Indiana Vocational Rehabilitation (VR) Case Management System – Scope of Work
RFP #17-023
1. Introduction:
The State of Indiana (State) - Family and Social Services Administration (FSSA), Division of Disability and Rehabilitative Services (DDRS), Indiana Vocational Rehabilitation (VR) Services requests responses from potential contractors experienced in providing, customizing, implementing, and maintaining a web-based case management system for programs similar in size and scope to Indiana VR Services (http://www.in.gov/fssa/ddrs/2636.htm).  

[bookmark: _GoBack]Note: For the purposes of this document, all instances of VR “cases” refers to both “cases” and “referrals”. “Referrals” are potential participants of the program that may become a “case.”
2. Background:
Indiana VR Services provide quality, individualized services to enhance and support people with disabilities to prepare for, obtain, or retain employment. Through active participation in their rehabilitation, people with disabilities achieve greater levels of independence in their work place and living environments. As a client of Indiana VR Services, an individual becomes a part of a team focused on their employment goals. The team is composed of VR Counselors and various public and private providers who help the individual achieve their goals by giving them the supports and services they need. The specific services provided may include:
· Assessments to obtain necessary information for the determination of eligibility for VR services;
· Vocational counseling and guidance;
· Medical treatment to correct or modify physical or mental impairment; 
· Training (including vocational school, college or university, on-the-job, and other training);
· Rehabilitation technology (assistive devices and services);
· Maintenance and transportation;
· Home and vehicle modifications;
· Support for self-employment;
· Placement assistance and follow-up (including supported employment);   
· Post employment services; and
· Other goods and services necessary to address an identified substantial impediment to employment and required to enable the individual to prepare for, enter, engage in, or retain an employment outcome.

In order to best organize and provide these services, DDRS requires a configurable, statewide, comprehensive case management system with a web-based user interface for user access to capture required individual and case and referral related data elements. Users should be able to review the life of a client record and case and referral record chronologically. The system shall allow for flexibility to fulfill and adapt to the needs of the State and clients of the Indiana VR program. 

Currently, the State is utilizing the Indiana Rehabilitation Information System (IRIS), a customized real-time Citrix-based case management and financial tracking system that was originally procured in late 90’s to maintain individual referral and case and referral records. The State has also gained additional artifacts and experience through other case management efforts. Through these experiences, the State has ascertained that the best solution for the VR program’s case management is a business specific commercial off-the-shelf (COTS) system or a transfer system using a system from an existing state government VR client as base. 

In addition to providing clarity regarding the ideal case management system, these previous experiences with VR case management led to a significant amount of thought and production, providing potentially useful background and structure. Existing potentially useable artifacts include Business Process Analysis Process Maps and Descriptions, a Features List, and Business Process Analysis Reports, which all are included in the Bidder’s Library, except for the Features List, which is included as Attachment K.

The VR case management system has approximately 325-350 internal users including Case Coordinators, Counselors, Supervisors, Regional Managers, Manager of Program Initiatives, Director of Operations and other system users and administrators.  Approximately 250+ users will require access to the system simultaneously.  There are approximately 5-10 administrators and staff are spread out across 22 area offices and one central office.

2.1 Project Phases
This project is expected to be broken out into the following major phases: 
· Phase I: Planning and Analysis
· Phase II: Design, Development, and Customization
· Phase III: Testing
· Phase IV: Data Migration, Implementation, and Training
· Phase V: Support, Maintenance, Modifications, Warranty, and Enhancements
3. Respondent Qualification Requirements
Respondents must meet the minimum qualification requirement listed below: 

3.1 Experience Developing, Implementing, and Operating Case Management Systems
The Respondent shall have experience managing projects and implementing case management systems in the VR context, either through use of a Commercial Off-the-Shelf system (COTS) or through adapting an operational customized system currently in use in other locations (“transfer system”). The Respondent shall have implemented and currently operate a case management system for a VR State Agency in at least one (1) state. 
4. Phase I – Planning and Analysis

4.1 Project Planning
The Contractor shall conduct planning and analysis to validate requirements and outline a plan for implementation with the State using standard project management methodology as defined in Project Management Institute’s Project Management Body of Knowledge (PMBOK) and in State of Indiana Office of Technology (IOT) and FSSA Digital Services and Technology standards.  These standards may be found at the following sites:
· IOT Polices Procedures and Standards including Security Standard - http://www.in.gov/iot/2394.htm
· IOT Project Management Framework - http://www.in.gov/iot/2653.htm
· FSSA Security Policies - https://secure.in.gov/fssa/4979.htm

Contractor shall be required to have some on-site presence during planning and analysis phase.

The State prefers that Contractor use Confluence and JIRA tools for Task Management, Testing Management, Requirements Management and Requirements Traceability Matrix. 

The Contractor’s Project Manager shall work with the State to plan for the upcoming work effort. A Project Work Plan shall be created according to the specifications in Section 4.1.1 and be reviewed and refined as necessary to reflect the work that is to be accomplished.

4.1.1 Project Work Plan
The Project Work Plan is to include plans and associated documents that shall manage configuration, scope, and schedule. The final baseline version of the Project Work Plan shall be completed and officially accepted no later than thirty (30) business days from the official start date of the project. Any adjustments to this thirty (30) business day timeline shall need to be approved in writing by the State. The baseline Project Work Plan shall be incorporated into the contract between the State and the Contractor and shall be made a part thereof.

