Pennsylvania Insurance Department
Underground Storage Tank Indemnification Fund
TECHNICAL SUBMITTAL


I. [bookmark: _Toc142991283]Project Information.

A. [bookmark: _Toc142991284]Project Description. The Commonwealth of Pennsylvania (Commonwealth), Pennsylvania Insurance Department (Agency) is seeking a vendor to host and maintain a custom developed software solution for environmental claims administration services and provide administration services of the claims. The selected Offeror will support the daily operations of the Underground Storage Tank Indemnification Fund (Fund) solution with features, capabilities, and interfaces that meet the Agency’s requirements and provide claims administration services.

B. [bookmark: _Toc142991285]Objectives. The Agency is seeking a partnership with an established vendor to provide solution hosting, a web site, maintenance and support of application code and interface configurations, infrastructure, and data conversion of the existing environmental claims administration services (the Project) which includes a Claims System, Fee Billing and Collection System, Imaging Services, and Data and Workflow Management. In addition to the hosting and maintaining these systems, the vendor will administer claims on the system to include, but not be limited to, collection and management of documentation and coordination of all efforts to review, validate, and close the claim.

C. Background. The U.S. Environmental Protection Agency (EPA) and the Pennsylvania Department of Environmental Protection (DEP) have issued regulations governing the construction, upgrade, and operation of underground storage tanks (UST). These regulations establish financial responsibility requirements in the event of a UST leak. 

The Storage Tank and Spill Prevention Act, Act 32 of 1989, 35 P. S. §§ 6021.101 et seq., as amended, created the Fund to assist owners and operators in meeting the financial responsibility requirements. The Fund, administered by the Insurance Department and governed by a fourteen-member board, sets the policy for the Fund. The Fund indemnifies tank owners for third party liability that may occur when the release from a tank has injured another person or that person's property. To be eligible, the leak must have occurred on or after February 1, 1994.

D. In accordance with the above regulations and to provide effective customer service to the tank owners, the Fund requires the following services: 

1. Claims administration services, including a claims system, which requires facilitated evaluation, investigation, and recommendation for payment or denial of claims presented to the Fund. The scope of this program involves all regulated non-exempt underground storage tanks located within the Commonwealth as well as non-regulated heating oil tanks that have opted into the program. Claim payments to eligible owners or operators are limited to the actual costs of corrective action and third-party liability. All claims are administered and in accordance with the Underground Storage Tank Indemnification Fund Claims Manual (USTIF Claims Manual). Please refer to Appendix A, Historical Claims Data. 

2. The Fee Billing and Collection system manages the fees associated with petroleum related owners, delivery companies, and tank installers. The solution is based in a modified version of Liferay v. 6.2 frontend with MS SQL 2016 backend. The 4 types of tank fees which are collected by the Fund are outlined in Appendix B, Tank Fees. 

3. Imaging services for the retention of records related to and generated by Fund activities. Records imaged, annotated, processed, and stored include all paper documentation received by mail plus various electronic messages and files created during the course of operations. The current contractor is responsible for capturing electronic records and scanning daily mail into “ImageRight” as they are received or created. Imaging services are provided by the current contractor as a software licensee of “ImageRight” software and backed by MS SQL 2016. At cessation of the current contract, the current contractor is contractually bound to assist the Fund with the transition of the data to another vendor or software system. For further details, see Appendix C, Imaging Services. 

4. A website that is interactive and informational for the public and tank owners. 

5. Data and Workflow Management services for the collection and storage of information gathered through the claims administration system, billing and collection system and website. The selected Offeror shall provide a comprehensive data and workflow management system as part of the offered services. 

E. The current solution includes:

· SMTP server, File server, BI system supporting CTS, SFTP server 
· Systems are currently stored in a RagingWire environment in segregated VMs
· Additional ICF SaaS/cloud systems include JIRA, O365
· Additional external SaaS/cloud based products include Payeezy, Zoho Zendesk 
· Production database contains 90+ GB of data
· Production file server is 3.3+ TB
· Fee Billing System is developed in Java for Liferay
· API reference information, conformation of the following:

· Department of Environmental Protection (DEP) - Weekly data feed which populates the Fee Billing System. 
· Department of General Services (DGS) – The Fund sends the monthly statements to DG for printing and mailing. 
· Fee Billing System (FBS) Claim Data – FBS sends claims data (e-mail) to the TPA so that it can be used to populate their Claims Tracking System (CTS). 
· Fee Billing System (FBS) Payment Information – FBS sends payment date to PayEzee (soon to be SnapPay) so that the USTIF client can make a payment on the SnapPay site.   
· ImageRight – the Fund stores all documents, correspondences and images collected in their workflow process.  

