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14.3 ENDORSEMENT OF CUSTOMER EXPERIENCE TENDER 
#2189 

EXECUTIVE MEMBER: CHRIS CARROLL, GENERAL MANAGER, CUSTOMER AND 
CORPORATE SERVICES 

PREPARED BY: TARNYA MCKENZIE, MANAGER CUSTOMER EXPERIENCE & 
TRANSFORMATION   

 

1. PURPOSE 

To award Contract 2189 - Digital Experience Platform, Design and Implementation 
Services to the preferred tenderer, Deepend Pty Ltd for a seven-year period, with an option 
to extend for a further three years, commencing on 17 June 2019. 

2. EXECUTIVE SUMMARY 

2.1 The Customer Experience (CX) Program is aligned directly to Strategic Direction 6 – 
“Our Commitment to You”, specifically improving customer experience and technology.  
The program will support the organisation achieve its vision of being recognised as a 
leading local government organisation that is agile, future ready and trusted.  

2.2 The tender sought to procure the implementation of a new Digital Experience Platform 
(also known in the market as Content Management System (CMS)) to deliver and 
implement the redesign of Council’s websites and/or digital channels and intranet to 
support its technology enabled Customer Experience Program objectives. 

2.3 This new system will deliver state of the art technology which will enable improved 
customer interactions and satisfaction, delivering an integrated, responsive and 
accessible experience, and positioning us to better deliver on our commitment to be a 
trusted service provider delivering great value to the community.  

2.4 The tender process has been conducted in accordance with Council’s Procurement 
Policy and the agreed Evaluation and Probity Plan.  The evaluation process included 
detailed scoring of the tender schedules, technical specifications, business and 
technical requirements, detailed scenario testing demonstrations by shortlisted 
tenderers, a request for Best and Final Offer, reference checks and comprehensive 
financial evaluation and checks. 

2.5 An independent Probity Advisor (Pitcher Partners) was engaged to ensure the process 
was undertaken in accordance with probity requirements. 

2.6 Based on the robust evaluation conducted in accordance with the agreed process, the 
panel determined Deepend to offer the best value for money. Deepend scored highest 
on the non-financial criteria while also offering the best price. Design and 
implementation is planned to commence in June 2019. 
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3. RECOMMENDATION 

That Council: 

3.1 Enters into Contract 2189 with Deepend Pty Ltd for the provision, implementation and 
ongoing maintenance and support of a digital experience platform for a seven-year 
period at a cost of $2,431,050, with an option to extend for a further three years at 
Council’s discretion at a cost of $415,800 commencing on 15 June 2019. 

3.2 Notes the total contract value is estimated at $2,846,850 exclusive of GST for the ten-
year period. 

3.3 Affixes the Common Seal of the Port Phillip City Council to Contract 2189 between Port 
Phillip City Council and Deepend Pty Ltd. 

 

4. KEY POINTS/ISSUES 

4.1 On 19 January 2019, the City of Port Phillip advertised an open tender for the Design 
and Implementation of a Digital Experience Platform in the Age newspaper.  The 
tender closed on 8 February 2019 at 12pm. Two submissions were received.  

4.2 Table 1 lists the members of the Tender Evaluation Panel (TEP): 

Table 1 – Tender Evaluation Panel Members 

Tarnya McKenzie, Manager Customer Experience & 
Transformation  

Chairperson 

Ben Sylvan, Co-ordinator Digital Communications and 
Design 

Member 

Rod Apostol, Manager Digital Technology Services Member 

Ashlin McIntosh, Program Lead, Customer Experience 
Program (External) Member 

4.3 A Tender Advisory Group (TAG) was also formed to provide detailed analytical and 
technical advice to the process. Table 2 lists the members of the Tender Advisory 
Group: 

Table 2 – Tender Advisory Group Members 

Wendy Tan, Customer Experience Program (external) Member 

Cintia Chen, Customer Experience Program (external) Member 

George Kompos, Senior Financial Advisor Member 
Boon Cheah, Program Technology Lead & 
Program Architect (external) Member 

Kar Lim, Customer Experience Program (external) 
Member 

Charlotte Finn, Customer Experience Program 
(external) Member 
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4.4 All TEP and TAG members signed the relevant forms indicating they had no conflict of 
interest to declare and they would keep the tender information confidential. 

