


Technical Submittal
I. Project Description. The Commonwealth of Pennsylvania on behalf of the Pennsylvania Department of State (DOS) is seeking support, maintenance, and enhancement services for multiple applications, as detailed in Appendix A, Applications Descriptions. This multi-lot RFP will be awarded to a single Offeror. The applications included in Lot 1 of this RFP will be part of a separate RFP expected to be released later in 2019 for Elections Administration and are being separated from the remaining applications in this RFP. Work performed for Lot 1 is expected to potentially decrease over the life of this Contract.
A. [bookmark: _Hlk532366553]Lot 1 will cover services for the Bureau of Commissions, Elections, and Legislation (BCEL). Applications include; 
1. [bookmark: _Hlk532300420]State Unified Registry of Electors (SURE)
2. Lobbying Disclosure Registry
3. Elections and Campaign Finance
4. Election Night Returns
5. PA Online Voter Registration
6. County Extranet
7. PA Voter Services
B. Lot 2 will cover services for the Bureau of Professional and Occupational Affairs (BPOA), Bureau of Corporations and Charitable Organizations (BCCO), and the Bureau of Commissions, Elections, and Legislation (BCEL). Applications include;
1. Pennsylvania Licensing System (PALS)
2. Charities
3. SWORD/PennFile
4. Notaries
5. State Athletic Commission (SAC)
6. DOS Reports

II. Objectives.
A. General. The DOS is seeking support, maintenance, and enhancements to its existing applications by a qualified Offeror to ensure quality services to its customers while reducing costs, provision of increased oversight and creating transparency for the Commonwealth. 

B. Specific. DOS intends to create measurable efficiencies, reduce costs, and maximize the value of its services to its customers through support and continual improvement of its offerings. 

III. Statement of the Project. State in succinct terms your understanding of the project presented or the service required by this RFP.
Offeror Response

IV. Qualifications.
A. Company Overview.  Include company name, parent company if applicable, and a company overview.  This should include information on any foreign ownership or financing.   
Offeror Response

B. [bookmark: _GoBack]Prior Experience. Include experience in application and database support, maintenance and enhancement of multiple applications. This team must have variety of technical expertise to provide application and database support in a distributed application environment, experience with the .NET Framework, Microsoft services, and operating systems, and various languages such as VB .NET, C#, and Legacy VB. Experience in Microsoft SQL Server is also required. Experience with Microsoft Dynamics and 4th generation development environments is a plus. Experience shown should be work done by individuals who will be assigned to this project as well as that of your company. Studies or projects referred to must be identified and the name of the customer shown, including the name, address, and telephone number of the responsible official of the customer, company, or agency who may be contacted. Offerors shall submit a minimum of three (3) references. (See Appendix B, Project References)
Offeror Response

C. Firm Disclosure. The integrity of the DOS applications are paramount.   The DOS, therefore, must assess the competency, integrity, character, reputation and background of the firm. Offeror(s) shall provide the following:
a. The details of any felony conviction within the last ten (10) years, gross or first-degree misdemeanor or offense of a criminal nature within the last five (5) years, state or federal, of the firm or any person whose name and addresses are:
i. Required by the RFP; or
ii. Who are otherwise employees, major partners, officers, five (5) percent (or greater) stockholders, or directors of the firm.
b. The details of any civil adjudication of fraud, state or federal, of the firm or any person whose names and addresses are:
i. Required by the RFP; or
ii. Who are otherwise employees, major partners, officers, five (5) percent (or greater) stockholders, or directors of the firm, regardless of the nature of fraud.
c. A disclosure of details of any bankruptcy, insolvency, pending sale, reorganization, material litigation concerning the firm of any proposed subcontractor.
d. A disclosure of details of any foreign ownership or financing pertaining to the Offeror, any proposed subcontractor, or any employee, major partners, officers, five (5) percent (or greater) stockholders, or directors of the firm.    
Offeror Response

D. Personnel.  Include the number of executive and professional personnel, analysts, auditors, researchers, programmers, consultants, etc., who will be engaged in the work for Lot 1 and Lot 2, separately for each Lot.   Indicate where these personnel will be physically located during the time they are engaged in the Project.  For key personnel; Project Manager, Senior Developer (VB .NET and the .NET Framework), Developer (Legacy VB, VB .NET, and the .NET Framework), Quality Assurance Lead, Database Developer (SQL Server), Business Analyst Lead, and Infrastructure Architect/Deployment Specialist, Scrum Master,  include the employee’s name and, through a resume or similar document, the Project personnel’s education and experience in systems application and database support, supporting end-users, and production applications.  Offerors shall include any industry standards certifications or awards held by its proposed team, such as ITIL, and the level of certification possessed.

Outline the entire make-up of the teams in separate organizational charts, that will be submitted, including reporting relationships and a matrix of the responsibilities of each as outlined in Lot 1 and Lot 2 of this RFP. Indicate the expertise in quality assurance, deployment management, issues management, risk management, and change management along with any relevant information on previous projects of this type that each individual or your organization as whole has experience. 

Outline your methodology for providing the services as defined in this RFP based on skill set of the team you are submitting. Using Appendix C, Personnel Experience by Key Position indicate the responsibilities each individual will have in this Project and how long each has been with your company.  Offerors may not propose the same personnel for both Lots. The selected Offeror shall provide the following key personnel with the following minimal qualifications:

