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I - ABOUT UNION BANK  

Union Bank (hereinafter “the Bank”, or “UB”) is a financial institution registered as a Commercial Bank on 9 

January 2006. 

The Bank operates through a network of 33 branches and provides banking services to individuals and 

companies in the territory of the Republic of Albania. 

For further information regarding the Bank’s activities, size and financial situation, please visit our website: 

www.unionbank.al 

 

II - RFP TIMELINE AND DOCUMENTS REQUIRED 

Date Event 

October 17, 2022 RFP publishing 

October 26, 2022 Deadline for Questions – Answers with Bidders 

November 7, 2022 Deadline for bidders to submit proposals 

 

Proposals must be submitted by the indicated deadline, to the following e-mail address: 

procurement@unionbank.al  

 

The proposal format must contain the list of documentation required below and the Commercial Proposal 

as a separate document. 

 

List of Documentation required: 

 

- Company Presentation, specifying the detail information: name, mailing address, phone number of 

designated point of contact; 

- Description of practices applied for confidentiality of information and data protection; 

- CV-s of staff proposed to take part on the implementation of required services and their availability 

for the duration of the assignment. Any change of the staff during implementation will have to be 

accepted by the bank as well; 

- References for previous similar engagements performed in the last three years, especially fo Banking 

Industry (detailed description of Main Suppliers, start/end date, locations and contact number for 

references); 

- Detailed description of the methodology you will follow, number, type (name) of resources to be used 

in site and off-site for this project. 

- Macro Schedule proposed for the implementation of the Solution proposed; 

- The financial quotation for the implementation of the Solution proposed as per the scope of work, 

including detailed breakdown of applicable fees (Solution fees; implementation fees; support fees 

etc). Currency shall be in EUR, to be specified VAT and / or any other applicable tax.  

http://www.unionbank.al/
mailto:procurement@unionbank.al
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Note: Failure from the participants to provide the required documents will lead to application of penalties 

in the result of scoring points or disqualification from the Tender process.  

The Bank reserves the right to continue the process with the Bidder that will better match the bank’s 
expectations in terms of both technical and financial parameters. 
 
To ensure same level of information for all participants, whatever answer or additional clarification that the 
Bank will give to one of the interested companies, will be shared with the rest of the participants in this 
process. 

 

III - REQUEST FOR PROPOSAL REQUIREMENTS 

The Bank issues the Request for Proposals (RFP) to solicit proposals from qualified Companies (Proposers) 

to conduct a CRM PLATFORM - Integration of a Customer Centric Solution. 

 

1. OBJECTIVE OF THE RFP  

 

This Request for Proposal (RFP) is to select a CRM Solution for the Bank and to implement the solution 

proposed by the provider. The provider should have capability to carry out end-to-end implementation of 

the solution with expertise in Requirement Analysis, Solution Design, implementation, testing, deployment 

& maintenance of CRM Solution in Union Bank.  

 

2. SCOPE OF WORK  

 

Union Bank is looking to have a CRM Platform which provides an Omni Channel experience in standard CRM 

Modules like Customer Management, Lead Management, Service Management and Campaign 

Management across all branches and departments on an integrated platform.  

The solution package shall comprise of best solutions to meet and exceed the business requirements. Also 

the Platform should be capable of adding integrated modules with built-in workflows, reporting, dashboards 

etc.  

Solution shall also be accessible across all branches of the Bank and Business & Retail Divisions.  

The objective of the banks is to offer financial advice which means having in-depth knowledge of each 

customer’s industry, taking a tailored approach, and doing it faster than what we are doing now. We want 

to create seamless, effortless, personalized experiences for our customers. The goal of the CRM is 

combining technology and human resources to meet the expectations of the customers or even predict 

them for the nearest future.  

With CRM banking technology, each department can access the same information across all customer 

profiles, while also setting up individual triggers for offering additional services. Departments can look up 

rich customer profiles compiled from marketing, sales, and service data to identify new opportunities to 

convert leads.  

