Please only answer Yes to questions if the required functionality is currently released. 

If it is not currently released and you wish to promise it in a future release, please answer "Soon" and give a release date. 

If you are not able to give a release date or the release date is more than 6 months off, please answer No.

	Question 
	Answer (enter Y for Yes or N for No) 

	Architecture
	 

	Which of the following servers do you support? 
	 

	  Unix (please list which versions) 
	 

	  Red Hat Linux 5 server
	 

	  Windows Server 2008 
	 

	  Macintosh OS X 
	 

	Which of the following client OS's do you support: 
	 

	  Unix (please list which versions) 
	 

	  Linux 
	 

	  Windows 2000/XP 
	 

	  Windows 98/ME 
	 

	  Macintosh 
	 

	Does your product have a database backend? If so which of the following backend databases do you support? 
	 

	  Oracle 
	 

	  MS SQL Server 
	 

	  MySQL 
	 

	  MS Access 
	 

	  DB2 
	 

	  Other (please specify) 
	 

	If your product requires a database back-end, please confirm that this cost is included in your pricing. Answer Yes if it included and No if it is not. 
	 

	What programming language is your program written in? 
	 

	Is there an external API? 
	 

	  Does the API support C/C++/C#? 
	 

	  Does the API support Perl? 
	 

	  Does the API support Java? 
	 

	  Does the API support PHP? 
	 

	Does your product support Web Services? 
	 

	Has your product been in production use for: 
	 

	  <6 months 
	 

	  6 months to 1 year 
	 

	  1-2 years 
	 

	  2-3 years 
	 

	  3-4 years 
	 

	  4-5 years 
	 

	  5-7 years
	

	  more than 7 years 
	 

	Is your product: 
	 

	  100% Web based (including administration) 
	 

	  Both Web front end and client-server back end 
	 

	  100% client-server 
	 

	Modules and Basic Functions 
	 

	Do you support Customer Support and Helpdesk Automation? 
	 

	Do you support Sales Force Automation? 
	 

	Do you support Marketing Campaign Management? 
	 

	Do you support Asset tracking? That is, can the system audit what software packages and hardware are installed on the computers in our company? 
	 

	Does your product have a chat module? 
	 

	  Does it allow members of staff to conduct online chat sessions with users? 
	 

	  Can the text from a chat session be automatically appended into a support ticket? 
	 

	  Does it allow a message to be broadcast to everyone using the system (for example to warn that the system will be taken offline for maintenance)? 
	 

	 
	 

	Integration/Import
	 

	Does your product provide LDAP integration so that members of staff can login using the login name and password from an LDAP database and have the appropriate set of permissions? 
	 

	Is it possible to customize the look and feel of the product to match the look and feel of our website?
	 

	Is it possible to provide customer specific branding? In other words to customize the look and feel based upon the visitor (for example to provide a different color scheme and logo for different sets of customers)? 
	 

	Is it possible to import and export information from/to an external file? 
	 

	  What formats are supported: 
	 

	    XML 
	 

	    Tab-delimited ASCII 
	 

	    Spreadsheet 
	 

	    Other (please list) 
	 

	Do you support synchronization with MS Outlook? 
	 

	  If so, with what parts: Contacts, Calendar, Email? 
	 

	 
	 

	Customization/Extensibility
	 

	Can the administrator create custom fields for all tables? Is there any limit on the number of custom fields per table? 
	 

	How long does it take to create a custom choice field with possible values of Critical, High, Medium and Low, including the form by which users enter data in this field? 
	 

	Can admins create custom tables? Note: By custom table, we do not mean adding fields to an existing table, but a totally separate table with its own set of custom fields. For instance, if an admin wanted to add a table to track Contracts or Shipments, could they do it? 
	 

	How long does it take to create a custom table with the following 3 fields, including the form by which users enter data for this table: a choice field with possible values of Critical, High, Medium and Low, an integer field, and a text field. 
	 

	Can an admin create relationships between tables? (For example, create tables such as Machine, Service Contract and Company, then create a relationship such as Machine X has Service Contract Y, provided by Company Z). 
	 

	Is it possible to define an unlimited number of teams or user groups (i.e. collections of multiple users)? 
	 

	Is it possible for users to belong to more than one Team? 
	 

	Does your system provide Field/User Level Security? For example, can we specify “Members of the sales team can see the Commission field, but only for their own prospects, while members of the support team cannot see it at all.” 
	 

	
	 

	Email Management
	 

	Is it possible to create outgoing HTML emails in the system without using third party software or services? 
	 

	Is it possible to automatically email reports at specified times each day/week/month to a specific subscribers list? 
	 

	Can the reports be provided in HTML format? 
	 

	Can the reports be provided as graphical images? 
	 

	Can the reports be provided as spreadsheets? 
	 

	 
	 

	Business Rules and Workflow
	 

	Does your product provide a GUI (non-programming) interface for creating Escalation rules that define when an issue should be escalated? For example, is it possible to define a rule such as “Email the support manager about all issues of Severity High or greater that were submitted by ACME and are still open after 2 working days”? 
	 

	Can escalation rules automatically change the data in a record, such as changing the severity to critical after some specified time interval has passed, or do they just send email notifications? 
	 

	Can the administrator create custom workflows? 
	 

	  Is it a graphical drag and drop editor or text/HTML based? 
	 

	 
	 

	Language Support
	 

	Does your product support any foreign languages? 
	 

	  Does it support double byte languages? 
	 

	  If so, can the data entry form automatically display the field names and screen text in Spanish if the user's browser is set to Spanish or English if the browser is set to English? 
	 

