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In the following paragraphs we highlight our recent experience providing large-scale systems M&O and 
enhancements for public sector client engagements and our DMV expertise. 

Experience we bring to M&O and project-based work for large enterprise solutions in 
public sector 

Deloitte has been providing M&O services across the globe both in 
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Figure F.1-2 is a synopsis of our state HHS M&O work in the United States and other countries where we provide 
similar services. 

We meet your requirement for providing similar services to client applications with similar size and complexity to 
STARS. The figure below provides information regarding some of the state agency systems we have been 
supporting in the last 5 years that are similar in size and scope to Indiana’s 1,000+ concurrent users, 10,000,000 
transactions per year, and complex systems. 
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Experience Summary  

As mentioned, the variety of large-scale projects have allowed Deloitte to stay true to the prioritized goals and 
objectives of the client while also taking them to the next level, operating in complete transparency with the 
highest ethical standards, and engaging each client with the best professionals and teaming partners within the 
service-specific industry.  
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Background and Experience 
Section 3 

Deloitte is pleased to provide background and experience for our organization 
and proposed project staff. In the sections below, we comply with your 
requirements to: 

• Provide a list of organizations for which we have delivered similar M&O and Project-Based Services, describe 
how that experience is relevant to the services BMV requires, and describe problems and failures we have 
encountered delivering these services along with resolutions and lessons learned 

• Provide our experience delivering DMV/BMV projects 

• Provide our experience delivering M&O and related services for a BMV/DMV with 10,000,000 transactions per 
year and 1,000 concurrent users 

• Disclose corrective action plan information 

• Provide best practices for delivering similar services  
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understanding of current system technologies, methods, and operating environments allows Deloitte to effectively 
 
 

 
 

 
 

In addition to the understanding we have of DMV clients in general, we also have recent specific experience with 
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Additionally, our approach to staffing the best talent is based in our ability to  
 

 
 

 
 

 

Our approach also accounts for your project-based work needs, enabling our team to  
 

 
 

 
 

 
 
 

 
 

 
 

  

While our detailed approach to staffing provides you with a strong foundation for the project team, it is based on 
 

 
 

 
 

 
 Our proposed core M&O team 

brings more than  of combined  experience and  
 

 The following graphic reflects key team members with demonstrated 
experience and characteristics for success, mapped to the key activities and success factors from the RFP.  
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Additional information about our proposed team members can be found later in this section and in Appendix 
1_Resumes. 
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management, and other areas of experience. The following  
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Our repeatable and consistent processes  
 

 
 

Organizational Chart 
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Project-Based Work Flexibility 

We provide to accommodate the variety of project-based work that you may prioritize 
during the term of the contract. One of the significant advantages that Deloitte provides compared to smaller firms 
is our  
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Our average tenure is  
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Contract Manager 

While not a designated Vital Position, the Contract Manager plays a significant role in managing the staffing for the 
project and is responsible for all staffing duties and reporting requirements. We are therefore including the 
Contract Manager resume in this section for reference. As previously noted, for the STARS project our proposed 
Contract Manager is  
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Figure F.5-3. highlights a few of the projects we have delivered for which the technical and business metrics are 
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The Deloitte Contract Manager coordinates with State administrators for new staff onboarding activities,  
  

 
 
 
  

 
 

 
  

 
 
 

 
 

 
 

 

Ability to Shift the Team’s Responsibilities 

Another lesson we have learned with our M&O services experience is that tasks and priorities change over time.   

Deloitte follows  
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The following sections talk about how Deloitte delivers each M&O service listed in the RFP requirement. 

Enterprise Software Architecture Services 
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Deloitte has strong knowledge of  The approach that we have 
taken in similar state projects is to  

 
 

  

Technical Documentation  
Our Approach 

 
 

 
 

 
 

 
 

Deloitte has experience with various types of technical documentation, including, but not limited to: 





RFP- 23-73094 BMV STARS M&O and Project Based Work 
Attachment F - Technical Proposal 

Deloitte 2023 Section 5 M&O Services Page 5-10 



RFP- 23-73094 BMV STARS M&O and Project Based Work 
Attachment F - Technical Proposal 

Deloitte 2023 Section 5 M&O Services Page 5-11 





RFP- 23-73094 BMV STARS M&O and Project Based Work 
Attachment F - Technical Proposal 

Deloitte 2023 Section 5 M&O Services Page 5-13 



RFP- 23-73094 BMV STARS M&O and Project Based Work 
Attachment F - Technical Proposal 

Deloitte 2023 Section 5 M&O Services Page 5-14 



RFP- 23-73094 BMV STARS M&O and Project Based Work 
Attachment F - Technical Proposal 

Deloitte 2023 Section 5 M&O Services Page 5-15 



RFP- 23-73094 BMV STARS M&O and Project Based Work 
Attachment F - Technical Proposal 