1. Project Manager
a. Dedicated 100% to DOS. The Project Manager may not be diverted from this project to other projects without approval from DOS. This individual may also serve as the Scrum Master.
b. Minimum of seven (7) years of experience in managing projects of this nature and scope.
c. Experience in managing multiple, simultaneous, application operational, development and infrastructure projects through complete lifecycles.
d. Experience in development of project scope and optimizing project processes
e. Experience in project estimation, developing and successful deliver of complex project plans, involving 3rd party or external entities
f. Experience in defining milestones, monitoring to team performance and project reporting
g. Experience in planning, organizing, prioritizing, and managing multiple work efforts across application teams.
h. Experience in baselining of projects and reporting variances, risk mitigation efforts
i. Experience in managing multiple work orders in scope and performance once designated as an approved work package.
j. Excellent written and verbal communication skills with team members, users, stakeholders and management.
k. Experience in providing Project Management services within an Agile environment.
l. PMI Certified or equivalent certification.
m. Knowledge of PMBOK, MS Project, SharePoint, Project Server, TFS
2. Application Developer Lead
a. Minimum of seven (7) years project management or team lead experience
b. Four (4) year degree or equivalent technical study or advanced degree
c. Minimum of Ten (10) years of development and support experience in a multi-tier .NET application environment for public facing applications in an Agile environment, using a development tool like, Microsoft Team Foundation Server..NET Framework, Microsoft SQL Server (2008, 2012, and newer)
d. Object-oriented analysis and design with UML, Web Services and XML technologies, MS SQL Server
e. .Net Development with Microsoft Visual Studio and Team Foundation Server (TFS)
f. Experience in mentoring other application development team members on technical issues, including tools, techniques, best practices.
g. Experience in leading similar sized application development teams and coordinating efforts between analysts and testers.
h. Experience in performing code reviews for other team members.
i. Proven ability to collaborate with business users, project managers and technical architects.
j. Proven ability to translate functional requirements in an Agile environment to application code.
k. Experience in working through every phase of the SDLC in an Agile environment.
3. Business Analyst Lead
a. A minimum of seven (7) years as a business analyst with at least five (5) years in leadership roles on projects of similar size and scope
b. Seven (7) or more years of experience in formal requirements gathering methodologies.
c. Seven (7) or more years of experience in gathering, developing business requirements from stakeholder(s).
d. Seven (7) or more years of experience in development of business requirements into functional requirements through tools, such as storyboarding.
e. Seven (7) or more years of experience in developing Business Requirements - project initiation document, what the needed achievements will be, and the quality measures.
f. Seven (7) or more years of experience in developing Report Specifications - define the purpose of a report, its justification, attributes and columns, owners and runtime parameters.
g. Seven (7) or more years of experience in developing Requirements Traceability Matrix - a cross matrix for recording the requirements through each stage of the requirements gathering process.
h. IIBA Certification strongly preferred
4. Database Developer Lead
a. Seven (7) years’ experience working actively with Microsoft SQL Server databases (with the most version 2014 or above)
b. Working knowledge of Microsoft SQL Server system constraints, referential integrity, and database normalization
c. Ability to review and tune performance based on explain plans
d. Experience with logical and physical database design
e. Ability to read and write complex queries using T-SQL
f. Ability to use and understand shell scripting
g. Experience in data cleanup and fixes and data conditioning activities to support design changes
h. Possess working knowledge of .Net Development
i. Expert knowledge of database scripting
j. Experience in code reviews of stored procedures and optimization techniques
k. Experience in the various technologies for Microsoft SQL availability, including clustering, replication and synchronization
l. Experience in administration of small data warehouses and reporting databases.
5. Infrastructure Architect/Deployment Specialist
a. Seven (7) or more years of experience creating infrastructure designs and documentation for large and complex IT solutions
b. Five (5) or years of experience managing very large data base projects
c. Experience in troubleshooting application issues
d. Experience in analyzing, planning and executing software product upgrades in support of large applications
6. Quality Assurance Lead
a. Seven (7) or more years of experience leading software quality assurance teams in a multi-tiered application environment, using Agile methodologies.
b. Seven (7) or more years of experience writing test documentation, including test plans and test scripts
c. Seven (7) or more years of experience executing test cases and analyzing test outcomes
d. Experience in leading test teams through all phases of SDLC testing, including module, regression, integration, UAT and verification.
e. Experience in leading test teams with members from multiple sources, including stakeholders, users, application development, and management.
f. Experience in leading team members to measure, identify and report on quality issues during the development cycle and after code deployment.
g. Experience in development, tracking and management of testing matrices
h. Experience in testing tools, both manual and automated
i. Experience in creation and publishing of software quality audit package and associated review sessions with stakeholders.
j. Experience in estimation of test efforts by team members
k. Experience in creation of meaningful reports and dashboards
l. Experience in test strategies for mobile applications, public facing applications and internal applications
m. Experience in all phases of testing within an agile software development lifecycle, including planning, executing, tracking and documentation of testing activities
n. Experience in developing and implementing quality assurance standards and processes
7. Scrum Master. This individual may also serve as the Project Manager.
a. Three (3) or more years working as a Scrum Master on Microsoft-centric software development teams
b. Possess a good working knowledge of Scrum principles, practices and theory, as well as knowledge of patterns and techniques for filling the intentional gaps left in the Scrum approach (i.e. numerous Burndown technologies, Retrospective formats, processes in bugs and defects, minimal viable product approaches)
c. Experience in facilitating Agile ceremonies, including Stand-Ups, Grooming, Sprint Planning, User Reviews, Retrospectives and Touchpoints
d. Experience in building and managing to a Definition of Done
e. Experience in building Scrum Team project schedules
f. Experience in building and maintaining dashboards and reporting on Sprint statistics, such as velocity, burndowns, User Story status, etc.
g. Experience in defining, managing and mitigating obstacles and distractions impacting team performance
h. Experience in managing risk and issues log
i. Experience with mentoring Scrum team members in the Scrum methodology
j. Must have a valid Scrum Master certification from a recognized organization
k. Experience is preferred in software development in Microsoft Technologies, as well as experience with Microsoft Team Foundation Server and Microsoft tools in a .NET/SQL application environment.
l. Experience in identification of prerequisites for committed User Stories
8. Applications Support Lead
a. Minimum of Seven (7) years of related application governance and software development experience.
b. Advanced knowledge of software engineering principles, methods, processes and techniques to include Agile/Scrum - DevOps.
c. Experience working with Microsoft platforms to include middleware and database technologies.
d. Strong verbal and written communication skills with a confident and assertive demeanor.
e. Previous successful experience in Software Applications Lead or Management role
f. Experience with many of the following is desirable: Microsoft Structured Query Language (MS SQL), Citrix, Microsoft BizTalk Server, Java, .NET, SharePoint, SyncFusion, Microsoft Internet Information System (IIS), Selenium, and TFS
g. Experience with Continuous Integration / Continuous Delivery (CI/CD) methods.
h. Experience with Cloud Web Services is highly desirable.
i. Experience providing technical leadership in a complex enterprise system of systems environment is highly desirable.
j. Minimum of Five (5) years experience in leading application support teams supporting complex multi-tiered applications that are multi-facing (public and internal).
k. ITIL Foundations Certification
l. PMP Certificate
9. Application Architect
a. Minimum of Seven (7) years of application architecture experience in multi-tiered complex application environments
b. Minimum of Five (5) years software development experience involving Microsoft technologies
c. Four (4) year bachelor’s degree in computer or software related field
d. Experience in the definition and implementation of application architecture for diverse business processes, projects, and function
e. Experience in the development of software solutions and strategy to meet the architectural goals and needs of a client
f. Experience in acting as a liaison with programmers and software development team to design and implement an architectural system
g. Experience in the assignment of work duties to an organization’s technical and programming staff in order to achieve a common target
h. Experience in designing interfaces between multiple applications, databases, and middleware systems
i. Experience in providing technical support and training of an organization’s IT personnel to ensure high level of business performance
j. Experience in delivering assessments to identify operational limitations and gaps in functional coverage
k. Experience in the upgrade of architectural systems and software life cycle to ensure improved processes
l. Experience in monitoring the performance of architectural systems to ensure fluid interaction between components
m. Experience in the conducting of tests to ensure an application conforms to fundamental application standards and meets the requirements of the end user
n. Experience in providing proper documentation of software design and developing processes in order to produce appropriate procedures for application use
o. Experience in the design applications according to specific architectural design to improve overall system performance.

