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Introduction 

The Alaska Center for Resource Families, a program of Northwest Resource 
Associates, is looking for an experienced consultant team to help us map the journey 
of our “customers”—interested families who become foster or adoptive parents. This 
work needs to be completed by the end of June.  

We are issuing this request for information to help us advertise the opportunity and 
find qualified consultants. We welcome the interest of all consultant teams who have 
experience with customer journey mapping and associated methods of conducting 
and analysing customer, or audience, research. 

Project background 
There are currently over 3000 of children and youth in the foster care system in 
Alaska.  Northwest Resource Associates is contracted by the Alaska Office of 
Children’s Services to run the Alaska Center for Resource Families (ACRF). As ACRF, 
we provide training, resources, and support prospective foster and adoptive parents 
and to those who have received placements. Our job is to make sure there are 
enough families with the right training and supports to meet the need. 

The family journey 

Becoming a foster or adoptive parent is a journey, often months or years long, that 
begins with being curious and seeking information and, if all goes well, ends with 
becoming the parent of a child. Because foster and adoptive parents have children 
and youth who have experienced trauma and loss, they often need additional 
training, services, and support. 

Individuals may interact with us at various digital and physical touchpoints on their 
journey: they may call and have a conversation with one of our family support 
specialists, visit our website or one of our sister sites, receive our emails, follow us on 
social media, and take our training so that they can become licensed foster parents 
and/or be eligible to adopt. Once they have a placement they may contact us for 
advice and support, attend one of virtual conferences or trainings, or enroll in our 
adoption preparation program. 
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Why this project, why now? 

Although we have been doing this work for years, we are committed to continuous 
improvement and would like to undertake customer journey mapping to help us 
understand our audience’s experiences even more deeply—particularly how 
experiences differ among audience segments—identify pain points along the way, 
and brainstorm opportunities to better support them. We have found customer 
journey mapping to be extremely effective in other areas of our organization. 

We have expertise in journey mapping in-house, but we don’t currently have the 
person-power to complete this project ourselves by the end of June, which is the end 
of our fiscal year and a deadline for spending available funds. 

We are looking for a consultant team to help us plan and manage the project, 
conduct audience interviews and transcribe data onto virtual or physical sticky notes, 
and then engage us in affinity mapping, identifying pain points, and brainstorming 
service improvements. Finally, we would like the consultant team to create an artifact 
of what we’ve learned: the family journey map.  

Along the way, we hope to engage our funders in this work—perhaps in helping us 
identify current assumptions, common myths, and questions for the interviews—and 
then again at the brainstorming phase.  

Follow-on work could include conducting additional interviews and adding layers to 
our map and/or developing audience personas that we can use to focus our work on 
the needs of those we serve. 

Goals 
Our goals for this project are to: 

• More deeply understand what individuals are doing, thinking, feeling at each 
step of their foster care or adoption journey, so that we can support them and 
so that children and youth get the competent, loving parenting they need to 
grow and heal.  

• Understand how experiences may differ along the lines of urban versus rural 
families and how they differ for Native Alaskan families. 

• Share what we learn with our partners at the Office of Children’s Services. 
• Identify ways in which we or the state could improve, tailor, or expand services 

to be of further help.  
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Deliverables 
1. Project plan. We are open to a phased approach or to narrowing our focus to 

one or two audience segments. 
2. Kick-off meeting with our funders 
3. Interview script (draft and final versions) 
4. Interviews—perhaps as many as 30 individuals 
5. Data for affinity mapping 
6. Affinity mapping workshop or sessions 
7. Meeting to identify pain points and brainstorm ways to help 
8. Summary report (draft and final versions) 
9. Journey map (draft and final versions) 

We can provide: 

• Recruitment. We will identify families to interview at multiple places along their 
journey.  

• Prompt and constructive feedback on project plans, interview scripts, and 
workshop planning.  

• Support for workshops and meetings. 
• Collaboration and project management tools as needed. 

Timelines  

Because this project is on a tight timeline, we will respond to questions via email 
anytime. We will begin talking with consultants the week of April 25, interviewing at 
least three consultants, or as many as needed to find the right fit. We hope to have a 
contract in place by May 10. 

Date Milestone 

March 2022 Consultants may submit questions via email: 
apply@nwresource.org. 

mailto:apply@nwresource.org
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April 25 This is the deadline for consultants to submit information. We will 
evaluate these submissions as a group and choose at least three to 
interview. We will continue to accept submissions, in case we don’t 
find the right fit in the first round. Consultants are welcome to 
email us to find out where we are in our process. 

April 26 We will begin talking with and interviewing (via videoconference) 
consultants from whom we have received information. We will 
interview at least three consultants or as many as needed to find 
the right fit. 

May 10 We are targeting this date to have a contract in place. 

Budget 

We expect this project to cost between $15,000 and $25,000. 

How to engage 

If you are interested in our project, please let us know and submit any questions via 
email as soon as possible to apply@nwresource.org. We will answer within two 
business days. 

By April 25, if possible, please email a letter of interest to apply@nwresource.org. We 
will evaluate all submissions we receive by April 25 as a group; however, we will 
continue to accept submissions until we have found the right fit. The letter of interest 
should include:  

• A description of the services you offer and your experience. 
• A brief description of the approach you might recommend (This information 

can be general; we are not asking for free advice).  
• The names of two similar projects you’d be willing to discuss with us via 

videoconference.  
• What you will need from us to ensure the project’s success.  
• A ballpark budget.  

We anticipate submissions being from two to four pages long. We will accept up to 
ten pages.  
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When evaluating consultants, we will consider experience, qualifications, proposed 
approach, previous success, and affordability.   

Thank you for your interest!  
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