A detailed Project Work Plan shall include but not be limited to the following:
· Detailed list of tasks and sub-tasks to perform all work specified within this Scope of Work. Tasks and sub-tasks shall include estimated work effort. A task shall be independently measurable. Task completion shall be measured by the delivery of something that is tied to a deliverable product of the project and that can be reviewed or approved. Defining of tasks that are catchalls and cannot be tracked separately shall be avoided.
· Start and end dates for each task and sub-task. Tasks greater than ten (10) workdays shall be broken down into smaller sub-tasks. Tasks requiring less than one (1) day of effort shall be considered for consolidation. Contractor shall not divide a task simply to achieve a 10 day limit, nor arbitrarily consolidate tasks to achieve the one (1) day limit.
· Relationships and dependencies for each task and sub-task presented in such a way that the critical path is clearly identified.
· Resource assignments that clearly reflect whether a task or sub-task is to be addressed by the Contractor, a subcontractor, or the State. State tasks shall be shown separately from Contractor and subcontractor tasks. For tasks involving the State, the level of expertise required shall be provided. If assignment is to a team a lead person is to be identified in order to facilitate and clarify accountability for task completion. 
· Significant milestones/events that shall assist in measuring the progress of the project.
· All deliverables and associated submission dates.
· Key project milestones, weekly, and monthly status report.
· Detailed tasks for performing all Tests, Data Validation, and User Acceptance.
· Quality assurance plan including approach to ensure quality for the case management system, process reviews and product reviews, checklist and measures to be used in reviews, approach to addressing defects, and quality deficiency.
· Issue tracking, communication plan, escalation, and status monitoring process.
· Tasks to reflect the deliverable submission and review process for each deliverable.
· List and description of assumptions and constraints. 

The Contractor/Contractor’s Project Manager shall: 
· Ensure that the Project Work Plan meets all required IOT and FSSA-DST standards and addresses all project requirements as described in this document and in the Bidder’s Library. Indiana Office of Technology standards are defined at http://www.in.gov/iot/2394.htm and FSSA security policies are defined at https://secure.in.gov/fssa/4979.htm.
· Submit a baseline Project Work Plan at the beginning of the project.
· Maintain the detailed Project Work Plan through to final project acceptance of the system. 
· Supply updated Project Work Plan based on changes that occur to the baseline for the duration of the project. 
· Update and submit to the State every two weeks or at an alternative period of time that is formally specified and agreed to in writing by the State. 

4.1.2 Risk Management
The Contractor/Contractor’s Project Manager shall:
· Supply a Risk Management Plan to be utilized during this project. 
· Document and track project risks and mitigation strategies throughout the life of the project. 
· Be responsible for the formal risk management documentation for this project and will supply the State with copies of each document. 
· Be required to present an updated Risk Management Plan on a periodic basis throughout the life of the project. The timeline for delivering an updated risk management plan shall be defined in writing and approved by the State.

The Risk Management Plan shall include but not be limited to the following for all project risks: 
· Description of the project risk 
· Description of the potential impact to the project
· Overall project impact 
· Details for specific items that will be impacted
· Impact rating (e.g. High, Medium, Low)
· Overall project impact rating 
· Impact rating for each specific item that will be impacted. 
· Likelihood of occurrence (e.g. High, Medium, Low) 
· Description of risk mitigation plan 

4.1.3 System Gap Analysis
The Contractor shall conduct a System Gap Analysis to identify and capture differences between the Contractor’s system and the State’s current and desired future business processes, practices, and functional and technical requirements. The Contractor shall proceed by collaborating with and gathering input from the State. The Contractor shall provide an orientation to the proposed system so the State can provide informed input during the analysis. During the analysis, the Contractor shall lead efforts and collaborate with the State to conduct analysis of all relevant interfaces including, but not limited to, the interfaces listed in the Features List. Some of the key, relevant System and Agency interfaces and integration include:
· High Priority, System and Agency interfaces:
· IRIS (for the purpose of sun-setting IRIS)
· Contract Management System (CMS) 
· PeopleSoft
· VR Claims Payment System (anticipated to be implemented in CY2017 – an interface needs to be defined in the future which will replace some of the existing interfaces)
· Document Imaging Management System (OnBase is the system used with IRIS)
· Social Security Administration (SSA) 
· Department of Workforce Development (DWD)
· SSA Tracker System
· E-Signature Hardware and Software interface integration
· Data Warehouse (DWH)
· Centralized Scanning and Indexing System (CSI)
· Centralized Printing and Mailing System (CPM)
· Medicaid Fee Schedule (CPT codes)
· O*Net/Standard Occupational Classification (SOC)
· State of Indiana – IOT and FSSA described Identity and Access Management System
· Low Priority, System and Agency interfaces
· State Licensing Agency
· Bureau of Motor Vehicles (BMV)
· Division of Family Resources (DFR)
· Bureau of Developmental Disabilities Services (BDDS)
· Department of Correction (DOC)
· Area Agencies on Aging (AAA)
· Independent Living Centers (ILC)
· Other Federal Systems as applicable
· Others as identified during the requirements gathering phase. The timeline to integrate system and agency interfaces needs to be verified during design and requirements phase of the project.

The Contractor shall provide the State a written System Gap Analysis reflecting the information specified, but not limited to: 
· List of functionalities met out of the box.
· List of functionalities met with customization. 
· List of functionalities met with code change and / or complex customization.
· List of functionalities not met.
· Approach and template for documenting differences. 
· Orientation to the Contractor’s system. 
· Demonstration (live) of how Contractor’s core system functionality meets the technical and functional requirements. 
· Consulting to support State’s documentation of additional differences identified by the State between the Contractor’s system’s functionality and the State’s current business processes and practices. 
· Review of differences identified by State and identification of those differences that require customization, and can be met through re-engineering, or adaptation.
· List and describe the components (e.g. screens, database tables, forms and reports) that shall be addressed as part of the customization effort.

4.1.4 Requirements Development for Needed Customizations
Based on the System Gap Analysis, the Contractor shall:
· Define and develop requirements to modify the new system, including needed customizations.
· Document which differences are addressed by the customizations as listed in the Contractor’s proposal and which are new requirements.  
· Perform all activities to gather the requirements for needed customization and modification for the new case management system. The Contractor shall elicit, analyze, specify, prioritize, and record requirements by communicating with VR program staff.
· Plan, schedule, prepare agendas for, and facilitate all requirements gathering activities. The Contractor shall send appointments to all attendees using the State’s email and calendaring product. 
· Document all requirements needed for customization and modification, including all features and functionality, and the rationale for each. 
· Organize the requirements needed for customization and modification into related subsets.  
· Work with the State to discuss and obtain approval for all requirements needed for customization and modification.
· Develop and maintain a Requirements Traceability Matrix (RTM)