10. Application Security Architect.
a. Minimum of seven (7) years of experience in programming and practical experience in Information Security Architecture 
b. Experience in application security architecture and authorization approaches, including but not limited to;
(1) Application vulnerability testing 
(2) Web-based and mobile applications
(3) Database design
(4) Role-based access control
(5) Encryption/decryption
(6) Risk assessments and mediation methodologies
(7) System design and analysis
(8) Security frameworks
c. B.S. in Computer Science or Information Assurance Engineering degree. 
d. This resource may not be full-time, but consulted on an as needed basis. 

Offeror Response Lot 1

Offeror Response Lot 2


E. Replacement of Personnel.  The Offeror may not divert or replace personnel without written approval of the Commonwealth project manager and in accordance with the following procedures, after personnel have been assigned and approved.

1. The selected Offeror must provide notice of proposed diversion or replacement of key personnel to the Commonwealth Project Manager at least forty-five (45) calendar days in advance and provide the name, qualifications and background check of the person who will replace the diverted or removed staff. DOS will notify the selected Offeror within ten (10) calendar days of the diversion notice whether the proposed diversion is acceptable and if the replacement is approved. Replacement of all other personnel must be submitted ten (10) days prior to the replacement or substitution. DOS reserves the right to conduct a meeting with the proposed replacement prior to approval.

2. The selected Offeror must provide notice of proposed diversion or replacement of non-key personnel to the DOS at least fourteen (14) calendar days in advance. 

3. The selected Offeror may not replace its project managers for the duration of the Contract without DOS approval.  If the project manager leaves the selected Offeror’s employment, then the replacement must be approved by DOS.  

4. The selected Offeror must provide a minimum of a thirty (30) calendar day overlap at no additional charge to the Commonwealth for replacement of key personnel.

5. Advance notification and employee overlap is not required for changes in key personnel due to resignations, death, disability, dismissal for cause, dismissal as a result of termination of a subcontract, or any other cause that is beyond the control of the selected Offeror or its subcontractor. However, the replacement staff must meet Commonwealth approval and the same documentation as provided for the original staff must be provided.  Replacement of key personnel whose availability changes for reasons beyond the control of the selected Offeror must occur 1) on a temporary basis within one week of the availability change and 2) on a permanent basis no longer than thirty (30) calendar days from the availability change.

6. In the event that the Offeror’s personnel must be replaced, the newly proposed personnel must possess equal or greater experience and skills and must have a background check as described in IT Terms and Conditions.

7. No more than five percent (5%) of the key personnel, and no more than twenty percent (20%) of the overall Offeror staff assigned to this project, may be substituted per year unless approved by DOS. The project must not incur any delays due to knowledge transfer related to replacement or substitution of Offeror personnel. 

8. DOS may request that the selected Offeror remove one or more of its staff persons from the project at any time. In the event that a staff person is removed from the project, the selected Offeror will have ten (10) days to fill the vacancy with a staff person acceptable in terms of experience and skills, subject to DOS approval.

Offeror Response
F. Subcontractors.  Provide a subcontracting plan for all subcontractors, including small diverse business and small business subcontractors, who will be assigned to the Project.  This should include information on any foreign ownership or financing.  The selected Offeror is prohibited from subcontracting or outsourcing any part of this Project without the express written approval from the Commonwealth.  Upon award of the contract resulting from this RFP, subcontractors included in the proposal submission are deemed approved. For each position included in your subcontracting plan provide:

1. name of subcontractor;
2. address of subcontractor;
3. number of years worked with the subcontractor;
4. number of employees by job category to work on this project;
5. description of services to be performed;
6. what percentage of time the staff will be dedicated to this project;
7. projected timeframe of involvement;
8. geographical location of staff; and
9. resumes (if appropriate and available).

[bookmark: Text2]Offeror Response Lot 1

Offeror Response Lot 2


V. Financial Capability.  
Describe your company’s financial stability and economic capability to perform the contract requirements.  This should include information on any foreign ownership or financing.  The Commonwealth reserves the right to request additional information it deems necessary to evaluate an Offeror’s financial capability and the source(s) of any foreign ownership and investment.
Offeror Response

VI. Requirements.  Offerors shall describe how it will meet the requirements as stated in this RFP.

A. Project Management. The selected Offeror shall provide dedicated Project Managers for each Lot that shall serve as the main point of contact and provide project management services for the duration of the project. Project management includes the planning, organizing, and management of resources to bring the successful completion of specific project goals and objectives. The selected Offeror shall be responsible for creating and maintaining all documentation as defined in section IX. Reports and Project Controls.

Offeror Response

B. Incoming Transition. Offerors shall describe its approach to the development, execution and management of an incoming transition plan. Offerors shall describe how it will work with DOS and incumbent staff to determine initial staffing levels.  

DOS requires the selected Offeror to plan and execute a thorough and effective resource transition and transfer of knowledge. The transition plan shall include, but not be limited to, proposed initial staffing levels based on project pipeline and maintenance needs, a description of how the Offeror resources will interact and engage with DOS’s current staff and contracted resources to effectively and efficiently transition the application maintenance, support, monitoring, documentation requirements, and training. 

For Lot 1, the selected Offeror shall also describe its approach to effectively transition, manage and execute during a vital election preparation and support period between September 2019 – November 2019. During this time, the selected offered will be expected to manage resources to support all election preparation, election night activities, and other deadlines that coincide with the 2019 election cycle. 

To the extent possible, DOS expects little to no disruption to its ongoing projects, support and work being accomplished. 

After transition, DOS expects to have resources that are fully up to speed on DOS processes and standards and capable of delivering on assigned tasks and projects.

Offeror Response

C. Hosting. The solutions shall be hosted by the Commonwealth. The current environments for each application can be found in Appendix D, Summary of Environments. The selected Offeror shall be responsible for regular review and recommendation to DOS of necessary changes to the existing infrastructure to support the solutions throughout the life of the Contract. DOS will procure all needed hardware and software needed to maintain its applications, as well as any required licenses. 

D. Solution Maintenance & Support. The selected Offeror shall provide solution maintenance and support as defined in the Tasks section of this RFP.
1. Incident Management. The selected Offeror shall triage, track, escalate, monitor, and resolve reported problems/issues. The selected Offeror shall use ServiceNow (or subsequent Commonwealth-provided incident management solution) for incident reporting and management. DOS shall provide licenses for the selected Offeror’s staff. 
2. Request for Service. The selected Offeror shall provide data and reporting services to aid Program Area management needs for data extracts for decision making activities. These requests are exercised only when the current reporting services do not fulfill the need.
3. Notifications. The selected Offeror shall provide notifications to DOS. Offerors shall describe its notification policies and procedures. Offeror must include policies and procedures for notifications to DOS staff and users in the event of scheduled maintenance, unscheduled maintenance, emergency maintenance, downtime, system errors, degraded performance, or other user impacting events.