This platform will be the main platform used by Client relationship managers for managing their clients and 

their daily processes.  

This platform should be integrated with all other modules that business is using in the bank.  
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The objective to implement a CRM platform for the following reasons: 

1. Boosted Sales 

2. Increased Lead Conversion 

3. Monitoring and implementing the business strategy for each client 

4. Personalized Customer Journeys 

5. Increased Productivity 

6. More Efficient Communication 

7. Inter-Department Data Tracking 

8. Better Service 

9. Improved Customer Experience 

10. Increased Customer Loyalty 

 

 

3. WHAT WE WANT TO ACHIEVE: 

 

A CRM can help us understand our customers, it can help us establish a needs-based customer-centric 

model.  

We can segment our customers, communicate with them in the channels they prefer and align products to 

their financial goals. By using a CRM to put customers at the center of the business, we can anticipate their 

needs and engage with the customer at the right time throughout their financial journey.  

Personalize customer relationship ate scale 

We want to track customer data across the bank including service or loan origination departments so we 

can get a 36o degree view of each customer and proactively deliver personalized service. 

Deliver digital-first engagements 

Quick and simple on-boarding to real time service responses can help us embark on a digital transformation. 

Make marketing efforts more effective 

Reports highlighting customer data points, engagement channels, product purchasing trends. Marketing 

teams can discover new engagement opportunities and deliver insightful, personalized marketing journeys 

for each and every banking customer. 

Increase productivity 

 

4. BROAD SCOPE  

 

Standard Modules which shall be present in the solution are:  

 

 Customer 360  

 Service Request and Complaint Management  

 Register and monitor the strategy we have defined for each client.  

 Approve personalized offers 

 Lead Management  
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 Campaign Management  

 Workflow Management  

 Omni Channel Management  

 

 

5.  MODULES FOR THE CRM PLATFORM 

 

5.1 Operational 

This type of CRM is focused on automating sales, marketing, and service operations. This automation 

enhances lead generation and further conversion into customers of the bank. 

Sales automation is all about making the processes smooth. There’s one pipeline for the organization to 

attract new clients and cooperate with the current ones. The use of CRM makes it possible to increase sales 

thanks to some features like lead management, sales predictions, contacts management and so on. 

Marketing automation provides solutions for the best customer approach and the most appropriate ways 

to sell products. There’s a key feature of this type of CRM – it’s the management of the campaigns. You get 

efficient tools for reaching future clients via emails, calls, meetings and social media. 

Service automation lets the banks build strong relationships with their clients. The goal of automating the 

services is predicting and solving the clients’ problems. This will enhance interaction with the customers. 

 

5.2 Analytical 

This type of CRM software is focused on finding the best ways to meet the needs of the clients by providing 

tools for sales, management, marketing, and support teams. It provides efficient options to analyze the data 

and process it to get good insights into what’s going on in a bank. 

This will help with decision making, choosing the route to follow, assessing the efficiency of the campaigns, 

training the staff to increase their productivity, and creating long-lasting interaction with the clients. 

 Collect information about the clients from various sources and process this information 

 Analyze the overall performance of the organization and some specific departments 

 Define business procedures to enhance relationships with the clients and raise their loyalty 

 

5.3 Collaborative 

This type of CRM is also well-known as strategic. It’s focused on the efficient collaboration of different 

departments of a bank with one and the same pieces of information. Here we mean the work of sales, 

support, marketing, and technical teams. 

A lot of banks have all these teams as separate blocks that don’t get in touch or solve any tasks. Collaborative 

CRM unites these blocks into one to let the teams access all the data about clients. This will lead to 

enhancing the quality of the service and gaining more loyalty. 

 

6. BUSINESS NEEDS FOR THE PLATFORM: 

 

 Reporting and Dashboard with Drilldown  

 Analytics & Artificial Intelligence  
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 Social Media Integration (Facebook, Whatsapp, Instagram etc)  

 Plugin for Lead,  

 Customer Service &  

 Customer 360 Module  

 Module for Data Integration  

 Custom Web Portal (For Lead, Customer Service & Campaign Activity)  

 

6.1 Contact Management 

Manage appointments with prospects, leads, colleagues, vendors and other contacts. 

