Exhibit 5.2: Constituent Relationship and Engagement Management
Effective constituent relationship management (CRM) depends on quality client communication. Strategies for how, when, and to whom communications are sent and received are often the backbone structures for successful student and employee engagement. Across Owens State Community College, managing the number, sequence, and content of various messages sent and received from the institution and the respective departments is complex and challenging. Developing strategic messages should be crafted with the audience and their preferred modality in mind, whether the content is a one-time message or a track of multiple contacts, or an informational or strategic message prompting for action. Using technology strategically to enhance the delivery of these messages is also important in achieving communication success. 
As Owens State Community College continues to look to enhance the overall student experience, it is important to address today’s traditional/workforce students and the students of tomorrow. It is expected that the proposed solution has a set of relationship and engagement tools to serve Owens State Community College’s full constituency base – including, but not limited to prospective students/applicants, current students (credit/non-credit/workforce), former students, financial aid applicants, employees/staff, adjunct, and full-time faculty, vendors, corporations, grantors/funding agencies, and contractors.
Responses must be provided for each scenario in the domains that follow, detailing the functionality available in the proposed solution. Responses to ALL questions should include a status on availability for the functionality prior to the scenario response, as follows:
Yes, functionality is available now as part of the proposed solution
Partially, portions of the functionality can be met within the proposed solution (explain in detail)
Yes, functionality will be available as part of a future commercially available release (provide estimated release date)
Yes, functionality is available as part of a proposed third-party solution (provide third-party solution name)
No, functionality is not available but could be through a custom build only
No, functionality is not available in the proposed solution
5.2.1 	Constituent Relationship and Engagement Management
Owens State Community College desires a single, comprehensive relationship tracking solution that allows the institution to engage with and sustain relationships with ALL constituents as described above.
1. Specifically, for students, the proposed solution should support the full student life-cycle from prospective students to alumni. Describe how the proposed solution would support engagement and communication for the entire life-cycle of a student for both credit and non-credit students.
2. Specifically, for employees, describe how the proposed solution will support engagement and communication for the full life-cycle of staff and faculty – from position application, interviewing, hiring and onboarding, establishing faculty assignments and course instruction, managing leaves, and separation.
3. Describe additional features the proposed solutions’ relationship and engagement solution enables to extend the reach, cultivation, and engagement of its many constituencies.
4. Describe the comprehensive relationship tracking functionality in the proposed solution across all domain areas of Prospect, Student, Finance, Human Resources, including the ability to design communication tracks automatically.
5. Assign missing items needed according to business rules, evaluate and determine status based on business rules, and any other functionality included. If functionality differs between the domain areas, describe in detail.
6. Describe how the proposed solution will ensure future growth in tracking, reporting, marketing, communication, and event management.
7. The ability to communicate with current prospective students, students, former students, vendors, faculty, and staff across a variety of platforms and allowing students to create a personal hierarchy of communication methods (email, voicemail, text, app notification, printed mail, etc.) is crucial to ensure notifications are being sent according to their preferences of platforms and methods. Describe the options available in the proposed solution to meet these requirements. If functionality differs depending on the constituency, describe in detail.  
8. Describe the functionality in the proposed solution to personalize communications to individuals, based on information known about the individual (e.g., name, gender, preferred name, preferred pronouns, program/major, department, city/state/country of residence or citizenship, etc.). If functionality differs between the domain areas, describe in detail.
9. Describe how the proposed solution will enhance the ability to track and manage other relationships, for instance, a student’s high school counselor; if a sibling is a current student or alum; their mentors, etc. 
10. Explain all functionality included to perform analysis on any facet of communication (e.g., mode, the day of the week/time of day sent, click rates/opened/read, the method of response).
11. Describe how quickly the proposed solution readily adapts to emerging technologies. Provide examples of some of the newest technology in use.
12. Communicating across the institution’s prospects/inquiries for both Admissions and Human Resources hiring in a cohesive, coordinated plan is a necessity. Explain how the proposed solution would support this need.
13. Describe the capability of the proposed solution to communicate with an individual in distinct ways, based on unique factors which may be relevant. For instance, a prospect for one program may also be a current student with a different enrollment/student status or high school students who are taking college courses and are applying for an undergraduate program. If functionality differs depending on the constituency, describe in detail.


5.2.2 	Communication Functionality and Strategies
Strategies on what type of communications and what type of delivery method is best for each message are core to successful communications with a selected audience. This area combines the multi-faceted challenges of defining the type of message to be delivered and specifying the methods or formats in which the message will be delivered. Also included are other methods of interacting with constituents to include user interfaces and dashboards.
1. Whether the message is informational or a prompting message requesting action, the timeframe and personalization of the message need to be automated, either by a designated timeline or an action recorded in the solution. Describe the functionality within the proposed solution for automated messaging. Explain the steps to set up and deliver a message.