F. Solution interfaces include:
· Department of Environmental Protection (DEP) – Weekly data feed from DEP that populates the Fee Billing System
· PayEzee (will be switching over to SnapPay)
· Claims Tracking System – ICF’s claim system. We send them info from FBS to CTS.
· E-mail notifications to the DEP regional offices and USTIF Claimants

II. [bookmark: _Toc142991286]Statement of the Project. State in succinct terms your understanding of the project presented, or the service required by this RFP.
Offeror Response

III. [bookmark: _Toc142991287]Qualifications.

A. [bookmark: _Toc142991288]Company Overview. The Offeror shall provide a company overview which includes, but is not limited to the following:

· Company name and parent company as applicable.
· The number of years established.
· History of business offerings specific to support solutions and operational hosting.
· Industry standards certifications or awards held by its proposed team and the level of certifications possessed.
· Location of the company’s headquarters and the location of the company’s office that will serve as the main point of contact.
· Additional information you wish to add that is pertinent to your company doing business with the Commonwealth or the Agency. 
Offeror Response

B. [bookmark: _Toc142991289]Prior Experience. The Agency requires an Offeror with a successful track record in the deployment of custom code, data conversion, hosting, and application maintenance and support service, and the following experience:

1. A minimum of seven (7) years claims administration and adjustment experience in handling environmental (specify petroleum or non-petroleum contamination) claims and / or property loss claims. 
Offeror Response

2. Experience with the Storage Tank and Spill Prevention Act, Act 32 of 1989, 35 P. S. §§ 6021.101 et seq., as amended and other applicable, federal state and local laws regarding environmental issues.
Offeror Response

3. A minimum of seven (7) years of experience providing information technology (IT) support to claims handling administration or other similar activities. 
Offeror Response

4. References. Provide a minimum of three (3) clients for whom similar professional services described in this RFP have been provided. Include the client’s name, address, size, volume of work. Offeror(s) shall complete Appendix D, Project References.
Offeror Response

C. [bookmark: _Toc142991290]Personnel. Offer shall provide the names, role, and resumes, of personnel who will be engaged in the project. Show where these personnel will be physically located during the time they are engaged in the Project. 
Offeror Response

1. Offeror shall complete Appendix E, Personnel Experience by Position. Personnel shall not fulfil multiple roles unless designated under the RFP requirements or otherwise approved by the Commonwealth. Indicate the responsibilities each person will have in this Project and how long each has been with your company. 
Offeror Response
2. The Offeror shall describe the structure and makeup of the team during implementation and post-implementation. 
Offeror Response

3. If personnel are located offsite, they must be available during the core business hours of 8:00 AM to 5:00 PM within the eastern standard time zone or other hours, during critical support periods, as requested and outlined in this RFP. 
Offeror Response

D. [bookmark: _Toc142991291]Subcontractors. Provide a subcontracting plan for all subcontractors, including small diverse business and small business subcontractors, who will be assigned to the Project. 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:

· Name of subcontractor.
· Primary contact name and email.
· Address of subcontractor.
· Description of services to be performed.
· Number of employees by job category assigned to this project.
· Resumes (if appropriate and available).
Offeror Response

E. [bookmark: _Toc142991293][bookmark: _Hlk490126735]Financial Capability. Describe your company’s financial stability and economic capability to perform the contract requirements. The Commonwealth reserves the right to request additional information to evaluate an Offeror’s financial capability.
Offeror Response
 
IV. [bookmark: _Toc142991294]Requirements. The following requirements and standards must be met. The Offeror shall acknowledge their understanding in its response and provide additional explanation where requested and whenever possible. 

A. [bookmark: _Toc142991295]Project Management. The selected Offeror shall provide project management services throughout the life of the project. These services include, but are not limited to, oversight of Offeror staff delivering and maintaining the work plan, communications plan, requirements management plan, risk management plan, change management plan, final report and lessons learned. In support of these services, the Offeror shall create and maintain all documentation as described in Section VI. Reports and Project Control.

Offeror shall describe the project management methodologies and approach proposed for this project.
Offeror Response

B. [bookmark: _Toc142991296]Core Services. The selected Offeror shall provide the following services related to the management of the hosted systems.

