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GENERAL REQUIREMENTS

	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	This section is intended as an overview of the system architecture requirements.  The City desires to use industry standard relational Database technology (RDBMS) to control the primary data storage.  The preferred database is Oracle 10G so as to facilitate Oracle Grid technology for enterprise systems.  All solutions proposed must be in accordance with the City of Riverside’s IT Strategic Plan Section xx, available at http://www.riversideca.gov/xx/xx.  If for some reason the vendor proposes something that is not compliant, the vendor must submit a business justification for an exception to the standard.

	
	
	
	
	
	
	

	4.01
      GENERAL SYSTEM ARCHITECTURE
	
	
	
	
	
	
	

	The proposed CRM application must provide web browser based technology to minimize the non-dedicated user software needed on PC’s for full access to the application, as well as for information and submitting requests.  The application must be web-based, and not simply “web-enabled” or “browser wrapped”.  The application must meet the City’s standards for infrastructure and web applications as described in the City’s IT Strategic Plan.
The proposed application must be a COTS package with no or minimal customization.  The system shall, at minimum:

1. Integrate seamlessly and run simultaneously with other applications, networks, and network topologies

2. Interface to other applications using City approved integration tools or build on a SOA (i.e., Web Services)
	
	
	
	
	
	
	

	4.01.01
The ability to provide an open architecture for user and system interfaces based on current and industry-accepted standards, methods, and protocols such as HTTP, SOAP, Web Services, BPEL, etc.
	
	
	
	
	
	
	

	4.01.02
Ability to provide non-proprietary extensibility using standard, commonly available web-based or Microsoft-based tools and languages.
	
	
	
	
	
	
	

	4.01.03
Ability to integrate with standard Microsoft Office products.
	
	
	
	
	
	
	

	4.01.04
Ability to provide wizards and templates for document creation.
	
	
	
	
	
	
	

	4.01.05
Ability to integrate and show information from data fields and screens from the proposed solution to other applications
	
	
	
	
	
	
	

	4.01.06
Utilize appropriate business rules and constraints to enforce and maintain referential integrity.
	
	
	
	
	
	
	

	4.01.07
Ability to utilize integration methods such as BPEL and Web for application development, ad hoc database access, and ad hoc reporting.
	
	
	
	
	
	
	

	4.01.08
Ability to provide the ability to set up log event triggers to automatically notify administrator when a user defined database condition or set maximum/minimums are exceeded.
	
	
	
	
	
	
	

	4.01.09
Ability to have time-based transactions and provide effective dates criteria to facilitate mass changes to definable groupings of transactions.
	
	
	
	
	
	
	

	4.01.10
The system provides all screens, reports and transactions through a web browser. 
	
	
	
	
	
	
	

	4.01.11
Does the user have the ability to customize the online help screens?
	
	
	
	
	
	
	

	4.01.12
Ability for a user to have multiple active sessions open at one time, and the ability to switch from one to the other, to facilitate multi-tasking.  
	
	
	
	
	
	
	

	4.01.13
Specify if the system’s password can be linked to the network password, to allow single sign-on utilizing Active Directory
	
	
	
	
	
	
	

	4.01.14
Is the proposed system designed to facilitate remote, distributed entry?
	
	
	
	
	
	
	

	4.01.15
Provide short cuts, such as, toolbars; hot keys; or fast paths for experienced users.
	
	
	
	
	
	
	

	4.01.16
Provide keyboard alternatives to mouse usage, when possible, to aid the speed of experienced users.
	
	
	
	
	
	
	

	4.01.17
Provide all fields that require entry of codes or selections from master tables to be fitted with drop down boxes in order to provide the user with a list of options.
	
	
	
	
	
	
	

	4.01.18
Provide that all error messages that require user response display the applicable responses in drop down boxes with HELP text.
	