2. Does message delivery differ based on whether the audience is external (prospects/vendors) or internal (students/employees)? Describe the difference. 
3. Describe whether the proposed solution supports attaching forms or linking to forms as part of the communication and if the mode of communication can alter those options. For example, if the preferred method to receive information is text, the required forms would be offered as a link, but if the preferred method is e-mail, the forms would be attachments.
4. Describe how the proposed solution can send messages via multiple methods, escalating the degree of personalized delivery based on the criticality of a message or impending deadline for action.
5. The College will need to view some of all sent and/or pending communication and/or engagement interactions. Additionally, the College may use a call center that would need to view information or activity related to any student. Explain how personnel can view this information for an individual based on user security access. The College needs to be able to see and report on communication and verify when it was sent/received and by whom. How is the security access established, stored, and maintained? 
6. Explain the steps required to create communications for groups based on ad-hoc requests for specialized audiences. Describe how users will identify and group those needing to receive communication based on selecting one or more pieces of data in the solution.
7. Is there any limitation in the number of messages the College can send or the number of contacts (students) they have in the system to message?
8. Describe how the proposed solution could track and communicate with prospects, students, former students, vendors, faculty, employees, and/or other constituents across multiple years.
9. Describe how the proposed solution will support emerging communication methods and technology.
5.2.3 	Communication Audiences
The items below depict the various audiences, both internal and external, with whom the College and the various departments within the College may communicate.
1. Describe how the proposed solution can effectively communicate with people who may hold multiple roles within or across Owens State Community College (e.g., student, prospect, employee, alumni, parent, community partner), based on the role to which the communication is directed.
2. The ability to connect information from relationship management to dollars spent for training, and allowing workforce areas to track prospects and leads, and maintain continuous relationships with potential clients and students, while also providing the required/desired training. Explain, including the reporting available.
3. Explain how the proposed solution is configured to support the multiple roles and audiences. 
4. Does the proposed solution integrate with other third-party products (learning management systems, library systems, bookstore systems, etc.) to maintain a complete record of student communications in one location? Describe how this works.
5. Describe how the proposed solution communicates with and tracks external constituents involved with students (e.g., high school counselors, community partners) or those with a relationship to the student (counselor, parents, etc.).
6. Explain how outbound communications are created and formatted. Can this be accomplished with templates and graphics? How much programming knowledge is required? Are there options to export electronic communications to be printed and mailed to home addresses?
7. Explain how constituent information can be filtered so communications can be sent to targeted constituents.
8. Explain the setup and functionality for an individual to opt-in or opt-out (once opted-in) of communications. Is there a default mode that the individual can’t opt out of? Is there a universal opt-in or opt-out?
9. Describe how the proposed solution supports proofing, testing, and user approval prior to sending the communication.
10. Describe how the proposed solution permits teams to create their own ad-hoc or additional communications and get approvals before sending.
5.2.4 	Communication Methods
The information below details the modes by which communications, both inbound and outbound, are likely to be delivered to their audiences and how these are used to build relationships with constituents.
1. Describe functionality in the proposed solution for the recipient to establish and manage a hierarchy of preferred methods to receive communication, manageable from multiple device platforms.
2. Describe how the institution can define the hierarchy of importance of outgoing messages from across the College. Can a limit of the maximum number of communications sent to a single person from across the whole college be set? Can those that are sent be based on the defined hierarchy of importance? Can the remaining number of unsent communications remain in the queue to be sent the following day, again depending on maximums and the defined hierarchy? 
3. Explain how the proposed solution records authorization to view communication information and content from across the whole institution. How would security be set up?
4. Describe the ability to manage two-way communications, where feasible (e.g., phone, texting, email).
5. Explain how the proposed solution would track and honor recipient communication preferences for devices and types of messaging effective dates.
6. Describe the ability of the proposed solution to track communications by modality for analysis of communication efficacy.
7. An individual has opted out of text messaging. Describe how the proposed solution registers the opt-out. Explain if and how the proposed solution can automatically move to the next preferred method of communication for the individual.
8. Describe how “flags” or other indicators are set to control communication, such as confidentiality, deceased persons, etc.
9. Describe how inbound communication (email, texts, etc.) is tracked and routed. How are attached documents managed within the proposed solution for evaluation and sharing, as appropriate?
5.2.4.1  Chat Communication
1. Does the proposed solution provide a dynamic chat interface (click to chat or user is asked whether they want to chat based on browsing activity), or does it integrate with third-party chat features? Describe the proposed solution, any integrations, and provide examples. 
