability
2.5 Usability
	• Data protection and security approach document
• Description of access control and audit logging
• System architecture overview
• Performance and availability commitments

	3
	Relevant Experience
	10
	3.1 Salesforce CRM experience
3.2 NGO / humanitarian experience
3.3 Donor management / fundraising systems
3.4 Call-center or case management systems
3.5 Quality of references
	• Company profile
• List of similar projects (last 5 years)
• At least 3 client references with contact details
• Copies of completion certificates or contracts (if available)

	4
	CTI (inGenius) Integration Experience
	5
	4.1 Salesforce–CTI integration experience
4.2 Experience with inGenius and/or Cisco
4.3 Understanding of call-flow and screen-pop
4.4 Evidence of similar deployments
4.5 Availability of CTI expertise
	• Description of CTI integration projects
• Architecture diagrams of past CTI integrations
• CVs of CTI specialists
• Reference letters or project summaries

	5
	Methodology & Work Plan
	8
	5.1 Implementation methodology
5.2 Alignment with ToR scope
5.3 Realistic timeline and milestones
5.4 Risk management approach
5.5 Change management
	• Proposed methodology document
• Detailed work plan and timeline (Gantt chart)
• Risk register with mitigation measures
• Deployment and change management approach

	6
	Team Qualifications & Certifications
	5
	6.1 Salesforce certifications
6.2 Relevant project roles
6.3 Experience of key staff
6.4 Availability and commitment
6.5 Clear role assignment
	• CVs of proposed team members
• Copies of Salesforce certifications
• Organizational chart of project team
• Signed availability or commitment statements

	7
	Training & Knowledge Transfer
	4
	7.1 End-user training coverage
7.2 Admin and ICT training
7.3 Quality of documentation
7.4 Sustainability of knowledge transfer
	• Training plan and agenda
• Sample training materials or outlines
• Documentation structure (table of contents)
• Handover and knowledge transfer plan

	8
	Support, Warranty & SLA
	3
	8.1 Warranty scope
8.2 Incident handling and escalation
8.3 SLA commitments
8.4 Support governance
	• Support and SLA proposal
• Escalation matrix
• Sample support reports
• Description of helpdesk process


Bidders must achieve a minimum score of 70% (50/70 points) to proceed to the financial evaluation

Mandatory Note for Bidders 
Bidders must submit the above-listed documents as part of their technical proposal. Failure to provide the required evidence for any evaluation criterion may result in the corresponding score being reduced or the proposal being considered non-compliant. All claims made in the proposal must be supported by 
verifiable documentation.




[bookmark: _Toc220234216]
Annex A – Use Cases for Non-Emergency Hotline (1760)
This annex defines the core operational use cases that the Salesforce platform must support for the Lebanese Red Cross Non-Emergency Hotline (1760). These use cases describe how calls, requests, and follow-ups are expected to be handled from intake to closure, and form the basis for configuration, testing, and acceptance.

A.1 Incoming Call – Known Caller
A caller contacts the 1760 hotline using a phone number that already exists in Salesforce. The system automatically identifies the caller and displays their profile to the agent, including previous calls, cases, and outcomes. The agent reviews the caller’s history before proceeding, creates a new case linked to the existing caller record, captures the purpose of the call using predefined categories and fields, and proceeds according to the applicable workflow. The case remains linked to the caller record for future reference and reporting.

A.2 Incoming Call – New Caller
A caller contacts the 1760 hotline using a phone number that does not exist in Salesforce. The system allows the agent to create a new caller record during the call, capturing mandatory identification and contact information according to LRC-defined data standards. A new case is created and linked to the caller record. The system ensures that minimum required information is captured before the case can be saved or escalated.

A.3 Information Request (General Inquiry)
A caller requests general information (e.g. schedules, services, eligibility, procedures). The agent selects the appropriate case type and sub-type, captures the request, and provides the information during the call or through a defined follow-up action. The case is closed once the information is provided, with the outcome recorded for reporting and quality monitoring purposes.