	
	
	
	
	
	

	4.01.19
Describe any user interface, navigation, or data access features that are unique to the application.
	
	
	
	
	
	
	

	4.01.20
Specify if multiple screen resolutions are available. If so, describe them.
	
	
	
	
	
	
	

	4.01.26
System has ability for the user to output any display screen to hard copy.
	
	
	
	
	
	
	

	4.02
ADMINISTRATION AND SECURITY
	
	
	
	
	
	
	

	General
	
	
	
	
	
	
	

	4.02.01
Ability to provide a flexible data archiving function wherein data can be archived based on definable rules, which may include dates and status values associated with the data.
	
	
	
	
	
	
	

	4.02.02
Ability to define fields of information as mandatory (required) or optional, for each type of transaction.
	
	
	
	
	
	
	

	4.02.03
Ability to add user-defined fields to each type of transaction.
	
	
	
	
	
	
	

	4.02.04
Ability to define default values for a field, including the ability to automatically populate fields based on the value of another field.
	
	
	
	
	
	
	

	4.02.05
Ability to define and maintain business rules for a field (field edits).
	
	
	
	
	
	
	

	4.02.65
Ability to define seed values for assigned tracking numbers or document numbers.  This includes the ability to define the format of such tracking or document numbers.
	
	
	
	
	
	
	

	4.02.07
Allow for multiple users and distributed system access.
	
	
	
	
	
	
	

	4.02.08
Ability to allow one or more users to view the same record simultaneously, query information, and run reports at the same time.
	
	
	
	
	
	
	

	4.02.08
Ability to apply locks at the record level for update processing to ensure correct updating of the data.
	
	
	
	
	
	
	

	4.02.10
Describe any limitations to accessing and linking data elements throughout the system (e.g., linking different databases).
	
	
	
	
	
	
	

	4.02.11
Provide security access for controlling processing priority.
	
	
	
	
	
	
	

	4.02.12
Provide access to all data files used by the system.
	
	
	
	
	
	
	

	4.02.13
Provide the ability to control and limit process utilization of system resources.
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	

	Security
	
	
	
	
	
	
	

	4.02.14
Describe any third party security tools employed.
	
	
	
	
	
	
	

	Describe the security capabilities of the system.  Include the items indicated below, and other relevant security options:
	
	
	
	
	
	
	

	4.02.15

·
User
	
	
	
	
	
	
	

	4.02.16

·
User class or role
	
	
	
	
	
	
	

	4.02.17

·
Department level
	
	
	
	
	
	
	

	4.02.18

·
Field level
	
	
	
	
	
	
	

	4.02.19

·
Functional capabilities:

(e.g., Add; change; delete; inquiry; reporting)
	
	
	
	
	
	
	

	4.02.20
Provide the ability for role-based security to group individuals for security purposes or to duplicate the security of a single user to another user.
	
	
	
	
	
	
	

	4.02.21
Provide the ability to exclude records and/or specific data fields from view or access.
	
	
	
	
	
	
	

	4.02.22
Provide full audit trail of all changes to the database (adds, edits, deletes), recording user, date and time of change, and, optionally, a “before” and “after” image of change.
	
	
	
	
	
	
	

	4.02.23
Ability to track all logins and login failures.
	
	
	
	
	
	
	

	4.02.24
Passwords should be stored encrypted without a means to un-encrypt utilizing Active Directory.
	
	
	
	
	
	
	

	4.02.25
Provide the ability to require users to periodically change their password based on a table-driven parameter utilizing Active Directory.
	
	
	
	
	
	
	

	4.02.26
Provide the ability through rule-based security for authorized users to view and report on security passwords utilizing Active Directory.
	
	
	
	
	
	
	

	4.02.27 
Provide an automatic log-off feature at user-specified time limits.
	
	
	
	
	
	
	

	

	
	
	
	
	
	
	

	4.03
REPORTS/DATA ANALYTICS
	
	
	
	
	
	
	

	The City of Riverside desires consistent report standards throughout every component of the CRM system.  Modern reporting capabilities encompass the full range of quality report writing features, including standard-generated reports and ad-hoc reports based on situational needs.  In addition, we expect that the proposed CRM application will include online/web-based dashboard executive view style reporting capabilities (including drill-down functions).