2. Does the proposed solution provide chat-bot features or integrate with a 3rd party chat-bot platform? Explain.
3. Does the proposed solution provide video chat features or integrate with a 3rd party video chat platform? Explain.
5.2.4.2  Print Materials Communication
1. Does the proposed solution allow variable data printing (also known as one-to-one marketing or personalized printing) so Owens State Community College can target personalized communication with prospective constituents? Alternatively, is there an integration available through the proposed solution? Describe the proposed solution, any integrations, and provide examples.
2. Does the proposed solution contain or integrate with a document management system to automatically generate pdf copies of selected communications to be saved to a constituent’s folder? Describe the proposed solution, any integrations required, and provide examples.
5.2.4.3  Social Media Communication
1. Does the proposed solution provide a social media interface, or does it integrate with third-party social media features? Describe the proposed solution, any integrations, and provide examples.
2. Explain how communication from social media is tracked and presented as part of the complete communication cycle.
3. Does the proposed solution provide an interface for text messaging, or does it integrate with third-party texting features? Describe the proposed solution, any integrations, and provide examples to support all institutional constituents.
5.2.4.4  Website/Portal Communication
1. Describe all functionality included in the proposed solution to allow Owens State Community College to create websites, custom web pages, and custom web forms. Explain any design restrictions that may prevent the College from applying institution design standards. 
2. What integration is available to a third-party solution for creating web pages? If desired, what programming languages are required/utilized to create web pages? Describe the functionality and/or the integration. 
3. Detail the process to apply business logic to Web Forms in the proposed solution, including the type of web form business logic available. 
4. Describe the ability to create custom web forms that include workflow capabilities on the back end. Please describe the type of workflow capabilities available for web forms.
5. Does the proposed solution allow Owens State Community College to create websites, custom web pages, and custom web forms?
6. Does the proposed solution include the ability to display dashboards or to create dashboards for presenting information to users? Do these dashboards appear on a mobile device? Describe the type of dashboards available.
7. Describe functionality in the proposed solution to include links to external applications on forms that would enable material from one source to be incorporated into another.
8. Describe how the proposed solution supports the use of knowledge bases.
5.2.5 	Communication Devices
The method by which communications are sent and received also must be considered when planning communications to ensure that the message can be accessed by the intended audience, including compliance with accessibility standards.
1. Describe the platforms that are compatible with the proposed solution. Include any and all web browsers and all mobile device platforms supported.
2. Describe how the proposed ERP integrates with email solution providers.
3. Describe how the proposed ERP supports communication/messaging within the ERP solution itself.
4. Describe how emerging devices are identified and how quickly support is added within the proposed solution. Provide examples of some of the newest technology in use.
5.2.6 	Relationship Management Strategy
Communication tracks detail the purpose of each communication, the frequency and conditions under which the communication would be sent or personalized, the timeframe for sending the communication relative to other actions or specific timeframe, and the proposed delivery method for each communication.
1. Describe how the proposed solution can create standard survey templates used to communicate with desired audiences or collect and analyze results, and allow survey template sharing across the College.
2. Describe how the proposed solution tracks whether electronic communications were received, opened, read, or if links within communications were followed; and collect data for further analysis of communication effectiveness. 
3. Describe how the proposed solution uses predictive analytics to enhance communication effectiveness.
4. Describe how custom communication workflow and delivery is configured for different student admit types: (Freshman, College Transfer, Out of State, International. etc.).
5. Describe a case study example of how inbound communication triggers additional automated action. For instance, if a missing transcript was the last document a prospective student needed to submit, what types of internal action and communication and external-facing action and communication can automatically be set in motion within the proposed solution?
6. Describe how the proposed solution uses routing controls to assure inbound communication goes to the right person at the College.
7. Are there any limitations to the constituencies that the communication engine can serve in order to build institutional relationships? Will ALL of the following constituencies be served by the same single communication methods in the proposed ERP - prospective students/applicants, current students (credit/non-credit/workforce), former students, financial aid applicants, employees/staff, adjunct, and full-time faculty, vendors, corporations, grantors/funding agencies, and contractors?
8. The College needs the flexibility to create both complex and streamlined communication activities. Describe how the proposed solution can create a crisp set of communication actions, such as 1) the ability to send messages to the student when an application is received. 2) a message when the application has been accepted. Or 3) if more information is needed, the ability to send a student the message identifying what other documents are required. 
9. Standardized communication templates permit effective sharing and reusability across Owens State Community College, yet also allow for customization of messages that align with institutional business practices. Describe in detail the steps required to set up this process in the proposed solution, including how the “master” template for Owens State Community College would be configured and how each department can individualize the template to meet its needs.
5.2.7 	Event Management
Event management relates to the process needed when managing events such as conferences, ceremonies, concerts, student activities, etc. It typically involves identifying its target audience, devising the event concept, and coordinating the technical aspects before actually launching the event.