4.1.5 Data Conversion Analysis 
There are approximately 60,000-70,000 closed VR case and referral files and 17,000 open cases and referrals. The number of authorizations per case varies and is estimated to be 0 to 20 or more authorizations per case. There are approximately 2 million electronic attachments associated with active and closed cases and referrals. The quantity of closed cases and referrals and attachments to migrate shall be determined during the planning and analysis phases. During the planning and analysis phases, the Contractor shall: 
· Conduct data mapping work sessions and document differences between the State’s legacy data and Contractor’s system. 
· Work with the State to provide a technical understanding of how the Contractor’s system shall be incorporated into State’s technical infrastructure. The Contractor shall provide this information in writing to the State. 
· Migrate case management related data from IRIS and other State systems to the new case management system, e.g., Individual Information, Referral Information, Case and Referral Information, Vendor Information, Employer Information, Fiscal Information, Electronic Attachments and other necessary and relevant information.
· Perform testing on data migration and conversion on subset of data prior to performing conversion for the entire data set.
· Perform dry runs of the entire data extract until it is accepted by State.
· Provide a report of the data conversion results for each system after final conversion.
· Develop a Data Conversion Management Plan by collaborating with and gathering input from the State. 

The Data Conversion Plan is a comprehensive management plan for the overall approach that shall be followed for the data conversion effort. It defines the methodology, strategies, required competencies, tools, templates, acceptance criteria and quality standards, and data cleansing and data discrepancies resolution strategies. The Data Conversion Plan shall include, but not be limited to, the following:
· Review and sign-off process
· What data fields will be reviewed and cleansed
· How the data will be cleansed
· How the data will be extracted from the legacy systems
· How the data will be converted to the new system structure
· How the data will be loaded to the new system
· How errors will be addressed
· Defined roles and responsibilities between Contractor and State staff
· Database schema of new database(s)
· Data mapping
· Input and output record layout
· Location of source and target information
· File / Table sizing information
· File / Table volume information
· Data conversion and data cleansing schedule
· Quality assurance and testing methodology and approach, to be executed prior to final acceptance.

4.1.6 Data Security
The Contractor shall: 
· Present a plan for creating, accessing, storing, and transmitting health information data in a manner that is compliant with HIPAA standards for electronic exchange, privacy and security requirements (45 CFR 162 and 164), which address security and privacy of individually identifiable health information.  
· Ensure protection of personally identifiable information through appropriate data protection / visualization (eg. displaying limited pieces of protected information like last 4 of SSN).  
· Comply with all Indiana Office of Technology (IOT) (http://www.in.gov/iot/2394.htm) standards for preferred and supported technology, including but not limited to, Microsoft technology for primary and external interfaces.
· Ensure all hardware, software, and services provided to or purchased by the State shall be compatible with the principles and goals contained in the electronic and information accessibility standards adopted under Section 508 of the Federal Rehabilitation Act of 1973 (29 USC 794d) and IC 4-13.1-3.  Any deviation from these architecture requirements shall be approved in writing by IOT in advance. 
· Comply with all FSSA Application Security Policies and FSSA security standards (https://secure.in.gov/fssa/4979.htm).  Any deviation from the policies shall be approved in writing from FSSA.
· Not remove any data from any of the systems used by State.

Additionally, the State prefers that Contractor provide authentication and authorization of the user using single sign-on.

4.1.7 Adaptive Technology / Accessibility
The Contractor shall: 
· Propose a system accessible to staff and that shall interface with assistive technologies through device configuration. Assistive technologies include but are not limited to:
· Braille Displays
· PowerBraille 80
· BrailleNote
· RBT40
· HandyTech Mod80
· Alva Series 3
· PacMate (which is also a note taker)
· Assistive Technology (AT) Software
· Kurzweil
· NVDA
· Open Book
· Duxbury Braille Translator (Braille embosser) and other embossers
· JAWS
· WindowEyes
· ZoomText
· MAGic
· Dragon NaturallySpeaking (DNS)
· Windows Speech-Recognition
· CCTVs
· Numerous models

Assistive Technology standards are defined at http://www.in.gov/iot/2394.htm.

5. Phase II – Design, Development, and Customization

5.1 System Requirements and Desired Functionality  
The Contractor’s system shall be web-based, portable, and paperless and may be based on a COTS system or a system from a current existing State government VR client. The comprehensive case management system shall, in addition to meeting all responsibilities listed in the Features List, at a minimum:
· Replace the current case management and reporting systems with an integrated software system supporting the VR program. 
· Include access to data through searching and reporting capabilities.
· Provide access to real-time information necessary for performance measurement, workflow analysis, and resource management.
· Interface with other State systems as identified during requirements phase (Section 4.1.3).
· Meet federal reporting requirements, including the following:
· RSA-911 (Vocational Rehabilitation Program Case Service Report) 
· RSA-2 (Annual / Quarterly Vocational Rehabilitation Program / Cost Report)
· RSA-113 (Quarterly Cumulative Case Load Report)
· RSA-722 (Annual Report on Appeals Process)
· New federal reports required under the Workforce Innovation and Opportunity Act (WIOA) or Rehabilitation Act, as amended.
· SF-425 (partial information from Federal Financial Report, i.e., Pre-employment Transition services and unliquidated obligations)
· Other Federal reports as applicable
· Provide a workflow and notification structure that progressively alerts users of deadlines if required information has not been submitted. If user does not take action, system shall be able to take action and notify user or initiate an escalation process. Escalation process shall send notice of deadline to appropriate supervisor.
· Include a rules engine using transparent business logic. Contractor shall take a non-programming approach to ensure that the business logic is not hard coded into the system software and adjustable to meet changes in State policies and requirements.  
· Use a design that provides an optimal user experience.