1. Fee Billing Services. The selected Offeror will host, maintain, and make modification to the existing solution. The selected offeror will work with the Fund to optimize workflow of the current process. Any workflow changes will be mutually agreed upon by the selected Offeror and the Fund.

a) The Fund will be responsible for reviewing and processing fee data gathered and transmitted by the hosted solution. The Agency staff will have access to the software and all related interfaces to complete their responsibilities. The Agency will retain the authority to set policy regarding fee billing procedures.

b) Upon full transition of the fee billing to the selected Offeror, all four types of fees billed and collected by the Fund will be based upon interaction through the website hosted by the selected Offeror as outlined in the RFP.

c) The Fund’s Fee Billing system will require the transfer of information between the Fund and several external entities. The solution will receive from the Pennsylvania Department of Environmental Protection weekly uploads regarding tank owner, tank registration, tank status, substance changes, tank installer and tank installer activity information. The system will also receive electronic monthly statements from distributors via the web site. The system will be required to transfer EFT / ACH payment information to the Fund’s designated bank. 


2. Imaging Services. The selected Offeror will oversee, manage and serve as administrator/point of contact for the imaging system provided to the Fund for the retention of records related to and generated by Fund activities, including but not limited to claims, billings and web hosting services. Records to be retained include all paper documentation received by mail plus various electronic messages and files created during operations. All content and organization of the files within the imaging system must be agreed upon by Offeror and the Fund. 


3. Claims Management. The selected Offeror shall be responsible for the management of the claim including the gathering of eligibility information, recorded statements, verifying fee payments, reviewing past releases, confirming the release, and other information as required from claimants and tank owners. Appendix F, Claims Manual outlines the current process for claim management.


4. Data and Workflow Management Services. The Selected Offeror will oversee, manage, and serve as administrator/point of contact for the Data and Workflow Management Services provided to the Fund. All comments, questions, and requests for modification by the Fund regarding the Data and Workflow Management services will be directed to and answered by the selected Offeror. 


C. Non-Commonwealth Hosting. 

1. Offeror shall meet all hosting requirements as provided in Exhibit B, Requirements for Non-Commonwealth Hosted Application Services of the IT Terms and Conditions.
Offeror Response

2. As described in Appendix F.B.2, the selected Offeror shall provide applicable SOC I and SOC II reports upon contract execution and annually thereafter. 
Offeror Response

3. The selected Offeror is required to complete Appendix G, Computing Services Requirements at the time of purchase request. ITP-SEC040, IT Service Organization Management and Cloud Requirements, provides the Commonwealth policy guidance regarding the use of cloud computing and storage solutions.
Offeror Response

D. [bookmark: _Toc142991297]Software Requirements. The Offeror shall inform the Agency when the proposed solution requires licensed software. The licensor must enter into a software license agreement with the Commonwealth that incorporates Appendix H, Agency SaaS Software Services License Requirements Agreement as a material part of the licensor’s software license agreement at the time of purchase request.
Offeror Response


E. [bookmark: _Toc142991301]Solution Requirements.

1. In addition to its current functionality, the solution shall provide access to all diaries, including soft-diaries for PID users.
Offeror Response

2. Fee Billing Reporting and Management. The selected Offeror shall provide data analysis, maintenance, and internal control support services throughout the life of the project. These services include but are not limited to developing processes to ensure that tank data stored in the Fee Billing System is accurate and up to date, develop systems to easily import; cross reference DEP tank data with FBS data, and review data accuracy; to develop tank reports required for USTIF to complete mandated US EPA reporting; and to develop reports to identify sites and distributors with USTIF fee compliance issues.  In support of these services, the Offeror shall create and maintain the following Tank and Fee Compliance Reports.

· Weekly TIIP Proration Report
· Weekly Tank Proration Report
· Monthly Active Tank Count Report
· Monthly T-Status Tank Report
· Monthly Distributor Report
· Monthly TIIP Report
· Monthly No Delivery Report
· Monthly No Distribution Report
· Monthly Wrong Substance Report
· Monthly Ownership Change Report
Offeror Response

3. Claim Reporting. 

a) The proposed solution shall collect information and provide reporting on the underground storage tanks from which claims arise for analysis. Specifically, correlating USTIF claim experience data with PADEP data regarding the types of underground storage tanks and tank configurations to identify those tanks/configurations that experience less frequent leaks. 

b) The selected Offeror shall provide a semi-annual Claims Status Report to include, but not be limited, the number of claims on the system, and age of the claims.

c) The selected Offeror shall provide an Eligibility Report within 90 days  once all substantiating documentation is received so that an eligiblity decision can be rendered.