4.5 Table 3 includes the tender evaluation criteria and weightings: 

Table 3 – Tender Evaluation Criteria and Weightings 

Functional Fit (delivery of internet and 
intranet services) 

Filter Criteria (Stage 1) 

Digital Experience Design and 
Implementation Services 

Filter Criteria (Stage 1) 

Data Sovereignty compliance Filter Criteria (Stage 1) 

Sufficient Corporate Insurance Filter Criteria (Stage 1) 

Financial Viability Filter Criteria (Stage 2) 

No Conflict of Interest Filter Criteria (Stage 2) 

Work Practices/organisational 
maturity 

Filter Criteria (Stage 2) 

Capacity to Meet Requirements 
Business/Technical/Overall solution 

30% 

Implementation/Delivery Capability 30% 

Relevant Experience and Track 
Record 

15% 

Post Implementation Service and 
Support 

10% 

Corporate Social Responsibility 5% 

Future Proof/Innovation/Value Add 5% 

Alignment to Commercial Terms 5% 

Price – based on total cost of ownership including upfront implementation 
costs and on-going annual costs  

Tenders Received and Evaluation 

4.6 Both tenders received were identified to contain minor non-conformances, and these 
were deemed by the TEP as immaterial and both tenderers proceeded to detailed 
evaluation.   

4.7 The first stage of the pre-qualification analysis evaluated the tenderers against the 
following filter criteria: functional fit, digital experience design and implementation 
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services, data sovereignty and corporate insurance. Both tenderers passed the first 
stage and proceeded to the second stage of the process.  

4.8 The second stage of the pre-qualification analysis evaluated tenderers against the 
following filter criteria: financial viability, conflict of interest and work practices. Both 
tenderers passed this stage based on available information, and proceeded to the 
detailed evaluation phase.  

4.9 Details of the initial evaluation and assessment are shown in Table 4. Price 
adjustments were applied to ensure that comparison between vendors was on a like-
for-like basis. The total cost of ownership was calculated including set up licences and 
implementation costs, ongoing licencing and support, maintenance and upgrade and 
continuous improvement costs. Deepend submitted pricing for two software options, 
Sitecore and Umbraco.   

 Table 4 -  Tenders Received 

No. Tenderer Submitted 
Price ex 
GST 

Price (adjusted) 
ex GST 

Score 

1 Deepend Pty Ltd 
(Umbraco) 

$2,662,698 $3,026,590 61% 

 Deepend Pty Ltd 
(Sitecore) 

$3,162,698 $3,639,923 61% 

2 Tenderer B 
 

$4,126,203 $5,261,662 68% 

4.10 Based on their evaluation scores, both Deepend and Tenderer B were shortlisted and 
invited to demonstrate their capacity to comply with key specifications, based on pre-
defined scripted scenarios at Process Validation Sessions held on 12 and 13 March 
2019. The scenarios were directly linked to the technical and functional requirements in 
the tender documentation.   

4.11 The Process Validation sessions were held with the two shortlisted tenderers at 
Council’s offices involving the members of the Tender Evaluation Panel, Tender 
Advisory Group and the Technical Reference Group.  Following the scenario 
demonstrations, the TEP rescored the two shortlisted tenderers.   

4.12 Deepend’s process validation session provided greater insight into its full capabilities 
and provided an opportunity for in depth discussion about its relevant experience.  The 
overall presentation demonstrated an agile approach whilst aligning to a fixed price 
contract. The solution design approach was demonstrated in an interactive session, 
and an open trusting relationship was proposed emphasising putting the “need before 
the solution”. The scripted demonstrations - both live environments and video 
presentations, and fully demonstrated form design, content management and web 
design elements.  The innovation showcase showed examples of content 
personalisation based on rules-based data, virtual assistant capability via Chatbot, 
voice assistant capability, and referred to experience in delivering Augmented Reality 
projects. 
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4.13 The final evaluation scores are included in Table 5. Several rounds of clarifications 
were carried out with both Tenderers which resulted in the pricing and non-financial 
evaluation criteria scores being adjusted for Deepend accordingly.  The TEP 
determined that Deepend’s submission would be further assessed on the Umbraco 
solution option and the Sitecore option was set aside.  Deepend submitted a lower 
price and achieved the best overall evaluation score in comparison to Tenderer B. 
Deepend sufficiently demonstrated its capacity, implementation and delivery capability, 
relevant experience, post implementation service and support, future proofing, 
corporate social responsibility and alignment to commercial terms.  It was determined 
therefore that Deepend Pty Ltd provided the best value proposition and is the 
recommended contractor for the City of Port Phillip. 

 

 Table 5 -  Final Score (after Process Validation Sessions) 

No. Tenderer Price (adjusted) 
ex GST 

Score 

1 Deepend  $2,841,963 73% 

2 Tenderer B $5,261,662 68% 

Capacity to Meet Requirements 

4.14 Deepend proposed solution demonstrated the capability to deliver Council’s 192 
functional and 66 non-functional requirements, through a combination of its core 
solution, configurations, customisations and add-ons. The approach is delivered using 
Umbraco, an open source content management solution.  Umbraco is widely 
acknowledged as a user-friendly solution and provides flexibility through customisable 
frameworks and workflow systems, multi-site support, easy configuration using third 
party libraries and a .NET framework for integration. The solution will be configured 
based on Council’s exact user experience requirements. 