The Contractor’s Design Specification shall include, but is not limited to, the following:
· Review and sign-off processes including State approvals
· Introduction including the purpose, scope and overview of the Specification
· Capabilities, functions, and features of the system
· Gap between the COTS/Transfer system and the functional and technical requirements defined during requirements gathering process
· Method to address gaps between the base COTS/Transfer system and the system functional and technical requirements
· Description of the overall design concept
· High-level summary of the design
· Description of Contractor-developed software modules, interfaces, and reports
· System design using narrative, flow charts, data flow diagrams, screen formats/layout, etc. describing or depicting inputs, outputs, data flows, control flows, manual and automated processing, and exception and error handling
· Description of the system’s role-based user access/authority
· Report layout for standard reports
· Data model and relationships
· Entity relationship diagram
· Database(s) design and structure
· System interface design
· System architecture (hardware, software, operating system platform, application architecture, relationship between multiple systems in narrative and picture format, network diagram, network requirements, data flow diagram, security architecture)
· Specific formulas and calculations used to establish the system storage and processing needs
· Specific assumptions used to size the database(s) and processor
· Estimates for growth and peak performance
· Archive strategy for management of data and system performance, and methods of restoring data from archive storage

In addition, the State requests that the new case management system can be adapted to support any new business needs through configuration, planned upgrades, business process changes by the State, or limited customization. 

5.1.1 Accessibility Compliance Evaluation Template
The State has included an Accessibility Compliance Evaluation Template in order to provide guidance for the case management system. This list is included in the Bidder’s Library.

5.1.2 Business Process Analysis (BPA) Process Maps and Descriptions
The State has included process maps in order to provide a deeper understanding of the proposed future case management system and its processes. These process maps are included in the Bidder’s Library.

5.1.3 BPA Glossary of Terms
The State has provided a glossary of terms in order to provide a deeper understanding of the BPA project. These terms are included in the Bidder’s Library.

5.1.4 BPA Reports 
The State has provided an initial list of reports in order to provide guidance for the case management system. This list may change during the requirements and design phase of the system. This list is included in the Bidder’s Library.

5.1.5 Features List
The State has provided a high-level list of features in order to provide guidance for the Case Management system, its processes, interfaces, and necessary features. This list is included as Attachment K. Respondents to this RFP are required to provide a response to each of the items in Attachment K: Features List.

5.2 Technical Architecture Design
The Contractor shall: 
· Submit an Architectural Design for the proposed system based upon the State’s requirements, including those listed in the Data Security and Adaptive Technology / Accessibility section (Sections 4.1.6 and 4.1.7). 
· Work with the State to review the proposed architectural design and refine it as necessary to reflect how the system shall be incorporated within the State’s technical infrastructure/architecture. 
· Be responsible for adjusting the architectural design deliverable to reflect the changes resulting from this process. The resulting architectural design shall be required to meet and support all specified requirements. 
· Create and submit as part of this effort a Procurement/Acquisition Plan aimed at procuring/acquiring the required hardware and software based upon the resulting architectural design. With respect to any architecture component for which the State already has a defined standard, the plan is expected to comply with that standard. Should the plan include an architecture component for which the State does not yet have a defined standard, then the Contractor is expected to work with the State in further exploration of options. In all cases, the decision of the State shall be final and binding.

The Contractor shall provide the State a written Architectural Design reflecting the information specified, but not limited to: 
· A narrative and pictorial description of the Architectural Design
· If applicable, a list and description of assumptions that were taken into consideration when producing the Architectural Design. 

The Contractor shall provide the State a written Procurement/Acquisition Plan that shall include but not be limited to the following:
· List and description of required hardware. The list should clearly indicate whether or not the hardware is available or needs to be procured by the State, and should specify required minimum configuration and recommended configuration, including usage assumptions, load balancing factors, and performance metrics.
· List and description of required software. The list should clearly indicate whether the software is to be provided by the State or Contractor. For software provided by the State, the list should clearly indicate whether or not the software is available or needs to be procured by the State. Specifications shall include software version and OS minimum requirements.

The State is open to proposals for a Contractor-hosted system, a system integrated into the State’s technical infrastructure, or a cloud-based system. For Contractors proposing a hosted system, the State’s preference is to host the system in Indiana Office of Technology (IOT) data centers.

The Contractor shall be responsible for ensuring that all technical environments necessary to meet the requirements are established in a timely manner to meet their intended purpose as the project moves forward (e.g. conduct acceptance testing in Test Environment, conduct training in Training Environment, etc.) and work with IOT and FSSA to establish physical environment. The environments shall include: 
· Development environment 
· Test environment
· Training environment
· Production environment

5.3 Customization
	The Contractor shall gather information and create a detailed design for the various components of their proposed system requiring customization including those components that were identified as needing customization as part of the system requirements, Features List, and System Gap Analysis. Detailed feature and requirements specifications for the additions and adjustments to the various components of the system in addition to a list and description of work tasks aimed at preparing for and applying the additions and adjustments shall be created as part of this effort. The Contractor shall apply the additions and adjustments to the components based upon the resulting design. The Contractor shall be responsible for scheduling and coordinating all work activities to ensure that the work is performed in accordance with the work specifications that were created as part of the design. 

The Contractor shall provide the State a written Customization Plan that lists and describes required features, requirements, work tasks, resource assignments, code review process, and associated time estimates aimed at applying the desired additions and adjustments. The Customization Plan shall include graphical and/or narrative description of the additions and adjustments that shall need to be applied to the base system to meet the unique needs of the State. Specifications shall be provided for but not limited to the following functions/components: 
· Screens
· Forms / Reports
· Customizations for reports include coverage of the over 300 current federal, ad hoc, supervisory, State, operational, quality assurance, case management, and other working reports in the VR program. The full list of these reports can be found in the Bidder’s Library. Contractor shall also provide specifications for dashboards and data exporting features.  
· Tables / Data Elements
· System Interface
· Security and access permissions 
· Data Protection / Visualization
6. Phase III – Testing