Offeror Response Lot 1

 Offeror Response Lot 2

E. Software Development Life Cycle (SDLC). The selected Offeror shall plan for and develop code using a hybrid Agile Scrum framework as described and tasks defined in Appendix E, DOS SDLC. Activities shall include, but are not limited to; the development of user stories with complete definition, acceptance criteria, and estimates of work effort, architecture with any changes to current infrastructure (including data), design, development, testing, documentation, and training. 

Offeror Response

F. Release Management.  The selected Offeror shall provide functional software releases and upgrades during the life of the Contract. Each application shall not exceed six (6) scheduled releases per year and six (6) additional patches per release. Changes due to legislation shall be included in a standard release without additional cost to the Commonwealth, unless those changes are in size similar or exceed a standard release and are limited by legislative time constraints to deploy. See Appendix F, Historical Release Information. The selected Offeror shall work with DOS to determine priorities of changes in the next release and which items will move to the back-log for the next scheduled release. The selected Offeror shall adhere to the deployment methodologies used by DOS as stated in Appendix G – Deployment Methodologies.

Offeror Response

G. Change Management. The change management process shall be used to manage all system changes including, but not limited to, changes for defect management, system maintenance, and enhancements. DOS currently uses a hybrid solution of ServiceNow and Microsoft’s Team Foundation Server (TFS) as its change management solution. The selected Offeror shall be responsible for change management including, but not limited to, change request tracking; approvals process; complete documentation of changes, to include but not be limited to, configuration and source code changes; and communication approach. All changes to the system must be approved by DOS prior to the change implementation. Offeror shall describe its change management approach that at a minimum shall demonstrate how it plans to identify, evaluate, document, prioritize, categorize, resolve, and close-out changes. 

Offeror shall also describe how it will support DOS change management.

Offeror Response
			
H. Enhancements. DOS may request work to be completed due to legislative or other program changes that may exceed the standard release size or timeframe. The selected Offeror shall provide enhancements as requested by DOS. The selected Offeror shall create a statement of work for each enhancement request approved by DOS. The cost of the enhancements shall be based on the blended rate as stated in Appendix H, Cost Submittal Lot 1 and Appendix I, Cost Submittal Lot 2.  Legislative changes and mandates shall not be considered enhancements if they are minor in scope (no more than ten (10) percent of the full standard release) and will be considered normal maintenance and support. Enhancement work shall be completed in addition to standard release and operational support without causing disruption to daily activities.

Offeror Response

I. Documentation.  Offerors shall describe how it will update and maintain application and process documentation. All documentation shall be stored within the Commonwealth on Commonwealth resources. 
The selected Offeror must update and maintain current available system documentation associated with each functional and technical release that, at a minimum, depicts the functional and technical requirements, design, key decisions, interface, integration, database design, data flow diagrams, entity relationship diagrams, workflow diagrams, report layouts, data, security, technical, test, test tools, and user manuals, backup, recovery, and restart procedures. Documentation also includes adding and maintaining documents within the source code as appropriate.  The selected Offeror shall, as appropriate, generate or update project management documentation. 

The selected Offeror shall update, where available and create complete, clear, concise, and accurate documentation. All internal documentation for custom-written code shall be sufficient to render the code clear and legible, and easily maintainable by a developer other than the original developer. The selected Offeror shall commence documentation creation upon notice to proceed on work performed by the selected Offeror. Creating legacy documentation is not required.

Documentation includes the following categories:

Technical Documentation. Describes the technical architecture of the system. This documentation describes at a minimum the system functions, application procedures, error troubleshooting guides, relational database design, data dictionary, performance specifications, program descriptions, and dependency diagrams. 
System Operations Documentation. Describes the steps and procedures needed to operate the system. This shall include system administration procedures, system start up and shut down procedures, dependency diagrams, deployment procedures, backup and recovery procedures, archival and restoration procedures, batch job procedures, security procedures, and maintenance procedures. 
System Standards Manual. Describes the standards used to develop the applications such as coding methodology, naming conventions, and other similar items.

Offeror Response

J. Staffing. The selected Offeror shall provide the necessary level of staff and skill to conduct all activities established in the RFP in order to meet all requirements and tasks. Offerors shall propose its project teams for each Lot of this RFP. The Commonwealth reserves the right to accept or reject proposed teams. The selected Offeror shall staff adequately to ensure deliverables are delivered on-time and Service Level Agreements are met. Offeror shall not propose the same individuals for both Lots of this RFP, unless approved by the Commonwealth. Offerors shall provide an organizational chart for each Lot. Offerors shall ensure adequate levels of staffing throughout the life of the Contract. Offeror’s staff shall be located in Harrisburg, PA at DOS and Delivery Center locations located at the Labor & Industry Building, North Office Building, and Penn Center. The Commonwealth at its own discretion shall require the selected Offeror’s staff to be on-site, particularly during times of testing and deployments.  Space can be provided for approximately 18 staff at Labor & Industry Building, five (5) staff at its Penn Center location and ten (10) in the North Office Building. DOS shall provide workstation space, laptops, and telephony within its locations. 

The selected Offeror shall be responsible for annual background checks and shall incur the cost of employee badges for access to Commonwealth facilities. 

Offeror Response

K. Outgoing Transition/Knowledge Transfer.  The selected Offeror shall engage in on-going Knowledge Transfer activities throughout the life of the Contract. This shall include updating all system documentation, mentoring Commonwealth staff, and working with any Commonwealth partners. Knowledge Transfer shall be provided through documentation, mentoring, training, and meetings. The selected Offeror shall work with the incoming Contractor to support the seamless transition of services. The selected Offeror shall ensure that Commonwealth staff or its incoming Contractor at the end of this Contract can assume all support and maintenance at the end of the contract term. 

