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This RFQ process is being managed by Goodlabs Consulting Limited. 
All correspondence should be directed to Matt Wilson using the contact details below:  
matt@goodlabs.uk  
07957 357980  
 
Potential suppliers must not make direct contact with Rape Crisis Tyneside & Northumberland.  
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Introduction  

About RCTN  

Rape Crisis Tyneside and Northumberland (RCTN) has over four decades of experience in supporting 
women and girls.  

Its purpose is to: 

• relieve the emotional, psychological and/or physical distress of women and girls who have 
experienced sexual violence. 

• educate the public on the nature of sexual violence and its impact on women and girls. 

The charity works with women and girls over the age of 13, who live or work in Tyneside and 
Northumberland, who have experienced either recent or historic sexual violence, whether the perpetrator 
was known or unknown.   

Organisationally the charity has 18 staff and an annual turnover of around £500k. 

RCTN’s main service delivery areas are: 

• Practical & Emotional support  
• Counselling  
• Helpline and email support  
• Group work  

 

Background 

Dealing with over 600 clients per year RCTN is a very busy charity relies on good quality record-keeping in 
order to operate effectively. Additionally, the highly sensitive nature of its work with a very vulnerable 
client group requires systems to be secure and reliable. Improved data security along with advances in 
cloud technology present an opportunity for the charity to further evolve and improve its approach to 
Client Case Management.  

The charity is supported by multiple funders including Trusts, Foundations and government (MoJ). In order 
to maintain good relationship with its funders the charity needs to be able to report accurately on its 
activities and its outcomes. The burden of monitoring and evaluation has been growing considerably and 
the potential to automate some of this work is a key driver to change.  

Until now the charity has utilised a database custom-built some years ago using Microsoft Access. It has 
been recognised that the limitations of this system are now holding back the charity and causing 
frustrations and inefficiencies. It is also becoming more difficult to find the skilled technical support that 
this system requires as technology and skills have moved on considerably since the time it was first 
designed.  

 

Partners in this project  

RCTN is supported by the Lloyds Bank Foundation who have provided funding for the preparation of this 
specification and the associated process of finding the right technical solution and system developer.  

Goodlabs Consulting Limited have been appointed to lead RCTN through this process to ensure that the 
charity gets the right system, at the right price, within a project timetable that meets realistic expectations. 
Goodlabs will support RCTN in drafting a product/supplier shortlist, arranging demos and liaising with 
suppliers around the detail of quotations in response to the requirements document.  

Once the final product/supplier decision has been made Goodlabs will continue to oversee the 
development process until the new system is fully tested and installed.  
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System Requirements 

Essential Features 

Solutions must:  

• Help the organisation to securely store and retrieve data relating to its clients as well as other 
organisations that it deals with in the course of providing them with support. 

o at this stage there is no requirement to store data relating to donors, volunteers etc.   
• Support the charity’s broader agenda of driving to become ‘paperless’, for the purposes of 

improved data security. 
• Client privacy is an absolute priority.  
• Ensure the existing Access database fields and functionality are retained.  
• Client records from the current Access system needs to be migrated to the new system including all 

current records plus a large number of historic records (potentially up to 5 years of archive data). 
• Enable secure remote working (necessitates cloud-based system)  
• Be fully GDPR compliant inc. communication preferences, consent etc.   
• Ne able to cope with RCTN being one organisation operating in two territories (Tyneside and 

Northumberland) and across a variety of ‘outreach’ locations within these two territories.  

 

Client and Service Management  

Please refer to Appendix 1 which provides a detailed description of the functionality existing Access 
database along with Appendix 2 which presents an export of the tables and fields within the current Access 
database.  

• The CRM must enable unique client management with an inbound referral process  
• Personal characteristics and contact details are to be obtained plus presenting issues and any 

associated risks.  
• There are 4 main areas of service delivery that the CRM would be used to manage:  

o Counselling  
o Practical & Emotional Support  
o Group work  
o Helpline & email support  

• Day-to-day interactions with clients and other agencies (inc. calls, meetings etc) need to be logged 
with facility to create and categorise associated case notes 

 

Incoming Referrals  

Referrals come from many sources inc. a variety of agencies plus self-referral. Generally, referrals are made 
over the telephone with a member of RCTN staff taking the call and completing a paper form as the 
conversation progresses. The content of this form is then transferred onto the database.  

• It is recognised that this process is inefficient and insecure. Ideally the member of staff taking the 
referral would enter the data directly into the CRM.  

• The referral form contains around 200 fields, a combination of free text fields and tick boxes.   

An improvement on the current system would be to introduce a web-based referral form enabling the 
direct capture and ‘push through’ of a proportion of this data.   

• The above would enable immediate waiting list processing (see below) to begin with the remainder 
of the required referral data to be captured by staff during a follow-up phonecall.  
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Waiting Lists   

The services offered by RCTN are under high demand leading to waiting lists. It would be desirable for the 
CRM to offer some way to better manage these waiting lists, improving efficiency.  

• RCTN have lots of bases for services such as counselling which complicates which waiting list a 
client may end up on.  

• There is a need to be able to report numbers on waiting lists for MoJ, as well as length of time on 
list.   

• It would be helpful to have an easier way to deal with cancellations/postponement if a member of 
staff is off sick etc.  