6.1 Testing
The Contractor shall: 
· Be responsible for creating a Test Management Plan. The Test Management Plan shall have specific test plans created for each standard and customized area of the system, including plans for review and sign-off processes, overall strategy for validating the functionality of the system, approach to ensure test coverage of each requirement, individual test cases to be performed, environments in which test shall be conducted, test data, test plan, Unit testing, Integration testing, End-to-End testing, Regression testing, Security testing, Automated testing, Performance Testing, and Operational Readiness testing strategy and implementation.
· Be responsible for testing, but to facilitate testing assistance by State technical staff, the Contractor shall provide design/code walkthroughs of system documentation (including interfaces and reports) prior to system test. The walkthroughs shall include a discussion of the design, specific code/configuration details, and a discussion of any tools used.
· Be responsible for ensuring that the system is thoroughly tested in accordance with the Test Management Plan and user acceptance is received and documented. 
· Schedule and coordinate all testing activities to ensure that each of the tests are prepared for and performed in accordance with the test plans that are created. Unless specified otherwise within the test plan, the Contractor shall be required to provide all tools, testing materials, and resources necessary to effectively perform the required tests. 
· Ensure all testing shall be completed and approved by the State in accordance with the Test Management Plan before the system can be implemented within the production environment.
· Comply with State of Indiana – IOT and FSSA testing standards (http://www.in.gov/iot/2394.htm)
· Perform integration and user acceptance testing (UAT) of the solution in a pre-production Quality Assurance (QA) environment. 
· Ensure QA / UAT environment is representative of the architecture of the production environment.
· Provide integration testing that is designed to ensure that all components, data feeds, identity management solutions, etc., work together properly and, as a whole, meet the business and functional requirements of the system. 
· Provide component integration testing that shall include the development and use of automated system test scripts to validate that the system operates in accordance with the design specification, for example:
· user roles are performing properly
· authentication performs properly
· workflows perform properly
· data flows perform properly
· Provide integration and testing methodology that shall include the process, services, and environments to:
· Design, manage, and present component test cases and scripts for review and approval.
· For component and integration testing, execute the scripts, track defects, and present results of testing to State for review prior to requesting sign-off on any production deliverables.
· Methodology for and implementation of re-testing (or regression testing) prior to releasing packages of enhancements and fixes.
· For UAT, schedule and facilitate State-selected users to complete UAT, track results, and present to State for review prior to requesting authorization for production releases.

After all Contractor testing, facilitation of Acceptance testing and any required follow-ups and documentation of changes shall be the Contractor’s responsibility. 

The Contractor shall provide the State a written Test Management Plan consisting of, but not limited to, the following for each required test: 
· Detailed description of testing approach. 
· List and description of all work tasks and human resources required to prepare and conduct the required testing. 
· List and description of required tools and equipment. 
· Benchmarks and testing criteria (as necessary). 
· Test scripts, procedures, and materials for performing the tests and documenting results. 
· Description of issue/error reporting and resolution procedure and associated materials.
· Test schedule. 

Contractor shall provide the State a written Completed Test Report documenting each required test and associated test results. 

Contractor shall transition system administrator responsibilities during the production acceptance period.
7. Phase IV – Data Migration, Implementation, and Training 

7.1 Data Migration
The Contractor shall: 
· Be responsible for migrating data from the existing State systems and establishing all data elements and information necessary to effectively utilize the system after implementation. All data from open VR cases and referrals, and all data from closed cases and referrals within the last five years, shall be migrated from the existing State systems.
· Work with the State to: 
· Analyze current database tables and data elements within the State’s database systems and other data sources that shall be brought into the system.  
· Create a written Data Migration Plan that is aimed at cleaning-up and migrating required data elements to the Production databases. 
· The Migration Plan shall also include a plan for populating required data elements that shall not be addressed by the migration of data from the State’s existing systems. 
· The Migration Plan shall be reviewed and approved by the State prior to implementation. 
· Schedule and coordinate all data migration and population activities to ensure that all work is performed in accordance with the Migration Plan. Unless specified otherwise within the Migration Plan, the Contractor shall be required to provide all tools, equipment, materials, and resources necessary to effectively perform the required work tasks. Testing of all data migration and population processes and procedures shall be conducted in accordance with the Migration Plan. The Contractor shall work with State to conduct testing to validate the migrated data.
· Create a written Data Validation Plan to extract, transform, and load (ETL) all relevant data for document migration to and from existing VR Case Management System (IRIS), documents management system (OnBase), PeopleSoft System used by State Auditor’s Office, State of Indiana maintained Data Warehouse, Claims Management System (CMS), Case Management Systems used by other agencies, future Claims Payment System, or any other System identified during requirements gathering or system design and implementation. The State anticipates the cleaning and validation process will require a significant level of effort. The Data Validation Plan shall include appropriate sampling.  Data from the existing system can be exported in multiple industry accepted formats.
· Validate the system in four different environments (e.g., development, test, training and production)
· Develop a data archive strategy with the State to keep the system clean and archive data on a regular basis.  The Contractor shall pursue a sunset approach rather than a flip the switch strategy for any system that is decommissioned as a result of new Case Management system. The Contractor shall coordinate with the State and/or other relevant entities regarding any systems that may be decommissioned as a result of new Case Management system.

7.2 Implementation
The Contractor shall: 
· Be responsible for implementing the validated system within pre-production environment (e.g., development, test and training)
· Be responsible for implementing the validated system within the production environment. 
· In preparation for this effort, the Contractor shall be required to create an Implementation Plan, which shall identify the approach that shall be taken and the critical tasks that shall be involved with implementing the system. 
· Use proven development methodology (e.g., Software Development Life Cycle) to ensure quality and reliability of the software.
· Ensure custom code and customizations are reviewed and approved prior to development and implementation. 
· Ensure all customizations include software code, forms, reports, system and other configuration files and documentation. All customizations should also include purpose and operation details that can help understand the customization.
· Schedule and coordinate all implementation activities to ensure that the work is performed in accordance with the Implementation Plan. 
· Unless specified otherwise within the Implementation Plan, the Contractor shall be required to provide all tools, equipment, materials, and resources necessary to effectively perform the required work tasks. 
· Perform testing of the implemented system that shall be conducted in accordance with the approved Implementation Plan. 
· Be responsible for creating and providing the State with system and user manuals, which shall be reviewed and approved prior to the implementation.

Contractor shall provide the State a written Implementation Plan consisting of, but not limited to, the following: 
· A description of the approach that shall be taken to implement the system within the production environment.
· A list and description of all work tasks and human resources required to prepare and perform the implementation, including a RACI chart.
· A description of necessary trainings and assurance that training shall occur before implementation.
· List and description of required tools, equipment, and materials.
· A description of the process that shall be used to verify the success of the implementation.
· Implementation schedule.