Offeror Response 

L. Optional Services. The selected Offeror shall provide the following optional services at the sole discretion of DOS. 
1. Call Center Support. Call center support shall consist of live agent support during core business hours. Offerors shall have a mechanism for call center support for non-core hours. In addition, some exception hours occur within some applications. Service Now will be reporting tool used for incident tracking and reporting.  See Appendix J, Call Center Activity and Hours. Note: Call Center support for BCCO will continue to be provided by Commonwealth staff.
a) If the Commonwealth elects for call center support and the Prime Contractor is not able to directly provide those services, the Prime Contractor must subcontract with UniqueSource. See Appendix L – DGS UniqueSource Subcontract Language.
2. [bookmark: _Hlk3359652]Data Analysis and Architecture. The Commonwealth at its sole discretion may elect to have analysis of its data in an effort to plan for the integration, centralizing, and maintaining of its data. Work may include, relational database design, development of strategies for data acquisitions, archive recovery, and database implementation. This effort shall have individuals with experience in data analytics, business intelligence (BI), data mining, data reporting, performance dashboards, database design, and strategy plan development. This optional service would be an as-needed request by the DOS and shall be based on the blended rate card in Appendix H- Cost Matrix – Lot 1 and Appendix I – Cost Matrix Lot 2.

Offeror Response 

M. Service Level Agreements. The selected Offeror shall meet or exceed the level of service as established in Appendix K, Service Level Agreements. Offerors shall state its understanding and acceptance of the Service Level Agreements as stated by the Commonwealth. 
Offeror Response

N. Policies and Regulations. The selected Offeror shall adhere to all federal, state, and local policies and regulations. 

O. Disaster Recovery. The selected Offeror shall work with the Commonwealth during the life of the Contract to ensure that DOS applications are functional during and following a disaster. This includes participation in an annual disaster recovery exercise with Commonwealth staff. The Offeror(s) shall describe how it will work with the Commonwealth to ensure operational integrity during and following a disaster, including contingent location of staff.
Offeror Response
 
P. Emergency Preparedness.
To support continuity of operations during an emergency, including a pandemic, the Commonwealth needs a strategy for maintaining operations for an extended period of time. One part of this strategy is to ensure that essential contracts that provide critical business services to the Commonwealth have planned for such an emergency and put contingencies in place to provide needed goods and services. 

1. Describe how you anticipate such a crisis will impact your operations.
2. Describe your emergency response continuity of operations plan. Please attach a copy of your plan, or at a minimum, summarize how your plan addresses the following aspects of pandemic preparedness:

a. Employee training (describe your organization’s training plan, and how frequently your plan will be shared with employees)
b. Identified essential business functions and key employees (within your organization) necessary to carry them out
c. Contingency plans for: 
i. How your organization will handle staffing issues when a portion of key employees are incapacitated due to illness.
ii. How employees in your organization will carry out the essential functions if contagion control measures prevent them from coming to the primary workplace. 
d. How your organization will communicate with staff and suppliers when primary communications systems are overloaded or otherwise fail, including key contacts, chain of communications (including suppliers), etc.
e. How and when your emergency plan will be tested, and if the plan will be tested by a third-party.

Offeror Response

VII. Tasks/Work Plan.  Describe in narrative form your technical plan for accomplishing the work using the task descriptions as your reference point.  Modifications of the task descriptions are permitted; however, reasons for changes should be fully explained.  Indicate the number of person hours allocated to each task.  Include a Program Evaluation and Review Technique (PERT) or similar type display, time related, showing each event.  If more than one approach is apparent, comment on why you chose this approach. 

The selected Offeror must perform all activities necessary to perform the tasks, below, while meeting the requirements of this RFP. All deliverables are subject to DOS written approval.
A. Transition Planning from the incumbent Contractor.  Upon notice to proceed, the selected Offeror shall have a period of no greater than 90 calendar days to conduct project initiation and to ensure a complete transition of DOS support from the incumbent contractor. During this phase, the selected Offeror must work cooperatively with the incumbent contractor and Commonwealth project staff to understand existing structure and processes, to prepare and successfully execute the transition plan in preparation to assume support for DOS production system responsibility. Offerors shall submit a draft transition plan with its proposal. The final incoming transition plan must be completed and submitted within ten (10) business days upon notice to proceed. 

1. Transition plan. The selected Offeror shall create a written plan and execute the plan, upon DOS’s approval. This plan must allow for a seamless transition of functions between the incumbent contractor and the selected Offeror with minimal disruption to operations. The plan must:
a. Explain how the Offeror will approach transition and work cooperatively with the incumbent contractor.
b. Explain what, if any, adverse impacts the Offeror anticipates that may impact business operations during the transition period.
c. At a minimum the plan must include:
(1) The strategy for transferring system responsibility.
(2) Timeline that will be applied to the transition plan.
(3) Roles and responsibilities – to include for selected Offeror, incumbent contractor, and Commonwealth.
(4) Breakdown of activities that will be performed in the transition phase.
(5) Knowledge transfer process.
2. Transition status reports. The selected Offeror must produce a written report on the status of the transition each week throughout the transition period. 

3. Transition status meetings. The selected Offeror must schedule and conduct daily transition status meetings throughout the first two weeks of the transition, and then weekly transition status meetings throughout the remainder of the transition period.  DOS may request more frequent meetings, as needed. The incumbent contractor may be asked to attend these meetings.

Deliverables:
· Final Approved Transition plan
· Transition status reports
Offeror Response
B. Release Management. A release shall occur after every 2 sprints, depending on the approved sprint duration. No more than six (6) scheduled releases shall occur per year.  In addition, the selected Offeror shall provide up to six (6) patches per year, and patches shall be provided within one (1) week. The selected Offeror is expected to work with DOS’s release management staff to incorporate the release management needs with DOS’s process and tools. Releases shall not overlap with another application release schedule.
1. Release Planning. 
a. The selected Offeror and Commonwealth project manager will collaborate with the program areas to define and prioritize the list of completed work items to be included in upcoming releases. This information will be used for the Offeror to create a release management plan for each release.  Work items may include but are not limited to items that support enhancements, defect remediation, software, and hardware upgrades.
b. The selected Offeror shall provide a release deployment schedule depicting the associated timeframe from development to production.
c. The selected Offeror shall consider options for hardware requirements, upgrades, software version changes or upgrades, new software products, programming, and configuration.
d. The selected Offeror shall support development services for relational, transactional, and reporting databases.
e. The selected Offeror shall provide identification and configuration of all proposed hardware (and operating systems) needed to support the system through all life cycle phases.
Offerors shall describe their release management strategy to include at a minimum: release planning, release deployment schedule, hardware and software versioning, database services, and post-release evaluation and debriefing.
Deliverables:
· Release Management Plan
Offeror Response
2. Requirements Management.
a. The selected Offeror shall manage the requirements of the release after the Commonwealth project manager has given approval of the release planning. 
b. The selected Offeror shall update or develop documentation that identifies the detailed requirements including but not limited to all internal and external interface and product integration dependencies. This includes, but is not limited to, the updating and/or creation of use-case documentation and process flow documents.