A contact management module should include the ability to import data in bulk, such as from a previous 

platform or a spreadsheet. Once each contact has a profile within the system, we can use that to track past 

interactions, attach relevant files, and view information about the contact such as potential value or 

likelihood to convert. 

Case management is another element to help users’ keep track of customer requests via a ticketing system 

that’s associated with the customer’s personal information within the CRM. This prevents shuffling 

customers from department to department and reduces wait time, improving customer satisfaction. 

 Contact Management 

 Case Management 

 Activity Management 

 Shared Contacts 

 Appointment Management 

 Internal Collaboration 

 Document and File Management 

 Data Import and Export 

 

6.2 Client Interaction Tracking 

Once leads become customers, it’s important to manage all the touch points between them and the bank. 

The platform should provide tools for handling and keeping track of interactions with client to allow us to 

segment or filter customers based on criteria like purchase behavior, location or interests to send targeted, 

relevant campaigns. 

 Interaction Management 

 Payment Management 

 Customer Segmentation 

 Filtered Views 

6.3 Database Management 

Mastering data management of our customer database should be a high priority of our CRM platform to 

ensure data integrity. 

In addition to storing records in a central location, the database should allow us to link data across different 

departments (such as sales and marketing) and view the relationships between different records. It also 

helps us maintain clear, up-to-date records and avoid duplicates. 

 Comprehensive Records 
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 Link Between Databases 

 Master Data 

 

6.4 Marketing and Campaign Management 

Marketing automation should offer capabilities like batch email marketing and event-based marketing, to 

create a sequence of messages that each automatically triggers when a contact takes a specific action.  

We can create, deliver and track multi-channel marketing campaigns. Marketing automation should have 

all website and campaign activities available within our CRM interface and dashboards. 

CRM system should provide tools that allow users to track marketing campaign performance. 

Marketing tools also include customer targeting features that offer a 360-degree view of prospects and 

leads, allowing users to segment them into a range of customizable categories. 

CRMs should track customer data like spending habits, likes, dislikes and other attributes to better qualify 

them. This data can be used to drive targeted marketing campaigns. Campaign analysis tracks campaign 

delivery and analyzes ROI for individual campaigns to improve future efforts. 

 Campaign Design 

 Batch Email Marketing 

 Auto responders 

 Email Tracking 

 Triggered Email 

 Customer Targeting 

 Campaign Analysis 

 Campaign Delivery 

 Competitor Tracking 

 

6.5 Lead Management 

Two critical parts of customer relationship management are generating leads and properly managing them. 

CRMs come with embeddable web forms that capture leads and store the data directly in the system. They 

simplify lead distribution by assigning leads with pre-defined criteria to route them to the appropriate sales 

rep. 

Visual layouts make it easy to track and manage the flow of leads through the pipeline. 

Pipelines are a common visual tool that make it easy for users to move leads through the funnel and gain 

visibility into which leads are most likely to convert or about to churn so sales and marketing know who to 

follow up with. 

 Lead Generation 

 Lead Capture 

 Lead Distribution 

 Web Forms 

 Pipeline Tracking 

 Lead Follow-Up 
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6.6 Sales Automation 

It’s essential to know how well our CRM manages opportunities and how marketing and sales teams can 

collaborate. The users can manage sales opportunities from the first contact to sales closure, assigning each 

lead to the most qualified sales rep to nurture them and ensuring every lead gets attention. 

Example dashboard 

 Opportunity Management 

 Sales Collaboration 

 Territory Management 

 Win/Loss Analysis 

 Quoting 

 

6.7 Workflow Automation and Employee Management 

Features for tracking performance and storing employee records. 