Deloitte 2023 Section 5 M&O Services Page 5-16 



RFP- 23-73094 BMV STARS M&O and Project Based Work 
Attachment F - Technical Proposal 

Deloitte 2023 Section 5 M&O Services Page 5-17 







RFP- 23-73094 BMV STARS M&O and Project Based Work 
Attachment F - Technical Proposal 

Deloitte 2023 Section 5 M&O Services Page 5-20 

We understand and acknowledge the requirement to maintain the security settings and profiles of STARS and 
supporting COTS products to achieve the following conditions: security settings and profiles are up-to-date and 
consistent with current industry leading practices; they are not deprecated, or in danger of near-term deprecation; 
they do not represent a substantive security risk; and they are always up-to-date and consistent with current 
industry-leading practices. 

To achieve these goals, we will collaborate with IOT on the following activities: 
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Benefits to BMV 

Application Lifecycle Management (ALM) 

Our Understanding and Approach  

ALM is of high significance in an integrated system such as STARS. It provides a wide range of benefits, such as 
governance, development, maintenance, operations, and impact analysis.  
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Examples of Work Performed / Templates Created 

Below is an example of how we will leverage existing processes and improve processes and technology for better 
reporting and maintenance of database operations. 
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Please see some sample dashboards below for how we use native and other tools to proactively monitor critical 
database systems. 
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Application Monitoring 

Application Monitoring is a key activity in M&O services that helps in identifying risks and provides an opportunity 
to address issues before they become risks and impact the system’s availability. A complex system like STARS with 
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Batch Schedule Maintenance 

Our Approach 
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Examples of Work Performed/Templates Created 

Figure F.5-34 below contains a sample template containing different columns related to Batch Cycle Inventory.  

Batch Coordination and Interface Partner Communication 
Our Approach 
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Examples of Work Performed/Templates Created 

Triaging Batch Failure/Exception  

Our Approach 
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Batch Cycle Monitoring  

Our Approach 

STARS Batch Framework Modernization  



RFP- 23-73094 BMV STARS M&O and Project Based Work 
Attachment F - Technical Proposal 

Deloitte 2023 Section 5 M&O Services Page 5-37 





RFP- 23-73094 BMV STARS M&O and Project Based Work 
Attachment F - Technical Proposal 

Deloitte 2023 Section 5 M&O Services Page 5-39 

Provide Historic Reports and Extracts 
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Maintain Detailed Design Documentation for Reports 

Our Experience 
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Data Extracts 

We understand that data extracts are essential to a complete data integration strategy. We perform the following 
activities to manage data extracts that meet existing requirements and designs in place in the State: 

Release Management Support  
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Environment Mapping 
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Ticket Routing Overview 
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Our Experience 
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Privacy and Security Standards Compliance 
Our Approach 

Continuous compliance with security and privacy requirements from federal standards and regulations is key to 
maintaining the State’s compliance requirements.  

 
 

 
 

 

 
 

 
 

  

 

  
 

 
 

  
 

 

  
 

Figure F.5-54. is an example of Deloitte’s consolidated controls catalog. 
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Project-Based Work 
Section 6 

Deloitte understands BMV’s strategy for incrementally improving and 
modernizing its IT portfolio through proactive approaches and innovative 
solutions to solve existing BMV challenges, enable more efficient operations, and 
continue to exceed its citizens’ expectations. This RFP itself demonstrates BMV’s 
drive to continually innovate and streamline operations. The nature of BMV’s 
dynamically changing business requirements due to state and federal regulation 
changes and continually evolving customer expectations require increased agility.  

By selecting the right vendor for your M&O services and project-based work, BMV 
achieves the organizational scale to bring qualified resources on demand, a 
partner with diverse business and technical capabilities, and knowledge of 
BMV/DMV systems, processes, and operations. With Deloitte as your partner, 
BMV can continually evolve to meet your new project needs while providing a 
stable team of M&O resources.  
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The State will review the CIA and approve, conditionally approve while awaiting additional governmental body 
review, or disapprove and request changes. We will begin work only when full CR approval is granted by the State. 

Deloitte will  
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Deloitte continually plans for the resources required to support upcoming Project-Based Work in addition to 
supporting  
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resources we may need for them. We understand BMV is not required to use all enhancement pool hours or 
dollars, and the number of enhancement resources will fluctuate over time, so our staff planning must be flexible 
and based only on approved CRs.  

Our approach to managing resource needs as they surge and shrink throughout the contract term includes the 
following steps: 
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Sample Proposal #2 – eTitle Discovery Project 

Electronic Titling (eTitle) provides jurisdictions the ability to maintain a digital version of a paper title. Some of the 
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Figure F.7-2. describes the benefits BMV realizes by leveraging our collaborative project management approach.  
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Quality Management Planning 

The State not only needs an experienced vendor to successfully maintain and operate STARS in accordance with 
the quality standards established during the transition phase of the project, but also one that strives to bring 
innovation and industry leading practices to refine the quality management approach across methods, processes, 
templates, and tools.  