1. Describe how the proposed solution will support the first stages of Event Management, beginning with the Event Proposal/Request process, where the event receives approval from a higher administrative personal regarding all of the following aspects: 1. Does the purpose of the event enhance the mission of the College, benefit students, community, etc.? 2. approval of the proposed Budget and funding sources? 3. Is the event scheduled at the “right” time of the year (Date and President schedule check)? Once approved, the event is submitted to the calendar, which notifies all internal departments. 
2. Event management contains calendar solutions so that users can schedule, and constituents can register and view past, current, and upcoming events. Describe functionality included to create, update, identify schedule availability, and remove events from a calendar (such as Outlook) while answering the following requirements:
a. Does the proposed solution include calendar functionality?
b. Does the calendar function have both an internal and an external calendar, have multiple calendar views, to be able to search by date, event category, department, or campus? 
c. Describe available integrations for other available products supporting room scheduling and email calendars
3. In addition to calendaring functionality, the tools available to manage the event are crucial. Does the proposed solution include an event management tool? Are third-party options available, and what interfaces are supported? Describe the functionality available for the following tasks:
a. Establish a unique identifier number for each event
b. Event participant registration and check-in through various means, including mobile, manual, and scan and track identification/registration for events (example: scan mobile device and record student attendance at the event) 
c. Event guest check-in through various means, including mobile, manual, and scan and track identification/registration for events, such as events such as speakers, community and department members, etc., even if they were not pre-registered
d. Track/report event details, including goals, participation, etc., so that users can review event success attributes
e. Track profit and loss for events (at the micro-level and the total collective roll up)  
f. Suggest events that students could attend, based on attributes 
g. Import event data from third-party sources such as Cvent or Eventbrite; student life
h. Link an event to a parent event (such as a seminar during a conference)
i. Collect event fees or payments, including applicable event discounts 
j. Track event types such as orientation and on- and off-campus events
k. Create and track event tasks and checklists 
l. Create and manage event waitlists
4. When an attendee registers for an event, would both the event coordinator and the attendee receive a confirmation? If so, can this confirmation message have the ability to be customized with specific instructions, maps/directions, etc., per event?   
5. Does the system support prior information participant tracking (pre-populate known demographic information on fields if it has already been captured in the system). For example, Joe Smith is an Alumni and registers for a banquet one week, then the next week, Joe registers to attend a workshop. His prior registration information would automatically populate the fields in the newest workshop registration. Most importantly, the event coordinator can track his attendance and interests. Describe how the proposed solution supports utilizing prior information and permits data mining of prior attendees. 
6. Does the system allow for the event management functionality to perform asynchronous at off-site locations when internet access is poor or not available and then allow for the synchronization of data when the user or device has internet access? Explain. 
7. Describe if there are any limitations of the use of event management functionality across all domains to support prospective students, students, former students, faculty, and staff.
8. Does the proposed solution include a service ticket or work order system? Are third-party options available, and what interfaces are supported? Describe the functionality available for the following tasks:
a. Submit notification to reserve indoor and outdoor space as appropriate
b. Submit notification to Security and Safety for access, usage, and/or support services
c. Submit notification to Parking Services for access, usage, guest decals, lot signage, and/or support services
d. Submit notification to specific guest speakers, presenters, or attendees as appropriate to include calendaring
e. Submit notification or requests to the Marketing and Communications Office to support the communicating, marketing, and promotion of events via flyers, social media, and invitations with email reminders
f. Submit notification to specific event staff as needed to include calendaring
g. Submit requests to Physical Plant Maintenance and Operations for specific event set up, furniture needs, temperature control, custodial services, or other special event requirements
h. Submit requests to Audio, Visual, and Information Technology divisions for support services and equipment needs (both in-person and virtual)
9. Does the proposed solution support the identification and planning of all services needs for access by institutional stakeholders, including but not limited to, can the system support that information (chairs, tables, podiums, AV, web access, catering, setup configurations, etc.). Describe in detail.
10. Does the proposed solution include the option to cancel an event to include the following tasks?
a. Send notification (i.e., internal departments such as parking, A/V, PPD, etc. and registered guests) and cancel all stakeholder calendars
b. Send notification and cancel all service tickets or work orders
c. Notate event cancellation on reporting tools
11. Does the proposed solution support the tracking and use of volunteers for events management and execution? For instance, volunteers are used to staff events and may need to have training prior to the event. Tracking volunteers, their interests, and the specific training they receive are required for administrative event management. Please detail how your proposed solution will support these needs.
12. Following the event, describe how the proposed solution will support wrap-up activities, including the ability to track volunteers’ work, send out thank you messages and feedback surveys to all attended, and collect and analyze the survey feedback.
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