d) The selected Offeror shall provide monthly reports regarding:
(1) Claims Summary
(2) Clam Manager Reviews
(3) Legal and Miscellaneous Expense Reports
(4) Outside Counsel Report
(5) Open Pending Report
(6) Denied Claims Report
(7) TPR Summary Report
(8) New Claim Register Report
(9) Event Indicator and System Loss Type

4. System Automation. The selected Offeror shall provide development, maintenance, and internal control support services throughout the life of the project for system automation. These services include but are not limited to developing automated electronic and physical communications for tank owners and distributors out of compliance with USTIF fee reporting requirements.  Offeror shall describe the project management methodologies and approach proposed for this project.
Offeror Response

5. USTIF Upgrade Loan Program.  The selected Offeror shall provide scanning, indexing, and file management services for the USTIF Upgrade Loan Program.  The offeror shall prepare documents received in paper form for scanning and shall reassemble documents after the scanning process has been completed. The offeror shall zone images for Optical Character Recognition (OCR) to create searchable text for input into a document management system.  The offeror shall prepare an index of USTIF Upgrade Loans, which shall include the USTIF Project Number, tank owner name, DEP facility number, the county of the facility, the amount of the loan, the amount of the payments received, remaining balance, the date the loan was paid in full (if applicable), the date when the loan was written off (if applicable), the date the mortgage was released from the facility, and the date that the mortgage was released from the tank owner’s property (if applicable).
Offeror Response

6. The solution shall operate in accordance with all applicable State and Federal laws and regulations, including any requirements dealing with UST financial responsibility, conflicts of interest and ethical issues. 
Offeror Response

7. The solution shall meet Commonwealth digital design and interaction standards described in  Appendix I, Bolstering Service Delivery
Offeror Response

8. The solution shall mee the Commonwealth accessibility standards as described in Appendix J, Digital Accessibility Supplier-Built Websites and Applications. Offeror shall submit Appendix J.1, PDAA Assessment with its response.
Offeror Response


F. [bookmark: _Toc142991302]Solution Support.

1. Types of Support. The Offeror shall describe all types of solution support available (i.e., telephone, web chat, email). At a minimum email and phone support shall be provided.
Offeror Response

2. Agency Support. The selected Offeror shall provide support to the Agency Monday through Friday 8:00 AM to 5:00 PM Eastern Time (EDT or EST as applicable). Support shall include, but not be limited to, assistance and ongoing support regarding problems/issues, release support, guidance in the operation of the solution, and identification and correction of possible data or system errors.
Offeror Response

3. User Support. The selected Offeror shall provide support to end-users of the proposed solution. At a minimum, email support shall be available to the end-users. The support may include, but not be limited to, log-in assistance, file uploads, system issues, payment processing, and account verifications.
Offeror Response

4. Incident Management. The selected Offeror shall provide and manage a process to track, monitor and resolve reported problems/issues. Offeror shall describe its methodology to classify problems as to criticality and impact, including resolution procedures and escalation process for each classification of problems/issues.
Offeror Response

5. Notifications. Offeror shall describe its notification policies and procedures. Offeror shall include policies and procedures for notifications to the Agency and end-users in the event of scheduled maintenance, unscheduled maintenance, emergency maintenance, downtime, system errors, degraded performance, product releases, or other user impacting events. The solution shall provide system messages at login to notify users of maintenance or other system events. The Agency shall approve message content.
Offeror Response

G. [bookmark: _Toc142991303]Release Management. The selected Offeror shall provide functional software upgrades/releases during the life of the contract at no additional cost to the Commonwealth. 

Offeror shall describe its approach to the following:

· Methodology and processes for updating the solution for all types of releases, including but not limited to, software releases, commonwealth requested enhancements, security updates, system maintenance, patches, and system enhancements.
Offeror Response

· Compliance with industry standards and best practices, such as Information Technology Infrastructure Library (ITIL), the Association for Equipment Management Professional (AEMP) and the Institute of Electrical Electronics Engineers (IEEE), Control Objectives for Information and related Technologies (COBIT).
Offeror Response

H. [bookmark: _Toc142991305]Reporting. The selected Offeror shall ensure all existing reports are available to the Agency. 

