
2.0 Incapsulate Cost Proposal
2.1 Base Period Pricing
Item Description Unit Cost Notes

1 Installation/Implementation 1 $395,723.80
fixed price costs for
implementation tasks

2 Training 1 $0.00 Included in Implementation

3 Licensing/Subscription Costs Year 1 1 yr $610,343.91

Includes Capsule Subscription,
Basic Support, 390 internal
Service Cloud Users and 250
Mobile Worker Users. See
attached license quote for Details.

The Total Amount of Proposal is $1,006,067.71.

The above amount shall include any and all applicable taxes.

Estimated Annual Subscription and Support Detail

Subscription purchased from Incapsulate Cost

CRM Capsule - All Departments + 250 Mobile Worker App Users $85,000.00

Managed Services Basic support $30,000.00

Incapsulate Total Year 1 Costs $115,000.00

Subscription purchased from Carahsoft Cost

Service Cloud Unlimited Edition 390 users $374,400.00

Gov Cloud Plus 15% Net Price $37,679.98

Customer Community Logins 200 per month $2,380.00

Shield $79,123.96

Heroku - 5 Dyno Units $1,759.97

Carahsoft (Salesforce) Total Year 1 Costs $495,343.91

Annual Subscription Detail Total - Year 1 Costs $610,343.91
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2.2 Option Period Pricing (3.5% Escalation per Year)

Item Description Unit Incapsulate Carahsoft Total

1
Licensing/Subscription Costs
Option 1 - Year 1

per year $119,025.00 $512,680.95 $631,705.95

2
Licensing/Subscription Costs
Option 1 - Year 2

per year $123,190.88 $530,624.78 $653,815.65

3
Licensing/Subscription Costs
Option 1 - Year 3

per year $127,502.56 $549,196.65 $676,699.20

4
Licensing/Subscription Costs
Option 1 - Year 4

per year $131,965.15 $568,418.53 $700,383.68

5
Licensing/Subscription Costs
Option 1 - Year 5

per year $136,583.93 $588,313.18 $724,897.10

2.3 Assumptions
● This plan assumes out of the box 311 capsule implementation without any customizations
● The implementation plan assumes a fresh production org for 311 implementation
● The proposed plan assumes 4 sandboxes to be spun up. Implementation will follow the

standard route. Dev > QA > Production.
● The proposed plan assumes Incapsulate will configure 50 Service Request (SR) types, 25

Knowledge Articles, 10 Reports and 5 Dashboards in scope
● SR types above 50 will be configured and tested by the city admin team trained by

Incapsulate during the project.
● The proposed plan assumed that console, web portal, worker and citizen apps are in

scope
● AWS setup will be used for Mobile Worker APP
● Incapsulate assumes the City would procure and provide access to Google and Apple

Developer Accounts for Citizen App and Apple Enterprise Account for Worker iOS App.
● Incapsulate assumes Standard Salesforce Reporting Capabilities. No Custom Reports are

in scope.
● SSO is an option but is out of scope for this project.
● 311Vision is a paid feature that is out of scope for this project, but can be added after

GoLive by the City as an example of how AI and machine learning can be used going
forward with the CRM Capsule and Salesforce.

● For SMS/Text Feature, Incapsulate assumes that a solution with Twilio/OneReach will be
covered on the product on R16 and hence it can be included in this implementation. If we
go with OneReach, Twilio will be out of scope and the client will have to take the OneReach
cost.

● Data Migration is considered only to load the contacts/users. No service requests will be
migrated.

● ADA Compliance - For now we have not considered Web 2.0 and Mobile 2.0 in scope. If
the release timeline for both matches the implementation timeline, we will include them else
we should take a route to upgrade web and mobile as managed service.
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● Only consultation has been considered in scope for 3rd Party Integration. (Corrigo, Infor
and Accela). Incapsulate consultation hours are limited to 150 hours.

● CTI Integration - The City needs to procure an Appexchange CTI Connector such as
TenFold from Bucher-Suter or Similar. Pricing and approach for CTI can be confirmed
during the project.

● Chatbot is in Scope as outlined in the response
● Push Notification implementation is considered with Amazon Pinpoint service as that works

with our on 311 Capsule product.
● Subscription cost of Amazon Pinpoint applies to the Push Notification feature and would

need to be purchased separately by the City from Amazon.
● Salesforce licenses will be purchased from Carahsoft as quoted in section 2.5, not from

Incapsulate.

● Question 1: What type of ADA Compliance Versions that you follow?
● Response: Incapsulate’s 311 Capsule solution is native to Salesforce and we adopt

Salesforce ADA Compliance.
● For the most recent ADA Compliance see link -

https://www.salesforce.com/company/legal/508_accessibility/
● Salesforce Customer Service ACR -

https://www.salesforce.com/content/dam/web/en_us/www/documents/legal/508%20acce
ssibility/customer-service_acr_oct2021.pdf

● Experience Cloud – Aura (Desktop and Web Mobile) ACR -
https://www.salesforce.com/content/dam/web/en_us/www/documents/legal/experience-cl
oud-aura-acr-august2022.pdf

● Question 2: Have you done a VPAT (Voluntary Product Accessibility Template)?
● Response: See response above, the link above also includes the latest VPAT report
● Question 3: What are your SSO costs?
● Response: As part of the licenses purchased the Salesforce platform provides SSO

functionality without any additional cost. Incapsulate has already included the cost for
enabling and configuring SSO in the CRM Replacement Project. SSO will be enabled using
the City’s Active Directory. See screenshot below
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2.4 Cost Form
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2.5 Carahsoft Quote
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