While we do not expect that every report will have every possible option, we do expect that all reports are well thought out, well laid out, and given sufficient user options so as to prove useful in multiple situations.

	
	
	
	
	
	
	

	GENERAL
	
	
	
	
	
	
	

	4.03.01
Does software provide the ability to “drill down” from summary level data to source of the detail to the lowest level?
	
	
	
	
	
	
	

	4.03.02
Provide the ability for inquiry reports to be generated at any time.
	
	
	
	
	
	
	

	4.03.03
Provide the option to have the same look and feel on all reports and to the screens and procedures that generate the reports to print.
	
	
	
	
	
	
	

	4.03.04
 Provide option to hold a report from printing and review it on the screen before releasing it to print (e.g. PDF format).
	
	
	
	
	
	
	

	4.03.05
Provide option to queue a report for batch generation and print, during the day or overnight (e.g. report request on demand).
	
	
	
	
	
	
	

	4.03.06
Provide option to schedule reports to be run automatically according to a predefined schedule and predefined report variables.
	
	
	
	
	
	
	

	4.03.07
 Provide option to deliver the report in a format that can be readily loaded into a spreadsheet or database software, such as ODBC.
	
	
	
	
	
	
	

	4.03.08
Ability to distribute reports manually, by fax, and electronically (email)
	
	
	
	
	
	
	

	4.03.09
Provide ability to forecast and perform what-if scenarios based on historical, current and projected data. 
	
	
	
	
	
	
	

	4.03.10
Provide standard statistical reports  showing : 
	
	
	
	
	
	
	

	4.03.11
   status of activities or customer requests
	
	
	
	
	
	
	

	4.03.12
   activity  by time period
	
	
	
	
	
	
	

	4.03.13
   other user-defined standard reports.
	
	
	
	
	
	
	

	4.03.14
Provide the ability on all reports to select and print only 

user-controlled specified subsets of the data by range of data fields appropriate for that report.
	
	
	
	
	
	
	

	4.03.15
Provide the ability for all reports to be date sensitive, including the ability to print for prior year’s data.
	
	
	
	
	
	
	

	4.03.16
Provide the ability on all reports to sort the data in user-controlled combination of sequence of the fields.
	
	
	
	
	
	
	

	4.03.17
Provide for each report a cover page that prints the defined selection and sort used to generate the data, thus defining the data presented.
	
	
	
	
	
	
	

	4.03.18
Provide the ability to perform test or sample report processing using a small sampling of the database to validate results before production processing.  Please describe.
	
	
	
	
	
	
	

	4.03.19
Provide the ability to print on special or customized forms on a high speed laser printer.
	
	
	
	
	
	
	

	4.03.20
Provide the ability for printing labels.
	
	
	
	
	
	
	

	REPORT WRITER
	
	
	
	
	
	
	

	4.03.21
Provide an ad-hoc reporting platform with pre-defined filtering criteria to enable the end-user to generate reports as needed.
	
	
	
	
	
	
	

	4.03.22
Provide an online catalog and index of all reports and ad hoc queries, both standard and user-defined, with the ability to view the report definitions and the layout.
	
	
	
	
	
	
	

	4.03.23
Provide report writer HELP capabilities.
	
	
	
	
	
	
	

	4.03.24
Provide an online data dictionary describing all data elements.
	
	
	
	
	
	
	

	4.03.25
Provide the ability for the system to support a separate independent report server for report processing. 
	
	
	
	
	
	
	

	4.03.26
Does the report writer(s) have the ability to calculate and print subtotals at any breakpoint in the data?
	
	
	
	
	
	
	

	4.03.27
Does the system have a single reporting capability across all applications, or individual report writers for individual applications?  Describe each and describe the advantages of each.
	