Following implementation, the Contractor shall provide a full COTS Package / Transfer Package including software, manuals, manufacturer warranty, and licenses, if not previously provided.

7.3 Documentation
The Contractor shall provide the necessary documentation for the solution being implemented. 
· Deliver documents to be used by end-users that include
· Descriptions of features and functionality
· System workflows
· Procedure for creating ad hoc reports, if any
· Supervisory controls and features only available to manager and supervisors.
· Deliver documents to be used by system administrators that include:
· Management of internal user accounts and security
· Management of external user accounts and security
· Checklist for error and exception diagnosis and handling
· Changing system constants and parameters (e.g., rates, deadlines, etc.)
· Reviewing system and database logs for general activities, problems, and trends
· Adding and modifying data elements and user-defined fields
· Creating and modifying standard reports and forms
· Creating and modifying system workflows
· Creating and modifying business rules and field validations
· Creating and modifying document types and templates
· Monitoring and managing interfaces and data imports/exports 
· Deliver documents to be used by technical administrators that include:
· Specific maintenance procedures for the system, such as applying software upgrades and patches, logging and correcting application errors, database re-sizing and re-indexing, etc.
· Specific operational procedures for the system, including such things as system monitoring, processing of batch files, etc.
· Operations schedule (e.g., batch jobs, maintenance windows, etc.)
· Suggested software maintenance schedule
· Help desk support procedures
· Deliver updates to the end-user, administrator, and technical system documentation described above for the test release, the full production release, and any subsequent releases offered by the Contractor.
· Provide all documentation in electronic native format (e.g., word, excel)

Throughout the project, Contractor shall provide notice, at times to be determined by the State, of completion of required documentation.

7.4 Training
The Contractor shall provide on-site training to lead individuals (train-the-trainers) in roles selected by the State who shall provide training to other State staff and shall support staff in utilizing the procured system. It is expected that 20-25 individuals will need to be trained, including 5-8 administrators.  These lead individuals shall conduct ongoing training as well as training newly hired staff. Training shall consist of the following broadly defined areas: 
· Case Management: This component shall cover the creation and administration of a case and client within the system. This shall include the determination of eligibility, creation of plan for employment, movement of client through case and referral statuses, closure, document management, utilizing reports, as well as setting and managing reminders and tracking case and referral activity. 
· Reporting: This component consists of the creation of ad hoc reports, saving and sharing ad hoc report parameters, and exporting report data.
· Fiscal: This component shall cover the interface of this system with the future VR Claims Payment System.  This includes the system’s authorization (approve/cancel/modify) process.   
· Administrative: This component shall cover the creation, management and administration of users, system-wide data, and templates. 
· Technical/Application Support: This component shall cover individuals who shall provide technical/application first level support and system enhancements. Problems and questions that cannot be addressed shall be forwarded to the Contractor as part of maintenance and support.
· Documentation: Use the documentation defined in Section 7.3.

7.4.1 Training Plan
The Contractor shall be required to provide a training plan for each group that shall be receiving training. The Contractor shall work with State to schedule, coordinate, and deliver all training in accordance with the training plan that is established. All training shall be delivered in a location to be determined by the State. The Contractor shall be required to provide the training material necessary to effectively deliver the training.

Contractor shall provide the State a written Training Plan consisting of, but not limited to, the following for each required training group: 
· Detailed description of training to be provided for:
· End-User
· Train-the-Trainer
· Help Desk
· System Administrator
· System Technical Support
· List and description of all work tasks and human resources required to prepare and conduct the required training. 
· List and description of required tools, software and equipment.
· Training materials that include:
· Course outlines and content
· Student materials used during the training course(s)
· Training Manual (to be used by the trainers) describing the objectives of the course(s), key topics, and exercises
· Description of each system function/module/feature
· Description of the data elements and their range of values and business rules
· Description of system workflows and “Day-in-the-Life” scenarios such as use cases
· Hands-on and workbook exercises to reinforce system concepts
· Tips and key references for navigating the system
· Use of ad hoc reporting tools and features
· Develop Computer Based Training modules
· Organize, develop, and lead knowledge-transfer and operations training sessions
· Specialized training for support, help desk, and accounting staff
· Description of training assessment that shall include a remediation plan for addressing training that did not meet expectations and associated materials.
· Training schedule.
8. Phase V – Support, Maintenance, Modifications, Warranty, and Enhancements

The Contractor shall: 
· Provide support and maintenance for the system for the term specified in the contract to begin immediately after receiving the State’s official acceptance of the implemented system. 
· Be responsible for performing on-site or remote technical support in accordance with the Contract. 
· Address all questions and reported problems related to the technical and functional operation of the system. 
· Provide toll-free telephone support where a qualified technician shall respond via phone to address all calls within one (1) hour of receipt of original call. 
· Provide email support with a qualified technician available Monday through Friday from 7:45 a.m. to 5:30 p.m. with all responses sent within one (1) business day of receipt of original message. 
· Agree to provide on-site technical support within one (1) business day for system-wide problems that cannot be resolved via telephone. 
· Make all product releases and upgrades available to the State at no additional charge as part of the maintenance agreement. At least on an annual basis, Contractor shall communicate to the State any available information on the product roadmap, planned upgrades and enhancements etc. and seek State input where practical. It is the State’s expectation that federally mandated changes are included in the releases and upgrades as part of support and maintenance. 
· Repair code developed during the warranty period, at no charge to State.
· Conduct routine maintenance changes resulting from the vendor’s provision of services defined within the scope of its contract, including changes to operating procedures, schedules, equipment configurations. These changes shall be made at no additional cost to the State.  
· Notify the State of unplanned system downtime immediately upon, and at most within 1 hour, of confirmation.  If the downtime is anticipated beforehand, Contractor shall notify the State at least 72 hours prior to the planned downtime. Contractor shall maintain a minimum of 99.8% uptime against a 24 hour per day, 7 day per week operating schedule, excluding scheduled downtime. Contractor’s response to the RFP shall include proposed SLAs around uptime.
· Notify the VR Director or designees of system performance or functionality issues (excluding those that result in system downtime) within one (1) business day of occurrence. Contractor shall describe the issue, identify the severity of the issue, what is being done to remedy the issue, and when the issue is expected to be fixed. Contractor’s response to the RFP shall include proposed SLAs around issue resolution at different severity levels.
· Make modifications and enhancements requested by or made in consultation with designated State employees.  Prior to making any modifications or enhancements, Contractor shall provide an estimated number of man-hours for the modifications or enhancement.  Contractor shall obtain formal State approval prior to making any enhancements to the system that require over 40 hours of work.  Contractor shall conduct testing, ensure that they are completed with 100% positive results, and receive approval from State designee before activating any modifications or enhancements.  After completion of any enhancement, Contractor shall provide actual hours worked by position and compile a monthly report listing all hours worked by position for enhancements. 
· Provide an Additional Hours Pool of up to 100 hours per month for any system modifications or enhancements at no additional cost to the State.  If the Additional Hours Pool of 100 hours is exceeded in any given month, Contractor may apply per hour rates based upon a State approved proposal. Contractor shall receive approval for any additional hours from the State designee before performing the work.
9. Project Management
The Contractor shall be required to utilize a formalized approach to project management throughout all phases of the project.