1. Requests for new reports will be considered a part of maintenance and support of the solution and will be prioritized along with other requests.
Offeror Response
2. The selected Offeror shall develop ad-hoc reports upon request at no additional cost. Ad-hoc reports are for single/one-time use and will not be made availabe for repeated use by the Agency.
Offeror Response

3. The selected Offeror shall submit a Monthly SLA and Status reports as described in Section VII. Reports and Project Control.
Offeror Response

4. [bookmark: _Toc142991306]Service Level Agreements (SLAs). The selected Offeror shall meet or exceed the SLAs described in Appendix K, USTIF Service Level Agreements. SLA reports will be required periodically as described in Section VIII. Reports and Project Control.
Offeror Response


I. [bookmark: _Toc142991307]Solution Maintenance. All standard solution and hardware maintenance shall be completed outside of business hours, which are defined as 8:00 A.M. to 5:00 P.M. ET Monday through Friday. The Agency requires the selected Offeror to provide the following in the way of maintenance coverage for the proposed solution:
Offeror Response

1. All work required to ensure the solution remains in compliance with State and Federal regulations will be considered maintenance and support.
Offeror Response

2. The selected Offeror must receive Agency approval prior to implementing any software or hardware upgrades in any environment used by the Agency.
Offeror Response

3. Software updates that modify features and functions shall include an update to online help, training tutorials, reference guides and user manuals.
Offeror Response

4. The website shall inform users of scheduled system outages and display a message or banner when the site is unavailable.
Offeror Response


a) This section and the referenced appendices are required.
[bookmark: _Toc142991309]
J. 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. 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. 

3. 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.,

4. How and when your emergency plan will be tested, and if the plan will be tested by a third-party.

Offeror Response

V. [bookmark: _Toc142991310]Tasks. Describe in narrative form your technical plan for accomplishing the work using the task descriptions set forth below 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.

A. [bookmark: _Toc142991311]Implementation Planning. The selected Offeror shall provide implementation planning services for the RFP. 

The Offeror shall submit a draft implementation plan with its proposal. The implementation plan shall include, but not be limited to, the following:
· Project schedule and timeline.
· Resource staffing plan indicating roles, responsibilities, when staff will be actively engaged on the project, percentage of their time that will be dedicated to this project.
· Issue tracking process and log.
· Knowledge transfer activities.
· Go & No-Go criteria decision points.
· Roll-back provisions.

The selected Offeror shall meet with the Agency to review the draft implementation plan and gather any additional details required to finalize an implementation plan. A finalized implementation plan shall be submitted to Agency within thirty (30) calendar days of receiving the notice to proceed. Agency requires ten (10) business days to review the proposed plan and comment. A final plan, revised based on Agency feedback, shall be delivered to Agency within five (5) business days of receiving Agency feedback. The implementation plan shall be updated throughout the project as requested by Agency.
Deliverable: Finalized Implementation Plan
B. [bookmark: _Toc142991312]Implementation of the Solution. The selected Offeror shall perform the following tasks for each implementation.

1. Configuration of Environments. The selected Offeror shall setup and configure applicable environments. Offeror shall describe its approach to the setup and configuration of the solution environments, including the number of environments, users of the environments, and timing of availability during the solution roll-out and availability after moving into the maintenance and support phase.
Offeror Response 

The selected Offeror shall submit a confirmation report to Agency for each environment when the configuration of the platform is Ready for Use (RFU). The Agency will review and provide final acceptance. 
Offeror Response 

2. Solution and Interface Design. The selected Offeror shall develop a detailed solution and interface design document representing a refinement of the finalized requirements for all interfaces identified. The selected Offeror shall work with the Agency in the future to identify additional interfaces and develop design approaches as needed.
Offeror Response 

The selected Offeror shall submit a detailed Solution and Interface Design Document, addressing all interfaces included in the appendices for review and approval by the Agency.
Offeror Response 


3. Solution and Interface Configuration. The selected Offeror shall configure the solution and interfaces to meet the requirements as documented in the finalized detailed requirements. The selected Offeror shall implement the configuration in all environments.
Offeror Response 

The selected Offeror shall submit confirmation of the successful implementation of the configured solution and interfaces into all environments agreed to with the Agency.
Offeror Response 


4. Development of test plans and scenarios. Offeror shall describe any automated testing capabilities that will be utilized during the implementation. Offeror shall describe its approach to testing for implementation of the proposed solution.
Offeror Response 

The selected Offeror shall develop testing plans and test scenarios that will be used to perform system testing and validation the solution is working as expected. The selected Offeror shall submit for review and approval to the Agency, the developed test plans and scenarios covering all aspects of the system testing.
Offeror Response 