	
	
	
	
	
	

	4.03.28
Does the report writer(s) have the ability to calculate or perform mathematics between report columns and print the results as an output column?
	
	
	
	
	
	
	

	4.03.29
Does the report writer(s) have the ability to sequence the data in any user-defined manner?
	
	
	
	
	
	
	

	4.03.30
Does the report writer(s) have the ability to carry user-defined titles, both on the printed report and on the generating menu or pick list?
	
	
	
	
	
	
	

	4.03.31
Does the report writer(s) require knowledge of SQL to generate the report?
	
	
	
	
	
	
	

	4.03.32
Once a report has been defined, can the definition be saved for future reuse?
	
	
	
	
	
	
	

	4.03.33
Does the report writer(s) have helpful wizards to guide the novice user in defining a needed report?
	
	
	
	
	
	
	

	4.03.34
Does the report writer(s) have a log of the author, users, last change date, and last run date for the report?
	
	
	
	
	
	
	

	4.03.35
Does the report writer(s) allow customized form letters, and merge data from the database(s) into the letters?
	
	
	
	
	
	
	

	4.03.36
Does the report writer(s) allow direct export of a report or attachment to an E-mail destination?
	
	
	
	
	
	
	

	4.03.37
Provide the ability for the report writer to exclude data from a report, even if used as selection criteria.
	
	
	
	
	
	
	

	4.03.38
Provide print formatting capabilities (e.g., bold; shading; underling; boxes) in the proposed report writer.  Please describe all the formatting capabilities.
	
	
	
	
	
	
	

	4.03.39
Does the system have an end-user report writer and a technical staff report writer?  If so, explain the differences.
	
	
	
	
	
	
	

	4.03.40
Is there a limit to the number of users who can access the user report writer concurrently?
	
	
	
	
	
	
	

	4.04  SYSTEM INTEGRATION
	
	
	
	
	
	
	

	As part of the integration framework, the 311-CRM system will have to be able to abide by the following industry standards described here.  BPEL (Business Process Execution Language) is to used to orchestrate an end-to-end process flow between all services (e.g., web services, JMS, JCA, etc.).  BPEL Process Manager and SOA will integrate, exposing and consuming web services.

Web services will be required as a key integration component across and between the City’s disparate application systems and the 311-CRM solution.  The goal is to eliminate barriers between the different applications and accomplish a centralized/decentralized model that will allow users to check/verify transactions regardless of the source of origin.
See Attachment C for a diagram depicting the City’s preferred model for integration 

In addition, the call center currently utilizes an auto-attendant telephony environment.  In the future, integration with telephony and call categorizing/routing (e.g., IVR) may be a consideration. 


	
	
	
	
	
	
	

	4.04.01
Provide GIS integration in an ESRI-based GIS environment, version 9 – including ARC SDE, ARC Server, ARC IMS, ARCView, for geo-coding and mapping overlay citizens requests, layers and boundaries tracking on maps, and other geographic based functions.
	
	
	
	
	
	
	

	4.04.02
Provide GIS-centric integration such that the location selection and identification process is seamlessly performed between the geographic map and corresponding data/text fields in the 311-CRM application as required.
	
	
	
	
	
	
	

	4.04.03
Provide integration with existing Accela’s Permits Plus and EdgeSoft’s electronic Land Management (eLMS) applications for permitting and code violation information – including status, costs, violations and location correlations, etc.
	
	
	
	
	
	
	

	4.04.04
Provide integration with existing SCT Banner CIS application for customer inquiries, including customer profile, billing, address, utilities usage, customer service requests (i.e., electric outages, water leaks), etc.
	
	
	
	
	
	
	

	4.04.05
Provide integration with the City’s Graffiti Tracking application to record/track graffiti-related incidents and follow-up clean-up work
	
	
	
	
	
	
	


KEY:
Y = Yes, N = No, A = Alternate, R = Report Writer, C = Custom, D = Description attached,
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COST = Cost of custom modification