9.1 Project Team
· The Contractor shall staff the project team appropriately to assure that it can meet the responsibilities defined in the Contract in an efficient, effective, and timely manner. This shall require project team staff with the necessary expertise and in adequate number to perform or administer the activities. The Contractor shall provide resumes of Contractor staff to the State upon the State’s request. The State reserves the right to request removal of any Contractor staff. The initial Contractor project team and any subsequent replacement of team members and back-up staff shall require approval by the State. All Contractor personnel replacements must be made with individuals of equivalent or greater qualifications and skills. Contractor’s response to the RFP shall include proposed SLAs around timeliness of any changes or replacements to Key Personnel roles including advance notice, and identification and approval of replacement candidates.


The Contractor shall provide an organizational chart at the Project Kick-Off Meeting identifying all the Contractor project staff and their role assignments, as well as the organizational structure of the project team. The team will include those staff included in the Contractor’s proposal, unless otherwise approved by the State. The organization chart shall be updated throughout the project to reflect any changes in project staffing and team organization that occurs.

9.2 Project Manager
The Contractor shall be required to assign an experienced project manager to the project. It is desired that the Contractor’s Project Manager be PMP certified. The Project Manager listed in the Contractor’s proposal shall be the same person assigned as Project Manager once the project begins. Contractor shall make all reasonable efforts to ensure stability at the Project Manager position throughout the duration of the contract. Contractor shall provide resumes for the Project Manager and any other proposed key staff upon the State’s request.

The Contractor’s Project Manager shall: 
· Have some on-site presence as required in the SoW or as requested by the State at State’s desired location through implementation.  Specifics on on-site presence will be defined prior to the start of the project.
· Be responsible for the successful completion of all work tasks as defined within the Project Work Plan and shall work under the direction of the State to ensure that all work is performed in accordance with the project schedule, and terms and conditions of the contract.
· Maintain and manage, throughout the project, all Project Plans, documentation, and tracking systems associated with this project, including all training documents, manuals, any other implementation documents that are part of the initial implementation.  
· Maintain a proactive ongoing review of tasks, deliverables, issues and risks. 

9.3 Project Work Plan 
The Contractor’s Project Manager shall work with the State to plan throughout all phases of the project, preferably using waterfall methodology or some type of hybrid (combination of waterfall and agile methodology). A Project Work Plan shall be created according to the specifications in Section 4.1.1 and be reviewed and refined as necessary to reflect the work that is to be accomplished.

9.4 Onsite Commitment
The Contractor shall be required to attend on-site meetings in central Indiana as necessary, and shall be provided with on-site space in the VR Central Office, located in downtown Indianapolis, for up to three (3) staff if needed. Space needs can be negotiated at the time of contract development. It is anticipated that a large portion of work can be performed virtually or from an off-site location. Contractor shall be required to have some on-site presence during planning and analysis phase.

9.5 Project Timeline and Resources
The State expects the project to be completed within 18-24 months. Contractor shall provide their proposed project schedule, timelines, key dedicated resources, and their resumes with their expected onsite commitment and overall project commitment.

9.6 Communication and Reporting
The Contractor/Contractor’s Project Manager shall: 
· Hold a Project Kick-Off Meeting, which shall include all key stakeholders.
· Contractor’s Project Manager is responsible for delivering the agenda and for issuing meeting notes/minutes following the kick-off meeting. 
· Contractor’s Project Manager shall work with the State to schedule this meeting.
· Supply a written communication management plan that shall be utilized during this project. 
· Submit a written status report to the State every two weeks or at an alternative period of time that is formally specified and agreed to in writing by the State. 
· Each report shall, at a minimum, include accomplishments for the reporting period, high-level tasks for the upcoming reporting period, and issues related to the project schedule and budget. 
· Each report shall include issue prioritization and impact on overall project.
· Plan to meet with the State weekly to review status of project (may be conducted by telephone or webinar, if approved by the State). These status meetings shall be to review any items that need to be addressed prior to any standing meetings, or the status reports delivered every two weeks. The goal of these meetings is to allow the State time to address any items that the Contractor’s Project Manager needs assistance with (e.g.; items referencing development, business process, business rules, etc.). The schedule for meetings is to be included in the Communication Plan. 
· Plan for and conduct status meetings with the Project Leadership Team on a periodic and as needed basis to discuss current project activities and address questions, issues, and concerns. 
· Attend and participate on an as needed basis, in project related meetings scheduled and organized by the State.
· Assist the State in preparing materials for meetings, depending upon the agenda and objectives for such meetings, when requested. 
· Accommodate accessibility by all stakeholders, supply any meeting materials (e.g.; Meeting Agendas, Documents and PowerPoint Presentations) to the State in electronic copy at a minimum of two (2) business days prior to project status meetings/presentations to enable State to disseminate presentation to stakeholders. 