5. Data Conversion and Validation. It is critical that all Agency data contained in the current system be preserved during any transition of the hosting services.

a) Offeror shall describe its approach and methodology to ensuring the data accurately maintained or transferred with loss or corruption. Offeror shall recommend an approach, describe the level of effort, and list any assumptions related to the effort. 
Offeror Response 

b) The Offeror shall submit a draft of any effort involved in the maintenance or transfer of the data. At a minimum that plan shall include the following:

· Clearly defined roles and responsibilities for Offeror and Commonwealth staff participating in the conversion.
· Controls and programs to assist in the conversion.
· A formal system to track, document, and manage data issues.
· Test plans to verify data integrity.
· A detailed schedule including all steps, tasks, activities, events, milestones, and resources necessary.
Offeror Response 

c) The selected Offeror shall plan and execute all activities necessary to transfer the data from the current platform to a new platform.
Offeror Response 

Deliverable: Data Confirmation Report confirming the data has been preserved.

6. Testing. The selected Offeror shall manage the testing process and tasks during the implementation to include, but not be limited to, testing to ensure that all agreed upon requirements in the detailed requirements document have been met and load tested.

a) The Offeror shall participate in the Agency’s user acceptance testing (UAT) to assist the Agency testers in becoming familiar with the solution, provision of the test environment (including access for Agency testers), creation and execution of test scenarios, and defect resolution (including the process for same). 
Offeror Response 

b) Development of a Comprehensive Test Plan. The selected Offeror shall create a test plan that includes, at a minimum, the approach to all types of testing to be performed (including system and UAT) and roles and responsibilities. Test Plans shall include but not be limited to the following:

· Resources required.
· Test schedule.
· Test mapping of requirements and associated components to testing with the criteria for pass/fail.
· Test design, cycles, and procedures, sequencing, and dependencies.
· Ownership and responsibilities.
· Establishing authority for sign-off and final approvals. Offeror’s test plan shall include reference to Quality Assurance and Defect Management processes to ensure resolution of defects.

Offeror Response 

c) Development of Test Scenarios. The selected Offeror shall develop test scenarios, scripts, including expected results, which reflect all requirements in the detailed requirements document. The Agency shall approve all scenarios prior to commencement of Offeror’s use. Agency at its sole discretion may develop additional test scenarios. The test scenarios and scripts shall be used by both the Offeror and the Agency for testing.
Offeror Response 

d) System Testing. The selected Offeror shall ensure that system tests are performed, and the results are made available to the Agency for review and feedback.
Offeror Response 

e) Performance Testing. The selected Offeror shall ensure performance tests are performed and the results are made available to the Agency for review and feedback. 
Offeror Response 

f) UAT Testing. The selected Offeror shall support the Agency during user acceptance testing.
Offeror Response 

g) Defect Resolution. The selected Offeror shall be responsible for the defect resolution and re-testing of any errors, defects, or unsuccessfully tested functions.
Offeror Response 

h) Test Results. Test results documentation shall include results of the testing, including defect management reporting, and confirmation of errors being retested and resolved. Test result documentation shall include an updated requirements traceability matrix that maps all requirements in the detailed requirements document to the test scenarios. This matrix shall demonstrate that all requirements have been addressed and successfully tested.

i) The selected Offeror shall submit to the Agency for review and acceptance, the comprehensive test plan, the test scenarios and scripts, the results of the System and UAT test, including an updated traceability matrix. 
Offeror Response 

Deliverable: UAT Test Results. This shall include the updated traceability matrix accepted by the Agency.


7. Implementation. Upon completion of successful user acceptance testing and Agency approval, the selected Offeror shall implement the solution into production. The selected Offeror shall provide a final implementation report which demonstrates the successful completion of all tasks as described in the implementation plan and a certification of operational readiness. Following each implementation, the selected Offeror and Agency shall monitor the solution for a period of ninety (90) days after which the solution shall be deemed complete and move into a maintenance and support phase.
Offeror Response 

Deliverable: Configured Production Environment. This shall be a full configured production environment containing the Agency data. 

Work Product: Final Implementation Report. The Report shall indicate how accessibility has been addressed in the deliverables (user stories, design, development, testing, etc.). 


C. [bookmark: _Toc142991313]Training. The Offeror shall describe its approach to training including when trainings will occur and the intended audience. The approach should include details for training for system testers, system administrators, end users, and a train the trainer approach as applicable. 