Implementation/ Delivery Capability 

4.15 The implementation approach, proposed delivery team and approach to managing the 
partnership with Council was clearly demonstrated by Deepend.  The solution 
implementation methodology is based on Agile Scrum, and consists of three phases 
with an estimated completion in January 2021: 

Phase 1 – Design the Digital Experience 

Phase 2 – Redesign the Council Website and Intranet 

Phase 3 – Redesign the Customer Engagement Hub 

The approach is centred on customer input in the design process, and expertise in 
data migration was evident. Deepend elaborated on its clearly-defined delivery 
methodology through an interactive road-mapping activity on how to design the 
solution using user stories. Insights were provided regarding the use of optional and 
value-adding add-ons to the open source Umbraco solution. Resources for the 
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delivery team were identified and a commitment to a long-standing partnership was 
articulated, as was a constructive approach to managing partnerships with the CX 
Program. 

Relevant Experience and Track Record 

4.16 Deepend demonstrated relevant and recent experience in designing and implementing 
a Digital Experience Platform at local and state government levels, and for a range of 
not for profit and commercial organisations.  Previous programs were undertaken with 
organisations of a similar size and complexity which had similar requirements to 
Council. Deepend highlighted their experience in collaborating closely with clients 
during the transformation journey, leveraging modern project collaboration toolsets and 
practices.    

Post Implementation Service and Support 

4.17 Deepend provided detailed information on its proposed post implementation service 
and support, including technical support, warranty, and software release schedules. 
Relationship management and customer service were important considerations, and 
Deepend displayed a good understanding of the ongoing support and partnership 
approach required, and fully addressed issue resolution and training requirements. 

Corporate Social Responsibility 

4.18 Deepend completed the CSR schedule in full, and submitted all requested 
documentation. The principles of corporate social responsibility are lived by the 
company, in that business development opportunities are taken on based on the 
client’s demonstrated values and actions.  Deepend conducts fund raising for not for 
profit organisations and undertakes pro-bono work for disadvantaged communities.  
Company policies include flexible working arrangements and modern parental leave 
considerations.  

Future Proofing 

4.19 Assessment of the future proofing and innovation capability proposed demonstrated 
value add solutions such as content optimisation and personalisation, and showed a 
deep understanding of solutions such as Smart Cities and the use of Chatbots.  
Deepend articulated prior examples of collaborating with other vendors, and displayed 
a willingness to work with the delivery partner. The TEP felt that Deepend displayed an 
ability to implement improvements in an agile manner and were dedicated to 
continuous improvement in work practices through challenging the client’s thinking, 
representing a way to future proof Council. 

Alignment to Commercial Terms 

4.20 Deepend provided a fixed price contract sum for implementation services, and a fixed 
price for Phase 1 (Design the Digital Experience). Fixed terms and conditions for 
licensing arrangements for the term of the contract were agreed, as were terms relating 
to payment schedules, warranties, indemnities, and quality criteria.  
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Best and Final Offer 

4.21 On 9 April 2019, a Best and Final Offer was sought from Deepend. This was returned 
on 11 April and resulted in a final cost for the ten-year term of $2,846,850.  Whilst there 
were reductions in the fees for development of a content audit strategy and costs for 
Umbraco forms, and a reduction in support maintenance and continuous improvement 
costs (totalling $33,900), there were additional costs for the addition of 3 months of 
Hypercare after each phase of work, and projected changes due to inflation ($38,787). 

Financial Checks 

4.22 A comprehensive financial evaluation was conducted on the preferred tenderer by the 
Senior Financial Advisor.  An Equifax report confirmed an acceptable risk score of 7.0 
indicating sound financial capacity to undertake the contract.  

Reference Checks  

4.23 On 7 May 2019 reference checks were undertaken by the Manager Customer 
Experience and Transformation with two organisations, an Australian not for profit 
organisation and a Victorian Council. The referees confirmed Deepend maintain strong 
capacity and strengths to design and build one or more corporate and customer facing 
websites and stated that Deepend are great partners who provide: 

 Exceptional user design methods, skills and outcomes; 

 Strong technical understanding of Customer Management System products; 

 Honest and open communications and collaborative relationship management 
style; 

 An agile, flexible and responsive approach; 

 High quality results and support. 

5. CONSULTATION AND STAKEHOLDERS 

5.1 Comprehensive engagement across all Organisational Divisions was undertaken and 
many staff have been involved in providing input to the technical and functional 
business requirements which were directly incorporated into the specifications.   