 
 

Implementing the Quality Management Plan  
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Figure F.7-9. below lists our project standards for all project activities and the associated documentation  
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Quality Assessment Tools and Approach  

Code quality plays a vital role in software quality, which affects the security and reliability of the system. To 
introduce effective code quality assurance and control,  

 
are detailed in Figure F.7-13. and recommended for 

the project. 

As quality assessments are performed, it is up to project leadership to evaluate the results and determine what, if 
any, corrective actions should be taken.  
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Monthly Security Status Report 
It is critical to the success of the project to 
monitor and report on the security and 
compliance of STARS.  

 
 

  

As requested in the RFP, the Monthly Security 
Status Report will include update on 
assessments, defect fixes, security testing, and 
mitigation activities for all scope of work 
performed. 
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Both risks and issues have the potential to negatively impact project timelines and budgets, and we treat both with 
a very high level of urgency. A risk is an event that has not yet occurred, whereas an issue is a risk that has been 
realized.  
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Tracking and Monitoring Risks 
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Software Development Life Cycle (SDLC) – 
Requirements and Process 
Section 8 

BMV seeks to meet growing demand and deliver higher-quality solutions more 
quickly than ever before. You have adopted iterative, Agile-based project 
development methods and are modernizing your systems using an incremental 
approach. Because Deloitte has relevant experience leading incremental large- 
scale modernization efforts for clients with similar challenges, we are confident 
we can comply with the requirements listed in the RFP. 
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Outputs of the Development and Testing Phase 
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We recognize that timely defect resolution is vital for the State when it comes to efficient product 
implementations are not just numbers but disruptions to Indiana’s ability to provide high quality and timely service 
to Hoosiers. We understand and align with the State’s approach for triage and overall defect management of 
keeping their citizens at the center. Our Team recognizes that  
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Experience with Similar Software Warranties 
As the prime vendor on hundreds of client projects that involve project-based work, we proudly stand by the 
quality of our work and offer similar software warranties to our clients.  We understand that BMV is looking for 
high degree of project planning, project oversight, and vendor accountability 

Figure F.9-2. highlights the experiences BMV should 
expect from qualified respondents and how we meet those requirements.    
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Transition and Turnover 
Section 10 

Deloitte brings to the BMV STARS system a comprehensive Transition Plan, 
focusing on the transition of system, Maintenance & Operations, enhancements 
activities, solution documentation and knowledge management processes, and 
online and batch system operations. We stress collaboration, and through our 
experience in transition implementation, we recognize the importance of 
confirming stakeholder priorities, building stakeholder relationships early on, and 
strengthening those relationships throughout the Transition Phase. Stakeholder 
involvement and consistent communication throughout transition provide 
transparency. This approach creates a partnering relationship, reduces surprises 
during takeover, and allows stakeholders to make a better-informed “go” 
decision. 

Our proven transition approach helps us to take over the technical and operational knowledge of the current 
environments and execute the structured transition plan to confirm existing capabilities.  

 
 

 
 

  

 

 
 

 
 

 
 

Deloitte’s Extensive Transition Experience 

Deloitte has transitioned M&O services of  from . Across these 
engagements, we have successfully transitioned M&O of  
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the current applications and share opportunities to improve the effectiveness and efficiency of STARS. We also 
offer  

 
 

  

Figure F.10-11. outlines activities and example tasks for the Transition Execution phase: 
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Plan to Recruit Incumbent Staff 

Deloitte’s approach to staffing reflects  
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Deloitte’s technology practice has over  
 BMV can be confident that we 

have knowledgeable and “ready trained” staff available to meet STARS’ customization, implementation, training, 
and support needs. 

 
 
 
 

 
 

 
 

Approach to Coordinating Roles and Responsibilities 

Role of Deloitte Team 

 
 

 
 

 
 

Role of BMV Team 
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Transition Risk Assessment 

 
 

 
 

Here is our approach to transition risk mitigation:  
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Releasing Incumbent Staff 
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Effective KT is a continuous and phased process that relies upon a positive, collaborative learning environment 
established early in the project lifecycle for a multi-year engagement. Detailed KT steps are part of the Turnover 
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Service Level Agreements  
Section 11 

The State of Indiana benefits from a contractor that has the demonstrated 
capability to meet established SLAs and implement proactive improvements that 
mitigate future risk. We are committed to providing a smooth continuation of 
STARS maintenance, operations, and enhancements, while focusing on 
continuous improvement. We bring to the table our experienced team, matured 
processes, and proven tools to meet or exceed the SLA requirements Day One. 
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