 Group Calendar 

 Task Scheduling and Tracking 

 Performance Tracking 

 Employee Records 

 Organizational Hierarchy 

 Workflow Management 

 Social CRM 

 

6.8 Business Intelligence and Reporting 

The solution should provide business intelligence (BI) features that can accurately monitor and measure 

customer service factors. Our CRM needs to easily give insight into customer satisfaction for better 

customer retention. BI also allows us to monitor new customer acquisitions to gain great client references 

in the future 

The automation and sharing of these reports should be easy to set up. The software should be frequently 

updated with upgrades and enhancements. 

 Sales Intelligence 

 Sales Reporting 

 Sales Forecasting 

 Activity Dashboard 

 Revenue Cycle Modeling 

 Business Intelligence 

6.9 Knowledge Management 

 Document Creation 

 Knowledge Creation Workflow 

 Search Capabilities 

 

7. REQUIREMENTS 
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Requirements Description 

Database of existing and 
potential customers 

Modifiable to add or delete new clients 
In formats to generate summary reports for each CRM or institution level 

360 degree display of 
the client presenting his 
profile 
 

All customer information: 
- ID or NIPT and all data of a business (address, contact, e-mail, website, FB, Instagram, 
etc.) 
- Activity / Address 
- Client category: Business / business owner/Individual 
- Segmentation (very small / small / medium / large / 
corporate)/(Youth/Junior/Salary/Affluent/Emmigrant etc) 
- Client strategy (potential / grow / mind / disengage / non potential) 
- Client / non-client, date of registration as a client 
- Branch (Reallocation), CRM responsible, Referrer, Network 
- Annual business turnover and year of information/salary etc 
- No. of employees 
All outstanding and finished products (hide) and customer transactions with the bank. 
Bids approved by the bank 
Communications / meetings that CRM clients have had 

Management and 
reporting of the entire 
client acquisition 
process. 
 
 

Registration of the client's meeting plan 
Pipeline registration and reporting. Recording of meetings, results and reflecting the 
status of the relationship with the bank in terms of credit: potential / application / 
analysis / (assessment / legal opinion) risk / committee / approval / disbursement 
Each process should be accompanied by a task which should be sent by e-mail to the 
respective departments. 
Registration of monitoring conditions and relevant dates (this should also be related to 
the loan system) 

Maintaining, recording 
and reporting all 
relationships and 
communication with the 
client 
 

Coverage and reporting of CRM communications with the client through various 
channels: 
- Telephone 
- Sms 
- E-mail etc. 
Download various documents for the client 

Marketing campaign   Coverage of massive and individual promotional campaigns initiated by CRM or the 
bank itself. 
Reports on access and campaign results. 

Registration and 
approval of preferential 
offers and conditions for 
business clients. 
 

Registration of preferential terms for business clients 
Approval of offers and conditions by the approval levels. 
Registration of monitoring conditions and follow-up 
Pop up notifications. 
Reports on these clients and relevant conditions. 

Coverage of all CRM 
work plan and activity in 
relation to its portfolio 
clients. 
 

CRM has the opportunity to reflect and plan the organization of meetings and visits 
with clients. 
Have the opportunity to involve the director or other persons in these organizations. 
They have the opportunity to follow up and pop up for announcements as planned. 
Reports on the time and success of the meetings 

Creating and managing 
processes according to 
groups and levels of 
authority. 

Create different groups with different levels and functions: 
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8. PLATFORM INTEGRATIONS 
 

 The platform must be integrated with FlexCube and OBDX 

 The platform must be integrated with Asterisk PBX 

 The platform must integrate and use the Zoiper application for calls 

 The platform must be integrated with Mail Server for special accounts such as 
duakredi@unionbank.al as well as others depending on developments 

 The platform must be integrated with Facebook for communication and messaging 

 The platform must be integrated with WhatsApp for communication and messaging 

 The platform must be integrated with PayLink for service statuses and monitoring 

 The platform should be integrated with other UB monitoring platforms 

 The platform must be integrated with iTop 

 The platform must be integrated with Zoom 

 

mailto:duakredi@unionbank.al