The selected Offeror shall provide a formal user guide describing in detail the use and functionality within the solution, published training documentation, and provide application training and development. The selected Offeror must establish a formal user guide of system functionality. Agency will determine by security roles what functions the end users will utilize. The user guide shall be available online and Agency shall have the option to print for future training conducted by Agency.
Offeror Response 

Deliverable: Training Plan and schedule. The finalized training plan and schedule. 

Deliverable: Training Documentation. Documentation for designated users geared specifically toward the solution functions of each end-user. Includes materials such as workbooks, exercises, and examples as well as handouts and aids.

Deliverable: User training sessions.

D. [bookmark: _Toc142991314]Post-Implementation Tasks. This task shall include, but not be limited to, the following:

1. Solution Support. The selected Offeror shall provide solution support services as described in Section VI.G Solution Support.
Offeror Response 

2. Software Maintenance. The selected Offeror shall make software updates, including the addition of new functions, fixing bugs, and resolving issues to ensure the solution meets the initial functional and technical requirements. The Offeror shall ensure the solution remains operational and meets the requirements throughout the length of the contract.
Offeror Response 

3. Change Control. All changes to the solution must be approved by the Agency.

a) The selected Offeror shall be responsible for change management to include but not be limited to change request tracking, approvals process, and communication approach. Offeror shall describe its change management approach that shall be used for this project to include, but not be limited to, how it plans to identify, evaluate, document, prioritize, categorize, resolve, and close-out changes.
Offeror Response 

b) The change management process shall be used to manage all system changes to include, but not be limited to, changes for new functions, bug-fixes, and issue resolution.
Offeror Response 

4. Enhancements.  The selected Offeror shall be responsible for the project management, development, and implementation of system enhancements upon request of Agency. System enhancements will include the addition of any new feature or function requested by Agency, to the solution after final acceptance. Configuration changes that do not require source code changes will be considered maintenance and support and not an enhancement. A deliverable based statement of work will be developed for all future enhancements.
Offeror Response 


5. User Documentation. The selected Offeror shall provide electronic versions of all documentation, in a format acceptable to Agency, and employ change control processes and version control to ensure documentation is kept current for the duration of the purchase order (PO) resulting from this RFP. Where appropriate, a table of contents, an index, and keywords shall be available for information searching. Agency, at its discretion, may request or accept printed documentation on a case by case basis. User documentation shall include, but not be limited to, data models, data dictionaries, and user guides.
Offeror Response 
[bookmark: _Hlk495572746]

E. [bookmark: _Toc142991317]Outgoing Transition. The selected Offeror shall cooperate with the Agency and any subsequent contractor in any activities related to turnover of responsibilities. The selected Offeror shall develop an outgoing transition plan when requested by Agency. The outgoing transition plan shall include, but is not limited to, information about the solution database and data fields, development of scripts to export the data in a format acceptable to the Commonwealth, a list of all APIs in use, turnover of any developed works in a format acceptable to the Commonwealth, solution and code documentation, change request backlog, training documentation, and a listing of staff that will support the transition efforts and a description of their roles. 

Offeror Response 

Deliverable: Outgoing Transition Plan.

VI. [bookmark: _Toc142991318]Reports and Project Control. 

A. [bookmark: _Toc142991319]Project Management. The selected Offeror shall provide project management services throughout the life of the Project.  
  
1. The selected Offeror shall create, maintain, and execute a Project Management Plan, as specified in paragraph four (4) below, subject to the Commonwealth’s approval.  
 
2. The Commonwealth may review all plans, reports and supporting documentation throughout the life of the Contract to monitor Project health.  

3. The Commonwealth may request edits to the Project Management Plan throughout the life of the Contract.  The selected Offeror and WPAs will work together and mutually agree to changes to the Plan.  
  
4. The project management plan shall include the following:  
  
a)  Project Plan.  This plan shall describe the scope of work for the Project and how the scope will be managed.  The plan shall act as a confirmation of Project scope, phasing, and implementation objectives, and be detailed enough to ensure that work is delivered on time, within projected estimates, and meets all requirements.  The plan shall include:  
  
· Project Scope Statement.  
· Scope Management Process.  
· Major Milestones /Deliverables.  
· Work Breakdown Structure (WBS).  
· Timeline.  
  
b)  Requirements Management Plan.  This plan shall describe the process and approach to manage and address requirements throughout the life of the Project.  It shall include the following:  
  
· Requirements Management Process.  
· Roles and Responsibilities.  
· RTM.  
  
c) Risk Management Plan.  This plan shall 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.  It shall include the methods for identifying risks, tracking risks, documenting response strategies, and communicating risk information.  The plan shall include the following:  
  