5.2 A Technical Reference Group (TRG) was established to provide subject matter expert 
advice during the tender process, both in assisting with developing the business 
requirements and by involvement in the Process Validation Sessions which were held 
with each tenderer.  The purpose of these sessions was to validate the capability of 
tenderers through demonstrations of a range of scenarios.  The TRG provided valuable 
input and insights regarding the presented scenarios. 

5.3 KPMG provides consulting and knowledge based services and data utilising internal 
modelling, database and industry information. KPMG continue to provide access to 
best practice approaches, processes and solutions.  

5.4 Direct Customer and Community Engagement was undertaken as part of the Customer 
Experience Improvement Plan development and indirectly in the Council Plan and 
Budget 2018/19 community engagement and through various customer satisfaction 
surveys. Customer involvement continues to be undertaken with the program, to 
contribute feedback and ideas for us to improve the customer journey.  
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5.5 Customer and community involvement is in line with and will be supported and activate 
through the organisations Communications and Engagement Framework, customers 
will be included in the design process for websites and digital customer interactions.  

5.6 The program is establishing consultation forums within the governance structure to 
ensure processes and protocols for staff consultation during organisational change are 
managed appropriately. 

6. LEGAL AND RISK IMPLICATIONS 

6.1 The recommended tenderer holds the following insurance cover: 

 Public Liability of $20M 

 Professional indemnity of $10M  

 Workcover. 

6.2 An independent probity advisor was engaged throughout the process to provide ad hoc 
probity advice where required.  A member of the contracts and procurement team 
ensured the procurement process was conducted in line with probity requirements. 

7. FINANCIAL IMPACT 

7.1 The expected estimated cost over the initial seven-year term is $2,431,050. The cost of 
the extension term of three years is estimated at $415,800, and the total estimated 
value over the full ten-year term is $2,846,850. Approximately 57% ($1.64m) is 
attributed to implementation costs, and ongoing costs average an annual spend of 
$120,000 (attributed to continuous improvement and extended support), with the total 
ongoing cost of approximately $1.2m). 

7.2 The tender response from Deepend provides the best value proposition for Council and 
is within the budget allocation for the CX Program implementation and ongoing 
software costs. There may be some additional financial benefits not included in the 
business case for the CX Program associated with potential consolidation of 
applications currently used to deliver a wide range of other websites beyond the core 
council website and intranet. This will be confirmed in the design and delivery stage.  

8. ENVIRONMENTAL IMPACT 

8.1 The implementation of modern technology applications and infrastructure will have 
direct impact on reducing council’s technology hardware “footprint” reducing Council’s 
power consumption, technology hardware related heat production and, indirectly, of 
materials used in the production of technology hardware and related consumables. 

8.2 Indirectly, the productivity and efficiency savings delivered by the program will free up 
staff time and financial resources which may be invested in furthering environmental 
outcomes. 

9. COMMUNITY IMPACT 

9.1 Increased Customer satisfaction and trust in Council are prime drivers of the program, 
this will be a positively impacted by delivering improved, integrated customer 
interactions, underpinned by technological advancements and enable a genuine, 
responsive, easy and accessible experience, so that we ensure we are a trusted 
service provider.  



  
 
 

ORDINARY MEETING OF COUNCIL 
5 JUNE 2019 

177 

9.2 The contract will deliver a superior Digital Experience Platform which will enable 
improved services and access for the community. This will enable us to assess and 
address community needs faster and more efficiently, and it is expected broader social 
value for the community will be realised through productivity savings.  

10. ALIGNMENT TO COUNCIL PLAN AND COUNCIL POLICY 

10.1 The “Customer Experience Program” of which this contract is part, is aligned directly to 
“Our Commitment to You” (Strategic Direction 6 in the Council Plan 2017-27), 
specifically improving customer experience and technology and being more innovative. 
It is also a key priority in the Organisational Strategy. 

11. IMPLEMENTATION STRATEGY 

11.1 TIMELINE 

The implementation will commence in June 2019 and consists of 3 phases: 

Phase 1 – Design the Digital Experience 

Phase 2 – Redesign the Council Website and Intranet 

Phase 3 – Redesign the Customer Engagement Hub 

The implementation is expected to be completed by January 2021. 
 

11.2 COMMUNICATION 

11.2.1 Subject to Council’s decision, Contract documentation shall be prepared and 
forwarded to the contractor for execution. 

11.2.2 The Contracts and Procurement Unit will notify all unsuccessful tenderers. 

11.2.3 The Contract Manager will invite debriefs from all unsuccessful tenderers. 

 

12. OFFICER DIRECT OR INDIRECT INTEREST 

12.1 No officers involved in the preparation of this report have any direct or indirect interest in 
the matter. 

 

TRIM FILE NO: 14/01/2189 

ATTACHMENTS Nil 
 