	 
	 

	Customer Support and Helpdesk Functions 
	 

	Is it possible to create custom ticket types? Note: the term “ticket type”refers to a single record in the database, for example a Question, a Sales Order, or a Request for Quotation. By custom ticket type, we do not mean just adding fields to an existing type of record, I mean creating a distinct set of fields. If not, what ticket types are provided by the system? 
	 

	Is it possible to search the database of tickets for a specific text phrase? 
	 

	Is it possible to search the database for all the tickets submitted by a particular company or individual? 
	 

	Is it possible to define complex Boolean searches using any combination of fields, such as "Problem reports from Acme that are more than 1 week old and have not been closed”? 
	 

	Is it possible to save and re-use a custom search? 
	 

	Can you support Multiple Work Shifts? That is, can you assign new issues automatically based on the work hours of a given group or team? 
	 

	Is it possible to attach a file to a ticket? Any size limitation? 
	 

	  Is it possible to attach more than one file? 
	 

	  Is it possible to search the contents of attached files? 
	 

	Is there a maximum amount of text that can be entered into a single field in a ticket? If so, what is this limit? 
	 

	Is it possible to sort data being displayed based on any field, such as Severity, Customer, and Date Opened? 
	 

	Can staff users create their own custom views of the system? 
	 

	End User Access
	 

	Can end users login and submit tickets online? 
	 

	Can end-users login to the system to see the state of tickets that they have submitted? 
	 

	Can the system prevent anyone except the end-user who submitted the request and internal staff from seeing a request submitted by the customer? 
	 

	Can the system allow end users to also see other tickets submitted by people at their company? 
	 

	Does your product provide an FAQ knowledgebase for use by end users? 
	 

	Does your product enable anonymous access by end users and/or self-registration in order to allow potential customers to submit a ticket? 
	 

	Email integration 
	 

	Is it possible to automatically generate new tickets from incoming e-mail? 
	 

	Is it possible to automatically respond to incoming e-mail? For example to let the customer know that their email has been received and to provide a tracking number. 
	 

	Is it possible to update existing tickets by email, that is, if the customer replies to a system-generated response, can his reply be added to the original ticket? 
	 

	Is it possible to configure your product so that when an issue is resolved, the customer is automatically sent email? 
	 

	Is it possible to automatically notify technicians or sales people about issues via email? 
	 

	Is it possible to automatically notify technicians or sales people about issues via pager? 
	 

	Do you support News/status notification announcements? 
	 

	Sales Automation
	 

	Does your product support the creation of different “User Types” with different fields required for each type, i.e. Prospect, Customer, Vendor, Reseller, Distributor, etc. If not, what types does it come with? 
	 

	Does your system provide separate tables for Prospect and Customer information? How easy is it to convert a Prospect into a Customer? Please describe the process. 
	 

	Does your product support an off-line client (i.e. some piece of software that enables a sales guy to work when disconnected from the server and sync-up his changes when he gets back into the office)? 
	 

	Can your product be used to collect lead information from leads themselves – that is, does it have a web front end where leads can register for something and automatically become part of the lead table? 
	 

	Marketing Campaigns
	 

	Is it possible to send an html email to all users of a particular type or all people found by a custom search? 
	 

	Is it possible to send customized email (i.e. to send email that contains variables such as Name so that each person receives an email that is customized for him/her)? 
	 

	Is it possible to send 10,000 emails using your product's email capability?
	 

	Can your product track the results of email campaigns?
	 

	Can it create reports showing the response rates for different campaigns in both text and graphical formats?
	 

	Pricing/Implementation
	 

	If you provide your software on a purchase basis, please provide pricing for the cost of a license for the following users in the first year. This quote should include access to all the supported functionality that is indicated as available above. 50 employees who will actively use the system as support staff, marketing or sales reps, plus 1000 customers, resellers, and subcontractors who will be end users of the system.. 
	 

	Please break down the above quote by: 
	

	  Base license price (per module, if you sell it in separate modules) 
	 

	  Support Cost 
	 

	  Upgrade Cost 
	 

	  Installation (deployment) Costs 
	 

	If you provide your software on an ASP basis, please provide pricing for the cost of a license for the following users in the first year. This quote should include access to all the supported functionality that is indicated as available above. 50 employees who will actively use the system as support staff, marketing or sales reps, plus 1000 customers, resellers, and subcontractors who will be end users of the system.. 
	 

	Do you provide any discounts to non-profit or other organizations or for completing the sale within a specific time parameter. If so, what are the terms of the discount? 
	 

	Is source code available? 
	 

	  If so, how much extra does the source code cost? 
	 

	Do you provide on-site installation/customization services? 
	 

	  If so how much do you charge per day for on-site services by a 2 person team? 
	 

	Do you provide on-site training? 
	 

	  If so, what would the cost-per-day be to come to our facility (in the U.S.)?
	 

	How long does it typically take to:
a) Train staff
b) Train the administrator
	 

	How long should it take to implement your product and get it ready for full production use for the Sales, Support and Marketing Departments of a midsize company? Note: Please quote assuming that the product is purchased and a 2 person implementation team comes on site immediately. Tthis quote should not include data transfer/conversion but it should include creating custom fields, installation, training, etc – all the things that are typical at a small to midsize customer and just involve your product. 
	 

	Do you offer any kind of money-back satisfaction guarantee? 
	 

	If you do provide a satisfaction guarantee: 
	 

	  Is it "No questions asked" (in other words, if a customer is unhappy for any reason, can they get a refund)? 
	 

	  Does it cover the cost of the implementation services and if so, is it 100% or a partial refund? 
	 

	  Is it good for 30 days, 60 days, 90 days or longer? 
	 