Deliverables:
· Detailed Requirements Document with Traceability Matrix
Offeror Response
3. Detailed System Design. The selected Offeror shall update or develop a detailed design for every release, including the following information or equivalent types of information:
a. Activity Diagrams/Process Flows
b. Use Case Diagrams and Narratives
c. Screen Mockups
d. Correspondence Mockups
e. Business Rules
f. Summary of artifacts that have been modified/created Team Foundation Server (TFS)
Deliverables:
· Detailed System Design Document
Offeror Response
4. Data Management. The selected Offeror shall be responsible for all data management tasks associated with maintaining DOS, including activities specifically associated with a release. Ongoing data maintenance activities must ensure DOS data is complete, accurate, secure and stored efficiently to optimize performance. Activities associated with data management include, but are not limited to:
a. Development of data manipulation language to condition data in support of a release.
b. Creation of appropriate data for testing design changes or defects in the non-production environments.
c. Accurate estimation of the time required to execute data manipulation taking into account differences in environment infrastructure.
d. Development and implementation of specific data scripts and data fixes.
e. Review of DOS to identify common or significant data quality issues and to proactively review enhancements for potential data quality issues.
f. Recommendations to the Commonwealth project manager for remediation of any identified data quality issues and implement recommendations upon approval.
g. Offerors shall provide examples of experience with data management on similar projects.
Deliverables:
· Data Test Scripts
· Data Quality Report
Offeror Response
5. Testing. Testing shall be performed prior to a release to ensure the work completed across the sprints does not cause issues when implemented together. Testing occurs throughout each sprint, and shall also be performed prior to a release to ensure the work completed across the sprints does not cause issues when implemented together. The selected Offeror must plan and execute testing to verify that all requirements and design specifications have been met successfully. The selected Offeror shall provide a comprehensive test plan that will be used to setup and execute testing procedures.

The selected Offeror shall be responsible developing test case scenarios, and updating existing test scripts that will be reviewed, validated, and approved by the Commonwealth project manager. This includes reporting of test execution progress as required by DOS. DOS may review testing execution at any phase.

The selected Offeror must plan and execute the following testing:
a. Unit Testing 
b. Integration Testing 
c. System Testing 
d. Load Testing 
e. Security Testing 
f. User Acceptance Testing (UAT) - The selected Offeror shall assist DOS staff with UAT. Testing shall be performed by DOS staff. The selected Offeror is expected to track and report on the progress of the UAT.
Deliverables:
· Related unit tests
· Test scripts
· Comprehensive test plan
· Test result report showing the successful test results
Offeror Response

6. Software Quality Assurance. The selected Offeror shall provide software quality assurance throughout the life of the Contract. The goal of the Offeror’s software quality assurance strategy should be aimed at preventing defects, early defect identification and remediation, and zero defects deployed to production.   Software quality assurance shall ensure that a process driven by risk analysis/assessment is in place, defects are measured, and the process allows for continuous process improvement.  Software quality assurance applies to the SDLC including the software testing lifecycle.   Identifying and correcting defects early in the lifecycle is the most cost-effective way to develop a system free of defects.   

The Offeror shall track and report on defects and prepare a defect report for each release.  The defect report must include, but is not limited to, detailed information regarding each defect, the defect severity level, the system development lifecycle phase in which the defect was discovered, the lifecycle phase in which the defect was created i.e. the point of cause, the staff involved in creating the defect, the corrective action taken to ensure that the individual(s) do not repeat the defect, an indication and explanation as to whether the defect was or was not covered by warranty along with supporting justification.   The Offeror shall perform defect trend reporting and analysis and use this information to determine the effectiveness of its software quality assurance program and to use as input into continual service improvement.

The Commonwealth reserves the right to request that the Offeror provide estimated costs associate with each defect.

The Offeror shall describe its comprehensive software quality assurance program.

Deliverables:
· Defect Reports

Offeror Response


7. Preparation for Build Deployment. Prior to the deployment of any build, the selected Offeror shall:
a. Provide a summary of changes to be introduced by the build.
b. Identify any shared services components which will be used or altered as a result of the build.
c. Identify any personnel resources to be used by the selected Offeror in the creation, implementation, or support of the build.
d. Identify any DOS resources to be used in the build or affected by the build, and integrate efforts with them where needed in advance of the build.
e. Adhere to Release Management requirements as stated in this RFP.

Deliverables:
· Release Source Code

Offeror Response

8. Implementation. The selected Offeror shall be responsible for the successful implementation of the release into the DOS production environment. This includes data management activities related to implementation into production if applicable to the release.
a. Implementation Plan. After discussions with the Commonwealth project manager and the DOS project team, the selected Offeror shall create an implementation plan for every release.  This plan shall be submitted to the Commonwealth project manager no less than ten (10) days prior to the scheduled production release date, and shall include but is not limited to:
(1) How the work defined in the requirements and scope of the release will be implemented.
(2) Identification of the sequence of events.
(3) Identification of internal and external dependencies.
(4) Contingency Plan.
(5) Post-release validation strategy, support, and issue tracking.
Deliverables:
· Implementation plan
Offeror Response

10. Release Closeout and Final Acceptance.
a. Within 2 business days following the release, the Offeror shall provide the Commonwealth project manager with a letter certifying that the release is complete with no major issues and that the warranty period begins from the date of the letter.
b. A five (5) business day stabilization period shall follow each release implementation. During this stabilization timeframe, the selected Offeror shall work with DOS to monitor the system, collect issues, conduct maintenance activities, and prioritize defects which are detected as a result of the product or activities associated with the release. The selected Offeror shall work with DOS to identify defect corrections that shall culminate into a patch release. Corrections shall be made following the system development life cycle, which shall be promoted through the system environments. Associated documentation must be updated to reflect changes.
c. Following the five (5) business day stabilization period but no longer than ten (10) business days from release implementation, the selected Offeror shall prepare a final report that will document the outcome against the original planned release. A release final report shall include a summary of the work completed by major task, an assessment of the approach and technology used and options for improvement, actual work performance against planned schedule, approved changes and the impact on the original plan, problems encountered, problems which have been corrected versus not corrected, reasons for non-corrected problems,  analysis of quality assurance and quality control measures and their impact along with opportunities for improvement.

Deliverables:
· Final report showing the successful deployment of the approved release

Offeror Response

C. Training.  The selected Offeror shall document changes and train all users impacted when a new release changes the user experience. Offerors shall describe its training methodology. The selected Offeror shall provide class-room and online training, and recorded webinars, and must provide all training materials to the Commonwealth. The Commonwealth shall request training at its sole discretion.

Deliverables:
· Classroom Training
· Online Training
· Training Documentation

Offeror Response

D. Operational Support and Maintenance.
1. The selected Offeror will provide application maintenance, infrastructure, and operational support services for the DOS applications throughout the life of the Contract. The selected Offeror will provide operational support during a disaster. DOS staff in conjunction with the selected Offeror will monitor the performance and availability of DOS applications. 