9.7 Coordination with other State Contractors
The Contractor/Contractor’s Project Manager shall: 
· Cooperate and coordinate with other contractors including the Independent Verification and Validation (IV&V) contractor, Claims Payment System contractor and the existing IRIS contractor. The contractor shall also work with any other relevant contractors and consultants, and provide necessary documentation when requested.
· The IV&V vendor will be evaluating vendor performance based on industry best practices.  The state expects the vendor will resolve, at the state’s discretion, issues found by IV&V

10. Deliverables
The following is a list of all project deliverables organized by project phase.  Contractor shall include all deliverables, including expected due date, in their Project Work Plan.  The State reserves the right to modify due dates as necessary.  

Phase I: Planning and Analysis
(4.1.1) Project Work Plan
(4.1.2) Risk Management Plan
(9.1) Staffing Organizational Chart
(9.4) Communication Management Plan
(4.1.3) System Gap Analysis
(4.1.4) Requirements Development for Needed Customization
(4.1.5) Data Conversion Analysis 
(4.1.5) Data Conversion Plan
(4.1.6) Data Security Plan

Phase II: Design, Development, and Customization
(5.1) Design Specification 
(5.2) Technical Architectural Design 
(5.2) Procurement/Acquisition Plan 
(5.3) Customization Plan

Phase III: Testing
(6.1) Test Management Plan
(6.1) Completed Test Report
(6.1) Completion of Testing

Phase IV: Data Migration, Implementation, and Training
(7.1) Data Migration Plan
(7.1) Data Validation Plan
(7.1) Complete Validation in Four Different Environments
(7.2) Implementation Plan
(7.2) Provision of COTS Package / Transfer Package including Software, Manuals, Manufacturer Warranty, and Licenses
(7.2) Completion of Implementation
(7.3) Completion of Required Documentation
(7.4.1) Training Plan
(7.4.1) Completion of Training

10.1 Deliverable General Requirements
· Contractor shall propose a format and outline for each deliverable and obtain State’s approval prior to deliverable preparation. The approval process shall include submission of a Deliverable Expectation Document (DED). The goal for the use of the DED is to ensure that a common understating exists between State and the contractor regarding the scope and content of the deliverable prior to the contractor beginning work on the deliverable. 
· Contractor shall use the standard suite of desktop tools supported by DST and IOT.
· Contractor shall submit deliverables in their native format (e.g., Microsoft Word, Excel, PDF, etc.) and all deliverables shall be submitted electronically.
· Each deliverable shall require a negotiated review period to be included in the plan. Unless agreed upon otherwise, State review time shall not be more than ten (10) business days for initial review.
· Contractor to perform walk through of each deliverable within five (5) business days after submission of deliverable.
· Contractor shall receive written notice from State should revisions to deliverable be required. Contractor shall complete such revisions within five (5) business days of receiving the notice unless negotiated earlier, should longer than five (5) business days be needed for certain changes requested by the State.
· Unless agreed upon otherwise, State review time after receipt of the revised deliverable shall not be less than five (5) business days.
· When deliverable needs to be revised, Contractor shall clearly identify the revisions in the revised deliverables.
11. Payment Schedule
The Payment Schedule below may be further defined at a later time by the State and is subject to change. The Payment Schedule shall be adjusted to reflect the due dates within the Project Work Plan and shall be officially reviewed and accepted along with the Project Work Plan. The Payment Schedule shall reflect, at a minimum, the completion of each Project Phase within the contract (Phase I: Planning and Analysis; Phase II: Design, Development, and Customization; Phase III: Testing; Phase IV: Data Migration, Implementation, and Training; and Phase V: Support, Maintenance, Modifications, Warranty, and Enhancements). The completion of Phases I-IV will have an associated one-time fixed-fee payment. The completion of each Phase (I-IV) shall be associated with the delivery and acceptance of the project deliverables outlined in Section 10.

Alternatively, Contractor may also have the option to break-out Phases I-IV into sub-components with a fixed fee payment tied to each sub-component.  Please see Cost Proposal for further instructions.

Phase V will be paid on a monthly fixed fee basis.

11.1 Phase I-IV Fixed Fees

The Contractor will be paid fixed fees for the completion of Phases I – IV.  The payments of the Phase I – IV fixed fees, at a minimum, will be broken into four parts each made upon the completion and acceptance by the State of all deliverables within the Phase. The breakdown of the Phase I – IV fixed fee by Phase is shown below. Payments may be subject to withholds as described in Section 11.2.  Contractor may also have the option to break-out Phases I-IV into sub-components with a fixed fee payment tied to each sub-component.  The table below shall be updated at the time of contracting.

	Phase
	Fixed Fee
	Estimated Due Date1

	I: Planning and Analysis
	TBD
	TBD

	II – Design, Development, and Customization
	TBD
	TBD

	III – Testing
	TBD
	TBD

	IV – Data Migration, Implementation, and Training
	TBD
	TBD


1Actual dates to be agreed upon between the State and Contractor at the Project Kick-Off Meeting.

11.2 Phase I – IV Fixed Fee Withholds
The State reserves the right to negotiate payment withholds for deliverables over 30 days late, as well as payment incentives for deliverables achieved prior to estimated due dates. 

11.3 Phase V – Monthly Fixed Fees
For Phase V, the Contractor will be paid a monthly fixed fee. 

11.4 Phase V - Additional Hours Pool
Contractor shall provide an Additional Hours Pool of up to 100 hours per month for use during Phase V. The Additional Hours Pool shall be used for any system modifications or enhancements at no additional cost to the State or to the Phase V monthly fixed fees. If the Additional Hours Pool of 100 hours is exceeded in any given month, Contractor may apply per hour rates (as requested in the Cost Proposal document) based on a State approved proposal.  Contractor shall receive approval for any additional hours from the State designee before performing the work. Any unused hours shall roll over to the subsequent month. A final true-up shall be performed at the end of the contract term and the State shall be credited for any unused hours on the Contractor’s final invoice.

11.5 Hardware Costs
Contractor may propose one-time fixed fee hardware costs to the State.  All hardware purchases must provide a useful function to this system and will require approval from the State. 

11.6 Software Costs
Contractor may propose software costs to the State.  The Software costs may consist of a one-time fixed-fee perpetual license cost and an annual maintenance cost.  All software costs must provide a useful function to this system and will require approval from the State.



21