 

Security features  

It is hoped that a new CRM may improve efficiency by enabling the sending of secure mail to clients – for 
example send a link by email or text to say “You have a new message from RCTN, click here…” 

• Rape Crisis currently licence a product from a specialist provider called VPW Systems UK.  
The product anonymises emails and offers a way of tracking emails sent/received whilst preserving 
client anonymity. 

 

Custom staff security profiles  

Given the highly sensitive nature of the work it is vital that the system offers the ability to manage 
security/visibility levels between the different territories and different service areas (by profile/role/user).  

• It should be noted that some clients access several services.  

 

Safeguarding  

The charity has an extremely vulnerable client base and requires a clear system for monitoring and flagging 
for safeguarding concerns.  

• The Designated Safeguarding Lead requires a report/dashboard that presents a picture of 
safeguarding records associated with clients.  

 

Reporting features  

RCTN is required to complete monitoring reports periodically for a range of major funders. A fully 
customisable reporting module would therefore be highly desirable, with associated training to bring key 
management staff up to the required level of competence.  

• Essential: Custom report/enquiry writing i.e. between this date and this date how much happening  
• Desirable: Auto report deliver (i.e. once set up run & deliver this report on 1st of the month)  
• Management reports, showing performance, such as showing clients attending/not attending as 

well as looking at broader outcomes such as e.g. How many times did Police take ‘no further 
action’; How many court cases are successful etc.  

• Funder reports, which are mainly statistical detailing how many clients accessed services and what 
the outcomes were.  

• Ability to filter by geography, service area, contract, personal characteristics etc.  
• Opportunity to build new reports as the demands on the organisation change.  
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Outcomes and KPIs  

RCTN has a detailed framework of outcomes that it monitors per client. A baseline survey is used at the 
beginning of the intervention that has 5 outcome categories linked 74 indicators. The survey is repeated at 
exit of service to show distance travelled.  

• Practitioner feedback is also gathered on each client, as a means of triangulating with the client-
reported outcomes.   

• The outcome framework is currently being rationalised and is expected to be slimmed down 
considerably in time for the development of the new CRM  

• Each client is also asked to complete a short Service evaluation (customer satisfaction survey) with 
approx. 20 questions.  

• Facility to write a short Case studies to be attached to the client record would be desireable.   

RCTN management are keen to be able to record/monitor organisational KPIs as well as client outcomes.  

• An example of an important KPI to be reported on would be “are we providing a timely service?” 
which the system ought to be able to report on reliably.   

• Ability to filter and sort reports by chronological date order, alphabetically etc. is requested.  

 

Appointments Booking System  

It is important that RCTN can reliably book its clients into Counselling Sessions and/or Group Work  

• A CRM would help in this regard by ensuring that the resource (e.g. staff and rooms) can be 
assigned in advance and that appointments/sessions can’t clash or be overbooked  

• Needs to be able to keep track of which clients attend appointments as well as recording DNAs 
(did not attend).   

• Case notes linked to appointments are essential i.e. Counsellors need to securely create and store 
notes relating to the confidential conversations they have held with clients.  

 

Task management  

It would be helpful for staff to be able to assign tasks to one another e.g.  

• “Please call client X by Wednesday” or “Please write a Case study by end of the month”  

 

Wish List 

• Ongoing helpdesk support and periodic system development reviews, to serve continuous 
improvement of the CRM.   

• Having a mobile accessible version (app).  
• Giving clients control of their own contact data via a personal login.  
• Ability to send out the customer satisfaction survey by email link for the client to securely. 

complete online. 
• Potential for a donation module to be added in future. At this stage however not required.   
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Process for Responding to the RFQ 

Expression of Interest 

Potential suppliers are kindly requested to send an initial response to the specification by Fri 18th October. 
The initial response should include the following:  

• Explain in no more than 500 words why they feel their software solution meets RCTN’s 
requirements, including:  

o Key features and benefits of the product  
o Brief bio of the team/developers that RCTN would be working with on the project  
o Headline summary of  what the project development/implementation plan could look like  

• At this stage no financials need to be provided.  

Any clarifying questions can be directed to matt@goodlabs.uk prior to the deadline.  

 

Demonstration  

Based on an initial assessment of the responses to the EOI some or all of the potential suppliers will be 
invited to offer a demonstration of their system to RCTN. This will be an on-screen demo via Zoom lasting 
up to an hour. As well as demonstrating the system features and benefits the call should also help RCTN to 
assess how much staff training is likely to be required as staff switch from the old system to the new.  

• Demos will take place on Tue 22nd and Wed 23rd October.    

 

Full Quotation  

Up to 3 potential suppliers will be invited to return a fully costed quotation.  

The quote should include:  

• costs for proprietary software product licensing,  
• costs for system development (estimated in days with cost per day) 
• ongoing per user licence costs if relevant 
• any ongoing support costs (monthly/annually as relevant) 
• outline Gannt chart showing project plan  

The deadline for submitting full quotations is Fri 1st November at 12 noon.   

 

Decision-Making  

RCTN will make its decision by Fri 8th November based on a combination of:  

• Extent to which the solution satisfies the requirements 
• Price 
• Confidence in the supplier to deliver  

 

 