The selected Offeror’s project manager will review project activities, taking into account priorities received from the Commonwealth project manager, and make any necessary adjustments to project tasks and/or schedule and communicate any such adjustments to the Commonwealth project manager. The Commonwealth project manager and the selected Offeror’s project manager will review the DOS schedule, approve and prioritize DOS requests. 

The Commonwealth project manager will evaluate these adjustments and impacts and advise the selected Offeror’s project manager on any revisions to prioritization of the services.The selected Offeror will be responsible for maintaining all source code and business design artifacts, such as use case documentation. Source code will be maintained within TFS. All internal documentation for custom-written code shall be sufficient to render the code clear and legible, and easily maintainable by a developer other than the original developer.
2. The selected Offeror’s responsibilities include but are not limited to:
a. Monitoring and management of DOS applications, databases and scheduled jobs. 
b. Management of DOS interfaces.
c. Problem and incident management including root cause.
d. Support batch execution and monitoring.
e. Management of product upgrades.
f. Production deployment.
g. Support of the DOS logon and registration application.
h. Support of File Transfer Protocol (FTP) and Secure File Transfer Protocol (SFTP).
i. Support for data requests and specialized reporting.
j. Support for hardware requests and maintenance in DOS applications.
k. Support for record management in DOS applications.
l. Support for user management in DOS applications. 
m. Management of bug fixes, corrective actions to code defects, and code rewrites.
3. The selected Offeror will provide change management services as described below:
a. Review application and infrastructure changes for potential impact to the environments. Provide estimates and categorize change complexity.
(1) Create change impact analysis for medium and complex changes and send it to the Commonwealth project manager for a possible program change request.
(2) Work with DOS to schedule maintenance and fix activities as appropriate.
(3) Support DOS in establishing schedules for performing server maintenance (for example virus detection, backup, disk space cleanup, file defragmentation) modifications, and enhancements, so as to minimally impact the end users.
b. Maintain configuration documentation for DOS applications production system servers, operating systems, storage, network, and component software.
c. Request and keep current user access rights for the selected Offeror’s staff per DOS’s policies and procedures and processes.
d. Request configuration changes to DOS applications environments by following the DOS change control process and gaining the appropriate approvals.
4. The selected Offeror will provide performance management services as described below for DOS applications environments.
a. Work with DOS to determine what statistics should be monitored, such as storage, CPU utilization, and paging space.
b. Work with DOS to establish thresholds and exception reporting procedures.
c. Monitor trend data information in production.  
d. Review with DOS the configuration data and the DOS applications usage patterns.
e. Define performance indicators with input from DOS, monitor and maintain server performance against such indicators.
f. Provide recommendations to tune the system performance based on available performance data.
g. Determine appropriate resolution action when thresholds are exceeded and implement resolution.
h. Develop performance reports with input from DOS.
i. Plan and conduct quarterly review sessions.

5. The selected Offeror will provide incident management services as described below:
a. Follow and support escalation processes for operational issues.  
b. Perform problem management tasks consisting of real-time monitoring of the DOS application and infrastructure, problem identification, reporting, logging, tracking, resolution, communication, and escalation.
c. Gather and enter problem information into a problem record using the Commonwealth’s  incident management tool, currently ServiceNow, for problem tracking and notify the appropriate DOS and selected Offeror personnel of the problem and its status. 
d. Assist in investigating incidents to determining root cause, expedite incident resolution and, use historical data to minimize the recurrence of duplicate or similar incidents.
e. Provide resolution of the incident (alternate resources, restart, bypass, impact) and verify resolution.
f. Complete incident management reports detailing activities that occur during an incident.
6. The selected Offeror will provide capacity management based on agreed indicators as described below:
a. Work with DOS to plan and anticipate capacity needs to ensure smooth and efficient operations of DOS.
b. Provides input and consults on DOS’s capacity management activities.
7. The selected Offeror shall provide availability management services as described, below:
a. Work with DOS to define environments’ availability requirements.
b. Work with DOS to develop an availability plan.
c. Conduct tracking, analyzing, and reporting on availability.
d. Provide recommendations on availability improvements.
e. Develop key performance indicators and metrics for continual improvement of availability management.
8. Application Monitoring. The selected Offeror shall provide system monitoring activities to ensure system functionality is performing as required. Offeror shall have 90 days from contract execution to implement monitoring tools. Monitoring activities shall not detract from application performance or the volume or quality of release management or other activities as outlined in this RFP.
a. Batch Jobs Monitoring
(1) Review of all batch jobs (correspondence generation, print, and other batches) on a real-time basis to confirm they ran successfully and all records were processed, as expected.  This includes log reviews and database-level records review.  
(2) Review of all batch schedules to confirm the required batches are scheduled to run as expected.
(3) The selected Offeror shall communicate issues to the Commonwealth Project Manager and program area and appropriately resolve all failures.
b. Exceptions Monitoring
(1) Daily review of application, batch, and services logs to identify errors.  
(2) The selected Offeror shall immediately communicate issues to the Commonwealth Project Manager and program area, and identify and resolve root causes of errors.
c. Data monitoring
(1) Review the results of pre-determined sets of data monitoring queries to make sure there are no data issues in the system.  
(2) The selected Offeror shall communicate issues to the Commonwealth Project Manager and program area and resolve all data issues within 24 hours, including all data fixes to ensure data accuracy and proper dating of data and submitted documentation/materials.
(3) Review all recurring data fixes/changes to validate the records processed.
(4) The selected Offeror shall establish monitoring to identify application and system issues that necessitate data fixes/changes. 
(5) The selected Offeror shall develop and implement solutions to correct errored processes that result in the need for data fixes/changes.
d. Operational support queries monitoring
(1) Review the output and confirm delivery of operational support queries requested by the Program Areas.
(2) Prepare and provide a consolidated summary of all queries executed and to whom they were delivered.
e. Business metrics monitoring
(1) Review of daily business metrics to confirm various business functions are performing at an expected level, including but not limited to: number of correspondence errors, print and other batch errors.
Offerors Response

E. Outgoing Transition/Project Turnover. Prior to the end of the Contract, the selected Offeror shall provide outgoing transition and project turnover services. The selected Offeror shall provide a outgoing transition plan that outlines the timeline and tasks needed to complete turnover to the incoming vendor. The selected Offeror shall work with DOS staff and the incoming vendor and provide services to transfer the knowledge, skills, and abilities necessary to DOS staff and its incoming vendor. At the end of the outgoing transition period, DOS and its incoming representatives shall be able to:
1. assess, modify, maintain, upgrade, manage, apply patches to and monitor the performance of DOS’ software and hardware components.
2. identify and assess current or future functionality gaps in DOS applications and write specifications for the development of the needed functionality.
3. operate all DOS-related software and tools, and perform all necessary related processes.
The selected Offeror shall provide its outgoing transition plan within ten (10) business days upon DOS’s request. At the end of the transition period, the selected Offeror shall provide a final report to DOS showing the successful completion of all transition and turnover activities for DOS approval. 
Deliverables:
· Outgoing Transition Plan
· Final Report Showing the Successful Turnover and Acceptance of All Outgoing Transition Activities.
Offeror Response

VIII. Reports and Project Control.  

The selected Offeror shall provide project management services throughout the life of the project.  The selected Offeror shall create, maintain, and execute the following plans, reports, and supporting documentation in a format agreed to by the Commonwealth.  Offerors shall submit its project management methodology and/or draft plans which it proposes to use for this project.  The selected Offeror must submit final plan(s) within [specified] days of receiving the notice to proceed.  All plans are subject to Commonwealth approval.