· Risk Management Process.  
· Roles and Responsibilities.  
· Rules/Procedures.  
· Risk Impact Analysis Approach.  
· Tools.  
  
d) Issue Management Plan.  This plan shall describe the approach for capturing, managing, and resolving issues throughout the life of the Project to ensure that the Project is moving forward and avoiding unnecessary delays.  It shall include the following:  
  
· Issues Management Approach.  
· Roles and Responsibilities.  
· Tools.  
  
e) Change Control Management Plan.  This plan shall describe the approach to effectively manage changes throughout the life of the Project.  It shall include the following:   
  
· Change Management Process.  
· Roles and Responsibilities.  
· Rules/Procedures.  
· Change Impact Analysis Approach.  
· Tools.  
  
f) Communications Management Plan.  This plan shall describe the communications process that shall be used throughout the life of the Project.  The process shall include the tools and techniques that shall provide timely and appropriate generation, collection, distribution, storage, retrieval, and disposition of project information.  The plan shall include the following:  
  
· Communications Management Process.  
· Roles and Responsibilities.  
· Reporting Tools and Techniques.  
· Meeting Types and Frequency.  
  
  
g) Quality Management Plan.  This plan shall describe the approach used to address quality assurance (QA) and quality control (QC) throughout the life of the Project.  It should identify the quality processes and practices including the periodic reviews, audits, and the testing strategy for key deliverables.  The plan shall 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 plan shall include the following:  
  
· Quality Management Process.  
· Roles and Responsibilities.  
· Tools.  
· Quality Standards.  
  
h) Time Management Plan.  This plan shall detail the process for controlling the proposed schedule and how the achievement of tasks and milestones will be identified and reported.  The plan shall also detail the process to identify, resolve and report resolution of problems.  The plan shall 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.  
  
i) IT Service Management Plan.  This plan describes service management methodology and identifies any industry best practices or standards on which the service management methodology is based.  It 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.  The plan shall describe tools used for service management to include any integration of automated tools.  The plan shall include any service management plan(s) which will be used to deliver, operate, control, and improve the services.  
  
j) Knowledge Transfer Results.  Weekly report of the skills assessment and knowledge transfer activities.    

k) Problem Identification Report.  An “as required” report identifying problem areas.  It shall be an addendum to the Status Report following the occurrence of a problem.  The report shall describe the problem and the impact on the overall Project and on each affected task.  It shall list possible courses of action with advantages and disadvantages of each and include the selected Offeror’s recommendations with supporting rationale.  
  
l) Contract Final Report.  Abstract or summarize the result of the service in terminology that will be meaningful to management and others generally familiar with the subject areas.  Summarize findings, conclusions and recommendations related to the work performed.  Include all supporting documentation, e.g., flow-charts, forms, questionnaires, etc.  
   

B. Operational Status Report. A status report covering activities related to the core services, problems, and recommendations shall be submitted monthly following the initial implementation and stabilization period. The frequency of this report may be changed at the Agency’s discretion. 
Offeror Response 

C. Implementation Status Report. A weekly progress report covering activities, problems and recommendations throughout the initial implementation and stabilization period. 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. [bookmark: _Toc142991320]Meetings. The selected Offeror shall conduct or attend status meetings at a frequency determined by the Agency. Offerors shall anticipate weekly meetings during the implementation and stabilization period. At the Agency’s discretion, meetings will be held in person, with advanced noticed, or scheduled via to occur remotely. 
Offeror Response 

E. Problem Identification Report. An “as required” report, identifying problem areas. 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

F. [bookmark: _Toc142991321]SLA Report. A monthly report that includes each SLA and identifies the instances where the SLA was missed or met. Report shall detail the instances where the SLA was missed and include, at a minimum, the issue that occurred, time reported, time resolved, resolution, and any process or procedure changes that will be implemented to prevent reoccurrence. 
Offeror Response


VII. [bookmark: _Toc142991322]Objections and Additions.  The Offeror will identify which, if any, of the following it would like to negotiate and what items the Offeror would like to add. 
 
· Appendix L, IT Terms and Conditions 
· Appendix K, USTIF Service Level Agreements 
· Appendix I, Agency SaaS Software Services License Requirements Agreement 
 
The Offeror’s failure to make a submission under this paragraph 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.

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, based on the listed Appendices. The Issuing Office will reject any proposal that is conditioned on the negotiation of the Appendices.

Offeror Response