A.4 Request Requiring Follow-Up by Another Unit
A caller submits a request that cannot be resolved during the call and requires action by another LRC unit or department. The agent logs the request as a case, selects the appropriate category, and the system automatically routes or notifies the responsible unit. The case remains open until a response is received and communicated to the caller. All follow-up actions, timestamps, and communications are recorded in Salesforce.

A.5 Complaint or Sensitive Case
A caller submits a complaint or sensitive issue. The agent records the case using a dedicated case type with restricted visibility. The system enforces escalation rules, assigns the case to authorized personnel only, and tracks resolution timelines. The case cannot be closed without recording an outcome and, where applicable, confirmation of follow-up with the caller.

A.6 Escalation Due to Time or SLA Breach
A case remains open beyond the defined response or resolution time. The system automatically escalates the case according to LRC-defined rules, notifies supervisors or designated escalation points, and flags the case on management dashboards. Escalation actions and responses are logged for accountability and reporting.

A.7 Case Closure and Quality Review
Once a request or complaint is resolved, the agent or responsible unit closes the case by selecting a standardized outcome and completion notes. The system supports supervisor review of closed cases for quality assurance, trend analysis, and service improvement purposes.

A.8 Reporting and Monitoring
Supervisors and management access dashboards showing call volumes, case types, response times, SLA compliance, escalations, and trends over time. Data from all cases is available for export and analysis to support operational oversight and service improvement.






[bookmark: _Toc220234217]Annex B – Use Cases for Fundraising and Donor Management
This annex defines the core fundraising and donor management use cases that the Salesforce platform must support to enable the Lebanese Red Cross to manage donors, donations, and fundraising activities across multiple channels in a unified and accountable manner.

B.1 Expression of Interest to Donate
An individual or organization expresses interest in donating through any channel (online form, email, phone call, event). The system captures the expression of interest as a lead or donor record, assigns it to the fundraising team, and tracks follow-up actions until the donation is confirmed or declined.

B.2 One-Time Donation – Online or Offline
A donor makes a one-time donation through an online platform, wire transfer, cash, or event. The donation is recorded in Salesforce and linked to the donor profile, campaign, and channel. The system tracks donation status from intent to receipt, ensures that supporting documents can be attached, and enables issuance of acknowledgements and receipts.

B.3 Recurring Donation / Subscription
A donor enrolls in a recurring donation program. Salesforce records the recurring donation as an active subscription and tracks individual transactions over time. The system detects failed payments, suspended subscriptions, or cancellations, and triggers alerts or follow-up actions as defined by LRC.

B.4 Donor Lifecycle Management
The system tracks donors across their lifecycle, including first-time donors, active recurring donors, and lapsed donors. Fundraising staff can view donor history, engagement level, and contribution patterns, and segment donors for targeted communication and retention efforts.

B.5 Campaign and Channel Attribution
Donations are attributed to specific campaigns, branches, and channels (e.g. website, iRaiser, events). The system enables analysis of fundraising performance by campaign and channel, supporting decision-making and reporting to management and stakeholders.

B.6 Donor Communication and Acknowledgement
The system supports automated and manual donor communications, including thank-you messages, confirmations, and milestone acknowledgements. Communications are logged against the donor record to maintain a complete engagement history.

B.7 Donor Complaint or Inquiry
A donor submits a complaint or inquiry related to a donation or communication. The issue is logged in Salesforce, assigned to the appropriate team, tracked until resolution, and reported on for quality and accountability purposes.

B.8 Donor Profile Update
A donor updates their contact details or preferences through approved self-service mechanisms or via LRC staff. Updates are reflected in Salesforce without overwriting verified historical data, ensuring accuracy and consistency across channels.

B.9 Management Reporting and Oversight
Fundraising management accesses dashboards and reports showing donation volumes, recurring revenue, donor retention, campaign performance, and trends. Data can be exported to support audits, donor reporting, and strategic planning.
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