A. Project Management Plan.  
The project management shall include, but not limited to, the following:

1. Project Plan. 
The project plan must describe the scope of work for the project and how the scope will be managed.  The project plan shall act as a confirmation of project scope, phasing, implementation objectives, and be detailed enough to ensure the product is delivered on time, within projected estimates, and meets all requirements as specified in the RFP. The project plan must include, but is not limited to:

•	Project Scope Statement 
•	Scope Management Process 
•	Major Milestones /Deliverables
•	Work Breakdown Structure (WBS)
•	Timeline

2. Requirements Management Plan. 
The requirements management plan must describe the process and approach to manage and address requirements throughout the life of the project.  The requirements management plan shall include:

•	Requirements Management Process
•	Roles and Responsibilities
•	Requirements Traceability Matrix (RTM)

3. Risk Management Plan. 
The risk management plan must describe the approach used to manage risk throughout the life of the project, how contingency plans are implemented, and how project reserves are allocated to handle the risks.  The plan will include the methods for identifying risks, tracking risks, documenting response strategies, and communicating risk information.  The risk management plan shall include:

•	Risk Management Process
•	Roles and Responsibilities
•	Rules/Procedures
•	Risk Impact Analysis Approach
•	Tools

4. Issue Management Plan. 
The issue management plan must describe the approach for capturing and managing issues throughout the life of the project to ensure the project is moving forward and avoids unnecessary delays.  The issues management plan shall include:

•	Issues Management Approach
•	Roles and Responsibilities
•	Tools

5. Change Control Management Plan. 
The change control management plan must describe the approach to effectively manage changes throughout the life of a project. The plan will include the process to track change requests from submittal to final disposition (submission, coordination, review, evaluation, categorization), the method used to communicate change requests and their status (approved, deferred, or rejected), the escalation process if changes cannot be resolved by the review team, and the process for project re-baselining.  The change control management plan shall include:

•	Change Management Process
•	Roles and Responsibilities
•	Rules/Procedures
•	Change Impact Analysis Approach
•	Tools

6. Communications Management Plan. 
The communication management plan must describe the communications process that will be used throughout the life of the project.  The process must include the tools and techniques that will provide timely and appropriate generation, collection, distribution, storage, retrieval and disposition of project information.   The communications management plan shall include:

•	Communications Management Process
•	Roles and Responsibilities
•	Reporting Tools and Techniques
•	Meeting Types and Frequency 

7. Quality Management Plan. 
The quality management plan must describe the approach used to address Quality Assurance (QA) and Quality Control (QC) throughout the life of the project.  The quality management plan should identify the quality processes and practices including the periodic reviews, audits and the testing strategy for key deliverables.  The plan should also include the criteria by which quality is measured, the tolerances required of product and project deliverables, how compliance is measured, and the process for addressing those instances whenever quality measures are out of tolerance or compliance.  The quality management plan will include:

•	Quality Management Process
•	Roles and Responsibilities
•	Tools
•	Quality Standards

8. Time Management Plan. 
The time management plan must describe the process for controlling the proposed schedule and how the achievement of tasks and milestones will be identified and reported.  The plan must also detail the process to identify, resolve, and report resolution of problems such as schedule slippage.  The time management plan will include:

•	Time Management Process
•	Role and Responsibilities
•	Tools and Techniques
•	Work Plan

Where appropriate, a PERT or GANTT chart display should be used to show project, task, and time relationship.

Offeror Response

B. [bookmark: _Hlk496692700]IT Service Management.
Offeror(s) shall describe its service management methodology its uses to deliver service to its customers.  Identify any industry best practices or standards its service management methodology is based.  IT Service management shall include strategic approach directed by policies and incorporated in processes and supporting procedures that are performed to plan, deliver, operate, control, and improve IT services offered to customers.  Offeror shall describe tools used for service management to include any integration of automated tools.  Offeror shall include as part of its proposal any service management plan(s) which will be utilized to deliver, operate, control, and improve the services as described in this RFP.
Offeror Response

C. Status Report.  
A weekly progress report covering activities, problems and recommendations.  This report should be keyed to the work plan the Offeror developed in its proposal, as amended or approved by the Issuing Office.
Offeror Response

D. Problem Identification Report.  
An “as required” report identifying problem areas and recommending solutions.  The report should describe the problem and its impact on the overall project and on each affected task.  It should list possible courses of action with advantages and disadvantages of each, and include Offeror recommendations with supporting rationale.
Offeror Response

E. SLA Report.  
A monthly report showing the adherence to SLAs as defined in Appendix X, Service Level Agreements. The report shall be delivered within three (3) business days following the last business day of the preceding month. The SLA report shall contain statistical information supporting compliance with the SLAs.

Offeror Response

IX. Objections and Additions to Standard Contract Terms and Conditions.  The Offeror will identify which, if any, of the terms and conditions and Service Level Agreements contained in the Buyer Attachments section that it would like to negotiate and what additional terms and conditions the Offeror would like to add to the standard contract terms and conditions, by submitting a red-lined version of each document. The Offeror’s failure to make a submission will result in its waiving its right to do so later, but the Issuing Office may consider late objections and requests for additions if to do so, in the Issuing Office’s sole discretion, would be in the best interest of the Commonwealth.  The Issuing Office may, in its sole discretion, accept or reject any requested changes to the standard contract terms and conditions.  The Offeror shall not request changes to the other provisions of the RFP, nor shall the Offeror request to completely substitute its own terms and conditions for this RFP.  All terms and conditions must appear in one integrated contract.  The Issuing Office will not accept references to the Offeror’s, or any other, online guides or online terms and conditions contained in any proposal.

Regardless of any objections set out in its proposal, the Offeror must submit its proposal, including the cost proposal, on the basis of the terms and conditions set out in the Terms and Conditions and Service Level Agreements contained in the Buyer Attachment section.  The Issuing Office will reject any proposal that is conditioned on the negotiation of the terms and conditions set out in the Terms and Conditions contained in the Buyer Attachment section or to other provisions of the RFP.
 Offeror Response
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